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Looking for Survey Plans?
We’ve got them!
Teranet and Land
Survey Records
now have survey
plan images
available through
GeoWarehouse.ca

Plans mapped
to PIN!

Great news! Teranet and
Land Survey Records have
created an indexed listing
of survey plan images to
PIN. As a GeoWarehouse
user, you’ll be proactively
notiﬁed that survey plan
images are available for a property. A quick
search shows the list of plans, and allows for
layering of the associated PINS on the map.

Automatic
Notiﬁcation!

Teranet Enterprises Inc.
gwsales@teranet.ca
416 643 1144
Land Survey Records Inc.
info@landsurveyrecords.com
1 888 809 5513

Actual online images are in colour.

GeoWarehouse is a product of Teranet Real Estate Information Solutions

Content
management,
simpliﬁed.

“Ricoh manages our information, and with the storage and retrieval time saved,
we get to focus on our business – better serving the residents of Digby and councilors.”
–Tom Ossinger, Chief Administrative Ofﬁcer, Town of Digby

Providing value for government organizations
with document-driven processes.
Enterprise Content Management (ECM) from Ricoh helps you focus your time and energy where
it really matters: serving your customers.
Streamline information access, manage documents from any device, and auto-classify ﬁles
to comply with records policies. RCloud ECM also lets you integrate with other municipal
information systems, automate approval processes, and manage the Municipal Freedom
of Information and Protection of Privacy Act. Harness the power of RCloud Enterprise
Content Management today.

Learn how Ricoh makes information work for you.

rcloudservices.ricoh.ca

Visit www.misa-asim.ca and check out our digital edition.

The
Emerging
IT Leader
Program
Calgary: October 6th-9th, 2014
Toronto: October 20th-23rd, 2014
MISA members receive a special rate –
check the MISA box when you register at:

SUPERCHARGE
YOUR LEADERSHIP
SKILLS AND ACCELERATE
YOUR CAREER
Boost your leadership potential, develop your practical
management knowledge and grow your value to your
organization. Enroll now for the highly acclaimed
Emerging IT Leader Program from Leaders Beyond.

“

This is no ordinary training course but
more of a life experience that will serve
me well for many years to come. I have
attended training for over 20 years and
this course is leaps and bounds ahead of
the competition.

”

www.leadersbeyond.com or call 647-290-7352
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In response to a growing need for Alberta municipalities

A PRIVATE CLOUD
BUILT FOR YOUR
MUNICIPALITY

to have access to enterprise level IT services, ATCO I-Tek
has built a robust, private, data sovereign cloud for Alberta
municipalities of all sizes.

To find out how this solution can help your municipality, contact
us at 780-418-0623 or info@atcoitek.com
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Keeping in Touch
By Dan Munns,
President, MISA Ontario

SUSTAINABILITY MAY BECOME the most important topic in
the 2014 municipal elections. Current practices are being
evaluated as municipalities adapt to changing social and
economic factors. Looking at service delivery models
through the lens of sustainability, municipalities will need
to reinvent their methods. From recreation registration to
pavement management, municipal services are powered
by IT infrastructure. Supporting this transformation will
be the greatest challenge that municipal IT professionals
will face through the second half of this decade. The
integration between service delivery and technology sees
IT Managers moving into leadership roles, a change that
scares some IT folks and liberates others.
As current President of MISA Ontario, I regularly ask
myself, “What is MISA Ontario’s role in this inevitable
change?” I use three simple questions to help me
clarify MISA’s role: “What does MISA do?”, “Why is
MISA important?”, and “How can MISA help me as an
IT practitioner?”

What Does MISA Do?
No single phrase encompasses all that MISA Ontario
does, not because we don’t have a clear vision or strong
purpose, but because we offer a variety of services to a
membership that leverages our association in different
ways. It is safe to say that we are a unique municipalityfocused association that concentrates on supporting and
implementing cost-effective technology solutions through
the establishment of true collaboration and leadership.
MISA Ontario promotes collaboration, knowledge
sharing and leadership development through educational
opportunities that help members build the technical and
leadership skills essential for accomplishing sustainable
government. Directly relevant to that goal, the program
theme of MISA Ontario’s Annual Conference in Ottawa
in June is “Transforming Client Experiences.” In addition
to the learning opportunities at workshops, a sometimesforgotten benefit of the conference is the opportunity to
develop leadership and presentation skills. The majority
of our breakout sessions are facilitated by members who
have a success story to share, highlighting the creativity
employed in solving technical and complex problems.
Perhaps the most underestimated benefit of membership
is the peer support. For those who have been actively
involved, the term “MISA family” will ring true. The MISA
Ontario Board of Directors believes in the importance
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of the MISA family culture and strives to ensure that all
conferences and workshops advance this philosophy.
Anyone attending this year’s MISA Ontario annual
conference in Ottawa in June or the MISA Ontario Security
Conference in Peterborough in September will get a firsthand opportunity to experience the MISA family culture!

Why Is MISA Important?
At no time in the past has collaboration been more
important to the success of IT professionals. Integral
to the challenges of cost-effective service delivery
are the complexities of network infrastructure, data
management, increasing security concerns, legislative
changes and application delivery. Responding to these
challenges can be overwhelming. It is important to
leverage your larger peer community when navigating
today’s municipal environments.
In a time of changing expectations, MISA Ontario
has adapted its service offerings to support members,
providing education services and collaboration tools,
strategic alliances, and advocacy services.

How Can MISA Help Me As An IT Practitioner?
The answer to this question depends on how active
you are in the association. The volunteers in all MISA
chapters contribute time and effort to help grow their
association, build friendships, share knowledge and
experiences, and create opportunities for members to
develop leadership skills.
I encourage you to take advantage of all that MISA
has to offer. The path to sustainable government will
be fraught with challenges and getting feedback will
generate new concepts, leading to further innovation.
I challenge you to engage each of your municipality’s
lines of business as they also provide valuable
information. Each department has unique challenges and
opportunities that assist in your quest for sustainability.

Final Thoughts
Once in the MISA family, you will quickly learn of many
inspiring IT leaders who are innovating service delivery.
Learning from the best helps you become more effective
and moves you closer towards a strategic leadership role
within your municipality. For those in small municipalities
and/or municipalities outside of the GTA, leverage MISA’s
offline services, such as social media forums and the
website. Plan to attend a conference or workshop in 2015
and, if you have the time, join one of the many Special
Interest groups or Committees.
I encourage all of our members to share their
creative and innovative stories. Together, we play
a vital role in establishing solutions to the municipal
challenges of building and maintaining a sustainable
government model. ■
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Municipal News
Across Canada

City of Vancouver –
75 Per Cent Drop In Rental
Building Violations Following
the Launch of Online Database
THE CITY’S SEARCHABLE database of rental buildings
has improved the condition of rental housing
available in Vancouver, helping renters make more
informed decisions about their housing.
In the two years since work on the database
began, there has been a 75 per cent drop in rental
building violations, from 7,210 violations in 2012 to
1,575 in 2014.
Since it was launched in 2013, the accessible
Rental Standards Database has empowered renters
and motivated property owners and landlords
to provide safer and better housing by keeping
properties in good order.
“The City of Vancouver is making big strides
in improving safety and ensuring the quality of
Vancouver’s rental housing,” said Mayor Gregor
Robertson. “These results are incredibly positive
and show a dramatic 75 per cent drop in property
violations in licensed rental buildings. It’s our intention
that those numbers will continue to drop so that safe
and compliant housing is available for all residents.”
In 2013, there were seven rental buildings with
over 100 violations. In 2014, there are zero.
Safety and maintenance information for all
licensed rental buildings with five or more units
The Rental Standards Database includes
information about all licensed rental buildings in
Vancouver with five or more residential units that
have any open property bylaw issues (fire safety,
building safety) or maintenance issues that have been
addressed and resolved within the past 12 months.
Since the program was launched there have
been 25,000 visits to the application on the City of
Vancouver website.

Work started on the database in January
2012, following a Council motion. During the
next 12 months, city staff worked across several
departments – licenses and inspections, housing,
legal, fire, and web teams – to compile all building
safety data and identify the worst buildings. Staff
contacted hundreds of rental property owners by
mail and in person, notifying them of their building
violations and that they would appear on the
database when it went live. The Rental Standards
Database went online in February 2013.

CIRA Improves Safety of Canada’s Internet
The Canadian Internet Registration Authority (CIRA),
the organization that manages the .CA domain, has
just launched Registry Lock, the latest in a suite of
products and initiatives that will ensure .CA remains
at the leading edge of domain security.
Registry Lock is a method for providing an
additional layer of security for any website. It is
of particular value to high-traffic, high-transaction
websites, such as e-commerce or financial services
sites, that regularly deal with large volumes of
personal and confidential consumer information.
With Registry Lock, a domain name is locked at the
registry level. Any request to have the domain name
redirected, its information altered, or its ownership
transferred to another party cannot proceed without
verification through the domain’s sponsoring Registrar
and CIRA. In order to perform updates to a locked
.CA domain name, a series of specific person-toperson authentication and verification protocols must
be followed.
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This is the ideal way to protect a domain from
malicious activities known as domain hijacking, in
which hijackers pose as the rightful owners of the
domain (usually using illegally acquired account
information) to make changes or transfer ownership so
they can seize control of the domain name.
“Imagine a bank, a government agency or other
trusted organization losing control of their domain,
even if only for a short time,” said Byron Holland,
President and CEO of CIRA. “The impact on these
businesses and all their users is significant. Registry Lock
is the single best way for domain holders to protect
themselves, and their customers, from this kind of
malicious activity.”
Domain hijacking is not a theoretical scenario. In the
last year alone, there have been a number of incidents
affecting high-profile websites such as the New York
Times, Twitter and the Huffington Post. Most of the time,
these attacks redirect websites to an alternate page
managed by the hijackers. In a worst case scenario,
domain hijacking could redirect to a phishing page
(such as of a bank or e-retailer) from which the hijackers
could collect sensitive or personal information.
MarkMonitor, which provides brand protection
technology and expertise to safeguard the world’s
leading brands in digital channels and is an
ICANN-accredited domain name registrar, supports
Registry Lock.
“Online consumers rely on the integrity of the
domain name system to ensure they are not putting
themselves at risk – that the information they are
receiving is legitimate, and the information they provide
online is secure,” said Matt Serlin, vice president,
domain operations for MarkMonitor. “If a site is
compromised or hijacked, it will give consumers pause
about their online security. We continue to encourage
every top-level domain operator to offer Registry Lock,
and we applaud CIRA for taking this important step.”
Like the other services provided by CIRA, Registry
Lock is available to .CA domain name holders
through .CA certified Registrars. CIRA is pleased
to announce Webnames.ca has become the first

Municipal IT Solutions from Ascent
Ascent offers a range of robust, cost-effective IT solutions:
Networking: Fibre optic / wireless, design, integration & implementation
Data Centre and Cloud: Systems monitoring & management, infrastructure-as-a-Service, co-location
Desktop Support: Help Desk, remote and on-site support
Consulting: Strategy, architecture, migration, operations and project management
Collaboration & Communication Solutions: Corporate intranets
About Ascent
We are an integrated energy services and solutions provider with
our roots in small towns, yet our capabilities are world class. Our
customers range from industry partners, electrical contractors
and municipalities to private industries, institutions and utilities.
Contact us today to discuss your IT services needs:

sales@ascent.ca
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public-facing Registrar who will be offering Registry
Lock to its .CA customers.
“Webnames.ca manages the domain portfolios
of some of the country’s biggest brands. We pride
ourselves in offering a full suite of services to our
customers, and we are pleased to be industry leaders
in securing .CA domain names with Registry Lock,” says
Cybele Negris, CEO of Webnames.ca. “It is critical
for us that we provide .CA domain name holders –
and their users – with the highest level of protection
against a range of malicious attacks, including
domain hijacking.”
To secure your .CA domain with .CA Registry Lock,
go to the .CA Marketplace (www.cira.ca/marketplace/)
and select Registry Lock, under Advanced Services,
located on the left-hand side of the page.

City of Ottawa’s Ottyouth Portal Makes
ottawa.ca More Youth Friendly
OttYouth, a new web portal on ottawa.ca designed for
youth, by youth, was unveiled by Mayor Jim Watson,
Councillor Mark Taylor, Chair of the Community and
Protective Services Committee, and Councillor Mathieu
Fleury, who is honourary co-chair of the Ottawa Youth
Engagement Committee.
“The OttYouth portal is an example of how much we
value the contributions of youth by responding directly
to their needs,” said Mayor Watson. “Today’s (April
15) announcement is also part of the City’s ongoing
commitment to improve how it helps residents access
City services through ottawa.ca.”
Development of a youth portal is one of the top
priorities identified in the City’s Youth Summit Action
Plan, which was created following the mayor’s Youth
Summit, which took place at City Hall in October 2012.
“Young people in Ottawa know that the future of
their city is in their hands and they want to become
more involved in their community right now,” said
Councillor Taylor. “The City offers opportunities for
that involvement. We just need to make sure the right
people hear about it.”
OttYouth will allow young people who use it to
access a number of resources on ottawa.ca geared
especially for them, including:
• Job opportunities at the City
• Recreation and culture programs
• Volunteer opportunities
Among the programs currently seeking more
participation from young people:
• Camp FFIT (Female Firefighters in Training)
• Tim Hortons Cleaning the Capital
• Paint-it Up!
“OttYouth is a great tool for engaging with young
people because it is an, easy-to-navigate, one-stop
shop for all municipal information geared towards the
City’s youth age 16 to 25,” said Councillor Fleury. ■
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MCIO Summit Brings
Leaders Together

The Banff Centre was covered in a blanket of snow as MCIO Summit delegates started their first day of sessions.

IN LEADERSHIP ROLES, slightly removed from the
hands-on tasks of daily operations, municipal Chief
Information Officers bear a special responsibility for
guiding their municipalities in how technology can be
used to transform municipal operations and service
delivery. For this reason, among many other, municipal
CIOs value the opportunity to connect with their peers,
learn from one another, and plan together. Such
opportunity may be the reason why attendance at the
2014 Municipal Chief Information Officers’ Summit was
up by more than 10 per cent since 2013’s event, just
seven months prior. With some 38 municipal IT leaders
in attendance, together with a dozen participants
from sponsor organizations, delegates came from
across Canada, and reflected leadership roles – CIOs,
Directors of IT, Systems Managers – in their diverse
municipalities.
And while the locations may be diverse, the issues
that municipalities face tend to be quite similar. “The
City of Timmins has 40,000 people. We have an IT staff
of eight,” said David Laneville, Director of Information
Technology for that city. “But after meeting at the MCIO
Summit, I can feel comfortable to call up the CIO of a
much larger municipality, and know that he’ll return my
call.” The ability to share with other municipal IT leaders,

to learn from their experiences, is the key feature of the
MCIO Summit.
Laneville is quick to point out, however, that support
doesn’t flow only from larger municipalities to smaller
ones; the bigger municipalities, with their larger
infrastructures, are less nimble, and look to smaller
organizations to serve as prototypes for implementations
of new systems and services. The MCIO Summit is a
prime opportunity for large and small municipalities
to learn from one another. “Really, the networking
opportunity is unparalleled,” says Laneville, and
his position is echoed by Barbara Davey of Metro
Vancouver. “The Summit gets us out from behind our
desks; it gets us face to face with others in the same
position. We can always just look up who’s the CIO at
another municipality, but it makes a huge difference to
have met them in person before you make that call.”
The Summit’s opening reception and dinner set the
tone for the event: delegates socialized and got to know
one another but business was never far from mind. In
a year of upcoming municipal (and some provincial)
elections, the question of e-voting was raised again and
again, with most agreeing that its time has come, while
also respecting that some citizens will never embrace it
and will need to be accommodated. Doing more with
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Chief Information Officer of the Government of Canada
since 2008, Corinne Charette joined in a presentation on
“Identity Management the Pan-Canadian Way” and offered
perspectives on municipal needs for identity management
and ways that municipalities may benefit from the work
being done at the federal leval.

Edward Wilson-Smythe of Gartner spoke on leveraging the
digital enterprise (those new business designs that would
not be possible without technology) to transform municipal
governments in ways that will best serve residents and
other stakeholders.

less, a constant refrain in municipal government, led to
a discussion of integrating public services. Why, asked
Donna Davis, CIO at Halifax Regional Municipality, can’t
residents pay their water bills at the recreation centre or
the public library? With municipal staff already on site,
the infrastructure to receive payments could be made
available, and with minor retraining of staff, residents
would be saved a trip to city hall. Jon Schmuland of
Parkland County, a more rural municipality, added
that integrating services at the local transfer station,
where rural residents visit on a regular basis to drop off
household waste and recycling, would be a value to
residents and a good use of municipal resources.
The Summit sessions were bookended by
presentations from analysts from leading I.T. research
firms. Friday morning opened with a presentation

from InfoTech titled “Seize the Cloud,” which looked
at ways that municipalities can get the most out of
their technologies. As cloud technologies have gone
beyond the exploration phase, many municipalities
now deploy significant workloads through public and
private third-party providers that promise benefits such
as reduced cost, enhanced flexibility, and improved
business responsiveness. However, presenter James
Alexander pointed out, in order to maximize these
benefits, municipalities need to understand and address
key challenges such as security, reliability, integration,
and vendor management. Rounding out the presentations
on Saturday morning, Edward Wilson-Smythe of
Gartner directed participants in “Preparing for 2015
and beyond.” Leveraging the digital enterprise, that is,
making use of new business systems that would not be

At the Municipal CIOs Summit in Banff, Alberta. From left to right: Corey Halford, City of Airdrie; Maurice Gallant, City of Fredericton;
Kathryn Bulko, City of Toronto; Garry Bezruki, City of Waterloo; Roy Wiseman, Executive Director, MISA/ASIM Canada.
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2014 Peter Bennett Award recipient Maurice Gallant (centre) is flanked by previous honourees (left to right): Harry Turnbull, City of
Windsor; Roy Wiseman, Executive Director, MISA/ASIM Canada; Per Kristensen, City of Nanaimo (retired); Garry Bezruki,
City of Waterloo.

possible without technology, will become increasingly
important to municipal governments in the future, and IT
departments will find that their main focus is no longer on
supporting other departments, but rather on extending
services directly to citizens and supporting other
departments in the doing the same.
Feedback from the 2013 MCIO Summit led the
planning committee to depart from the previous
presentation-heavy format. Delegates had expressed a
desire for more interaction and less being “talked at” by
speakers. The Organizing Committee responded, crafting
a program that balanced informative presentations with
engaging dialogue among participants. Presentations
and panels were treated as introductions to topics,
with the greatest time being left open for questions and
discussion among participants. While all the presentations
invited feedback from the participants, the conversation
was particularly vibrant on the topic of mobility and
government. Shawn Slack, Chief Information Officer
at the City of Mississauga, outlined that municipality’s
development of a comprehensive mobile technology
strategy, and MISA/ASIM Canada Executive Director
Roy Wiseman offered a concise but thorough summary
of a research report titled “Mobility and Government:
Opportunities and Challenges for Service Delivery and
Information Management” prepared by Dr. Jeffrey Roy,
for the Institute for Citizen Centred Service (ICCS) and
the Joint Councils (PSSDC and PSCIOC). Slack and
Wiseman engaged the participants in identifying the
unique municipal requirements of a mobility strategy to
lay the groundwork for development of mobile policy in
each jurisdiction.
In keeping with learning from one another, the majority
of the sessions were from municipal leaders sharing the

experiences that have bettered their own municipality.
From views on how different levels of government can
collaborate to share service delivery, presented by Kate
Rozmahel, General Manager of Corporate Services
at the City of Edmonton and former Assistant Deputy
Minister, Enterprise Services, and Corporate CIO for the
Government of Alberta to success stories on an array
of municipal collaborations from the cities of Coquitlam,
Lethbridge, and Montreal in a panel presentation from
James Andrusiw, Sabina Visser and Jean-Pierre Fortin,
respectively, the 2014 MCIO Summit built on the strengths
and creativity of MISA/ASIM Canada’s community of
municipal leaders. A session that has become a signature
of the MCIO Summit, the “speed-dating” Strategy
Discussion, was facilitated by Harry Turnbull, CIO and
Executive Director of Information Technology with the City
of Windsor, who guided participants through quick smallgroup brainstorming sessions.
Though education and collaboration were always
top of mind, participants took the opportunity to honour
one of their own at the event. Maurice Gallant, president
of MISA Atlantic and past president of MISA/ASIM
Canada, was presented with the association’s highest
honour, the Peter Bennett Award in recognition of his
efforts of maintaining Eastern Canada involvement
in MISA and being a leader in municipal innovation.
Maurice is the CIO, Director of Information, Improvement
and Innovation/President, e-Novations, at the City of
Fredericton.
More interaction, more discussion, and more of the
invaluable networking with peers that municipal CIOs
crave resulted in a Summit which, from the informal
feedback received by the Organizing Committee, was
the most successful yet. ■
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Innovation City
How Mississauga, Canada’s Sixth-Largest
Municipality, is Reaching New Heights
through Innovation and Technology
By Lindsay Litzenberger, City of Mississauga

TECHNOLOGY. CHANGE. INNOVATION. We hear these
words on a daily basis. To many, the prevalent usage of
these trendy terms has caused them to lose meaning. But
what do they really mean? And how can a municipality
make them part of its culture? At the City Mississauga,
people are doing just that. And others are starting to
take notice.
Celebrating its 40th anniversary, Canada’s sixth largest
city boasts a population of more than three-quarters of a
million people and a business community of over 55,000
companies. Mississauga is revitalizing its downtown core,
developing its waterfront and upgrading its transit system
with Light Rail Transit (LRT) and a new transitway system.
Plus, the City has just launched a new brand, composed
of three main ingredients: welcoming world culture,
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naturally enriching and inspiring possibilities. It’s official:
Mississauga is a young city on the cusp of something big.
Municipalities can get caught up in the day-to-day
operations of running a city, while the idea of staying
innovative often gets left by the wayside. The term
innovation alone is widely misunderstood, whereas
technology is largely underused. However, Mississauga
has made the connection between innovation and
technology. The City understands its capabilities and is
using technology to innovate the way it connects with
residents. A “Government 2.0” mentality is making
Mississauga stand out amongst the rest.
Impressively, City staff are using technology, including
web, social media and mobile tools, to make residents’
experiences more relevant, memorable and effective.

MUNICIPAL

The Web is the Way
One of the top sources for municipal information is
the corporate website. Before 2012, Mississauga’s
homepage was crowded with promotional banners and
graphics, while the information that people were looking
for was scattered throughout the site. With almost 11
million unique online visitors per year and a 10 per cent
annual growth rate, staff realized this important tool was
in need of innovative change. And so, the Corporate
Communications and Information Technology (IT) teams
partnered to modernize the cluttered site in a project
called “eCity Refresh.”
“Our website is a trusted source of information. We
wanted to make it up-to-date, easy to access, userfriendly and memorable,” says Ivana Di Millo, director,
Communications at the City Mississauga, whose
Marketing staff co-led the project. “It is primarily an
information site and we wanted people to be able to
find what they are looking for in less than two clicks.”
Understanding how people were using the website
was the first step.
“We studied performance indicators, which helped
us understand the kind of information people were
accessing,” said Shawn Slack, director, IT, whose IT
team co-led the project. “We had to rationalize what
data would be purged and what would move to the new
site, based on the age and sensitivity of the data and
what people were accessing the most.”
This result was what we have today: a cleaner,
modern homepage that offers easy access to the most
requested information. An upgraded Search feature
now makes it simple to find specific information, while
a Top Requested Sites section offers an additional way
to search.
“We allocated some space to highlight our marketing
campaigns on the new site, but in the end it’s about
access to information,” Di Millo says proudly. “The
project was research-driven and eventually we found
what made sense for Mississauga.”
The popular events calendar, now a Google
calendar, has streamlined the uploading process for
staff, while the News Room is up front so that at first
glance users know what’s going on. The MiWay mobile
feature is the most used function on the page, which
gives direct access to the City’s bus schedules. It is
currently the only fully mobile site in the City.
“We are now able to feature an abundance of
feature-rich content on one page,” says Slack. “Users
can access a significant amount of information about a
very diverse organization all on one page.”

Going Social
Also found on the City’s homepage are links to
Mississauga’s corporate social media networks.
While many municipalities are hesitant to embrace
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social media, Mississauga has been active on
Facebook, Twitter, LinkedIn and YouTube for five
years. Its networks have grown exponentially: the
corporate Facebook page has more than 5,000
fans, while Twitter followers have catapulted to an
impressive 13,000.
In addition to the corporate accounts, other areas
of organization, including MiWay and Mississauga
Celebration Square, have set up Instagram and
Foursquare networks. In total, there are over 30 official
social media accounts that are managed by City
employees who have been trained to monitor, follow
and respond to enquiries. Formal guidelines govern
how the channels are to be used. In Mississauga, it’s
just another way to connect with residents.
“Compared to other Canadian municipalities, we
are leaders in social media and mobility,” says Slack.
“We incorporate it into our marketing campaigns
and use it to engage residents at events and
community meetings.”
“The most important thing is that we are in the
conversation,” says Di Millo. “We’ve been there from
the beginning.”

The City understands its capabilities and
is using technology to innovate the way it
connects with residents. A “Government
2.0” mentality is making Mississauga
stand out amongst the rest.
Social media has proved to be more than an
effective promotional tool for the City. During the
December 2013 GTA ice storm, social media became
the primary, two-way channel for sharing information.
While City officials were proactive in keeping fans and
followers updated, they were also receiving feedback
from residents across the City.
“Social media is always the first way to get
information out in a situation like the ice storm,” says Di
Millo. “By being a part of the online conversation, we
were even able to respond to a downed tree that was
blocking access to a seniors’ home.”
Mississauga understands how today’s residents
communicate – largely online, which is why in 2012,
the City introduced free wireless internet access at
City facilities. Wireless Mississauga is a partnership
with Sheridan College that now sees 5,000 unique
users per day logging on. This includes 550 Sheridan
students per day who use the connection to access
school material.
“People may have the infrastructure, but not
everyone can afford the service,” says Slack. “Wireless
Mississauga makes the internet accessible to anyone
who steps into a City facility.”
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Another online innovation is the City’s Cultural
Map, a comprehensive tool that pinpoints arts and
culture resources across Mississauga, a model other
organizations are starting to follow.
“People are now in control of what information they
want,” says Di Millo. “We can’t just push information out
anymore; we have to tailor it to what people are looking
for. That’s the new world.”

Innovation from the Inside Out
Innovations are happening internally as well, enabling
Mississauga employees to work smarter and more
efficiently in today’s digital world. Earlier this year, the
City rolled out a Bring Your Own Device (BYOD) policy
for employees. As consumer tools make their way into the
business world, more employees are using their personal
phones and tablets for work. Mississauga is among the
first municipalities in Canada to adopt a formal BYOD
policy. And in 2013, the City’s Collaboration Project
provided employees with desktop tools that enable instant
messaging, video messaging and online conferencing,
which fosters a more contemporary and efficient
work style.
As the City modernizes existing channels while
introducing new ones, it also continues to offer traditional
ways of doing business. This allows residents to choose
how they want to receive their information. The City
ensures that consistent information and one voice are
shared across all its channels so that the user experience
is as seamless as possible.

Staying Connected
Networking is a simple but valuable way to stay current
in your field and learn about market trends. Mississauga
employees stay relevant by staying connected to
fellow municipalities.
“It is important to see what others are doing,” says
Di Millo. “Talking, reaching out and networking with
my colleagues in neighbouring municipalities provides
valuable insight and key learnings.”
Slack agrees. “We have partnered with the City of
Surrey and are using their model to create an online
recreation guide for Mississauga,” he says. “It will allow
people to scan and bookmark activities online and will
streamline the current registration process.” Plans are now
in the works to convert Mississauga’s paper-based Active
Guide to a web-based tool.
Memberships to special interest organizations such as
Municipal Information Systems Association (MISA), and
the Municipal Information Network and the International
Association of Business Communicators (IABC) offer
leaders such as Di Millo and Slack opportunities to
connect with colleagues beyond city boundaries.
Conferences and regular news updates provide insight
into what others are doing at the municipal level.
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Looking Ahead
No one knows what the future of technology really looks
like. But leaders at the City of Mississauga are focussed
on the growing use of mobility. Mobile-first is the way
of the future in Mississauga. As the corporate website
undergoes regular design and content updates, the next
step is a one-site-fits-all, mobile-responsive site design.
This means that the website will reshape and adjust to
fit the device the user is using. The 2014 Mississauga
Elections website is the first fully mobile-responsive site in
the City.
A little further down the road, Slack’s team has its
sights set on “growing smart.” The plan is to implement
cloud computing as an alternate data storage solution.
They are also looking to make the shift to a mobile
workforce. BYOD was the first step; next is a retrofit to the
City’s back-end Microsoft architecture so that employees
can access their applications and Windows desktop
from anywhere in the world using their iPad, Windows
tablet and many other mobile devices. This is just another
initiative that positions Mississauga as a leader in the
municipal field.
In today’s world, the future is now and the consumer is
king. And municipalities are a part of this world.
As Di Millo puts it, “Government 2.0 means two-way
communication and collaboration. Partnering with IT has
made us understand the importance of the message as
well as the channel.” ■
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Social Media, Collaboration
and Municipalities
By Philippe LeClerc, City of Regina
SOCIAL MEDIA IS the interaction among people in which
they create, share or exchange information and ideas in
virtual communities and networks. (http://en.wikipedia.
org/wiki/Social_media)
Collaboration is working with each other to do
a task and to achieve shared goals.It is a recursive
process where two or more people
or organizations work together to
realize shared goals.
(http://en.wikipedia.org/
wiki/Collaboration)

I like to start out projects with a definition that could
take the form of a situational analysis, market analysis
or a term. In our modern society, the above two terms
are well established, but let’s take a look at them in the
context of municipal government.
Municipal governments were
established to administrate
an area of the country that
is geographically and
economically close. It
wasn’t too long ago that
in Canada, you could
argue that we had a
collection of separate
and autonomous
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city-states. If you have ever driven across the open
prairie or through northern Quebec or Ontario, you
will understand what I mean. In fact, if you look at
Canadian history, the iconic “driving of the last spike”
on November 7th 1885 speaks to this very notion of
uniting the independent districts into a singular entity.
However, one could argue that it would take many
years for that unity to coalesce: the sheer distance and
isolation kept the notion of isolated city-states, as in
ancient Greece, alive.
Historically, the city-state consisted of the
administration, the politician and the citizen. In
ancient Greece, specifically Athens, those who were
qualified (free men only, no women or slaves) had
direct input in the affairs of state via obligations to
serve as part of the governance structure. While this
was still an exclusive club, it was, in essence, a direct
democracy. From there, the modern city-state evolved
into an operational entity that left the majority of the
government to be run by professionals.
In simple terms, in the modern Canadian city-state,
officials are elected, the administration executes day-today operations and the citizens vote.

Combined with the spirit of open source and
open data, the opportunities for collaboration
between citizens (C2C), between governments
and citizens (G2C) and between governments
(G2G) are unprecedented.
As our country grew, technology changed our
interactions between citizens (C2C) and between
government and citizen (G2C). As education levels and
universal literacy rose, newspapers that reported on the
goings-on at City Hall became more relevant. Railways
sparked our country’s connectedness and this was
expanded upon by radio and telephones, which pulled
the masses a little closer together. Then the next unity
ribbon, a massive network of highways, was built. This,
combined with affordable cars, brought communities
inching a little closer. Then television started beaming
the identities of cities beyond their borders and cable
TV expanded this to the world. However, there was
very little change in the business of government. Oh,
sure, governments added departments to administer
some of these assets but little changed over the
course of the 20th century. The interactions between
citizen and government became fewer and fewer,
not necessarily by design, but through the reality of
modern life. And then the internet came along.
With the advent of the internet connected citizenry,
social media and collaboration (real-time connected
cities) seem pretty obvious, even ubiquitous. While
social media has been around since the mid-2000s,
governments have been cautiously approaching the
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technology, trying to see how it fits in. Combined
with the spirit of open source and open data, the
opportunities for collaboration between citizens (C2C),
between governments and citizens (G2C) and between
governments (G2G) are unprecedented. In fact, I
believe that the advances that have been made give us
a chance to finally deliver on democracy, in the form
of digital democracy.
There are many cases in which social collaboration
has clearly benefitted citizens and government.
Following are a few examples that have successfully
applied social collaboration to the benefit of citizens
and government.

Lakes and Hearts
The United Kingdom has been an early adopter
and benefiter of digital democracy. Its web and
open data initiatives have been cited many times as
examples of best practice. I recently had the pleasure
to hear Andrew Stott, who is a member of the U.K.
Transparency Board and formerly the first Director
for Transparency and Digital Engagement, U.K.
Government. Andrew spoke about the U.K.’s efforts
in digital democracy, which covered a wide range
of topics but two items struck me for their impact and
collaboration. The first was the release (via open
data) of all the transit stops across the country. This
would seem to be a fairly straightforward task, but
when the data was released, citizens, specifically
those who were open data enthusiasts, quickly noticed
irregularities with dozens of files. Each location
was geo-tagged to give you a precise public transit
location, however, many were completely wrong; in
fact, some locations were showing in the middle of a
lake. Open data enthusiasts, from across the country,
sent the UK government feedback with the corrected
geo-location data, thus providing end-users with the
correct locations. All of this verification work was
conducted for free and the end result was a corrected
source file for transit location locations. A perfect
example of G2C.
The second item that stood out from his presentation,
again via open data information, was in regards to
the performance of cardiologists. Doctors were ranked
based on real life outcomes. The doctors who had the
lowest performance numbers were then evaluated and
sent to training to improve their skills and knowledge,
thus increasing their skills, and directly improving
successful outcomes and the health of citizens.

Beyond Transparency
The organization, Beyond Transparency has compiled
a document entitled “A Cross-Disciplinary Survey of
the Open Data Landscape” and its tagline – “Open
Data and the Future of Civic Innovation”– sums up its
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Imagine if we could have the purchase
data for all cities in a province, and every
city could see how their purchase history
stacks against others.
raison d’etre. If you remember nothing from this article
except this URL http://beyondtransparency.org/pdf/
BeyondTransparency.pdf then this will be a success.
The PDF outlines numerous stories of using civic
open data to improve delivery and in some cases to
create employment.
My favourite chapter from the PDF is “Hacking
FOIA: Using FOIA Requests to Drive Government
Innovation.” By aggregating purchasing data from
across the country, governments can ensure they
are receiving the best value for their dollar. This is
important because the majority of purchases are below
a multi-bidder process so while an employee may be
following the rules, the end result could be a five to ten
per cent overage. Multiply that by all the purchases
made by the U.S. government, in this case, and the
budget implications are significant. A new software
as a service company called SmartProcure has been
developed from this data.
Imagine if we could have the purchase data for
all cities in a province, and every city could see how
their purchase history stacks against others. Or if they
need to budget for the following year they could do a
search to obtain anticipated pricing. While this is a big
project, it is not that strange of an idea. The purchase
history and records are relatively easily to obtain and
the technology exists to pull it together; it is a matter of
effort and will.

Social Elections
In 2009, the City of Regina conducted its first social
municipal elections. In order to increase voter
turnout and to engage varied demographics, the city
embarked on a social media campaign using Twitter,
Facebook and YouTube. At the time, a majority of
candidates did not even have a website, never mind
a Twitter account or Facebook page. The keystone of
the project ended up being the two minute candidate
videos. Each video consisted of a one-take video (no
editing) of candidates expressing their positions and
their contact details. Thirty-nine of the 41 candidates
participated, and the videos were viewed over 10,000
times. Prior to this effort, most citizens would have had
difficulty finding information about a candidate unless
they had received a pamphlet.
In 2012, Regina conducted its second social
elections and while only three years earlier few
candidates had a website, by 2012 all candidates had
at least a website and most had a Facebook page
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and Twitter account. This time around, instead of 41
candidates there were 85, with nine candidates below
the age of 30, of whom two were teenagers. Of the
85 candidates, 76 took the opportunity to shoot twominute videos, so there was approximately twice the
number of videos from 2009.
The videos were viewed over 40,000 times, a
significant increase from 2009. Even if the average
number of views per video had been maintained,
the total views should have come in at about 20,000
views. The election also saw an eight per cent increase
in voter turnout from 2009.
City of Regina staff have shared their experience
with many interested organizations, and during
the 2014 Vancouver civic elections, Vancouver city
staff will be executing a similar YouTube strategy in
consultation with Regina staff.

Civic / Federal
While at the municipal level we are sometimes able to
move at a different pace then our counterparts at the
provincial and federal levels, this doesn’t mean there
are no opportunities to work together. Standardization
is a conundrum for open source activities, and while
there are many ways to execute programs, the amount
of choice can sometimes be daunting. For a digital
democracy, one of the most important elements is the
effectiveness of the municipal website, however, there
are many tools that may be used to manage content
and functionality, all of which are perfectly valid.
Recently the federal government moved to an open
source content management system called Drupal,
effectively making the underlying code available
for anyone to use. The City of Ottawa has taken
advantage of this, and has held ongoing discussions
with their federal counterparts with regards to codesharing, thus benefitting all involved.
As more and more successful examples of
social collaboration with tangible results come to
light, municipalities will have more opportunities to
effectively engage with and meet the needs of their
citizens. With the advancement and, more importantly,
the acceptance of social and collaborative tools, I
believe that digital democracy can finally deliver on
the complete concept of democracy. As municipal
administrators, we need to continue to push for
advancement! I realize that it is difficult, and that we
operate in an industry that is cautious and risk averse,
but at the same time we have a great opportunity to
make our cities even better.
Set the parameters, compartmentalize and take
risks and your social collaboration initiatives will
succeed. ■
Philippe LeClerc is the Interactive Communications Manager
for the City of Regina.
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MISA Prairies Conference Demonstrates

Delegates from the Prairies and beyond register for the 2014 MISA Prairies Annual Conference and Tradeshow at the scenic
Banff Centre in Banff, Alberta.

ATTENDING HIS VERY first MISA conference, Matthew
Onciul, Systems Analyst at Lac La Biche County, was
impressed. “I didn’t think it would be as personal as
it was,” he remarked. “People really make an effort
to connect, and they all know exactly what you’re
talking about.” Unsure of what to expect, Onciul found
a community of like-minded individuals who showed
sincere dedication to their work and were glad to share
their commitment and knowledge with newcomers. “It’s
good to learn where [your municipality] is at in relation to
others,” he said. “Are you doing enough, too much, too
little…we are constantly being evaluated by the public, it
helps to get feedback from people in similar situations.”
Evidencing the conference theme of “I.T. Matters,”
Onciul and 233 other participants in the 2014 MISA
Prairies conference showed how very much it does
matter by their enthusiastic participation in two days of
workshops and keynote addresses. Held for the second
year in a row at the Banff Centre in Banff, Alberta, on
April 13 to 15, the conference followed the Municipal
CIOs Summit and welcomed some of those delegates
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to the event as well. With participation up significantly
from last year, Conference Chair Dan Newton of
the City of Red Deer noted that the most significant
challenge was to keep everyone organized and on
track. “My goal, as the conference chair, was to have
a successful and profitable conference that provided
benefit to all of our membership,” said Newton. “Also,
our goal for the conference was to create opportunities
to network and learn from each other. All presentations
were expected to show and provide examples of how
information technology matters and was being used to
solve municipal government problems. We definitely met
our goal of having a successful conference and it has
contributed positively to our financial sustainability. The
feedback we received from our post conference survey
was very positive on our conference program.”
Although the City of Red Deer took a lead role in
organizing the conference, the 32-member committee
included MISA Prairies members from many different
municipalities, all of whom took on the important
responsibilities required to make this conference the most
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that I.T. Matters
successful ever. Bolstered by robust support from the 36
vendor partners who participated in the trade show, the
2014 conference easily met its financial goals and set
MISA Prairies on a positive track for sustainability. The
success of the conference, however, cannot be measured
only in numbers; the opportunities for delegates to
network and to learn from one another as well as from
vendor partners provided invaluable benefits for all
participating municipalities.
Monday’s sessions were launched by an insightful
keynote address from Anthony Townsend, a senior
researcher at NYU and author of the book Smart
Cities: Big Data, Civic Hackers and the Quest for a New
Utopia, who posed the question, “What is a smart city?”
and outlined ways that different municipal governments,
businesses and citizens are using technology to address
timeless urban problems. With more people now living
in cities than in rural areas worldwide, more mobile
broadband connections than fixed ones, and machines
outnumbering people in the Internet of Things, municipal
I. T. professionals are playing a greater role than ever in
building the communities of the future.
Following the keynote, the Municipal Showcase
welcomed speakers from municipalities across Alberta to
share their solutions to a range of municipal matters. Tom

The trophy awarded
to Jon Schmuland,
Supervisor of Information
Technology at Parkland
County, for his
winning presentation
in the Municipal
Showcase section of
the conference.

Moffatt described how the Town of Taber has built and
implemented an automated 911 call response and vehicle
locating system that sends maps, including the caller’s
location and the best route to take, to all emergency
vehicles in the event of a 911 call.
The City of Airdrie has
been doing mobile GIS
for a number of years
but has faced challenges
in finding the hardware
and software solutions
needed for its data
collection, inspection
and asset management
reporting needs. Data
Services Team Leader
Corey Halford shared the
challenges and successes
that the City faced in its
most recent approach to
mobile GIS.
With “transparency”
being on everyone’s
lips where municipal
governments are
concerned, the City of
St. Albert has responded
by developing in-house
an online performance
Conference Chair Dan Newton, City of Red Deer, welcomes delegates at the opening
dashboard known as
reception on the Trade Show floor.
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The Rocky Mountains formed the backdrop for the 2014 MISA Praires Conference at the Banff Centre in Banff, Alberta.

StATracker, which provides residents with a collection
of indicators in an effort to increase transparency and
inform residents of the City’s performance. Jason Wywal,
Manager of Applications Services, shared St. Albert’s
process and implementation of StATracker.
Second only to transparency in issues of the day is
“open data” and Strathcona County is taking steps to be
at the forefront of the matter by launching its Open Data
Portal this past February. Tracy Ludwick, Project Manager,
summarized Strathcona County’s journey into the brave

new world of open data and shared the important
lessons that were learned along the way.
In the winning Municipal Showcase presentation
selected by the conference participants, Jon Schmuland,
Supervisor of Information Technology at Parkland County,
spoke about the municipality’s “accidental” adoption of
BYOD, leveraging its virtualized desktop environment to
enable secure and on-demand access to desktops and
applications anywhere. In honour of giving the selected
presentation, Schmuland carried home to Parkland
County an elaborate
trophy that any municipal
I.T. professional would be
proud to display.
The conference
sessions were broken
down into broad
categories: Monday’s
streams included
Mobility, Continuity, and
Information Management,
while Tuesday’s program
included Technology,
Process, Citizens,
Security, Applications,
and Relationships. “It was
a challenge to ensure
that we had presentations
from municipalities
that were about real
projects and that were
MISA Prairies members enjoy the view from the top of Sulphur Mountain in the Sunday
relevant and current,”
afternoon lead-up to the 2014 conference.
said Conference Chair
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Dan Newton, but it was
clear that that challenge
had been overcome.
Delegates shared their
appreciation for the
variety of sessions
available. “It is very
satisfying to hear people
talk positively about the
benefits and information
that they have received
from the conference,”
Newton added.
Scheduled refreshment
breaks kept delegates
alert and encouraged
them to visit the
tradeshow, where vendors
shared the most current
Delegates at the MISA Prairies Annual conference engage with keynote speaker
solutions. As important
Anthony Townsend, author of Smart Cities: Big Data, Civic Hackers and the Quest for
as the sessions were for
a New Utopia. From left to right: Sabina Visser, City of Lethbridge; Dan Newton, City
delegates hoping to take
of Red Deer; Geoff Hogan, County of Grey; Anthony Townsend, New York University;
information back to their
Robert Moncur, City of Saskatoon (back to camera).
home municipalities, the
sense we tend to harbour of leaders as giants. We all
informal networking with peers and vendor partners
have the capacity to be great leaders, Dudley noted, if
was equally valuable. The enthusiasm of the conference
we only allow ourselves the opportunity to identify our
participants was impossible to contain, and the
values and create deliberate steps to ensure that we
tradeshow floor was constantly humming with the dull
live them. Dudley outlined a simple series of questions
roar of conversation.
to ask ourselves each day; creating opportunities to
Building leadership skills was a goal for many
answer them positively will help us promote leadership in
participants, and Tuesday morning’s keynote address
ourselves and others. The questions he posed were:
provided a fresh look at the meaning of leadership and
• What have I done today to recognize leadership?
ways to promote it. Speaker Drew Dudley challenged
• What have I done today to make it more likely that I
delegates not to ignore opportunities for leadership,
will learn something?
to recognize leadership in others and to let go of the

MISA Prairies 2014 Conference Committee.
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Following Monday evening’s dinner, delegates and guests
were entertained by the hilarity of Dueling Pianos, a Calgary
duo who got the crowd up singing and dancing in response
to their musical antics.

with the music and humour of Calgary’s “Dueling
Pianos” duo. Two keyboards were set up on the stage
in the dining room and the two pianists invited requests
from the audience which they received with either
enthusiasm or derision, galloping through such crowdpleasing favourites as Neil Diamond’s “Sweet Caroline”
and denying requests for the Spice Girls. A conga line
wove through the dining room at one point, and the
song requests became increasingly vivid as the evening
went on. Blessed with good senses of humour, MISA
members enjoyed a hilarious evening.
“The conference was a lot of hard work to organize
and run,” admits Dan Newton. “But the results were
very gratifying. It is fun to be part of a successful event
that provides huge benefits to me, my colleagues and
our vendors.” With another successful conference
behind them, MISA Prairies looks forward to even
greater numbers and more education, networking, and
laughter at next year’s event. ■

• What have I done today to make it more likely that
someone else will learn something?
• What positive thing have I said today about
someone to their face?
• What positive thing have I said today about
someone who isn’t in the room?
• What have I done today to be good to myself?
Dudley stressed that the answers to these questions,
posed to yourself each day, may seem simple, but
that “simple doesn’t mean little” and that apparently
small actions may have profound impacts. Sharing
his own personal story of living with bipolar disorder
made Dudley’s presentation all the more meaningful
and relevant.
Though work topics were never far from anyone’s
mind, and conversations that started out casually
quickly drifted to technical matters, the conference had
its fair share of fun as well. With beautiful sunny spring
Dancers get a high-5 from Geoff Hogan, County of Grey,
weather and a spectacular mountain location, skiers
while Conference Chair Dan Newton joins in the laughter.
took full advantage and
enjoyed an afternoon on
the slopes before getting
down to business. For
non-skiers, a trip on the
gondola to the top of
nearby Sulphur Mountain
offered a breathtaking
view. Sunday evening’s
pub crawl introduced
MISA members to the
Town of Banff (and the
Town of Banff to MISA
members!) with drinks
and snacks enjoyed
at each of five local
establishments.
Monday evening’s
MISA Prairies conference-goers enjoy dancing to the raucous tunes of Dueling Pianos.
dinner was made merry
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MISA BC Fall Conference & Trade
Show – A Time to Shine in Kelowna

The City of Kelowna welcomes delegates from across Canada to MISA B.C.’s annual conference and trade show.

PICTURE YOURSELF AT work in your office, in a typical
BC municipality; cradled within a glorious range of
mountains, in a sanctuary blessed with pristine lakes,
pine forests, abundant gardens, orchards, vineyards,
and sandy beaches. Not sounding like your office?
Perhaps it’s time to relocate. This September, you can
move your office for four days to the shores of majestic
Okanagan Lake, a recreational paradise (over 2,000
hours of sunshine annually) where MISA BC will host its
annual Fall Conference in the beautiful city of Kelowna.
Home to both exceptional outdoor and indoor pursuits,
the city boasts miles of parkland, sandy beaches,
golf courses, and a lakefront boardwalk, along with
wineries, shops, cafes, and arts and cultural activities,
all within steps of this year’s conference venue.
From September 16th to 19th, more than 350
municipal delegates, sponsors, IT industry vendors and
guests will set up shop in the Delta Grand Okanagan
Resort and Conference Centre, where for four days
they will stay, work and play in one spectacular locale.
Recently ranked among the Top Waterfront Hotels in
Canada by Canoe.ca, and located in the heart of
the city, on the water’s edge, the hotel boasts 390
guest rooms, villas and suites, offering city, lake and

mountain views along with a day spa and full service
Conference Centre. Featuring more than 34,000
square feet of meeting space, the Centre’s Grand Foyer
and Ballroom will house this year’s 50 booth Trade
Show and main speaking stage.
With a theme of “Data, Data, Data,” chair and
host Rob Entwistle, the Information Services Manager
for the city of Kelowna, says that his team “is excited
to bring a broader scope to the conference this year.
The theme will focus on data while recognizing the
different roles that are involved with municipal data.”
• Move – robust infrastructures move, store and
provide access to our data
• Analyze – large repositories of data require
analysis and reporting
• Governance – data governance though policies
and education
The theme is designed to encompass the scope of IT
and enable all sectors to participate in the conference
and will highlight “Data Analytics,” which will be front
and centre with two of the keynote speakers bringing
different views of data to the stage. Jer Thorp, an artist
and educator from Vancouver, brings his artistic talents
to bear finding new ways to understand large data
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sets. Jer currently lives in New York, comes from a
background in genetics, and in his digital art practice
explores the many-folded boundaries between science,
data, art, and culture. He is also an adjunct Professor in
New York University’s ITP program, and member of the
World Economic Forum’s Global Agenda Council on
Design Innovation and from 2010 to 2012, was the Data
Artist in Residence at The New York Times.
The second keynote speaker, Dr. Jennifer Gardy,
uses data in her search for amazing new scientific
answers. Most of her time is spent as a Senior Scientist
in Molecular Epidemiology at the British Columbia
Centre for Disease Control, where her research uses
DNA sequencing to solve public health problems, such
as figuring out how outbreaks of infectious disease
begin and spread. The remainder of her time is spent
working in science documentary television, subjecting
her to all sorts of indignities in the name of science
communication. She has floated in zero-gravity, been
dunked in ice-cold water, and spun around in a human
centrifuge as part of work for CBC Television’s longrunning documentary series The Nature of Things,
and appears regularly as a guest co-host of Discovery
Channel Canada’s nightly science newsmagazine
Daily Planet. These two very different but equally
fascinating, speakers will exit the main stage for a little
comic relief when, on Friday, Linda Edgecombe, an
award winning celebrity humorist, speaker, trainer, and
consultant, will reveal her research and data collected
from dozens of organizations on how chaos and “busy”
has become the new norm and has wound us into the
most unproductive and basically unhappy demographic
in the past 30 years. Her very humorous approach,
stacked up with relevant and easy solutions, will provide
valuable tools along with a clear vision to conclude the

conference and to arm attendees with what they need to
return to their work day and home life.
In addition to the main stage speakers, two and a
half full days of sessions will be aligned with the Data,
Data, Data theme, with presentations on topics ranging
from mobility solutions, data analysis and IT policies.
Municipalities are invited to highlight achievements
and IT triumphs and encouraged to share those success
stories by participating in the conference’s Municipal
Showcase. All the while, an anticipated sold-out Trade
Show that will feature some of the IT and related
industries’ brightest and best, hosting the latest in
products and services.
As always, the four-day Conference will begin on
Tuesday, registration day, with an opportunity for
attendees to rekindle friendships while building on new
ones, at one of the afternoon’s social events. A shotgun
golf tournament along with two local tours will showcase
some of the best of what host city Kelowna has to offer;
amazing golf, outdoor adventures and the region’s
well-known wineries and vineyards. Golfers will be
anxious to soak up some of Kelowna’s golden sun along
with some spectacular Okanagan views at the awardwinning Harvest Golf Club, a 7109-yard championship
length golf course designed by renowned Canadian golf
course architect Graham Cooke. The course features
wide, impeccably manicured bent-grass fairways, and
multiple tee areas designed to challenge every golfer’s
potential, on one of nature’s most picturesque playing
fields, situated on 254 acres, including 54 acres
devoted to a working orchard.
Those who prefer bikes to carts may want to opt for
a spectacular two-hour cycling tour of Myra Canyon,
an awe-inspiring section of the historic Kettle Valley
Railway. This wonderful ride for cyclists of all abilities

Kelowna’s scenic vineyards will form the backdrop to four days of “Data, Data, Data.”
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Sunshine, sport, and socializing complement education and
networking at annual B.C. conference.

includes remnant trestles and tunnels that make the route
and the cycling especially appealing, along with high
trestles offering a welcome and cool sub-alpine breeze
and spectacular views.
Finally, for those who would rather sip than cycle,
Kelowna offers up wine country, with a wonderful tour
of what Kelowna has to offer including Summerhill
Pyramid Winery, the largest certified organic vineyard
in Canada, overlooking beautiful Okanagan Lake, and
CedarCreek Estate Winery, celebrating 25 years in
business and boasting 150 acres of vineyard.
Saturated with daytimes filled with data, attendees
will also have an opportunity to enjoy the Conference’s
social evenings. A Welcome Reception on Tuesday
night will see the group take over the historical Laurel
Packinghouse, a nationally-designated heritage
landmark, and the oldest and largest standing
packinghouse in British Columbia. Home to the B.C.
Orchard Industry Museum, attendees will have a
chance to reconnect and share golf scores and cycling
tales, while enjoying some fresh local cuisine and live
entertainment along with a chance to hear the story
of the region’s agricultural roots with large, industrial
artefacts and more intimate displays in the Museum,
which will be open during the event. Wednesday and
Thursday nights will also feature delicious cuisine, local
talent and a few surprises, rounding out days of inspired
learning and connecting.
The Kelowna team along with the MISA BC executive
invite you to an event you won’t want to miss, in a place
you won’t soon forget. Join us this September, at the
Delta Grand Okanagan Resort and Conference Centre,
in Kelowna.
Registration is now open at
http://conference.misa.bc.ca/index.cfm
Municipal Showcase inquiries may be directed to
Chris McLuckie mcluckiec@dnv.org
Contact Rob Entwistle, the Conference Chair and
Information Services Manager, City of Kelowna at
conference@misa.bc.ca ■
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Report from RIM-Q
par Gaston Huot, ing., Ex-président RIMQ et Danielle Boucher,
Chef de la Division des communications, Ville de Saint-Constant

Assez, c’est assez!...
Cessons immédiatement de
construire des « beaux » sites web!
Abstract: The time has come
for us to stop building nice
municipal web sites. It’s time
to start building service portals
for our citizens and for the
municipal employees.
Note: le mot Service
est ici utilisé dans son sens
premier, et non dans le sens
d’unité administrative ou unité
d’affaires.
« Notre site Web n’est
pas beau. Je connais
quelqu’un qui en fait chez
lui dans son sous-sol, ça
devrait pas coûter cher ».
Qui n’a jamais entendu cette phrase, soit de
l’administration, soit des élus, soit des deux groupes?
Probablement personne parmi le cercle des
gestionnaires en TIC et des Communications. Mais quel
sens faut-il donner à une telle demande ?
C’est ce qu’une analyse sérieuse des besoins
préciserait, mais l’exercice peut parfois s’avérer périlleux
et se heurter à des idées préconçues qui tiennent plus de
vagues notions d’esthétique et d’ergonomie que de tout
autre concept. Pour certains, un site Web doit contenir
de belles images, être paré de belles couleurs, mettre
en évidence un beau mot de bienvenue du maire qui
notamment souhaite une belle visite du site Web.
Par analogie, le site Web pourrait être un beau
tableau accroché à la porte de l’édifice, une affiche
virtuelle qui contiendrait des renseignements sur la
Ville. Ainsi conçue, cette structure Web s’ajoute aux
autres structures administratives. De par son manque
d’intégration aux processus d’affaires de la Ville, elle
devient non pas une source d’économie, mais une
source de coût.
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Que faut-il faire pour que le beau site Web
devienne une réelle source d’économie ?...
Il faut cesser immédiatement de construire
des sites Web municipaux... et commencer à
fabriquer des portails de services-citoyens!
Pour engendrer des économies, il faut casser
le moule (en gérant le changement) et modifier le
paradigme. Il faut penser en termes de servicescitoyens. Même si la dénomination n’est pas une fin en
soi, elle parfois aider à clarifier un cadre de travail. Le
portail n’est pas qu’une fenêtre de l’édifice administratif
sur les services. Il doit lui-même tendre à être l’édifice.
Par où commencer ?
En construisant autour des services offerts par la
Ville, plutôt que sur la structure administrative qui les
fournit. Coûteux? Pas nécessairement. Lorsqu’il est
question de mettre en place un portail de services aux
citoyens, les décideurs se voient souvent informés que
le coût sera important et qu’il sera requis d’augmenter
le budget d’exploitation des unités administratives
impliquées. Ce qui les rebute, et avec raison.
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De façon absolue ce serait vrai si, comme c’est trop
souvent le cas, on se contente de construire un nouvel
étage aux systèmes et aux processus actuels. Mais que
se passe-il si on considère le tout comme un projet et
une opportunité de revoir les façons de faire en gardant
en tête les objectifs finaux :
1. minimiser/éliminer l’intervention humaine si cette
intervention n’a pas de valeur ajoutée;
2.raccourcir et accélérer la chaîne de transformation;
3.pour le citoyen, rendre le tout digeste et intelligible en
lui parlant en termes de besoins.
Ceci se fait à partir d’un inventaire de services sur
lequel reposera l’architecture du portail.
Faisons un pas de plus et associons ces services
à des besoins qui pourraient correspondre à chaque
étape de vie d’un individu ou d’une famille : achat ou
rénovation d’une maison, mariage, décès, etc. À ces
besoins-citoyens, seraient associés des grappes de
services prédéfinis.
Si le citoyen arrive à trouver aisément ce qu’il
cherche, il n’a pas à consommer du temps-personne.
La prestation de services devient plus prévisible, plus
facilement gérable et moins coûteuse en actions sans
valeur ajoutée.
Certains modèles permettent même de considérer
l’inter juridictionnel entre différents paliers de
gouvernement afin de maximiser le retour sur
l’investissement. Le référentiel MRM (Municipal Reference
Model) de MISA/ASIM Canada a été constitué à partir
d’expériences menées dans des Villes de dimensions
multiples. Dans plusieurs cas, le MRM est utilisé comme
outil de gouvernance pour mettre en place un modèle
de prestation des services centré sur le citoyen.
« C’est cher, compliqué et long… Nous ne
sommes pas rendus là! », diront plusieurs.
Trop cher?… Bien conçu, avec la révision
des processus d’affaires, le projet doit d’une part
s’autofinancer puis engendrer des bénéfices années après
années. Les objectifs de retour sur l’investissement (ROI)
sont spécifiques à chaque Ville mais de façon générale,
si le projet tel que conçu ne crée pas de bénéfices, il n’y
a aucune raison de le réaliser. Dans le cas présent, il
s’agirait d’un signe de conception déficiente. Il faut alors
retourner à la planche à dessin et retravailler le projet
jusqu’à ce qu’il s’autofinance et génère des économies.
Compliqué?... Oui et non. Non ce n’est pas
vraiment un défi technologique. Oui, il y a un solide
enjeu de gestion du changement. Si on ne veut
pas qu’une tempête emporte le navire, ça prend un
capitaine qui sait ce qu’il veut, un engagement ferme et
sans équivoque de la haute direction.
Trop long?... Oui et non...C’est un peu comme pour
la construction d’une autoroute de 300 km. Le projet
peut avoir été (mal) pensé de telle sorte que l’autoroute
ne soit utilisable que lorsque totalement complétée, ce
qui pourrait ne jamais se produire. Le projet peut aussi
être conçu de façon modulaire de telle sorte que des
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segments d’autoroute deviennent rapidement utilisables
et profitable aux communautés.
Est-ce que des Villes s’engagent dans
ce processus?
Les Villes dont les coûts administratifs n’ont pas encore
atteint un seuil considéré comme inacceptable pour le
citoyen ne ressentent pas encore le besoin de franchir le
pas. Même si cela serait souhaitable, il est peu probable
qu’elles donnent le coup de barre que sous-entend
cette démarche. D’autres Villes, telles que Montréal, ont
cependant constaté le besoin. Sous l’impulsion du maire
Denis Coderre, la Ville a mis en place un bureau Ville
intelligente et numérique et constituera sous peu une
équipe de gestionnaires spécialisés.
Dans la mesure où les citoyens ne veulent plus
dépendre des heures d’ouverture pour transiger avec
leur Ville, la reconstruction d’un portail de services est
un projet structurant et aussi une opportunité de faire
le point sur l’offre actuelle et future. Dans un contexte
de décroissance et de départs massifs à la retraite, la
solidité et le caractère évolutif de son architecture sont
porteurs d’efficacité. Une fois l’architecture complétée, il
sera temps de procéder à son habillage.
Nous ne parlerons alors plus de beau site Web, mais
d’un portail de services optimisé dont l’aspect visuel
n’est qu’un des moyens utilisés pour faciliter le repérage
des services. ■
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Governance Matters
By Roy Wiseman,
Executive Director,
MISA/ASIM Canada

Initial Wave of Municipal Wi-Fi: 2004–2007
In about 2004, the technology press was abuzz with
stories of municipal public wi-fi. In the United States,
projects were initiated in more than 200 municipalities
including major cities such as Philadelphia, Boston,
Chicago and San Francisco.
A variety of business models and associated
municipal roles were proposed for these initiatives:
• Operator – municipality builds and operates the
wi-fi network. Examples were generally in smaller
cities (for example, St. Cloud, Florida, population
28,000) or limited in scale (such as in selected
areas: downtown, parks/facilities, malls, etc. Access
was generally free.
• Anchor Tenant – municipality (for example,
Minneapolis) contracts with a private sector carrier
to build and operate the network and commits
to an annual payment for access to the network
by municipal employees. Public access (both
individuals and businesses) was generally by
paid subscription, although some examples also
incorporated advertiser funding.
• Facilitator – private company builds and operates
the network with no committed city funding,
although the city may assist by providing locations
for access points and facilitating approvals. Again
public access is generally by paid subscription and/
or advertising, but without a city anchor tenant.
Examples include networks initiated by Earthlink
in Philadelphia and Meraki in San Francisco.
Mountain View California provides another
interesting example, since Google (located in
Mountain View) built and still operates a free public
wi-fi network.
By 2008, most of these projects had been
significantly scaled back or abandoned entirely. In
many cases (such as Boston), visions of city-wide
coverage were scaled back to just key areas in
the downtown core. Some, including projects in
Philadelphia and San Francisco, were abandoned
entirely. Others, like Chicago, never got off the ground.
This 2007 press release from Chicago describes the
situation experienced by many cities at that time:
“. . . The City issued an RFP [in 2003] seeking
private-sector partners to provide Internet access
throughout the city, including free wireless service in
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Public Wi-Fi:
A Second Wave
schools, parks and major public places. …Through
the RFP, the City sought to offer the long-term use of its
infrastructure, such as street lights and lamp poles, to a
private partner interested in constructing, owning, and
operating – at its sole expense – a wireless broadband
network throughout Chicago. …During the City’s
negotiation process it determined that the unexpected
high cost of building a Wi-Fi network, combined with
increased competition from other service providers,
meant that these networks are unlikely to succeed
without extraordinary financial support from the local
government. Even with such support, …there appears
to be far less demand from consumers for these
networks than originally projected. As a result, such an
investment of local taxpayer dollars became difficult
to justify.”
Within Canada, Toronto Hydro proposed in 2004
to provide city-wide wireless coverage. By 2006, this
had been scaled back to a downtown core service
called OneZone. In 2008, Toronto Hydro Telecom
was sold to Cogeco, who continue to offer OneZone
connectivity but with limited success.
Notwithstanding the failure of many larger projects,
there were some successful municipal wi-fi initiatives,
especially in smaller cities. One noteworthy Canadian
success was under the leadership of Maurice Gallant
(a most deserving 2014 Peter Bennett award winner)
and his colleagues at the City of Fredericton. Building
on the success of their community fibre network, in
2003, the City proposed Fred-eZone to provide free
public Wi-fi access in most of the downtown business
area. Like the fibre network, Fred-eZone was built
and operated by E-novations, a city-owned company
staffed entirely by city employees. Fred-eZone
received city funding (and some in-kind contributions
from vendors, including Cisco) and used city-owned
infrastructure (light poles, water towers, etc.) Since the
resulting network was the first of its kind in Canada
and one of the first in North America, it attracted
considerable media attention and became integrated
into the City’s tourism and economic develop
strategies.

The Second Wave: 2012–
In retrospect, 2005 may have been too soon for major
public wi-fi investments. However, within a few years,
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wi-fi cards had become standard in all computers and,
more recently, in tablets and smart phones. Many users
have home-based wi-fi networks and wi-fi hotspots
are increasingly available at coffee shops, restaurants,
book stores, airports, hotels, and libraries. With the
proliferation of portable/mobile devices, broadly
available wi-fi is now of interest to a broad proportion
of the population.
To respond to these increasing expectations,
municipalities have provided public wi-fi access in
libraries, recreation facilities and other public buildings
where people gather. Since municipalities increasingly
need wi-fi for their own staff in these buildings,
extending access to the public imposes limited
additional costs. The key concerns relate to excessive
bandwidth consumption, security (separating public
versus staff access) and managing inappropriate use.
However, the position of most municipalities
regarding providing broader (city-wide), publicly
funded wi-fi may still be close to these conclusions from
a 2007 City of Edmonton report:
“Edmonton is well-served by existing private sector
wireless and wired Internet access services and
providers. …The market is highly competitive with
continuously evolving technologies and changing
consumer needs that the private sector is best
positioned to address. There is no significant gap
in services or unfilled customer demand that would
require municipal intervention or entry into the
marketplace. Offering city-wide Wi-Fi services would
put the City in direct competition with private sector
networks.”
This position is consistent with views expressed by
telecom industry representatives, who have argued
that cities shouldn’t be using tax dollars to provide
services that compete with the private sector – and
have, indeed, lobbied against some proposed
initiatives. In the United States, South Carolina passed
a law in 2012 that protects incumbent telecoms from
competition from municipal wi-fi initiatives. Some
nineteen other states have passed or proposed
legislation restricting or banning municipal broadband
or wi-fi networks, although no such legislation currently
exists in Canada.

WiFi/Telecom Carrier Partnerships
Beginning in about 2011, a new option emerged for
municipalities, especially in western Canada. Unlike
other telecom carriers, Shaw Communications decided
in 2011 against launching its own cellphone network
and decided instead to roll out a less costly wi-fi
network, as an extension of its Internet service.
To achieve its vision, Shaw has entered into
partnerships with a growing number of municipalities
including Winnipeg, Calgary, Edmonton, Victoria
and a great many smaller municipalities, primarily in
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Alberta and British Columbia, but extending as far as
northwestern Ontario (for example, Sault Ste. Marie).
Although each agreement is unique, the basic elements
are that Shaw installs, at its cost, wi-fi access points in
municipal facilities and using municipal infrastructure
(such as street light poles). Shaw owns and operates
the resulting network, which it makes available to
Shaw Go Wi-Fi subscribers. Many agreements require
Shaw to provide free public access in municipal
facilities and defined public spaces. Such free access
may be limited in some ways (such as connect time
or data limits), with higher levels of service being
available by becoming a Shaw Go WiFi subscriber –
which then provides access to the wi-fi services in all
participating municipalities.

Since municipalities increasingly need
wi-fi for their own staff in these buildings,
extending access to the public imposes
limited additional costs. The key concerns
relate to excessive bandwidth consumption,
security (separating public versus staff
access) and managing inappropriate use.
Using the 2013 City of Edmonton agreement as
an example, the City estimated that expanding its
own network would cost up to $15 million. While
the City isn’t investing directly in the Shaw network,
it is contributing staff time to assist with installation
in City facilities. Once the Shaw network is in place,
Edmonton will decommission its public wi-fi access in
locations served by Shaw – although the City wireless
infrastructure will remain in place for use by City staff.
The agreements with Shaw need not be exclusive.
For instance, the City of Winnipeg has agreements
with both Shaw and Manitoba Telecom Services
(MTS). In fact, a 2012 City of North Vancouver report
raises the question of whether cities can ultimately
refuse requests from telecom carriers, noting that the
CRTC might ultimately determine that municipalities
are required to provide access to municipal assets for
wi-fi purposes – similar to requiring municipalities to
provide access within the roadways for copper or fibre
infrastructure.
While many municipal agreements with Shaw were
reached through Council-approved direct negotiation,
Calgary (and perhaps others) proceeded through a
competitive RFP process in which proponents were
required to meet various city-defined criteria.
Of course, carriers do not necessarily require
municipal agreements to provide wi-fi access for
their subscribers or the public – although they may
be less likely to provide public access without such
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agreements. For instance, Shaw subscribers can
receive Go WiFi access in various locations where
Shaw has negotiated agreements with facility owners
(such as shopping malls) to install access points. This
includes Thunder Bay, where the city-owned Tbaytel
also provides free public wi-fi at a number of locations.

Other Recent Canadian Initiatives
While Shaw has been the most active of the carriers
in providing public wi-fi, there are many other
projects, based on a variety of business models.
Many Canadian municipalities are getting back into
the game, either on their own or in public-private
partnerships. In addition, some projects have been
sponsored by not-for-profits or downtown business
associations. The following provides a representative,
but by no means comprehensive, listing:
• London is providing a free, unrestricted wi-fi zone
in public spaces in downtown London through
LAWN (London Area Wireless Network), a
collaborative venture between Downtown London
(funded by downtown businesses) and the City.
• Mississauga is one of many municipalities offering
free wireless access at city libraries, community
centres and arenas through Wireless Mississauga.
• Ottawa has entered into an agreement with Ice
Wireless to provide free public wi-fi in twenty-five
municipal facilities. Ice Wireless will be allowed
to set up 75 screens in high-traffic areas of the
buildings and sell advertising. (Ice Wireless plans
to extend this advertising-based business model to
other cities. The CEO of Ice Wireless has stated
that “pay-per-use wi-fi is a total disaster” and that
“Internet infrastructure shouldn’t be a cost borne by
city taxpayers.”)
• In 2005, Atria Networks installed wi-fi access points
around Waterloo Region (Kitchener, Waterloo,
Cambridge, Guelph and Stratford. At the
time, Atria was owned by four local hydro utilities.
However, when Rogers bought Atria in 2010,
it cancelled the wi-fi initiative, leaving it to the
municipalities to pick up the pieces. In response,
Stratford created Rhyzome Networks as a wholly
owned communications facility serving Stratford
and six neighbouring communities. Rhyzome now
provides both fibre optic and wi-fi services and
contributed to Stratford being voted a top seven
Intelligent Community in 2011 and 2012.
• Moncton partnered with Cisco and HP to install a
wi-fi wireless mesh network, initially covering a sixblock area in the city core (WiFi Moncton) and also
available on city buses. This network was recently
extended to include the Magnetic Hill area.
• Montreal provides free public wi-fi in all public
libraries, some sports and leisure centers, and
some public buildings. Wi-fi connectivity has also
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been implemented in more than 500 access points
including cafés, restaurants, hospitals, and colleges,
through a not-for-profit organization (Île-sans-Fil) for
a minimal cost for business owners. Île-sans-Fil can
act as a broker or they can install and manage for a
minimal cost. Finally, Bell is providing free public wi-fi
in an area along Boulevard Saint-Laurent– through
an agreement with the Société de développement du
boulevard Saint-Laurent.
In Quebec City, another not-for-profit, ZAP Québec
(Zone d’Accès Public) assists businesses, shopping
centres and public institutions, who pay a small
fee to become a member of ZAP and to install a
wi-fi access point. The City has also installed ZAP
access points in all municipal offices, parks, arenas
and libraries. As a result, Quebec now has more
than 400 installed hotspots covering over 60 per
cent of its territory and was named Canada’s best
connected city in 2011. (Of particular interest,
ZAP user authentication is based on wifidog
software, developed by Île-sans-Fil in Montreal.
Wifidog is also used by wireless communities in
New York, Paris, Berlin, Brest, Marseille, Vancouver
and Toronto and is being evaluated in several other
communities world-wide.)
With considerably less success, Wireless Toronto has
attempted to play a similar role helping businesses
create wireless hotspots in downtown Toronto.
To date, their major success has been in providing
hotspots around the St. Lawrence Market.
The Valley Community Fibre Network Authority, a
consortium of six municipalities and two education
institutions, is providing free wi-fi access in the
Annapolis Valley town of Berwick.
Free.Baffin set up a single access point, providing
free wi-fi access in Iqaluit at a cost of $5,500 and
hopes that the service can be supported through
advertising on its portal page.
Langley (British Columbia) is deploying free
wireless hotspots around city facilities at a cost
claimed to be less than $200 per access point –
and has posted an “Implementing Low-Cost Public
Wi-Fi” guide for those interested in replicating
their approach.

Summary
In summary, after a succession of high-profile early
failures, especially in the United States, public-wi-fi has
re-emerged as an economic necessity for a modern
municipality. As a result, Canadian municipalities
have experimented with a number of models to
meet this need, often with limited assistance from the
major telecom carriers (excluding Shaw). It is to be
expected that this marketplace will continue to evolve
in the coming years – and that municipalities will, of
necessity, continue to play a variety of roles. ■
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There is an easy way for your citizens to
get the information they want and need.
PingStreet: A location-based municipal app,
downloadable to mobile devices that allows
for instant, current and mobile access to
relevant government information.
•
•

•

Elections
Garbage And
Recycling
Utility Rates

•
•
•
•

Current Events
Road Closures
Schools
Hospitals

It’s for your citizens and easy for you. And
we would love to give you the details.

email products@esolutionsgroup.ca or visit pingstreet.ca
esolutionsgroup.ca I (519) 884-3352 I 1-800-265-6102
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Intake any request. Complete work.
Maintain your assets.
Manage resources and optimize
your day-to-day operations.

The Operations Management System.

©

www.appliedgeologics.com | www.cartegraph.com

Authorized Canadian Service Provider

Copyright 2013 ©Cartegraph Systems, Inc. All rights reserved.

