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REPORT
Office of the Chief Administrative Officer
To:

Mayor Coté and Members of Council

Date:

12/9/2019

From:

Lisa Spitale
Chief Administrative Officer

File:

05.1035.10

Item #:

504/2019

Subject:

Capital Budget 2020-2024 Climate Action Memos-CAO Office

RECOMMENDATION
THAT Council receive this report for information.

PURPOSE
The purpose of this report is to provide Council with additional information on the projects
from the November 25, 2019 Council Report on Climate Action-related projects in the draft
2020-2024 Capital Budget that are related to the Office of the CAO.
Attachment A contains details on projects from the Office of the CAO, excluding IT-related
projects. All IT related projects have been grouped together and are included as Attachment
B.
OPTIONS
There are two options for Council’s consideration; they are:
Option 1 - Council receive this report for information; or
Option 2 – Provide staff with further direction.
Option 1 is recommended

City of New Westminster

December 9, 2019

INTERDEPARTMENTAL LIAISON
This report was prepared by the divisions within the Office of the CAO.
ATTACHMENTS
Attachment A: 5-Year Climate Change Priorities
Attachment B: IT Capital-5 year Climate Change Priorities

Approved for Presentation to Council

Lisa Spitale
Chief Administrative Officer

Agenda Item 504/2019
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Attachment A:
5-Year Climate Change Priorities

NEW WESTMINSTER
MEMORANDUM
To:

Colleen Ponzini
Director of Finance

Date:

From:

Lisa Spitale
Chief Administrative Officer

File:

Subject:

5-Year Climate Change Priorities

Dec~mber 9, 2019

Contribution to Climate Action

The Office of the CAO has conducted a review of the department's draft five-year
capital plan in response to the City's Climate Emergency Declaration. The
proposed five year capital plan supports the City's seven bold steps towards a
carbon free future and mitigates the effects of climate change on our population
by adapting how our operations, programs and services are funded.
This plan provides a summary of proposed capital projects that directly respond
to climate action, and projects that do not. For projects that do not respond
directly to climate action, either within the 5-year capital plan or outside their
timeframe, the risk associated with deferring implementation is highlighted. For
several of these projects, items are proposed to be kept in the plan for resilience
reasons as well as alignment with City Council's Strategic Plan.
In addition to the capital projects indicated in the two tables below, there are
capital project initiatives that are considered necessary for maintaining and/or
replacing aging public infrastructure. In order to maintain affordability, some
infrastructure, building renewal, and other projects that might otherwise be
included in this capital plan are being deferred beyond the time horizon of this
plan. Infrastructure and equipment will be closely monitored as to performance
and condition, and if considered necessary may need to be incorporated into the
plan in subsequent years.
Table 1 is a summary of projects that have been identified to contribute to the
City's Climate Emergency and Seven Bold Steps, or are a top Council priority.
For consistency and ease of reference, all items listed are based on the items
from the November 25th Council report but have greater detail for each
project/initiative. Table 2 contains projects that are not related to the Climate
Emergency actions, but have identified risks with not proceeding .
All Information and Technology projects have been detailed in a separate memo
from the Chief Information Officer.
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TABLE 1
Projects that respond to Climate Emergency Framework
Project Title

Massey
Theatre

5 year total
Comments
(2020-24)
$16,500,000 The Massey Theatre is owned by the school
district, and originally connected to the New
Westminster Junior High School that opened i.n
1949. The theatre has 1260 seats and hosts
dozens of performances by touring groups and
cultural organizations, as well as hosting many
large school performances over the years. The
building also contains music and drama
classrooms, Massey Theatre office, a large
gymnasium that can accommodate seating for
over 1000 students along with a small
gymnasium and other spaces that have the
potential to 'provide community benefits.

The City is to retain ownership of the Massey
Theatre in 2020. At this time cost estimates are
being prepared assuming the following options:
Option 1A - revise costing to include the updated
BC Building Code requirements, plus
improvements to accessibility, and
Option 1B - revise costing to include the Large
Gymnasium and ancillary rooms/spaces.
In addition to upgrades to the electrical, plumbing
and fire safety systems, the renovation work will
include replacement of all mechanical heating
units, cladding & windows and reroofing systems
that are at or beyond their end of life. This work
will substantially improve the energy efficiency of
the building and reduce greenhouse gas.
The 5-year capital plan currently carries $16.5M
for the Massey renovation project as the
renovation work will be done in stages that will
extend beyond this 5-year capital plan. The final
business case for the renovation project is expect
early 2020.
This project aligns with Climate Emergency Bold
Step1: Carbon Free Corporation.
Page 2
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Reconciliation

$200,000

The capital plan set out for the 2020-2021
Reconciliation initiative does not respond to the
Climate Emergency Bold Steps and Budgeting
Framework endorsed by Council at its November
4th meeting. However these resources are
required to further Council's Strategic priority of
Reconciliation, Inclusion and Engagement. This
strategy identifies the following Primary Actions:
• Complete a Reconciliation Framework that
includes.information on the practices of
other jurisdictions and is based on
engagement with Indigenous nations,
bands, communities, individuals and the
community at large.
• Incorporate the principles and guidelines
of the Reconciliation Framework in the
development and update of City
strategies, plans and policies.
• Develop and implement an outreach,
education, awareness and advocacy
program around reconciliation actions for
City Council, City staff and the community
at large.
The earmarked resources of $100,000 per year
will focus on the development of the
Reconciliation Framework by providing resources
for consultant fees, lndigneous outreach
activities, honouraria and public engagement
around the draft framework. These resources will
also be used to facilitate cultural awareness
training for all of Council and city staff. Such
training will address this history and legacy of the
residential school program, the Indian Act and
the impacts of colonial actions in BC and the New
Westminster area.
Should these resources not be advanced in the
capital plan the City will not be able to further
these initiatives in 2020.

Retail Strategy

$100,000

A dynamic retail strategy responds to Climate
Emergency bold step# 2 - Car Light Community,
whereby in-demand goods, services, and
employment are provided in close proximity to
where residents live.
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Having a healthy and dynamic retail sector is
critical to ensuring residents can have their
shopping needs met locally, thereby reducing the
need to travel further than necessary. It also
contributes to the city's employment base,
allowing for local job creation in commercial
areas readily serviced by rapid or frequent transit
routes, thereby reducing trips from outside of the
community.
To date, staff have undertaken preliminary
research on market trends, best practices from
other municipalities, and reviewed the statutory
framework and regulatory tools available to
support development of programs and/or policies
for retail. Recognizing a draft sc_ope of work has
not been endorsed by Council yet, staff anticipate
the strategy would explore actions to support and
foster small retail storefronts and businesses to
ensure the local economy reflects the diversity of
the community, and actions to support existing
businesses when new development occurs. The
scope would also incorporate discussion on the
interplay between retail and office space and
consider including office retention related policy
in the recommendations, if research determines
the necessity of preserving office space if no
longer permitted on the ground floor.
Staff are recommending engaging a consultant to
developing commercial space statistics and
projections that take into account the specific
context of New Westminster, which is distinct in
its characteristics from other regional
municipalities. In order to finish the project within
a year, staff are recommending the consultant
also assist with facilitation of workshops/focus
groups and in the development of policies and
actions, alongside City staff.
Community
Engagement
Platform

$60,000

A robust community engagement platform
supports the overarching goals of our Climate
Emergency work as a critical tool for engaging
with residents, businesses and stakeholders on
all of the seven bold steps and related initiatives
as this work moves forward. The new Manager of
Public Engagement will be working on a robust
engagement process for the community and
Page4
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organization to advance the climate emergency
response.
An online community engagement platform is a
key priority of the City's engagement strategy. It
will both enhance public engagement and provide
increased opportunity for the community to
connect and collaborate on local government
decisions that impact them through technology,
rather than in-person attendance. ·
Anvil Centre
HVAC Repairs

$60,000

Current inability to maintain temperature in venue
due to chiller not able to keep up with capacity.
This has resulted in impacts to booking space for
clients. This is deferred to 2021.

$20,000

The Tech Deployment Network (TON) is the
regional expansion of Vancouver Economic
Commission's Green Digital Demonstration
Program (GDDP), which focuses on clean and
green tech innovation that enables cities to better
meet their carbon reduction goals. TON members
comprise of major asset owners in Metro
Vancouver - including building, infrastructure and
fleet owners - that are dedicated to improving
their operational efficiencies, sustainability and
customer experience. The agreement commits
members to piloting new ideas for specific
logistical or sustainability challenges while
offering resources like facilities and other
infrastructure as demonstration sites for new
smart city solutions.

*This item Will
be moved to
Engineering
budget during
next budget
iteration.

Tech
Deployment
Network

New Westminster's membership in the TON has
the potential to respond to several of the Climate
Emergency bold steps including Car Free
Corporation, Car Light Community, Carbon Free
Homes and Buildings, Pollution Free Vehicles
and Carbon Free Energy.
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Projects/ Initiatives that do not respond to Climate Emergency Framework
and risks associated with deferral.

In order to advance the capital plan projects that respond to the Climate
Emergency Bold Steps and Budgeting Framework, several projects have been
identified · that could be deferred, however doing so could result in asset
degradation and additional costs in the future.
Table 2
Project

Samson V
Maintenance

Irving House
Restoration

5 year
total
(2020-24)
$175,000

$117,800

Comments I Risks

This budget item does not respond to the
Climate Emergency Bold Steps and
Budgeting Framework endorsed by Council at
its November 4th meeting. However there are
risks involved in removing it from the capital
plan as Samsc;m V is an asset owned by the
city that requires regular upkeep and
maintenance.
Samson V is a wooden-hulled vessel is
moored at the New Westminster Quay. By all
reports, she is the only completely intact and
floating sternwheeler remaining in Canada.
By virtue of these characteristics she requires
ongoing oversight and maintenance of
significant magnitude and complexity to
ensure she remains secure and afloat. For
the past 10 years the city has engaged with a
contractor who maintains her bilge pumps,
regularly inspects all areas of the cabins, hull
and bilge areas, performs repairs and
maintenance to her superstructure and keeps
her fit to receive visitors. As with any landbased facility these maintenance costs are
required to maintain safety for staff and
visitors as well as secure from liability of
emergency issues. The city's insurance
status on the vessel requires this ongoing
oversight and maintenance. Should the
capital for this work not be advanced through
2025 the city is exposed to liability and may
lose the insurance on the vessel.
This budget item does not respond to the
Climate Emergency Bold Steps and
Budgeting Framework endorsed by Council at
its November 4th meetinq. However there are
Page 6
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risks involved in removing it from the capital
plan.
For the past ten years Irving House has been
undergoing an upgrade and restoration of its
systems and structure. Through bylaw, the
house is a designated heritage building under
the Local Government Act and the City is
responsible for maintaining this designated
status as defined by its Statement of
Significance.
To date the house has had an upgrade of its
electrical and fire systems and its envelope
and been repaired and made secure. Most
significantly, in 2014, Irving House was
outfitted with a geothermal heating and
cooling system, making it the only carbon
neutral facility in the city.
The earmarked resources for this restoration
work are a carry-forward from unfinished
projects begun in 2019. They are for
restoration work inside the home on the
following Character defining features:
• original plasterwork (such as ceiling
medallions, cornices and rope
moldings),
• wallpaper (such as the foil wallpaper in
the front two rooms that dates from
1865),
• woodwork (such as doors, floors and
trim),
• fireplaces,
• staircases
The risk of not advancing these resources lay
in the city's responsibility to its own minimum
maintenance bylaw. All designated houses
within the City are required to:
• maintain all buildings, structures,
architectural features and landscape
features in good repair; and
• maintain all buildings, structures,
architectural features and landscape
features in accordance with the
maintenance bylaw and all other
applicable bylaws.
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Should these resources not be advanced, the
City may have difficulty enforcing its bylaw
with private owriers of designated properties if
it is not doing the same with its own property.
In addition to the work listed above, a capital
item to reroof Irving House was removed from
the 5-year plan. The roof is nearing the end
of its life and there is a risk of requiring an
emergency replacement to this roof over the
next 5-year period. This item was estimated
at $75,000.
Samson V
Dredging

$38,000

This budget item does not respond to the
Climate Emergency Bold Steps and
Budgeting Framework endorsed by Council at
its November 4 th meeting. However there are
risks involved in removing it from the capital
plan as Samson V is a facility owned by the
City that required regular upkeep and
maintenance.
On average, Samson V's moorage requires
dredging every 3 years. Should this dredging
not occur Samson V will let down on her bow
during low tides. This causes undue stress
on her hull and increases the threat of water
ingress at her stern where the pitman arms let
into the vessel. This has occurred once
before and the vessel sank at her moorage at
great expense to the city and environmental
concern. Should this capital not be advanced
jn the 2020-2025 plan there is a strong risk of
this occurring again and the City's insurance
for the vessel may be revoked.

Anvil Centre
Theatre Floor &
Wood Work
Maintenance -

$30,000

The oil-based Theatre Floor must be
maintained to ensure lifespan is maximized
and for validity of the warranty. Increased
future maintenance costs and floor
replacement at an earlier date than
anticipated. Wood panel walls require
maintenance.

$12,000

Renovations to increase the number of work
stations. Currently utilizing sellable space for
staff work stations.

*This item will be
moved to
Engineering
budget during next
budget iteration

Anvil Centre
Work Space
Renovations

~

I

-
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--

$15,000

The north wall was damaged by a vehicle and
requires repair to the brick wall.

Anvil Centre
Freight Elevator
Repairfor consultant
analysis/report

$20,000

Anvil Centre
Bench
Replacement
Anvil Centre
Ballroom
Movable Wall
System
Replacement

$15,000

The freight elevator is often out of service,
requiring equipment and catering to be
carried by hand on the front, public stairs.
Attempts to repair over the past 5 years have
totaled over $75,000. A consultant report to
be completed in 2022 would recommend a
different elevator model better suited for the
type of use in venue. The actual elevator
replacement is deferred beyond 2024.
Benches in front of Anvil Centre along
Columbia Street have been damaged and/or
removed.
The movable wall has been damaged by air
pressure incidents due to faulty fire alarm
system. The walls often get stuck when
opening and closing and require a contracting
to be brought in to repair. Potential for ceiling
track failure.

Anvil Centre
Exterior Wall
Repair
*This item will be
moved to
Engineering
budget during next
budget iteration

$75,000

*This item will be
moved to
Engineering
budget during next
budget iteration

Anvil Centre
Dishware
Supplement
Anvil Centre
Christmas Decor
Purchase

$27,000

To replace damaged dishes and have the
necessary amount to service catering.

$25,000

Currently spend $16,000/year to rent
Christmas decor which is a requirement for
Conference. Christmas Parties which
Qenerate annual revenue.

--

-

If you have any questions with regard to the above climate change priority projects
and initiatives, please feel free to contact me at your convenience.
Lisa Spitale, MCIP, RPP
Chief Administrative Officer
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IT Capital - 5 Year Climate Change Priorities

NEW WESTMINSTER
Engineering Services

MEMORA NDU M
To:

Colleen Ponzini
Director of Finance

Date:

November 28, 2019

From:

Alvin Chok
Chief Information Officer
Information Technology Services

File:

#1532084

Subject:

IT Capital - 5 year Climate Change Priorities

In support of the recent. Council's declaration on Climate Emergency, staff in
Information Technology Services have completed a review and prioritization of IT
capital projects for fiscal year 2020 to 2024.
It is noted that majority of the IT Capital projects over the next five years are
focused primarily on providing a reliable technology infrastructure and stable
operating environment for the many mission critical business systems in use
throughout the City. The capital expenditures include proper refresh of major
computer hardware, servers, storage systems, telecommunication and network
equipment in our Data Centres when these equipment are at end-of-life. Other
capital expenditures include software upgrades and functionality enhancements
required by end-users. These capital expenditures are necessary to ensure ongoing support, efficacy and high performance of City business systems, which
contributes directly to the Organization Effectiveness strategic priority objective.
However, there are several IT projects in the five year plan that could help in
advancing the City's Climate Emergency objectives. These include EGovernment Services, GIS Cyclo-Media 360, E-Planning, and E-Permits. By
avoiding the need to travel to City Hall to perform a transaction or bill payment, or
field staff making fewer trips to sites because asset information is available online, it is anticipated that such initiatives can help reduce carbon foot print and
energy use in transportation accordingly.

1. Projects/ Initiatives That Contribute to Climate Action
Project Title

E-Government Services

5 year total
(2020-24)

$825,000

Comments

"One-Stop Shopping" E Gov Services to provide
City services on-line 24/7.
Residents can submit queries or perform

5 Year Capital Budget Reductions
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transactions on-line 24/7 without the need to travel
to City Hall, thereby helping to reduce carbon
footprint.
Systems components to be implemented include
W eh Portal, Single-sign-on capability, Customer
Relationship Management (CRM), and interconnect
architecture for on-line forms, queries, bill payments
and analytics, and internal workflow optimization.
Web Portal - A central website that houses E-Gov
services on-line and available 24/7.
Single-Sign-On-A secure way for residents and
business owners to access and sign on for City
transactions.
CRM - A corporate system to track queries and coordinate responses across departments.
Inter-connect architecture - Middle layer software
that links all current City business applications (e.g.
IDE, Tempest) that involved in on-line transactions.
E-Gov is a multi-year Project and the cost includes
consulting, design, development, software licenses,
.Cloud access fees and system implementation.
For more details on E-Govemment Services Project,
please see attached Appendix 1.

GIS Cyclo-Media 360

$145,000

GIS Project to capture City's civil assets (e.g. roads,
water hydrants, street lights, bridges, lanes,
walkways) in 360 degree perspective and stores the
information in GIS spatial data bases.
By providing highly accurate GPS and physical
measurements of City civil assets in a centralized
database and made available to all departments, staff
in Engineering, Electrical, Parks & Recreation, and
Planning & Development will greatly reduce the
need to travel to field sites to take pictures and take
measurements of these assets when they require
them.
Project cost include data capture by Cyclo-media
360 vehicle, Arc GIS software licenses Cloud fees,
and implementation.

E-Planning

$359,700

Enables electronic submissions of building plans
and architectural drawings from the public to
Page2
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Development Services for approvals and inspections
on-line.
Progress status and issues can be tracked and
resolved by staff via on-line communications.
Helps eliminate the need for users and firms to
travel to City-hall for submission of plans and/or
having several meetings to resolve issues.
Project entails purchasing of several software
modules (e.g. Camino for inspection planning,
Prospero), software licenses, as well as optimization
and clean-up of information in Tempest.
E-permit

$80,000

Development/enhancements work for on-line
business license applications, parking permits, water
sprinkling, etc.
Enables residents to apply permits on-line without
travelling to City Hall.

2. Projects / Initiatives That are deferred and anticipated
consequences
As per budget constraints, the following IT projects are being been deferred to
beyond the proposed five year plan, with consequences explained:

Project Title
Advanced Scheduler
(Kronos) Time-keeping

5 year total
(2020-24)
$190,000

Comments
Current time-keeping in Parks and Recreation
department is based primarily on a manual process
using spreadsheets and is labour intensive.
With an automated scheduling and time-keeping via
Kronos would help improve efficiency and accuracy
in time entries for their staff payroll. (Kronos is
currently widely used in other departments in the
City.)
The project cost includes buying additional Kronos
software licenses for P&R and consulting fees for
implementation.
With the anticipated completion of Acquatic Centre
in 2022, it would be essential to have a proper
scheduling and automated time-entry for staff
payrolls in Parks & Recreation by then.
Page3
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Without the Kronos Advanced scheduler, Parks &
Recreation staff payroll and scheduling will remain
manual and cumbersome.
Data Warehouse &
Analytics Tools

$149,000

As more and more data is being stored in·corporate
system databases, better data analytic and business
intelligence tools are needed to extract proper
information from the growing volume of interrelated business data from all departments.
Business Intelligence tools will help in data
analytics, and produce higher quality reports and
more timely information for staff and Council.
Also, as the current technology"trend is to move
more data onto the Cloud platform, data
warehousing tools are helpful in determining the
type of data and information to be kept, or better
organize the data for the Cloud platform.
Capital cost includes software licenses and
subscription fees for business intelligence and
Cloud-based tools.
Without these business analytical tools, quality of
reports may be compromised, which could impact
decision makings at all levels in the organization.

I hope the identified IT projects help advance the City's Climate Emergency
cause. If you have any questions, please feel free to contact me.

Alvin Chok
Chief Information Officer
Information Technology Services
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E-Government Services Summary
E-Gov Services Pro ject Overview
As the City evolves to offer enhanced services to the City residents, visitors and
businesses, a new online service is needed that provides:
• Single and secure sign on access to city's web portal 24/7;
• Improved customer engagement with better tracking of requests using a Customer
Relationship Management (CRM) system;
• Ability to perform more transactions and payments on-line.
• Enhanced and coordinated internal workflow to provide timely responses to
customers;
• Opportunity for service innovation by utilizing relevant web technology solutions.
The current online services offered from the Public web site, including online forms and
utility portals, will be part of the new portal. All new E-Gov initiatives, where there is an
opportunity for customer self-serve, will be under this new service.
By placing our online services under one portal, we offer customers a consistent
experience, improve staff work flow and gain efficiencies in the services the City offers.
This project is corporate wide with representatives from each city department
contributing requirements and direction. IT will coordinate with the departments and be
the main point of contact.
The overall project is envisioned to b_e a work in progress, spanning three to five years
and broken into phases. The estimated timelines for phase one is to have a working EGov portal with single sign on and CRM capabilities by Q4, 2020.

Background
The City's current online services and offerings are typically narrow in scope and address
only the basic needs (such as request forms). The online sign on portal, MyCity, is built
specifically for Tempest applications (dog license, utility bills, property tax) and does not
work well with other new online services, such as Electrical Billing'& Customer Connect.
With the new proposed E-Gov Servkes, we are looking to create a framework where all
city online services can be accessed on one site (i.e. "one-stop shopping" approach). All

existing online services and forms will be converted to reside within this one portal and
all new services will be developed under this site.
This project will be corporate wide and potentially impact each department. It is also an
opportunity for departments to improve, streamline or enhance their business delivery
and customer services level by digitizing and automating their workflow and business
processes.
JI

Project Goals
• Offer City customers (residents, visitors, businesses) a new, single sign-on web
portal to conduct their business with the City, available 24/7.
• Implement a Customer Relationship Management (CRM) system to track and
update on a timely basis all customer interactions with the City. ·
• Review existing business processes to take advantage of customer self-service and
direct access.
• Improve customer service by enabling more on-line transactions and accessibility
options (e.g. mobile devices).

Business Drivers
• City service requests will continue to increase as the population increases.
• City customers, including residents and businesses, are asking for more online
interaction with the city that is convenient for them.
• Online self-serve will free up staff time from transcribing current online forms and
verbal requests (phone and counter) into other systems.
• A CRM system will greatly improve the efficiencies of dealing with requests and
issues by automating the workflow and providing instant status notifications to the
requester.
• Many government agencies are now transforming their services into digital
government services.

Benefits
• Improved customer service by offering unrestricted time to online access.
• Less staff effort in reentering details from the customer.
• Consistent approach when dealing with customers' requests.
• Improved efficiency in transactions by stream-lining and optimization ofworkflow.
• Unified collaboration platform between end-users and departments.
• Expanded service accessibility, including on mobile devices.

•
•

Save operational costs by reducing redundant paper work and records across
departments.
Better customer experience and satisfaction overall.

E-Government System Architecture
The E-Gov system architecture is deliberately designed for scalability to accommodate
new system functionalities and service features in the coming years.
The initial components of the E-Gov Services system include:
eGov Services Portal (MyNewWestminster.ca)
• Is the overall web site for online city services
• Has secure single sign on which gives convenience for the customer (one sign on
for all services), better request tracking and allows for better city understanding of
customer trends and wants
• Allow Guest sign on for customers who do not wish to register
• Part of the first phase of the overall project implementation. Will phase in
services under the single sign on process as determined by the working group
(based on priority and other factors) .
eGov Customer Relation Management (CRM)
• Part of the new eGov Services portal and part of the first phase .of the overall
project implementation.
• Will be the city system to track custoiner requests and issues, give timely updates
and keep a history of interactions
• Requests and issues will be automatically sent to the appropriate department for
resolution
• In some cases, customer's initial data will be automatically entered into the
appropriate system for staff action
• As customer request is ac~ed on, status updates will automatically be given to the
customer
eGov Bill Payment and Aecount Query
• Part of the eGov Services portal.
• Has seamless integration into existing bill payments and utility accounts.
• Working group to determine which phase this component will be part of.
eGov Licensing and Permit Applications
• Part of the eGov Services portal.
• Has seamless integration into existing licensing and permit applications.
• Working group to determine which phase this component will be part of.

•

Adds new online services as they are developed.

eGov Citizen Engagement
• Part of the eGov Services portal.
• Allows registration to councilor committee.
• Register to attend council meeting.
• Working group to determine which phase this component will be part of.
• Allows for customer feedbacks and surveys.
Other
• OpenData
• Citizen Dashboard
• Other online tools
A Personal Information Assessment (PIA) will be created with this project. Potentially
sensitive personal information will be stored including name, address, bill and billing
information, permits applied for, miscellaneous correspondence with the city, ad hoc
requests to the city and selected interests. Protection and confidentiality of this data is
critical.
City Resources
This project will impact a number of different businesses and departments and will
require department participation to implement changes identified. The following will be
involved:
• IT staff (for installation, configuration, troubleshooting and traiping)
• eGov Services Working Group (for discussion and decision making) - made up of
staff from city·departments:
q Development Services
o Engineering
o Finance
o HR
o Electrical
o Public Library
o Parks & Recreation
o Communications
o Legislative Services
o Fire Services
o Police

Action Plan (Tentative)
The following is a brief outline of the CRM module action plan :
1) CRM
•
•
•
•
•
•
•
•
•

Create RFP on portal/single sign on and CRM system - December 2019.
Assess and confirm contract with Vendor - February 2020.
Software system configured and test environment implemented- End of Jun 2020.
User testing.,. July- Nov 2020 (includes creating and executing test scripts).
Each function fully testing- Sep - Nov 2020.
User training complete - Nov-Dec 2020.
Complete user adoption - Dec 2021.
Signoff and Go-Live with Web portal and CRM - Jan 2021
Initial contract ends, continue 2nd phase with adding online services.

