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The PastThe Past

nn No one will do business No one will do business 
on the Interneton the Internet

nn “It’s just a fad”“It’s just a fad”

199199
nn Paper in, paper outPaper in, paper out
nn Information access slowInformation access slow

nn ProgramProgram--focused focused 
nn Person, mail, telephonePerson, mail, telephone

nn 8 hours, 5 days a week8 hours, 5 days a week

nn Turnaround in days/wksTurnaround in days/wks
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The PresentThe Present

001122200200

nn Business on the InternetBusiness on the Internet
nn “It’s NOT just a fad”“It’s NOT just a fad”

nn Electronic dataElectronic data
nn Immediate accessImmediate access

nn ClientClient--focused delivery focused delivery 
nn Integrated channelsIntegrated channels

nn 24 hours, 7 days a week24 hours, 7 days a week
nn Turnaround in hrs/Turnaround in hrs/minsmins
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Website FunctionalityWebsite Functionality
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ee--Government EnvironmentGovernment Environment

Client Access PointsClient Access Points

G2CG2C

Citizen 
Orientation

G2BG2B

Business 
Orientation

G2GG2G

Government
Orientation

G2EG2E

Employee 
Orientation

Front OfficeFront Office
(Information & Service Access)(Information & Service Access)

ProvincialProvincialFederalFederal

WebsiteWebsite
Back OfficeBack Office

(Financial, HR, Plant, Customer Systems)(Financial, HR, Plant, Customer Systems)

 Province of Nova Scotia & Cape Breton Regional Municipality 2002

8 Cape Breton Regional MunicipalityCape Breton Regional Municipality

AMANS Fall Conference – October 25, 2002

Citizen AccessCitizen Access

CommunityCommunity

MunicipalMunicipal

ProvincialProvincial FederalFederal



55

 Province of Nova Scotia & Cape Breton Regional Municipality 2002

9 Cape Breton Regional MunicipalityCape Breton Regional Municipality

AMANS Fall Conference – October 25, 2002

Municipal Status in Municipal Status in 
Nova ScotiaNova Scotia

nn Every municipality has some web presenceEvery municipality has some web presence
nn Varying degrees of capabilityVarying degrees of capability
nn Our situation is not uniqueOur situation is not unique
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Nova Scotia Website OverviewNova Scotia Website Overview
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The FutureThe Future

223344556677200200

nn ee--DemocracyDemocracy
nn Collaborative Collaborative Gov’tGov’t

nn Online votingOnline voting
nn 13 year old today, will 13 year old today, will 

vote tomorrowvote tomorrow

nn Citizens in command Citizens in command 
nn No wrong placeNo wrong place

nn Full service, all the timeFull service, all the time
nn Service excellenceService excellence
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The Triple “W”The Triple “W”

nn WWorld orld WWide ide WWebeb
•• WhateverWhatever service citizens want…service citizens want…
•• WheneverWhenever they want it…they want it…
•• WhereverWherever they may be…they may be…

www.www.municipalcitizenservicmunicipalcitizenservice.nowe.now
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Why Should You Care?Why Should You Care?

nn Key tool for getting the message out on Key tool for getting the message out on 
issues & “value” issues & “value” –– cost effectivecost effective

nn Use to engage your citizens Use to engage your citizens –– they’re better they’re better 
informed and so are youinformed and so are you

nn Increasing client expectationsIncreasing client expectations
•• Comparisons with other public and private sectorComparisons with other public and private sector
•• Impact on elected officialsImpact on elected officials

nn “Total” electronic world “Total” electronic world –– getting preparedgetting prepared
nn The “Municipal Advantage”The “Municipal Advantage”
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Key eKey e--Service ConsiderationsService Considerations

nn Client needs & adoption ratesClient needs & adoption rates
nn Accessibility standardsAccessibility standards
nn Process change & evolutionProcess change & evolution
nn Authentication & securityAuthentication & security
nn Privacy & client confidence Privacy & client confidence 
nn Transaction integrity & Transaction integrity & auditabilityauditability
nn Employee communication & involvementEmployee communication & involvement
nn MeasurementMeasurement
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What Citizens Are Saying…What Citizens Are Saying…

nn Majority of Canadians would conduct business Majority of Canadians would conduct business 
online if given the chanceonline if given the chance**

nn Governments that offer information and services Governments that offer information and services 
online make government itself more accessible to online make government itself more accessible to 
citizens* (71%)citizens* (71%)

nn 70% of Nova 70% of Nova Scotians Scotians think itthink it’’s important that webs important that web--
based municipal services be made available to based municipal services be made available to 
citizens**citizens**

** ** -- Corporate Research Assoc. Corporate Research Assoc. –– Atlantic Omnibus Survey Atlantic Omnibus Survey -- 20012001
* * -- CF Group CF Group –– Digital Canada Pulse Digital Canada Pulse -- 20012001
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Website “Top 5”Website “Top 5”

nn ContentContent

nn SearchingSearching

nn Interacting & Interacting & 
TransactingTransacting

nn SecuritySecurity

nn Client ServiceClient Service

ÔÔ What clients want to knowWhat clients want to know

ÔÔ How clients find itHow clients find it

ÔÔ How they request/pay for itHow they request/pay for it

ÔÔ How you ensure it’s safeHow you ensure it’s safe

ÔÔ What makes them happyWhat makes them happy
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Website ContentWebsite Content

nn RelevantRelevant

nn IdentifiableIdentifiable

nn AccurateAccurate

nn TimelyTimely

nn MaintainedMaintained

nn ArchivedArchived

ÔÔ Do clients want itDo clients want it

ÔÔ What does it relate toWhat does it relate to

ÔÔ Does it say what it shouldDoes it say what it should

ÔÔ Is it there when it needs to beIs it there when it needs to be

ÔÔ Who looks after itWho looks after it

ÔÔ When do you remove itWhen do you remove it
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Key Municipal ContentKey Municipal Content

nn Contact informationContact information
nn Available servicesAvailable services
nn Council activitiesCouncil activities
nn Municipal issuesMunicipal issues
nn BylawsBylaws
nn Forms and applicationsForms and applications
nn TourismTourism
nn Permits & licensesPermits & licenses
nn TaxationTaxation
nn Property & geographic Property & geographic 

informationinformation

nn RecreationRecreation
nn Police ServicesPolice Services
nn Fire ServicesFire Services
nn Community eventsCommunity events
nn UtilityUtility
nn Links to:Links to:

•• HealthHealth
•• SocialSocial
•• EducationEducation
•• Regional developmentRegional development
•• Surrounding communitiesSurrounding communities
•• BusinessesBusinesses
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SearchingSearching

nn Once you’ve got the content, clients must be Once you’ve got the content, clients must be 
able to find itable to find it

nn Search MechanismsSearch Mechanisms
•• Browsing Browsing –– navigating the site (e.g. site map)navigating the site (e.g. site map)
•• Site Search Site Search –– tools to search your information & servicestools to search your information & services
•• External Searching External Searching –– others searching your siteothers searching your site

nn Results must be…Results must be…
•• Relevant (key words, synonyms)Relevant (key words, synonyms)
•• Accurate and maintainedAccurate and maintained
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GoogleGoogle.com Searching.com Searching

nn Bringing the power of Bringing the power of Google Google to Nova to Nova 
ScotiansScotians

nn Community opportunities in the futureCommunity opportunities in the future
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Interacting and TransactingInteracting and Transacting

nn Interacting (nonInteracting (non--financial)financial)
•• Completing applicationsCompleting applications
•• ee--mailmail
•• Discussion forumsDiscussion forums

nn Transacting (usually financial payment)Transacting (usually financial payment)
•• Service request or applicationService request or application
•• Payments methodsPayments methods

–– Credit Cards and Online Banking todayCredit Cards and Online Banking today
–– Future includes “debit”, electronic funds transferFuture includes “debit”, electronic funds transfer
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Payment ChallengesPayment Challenges

nn Maintaining securityMaintaining security
nn Credit card servicesCredit card services

•• Cost of business Cost of business –– is it more?is it more?
•• Decision process Decision process –– client service requirement?client service requirement?

nn Client processesClient processes
•• Refund policyRefund policy

nn Back office fulfillmentBack office fulfillment
•• Do clients get what they paid for?Do clients get what they paid for?
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Key Municipal eKey Municipal e--ServicesServices

nn Payments for…Payments for…
•• Water & sewerWater & sewer
•• FinesFines
•• LicensesLicenses
•• TaxesTaxes

nn Requests for serviceRequests for service
nn Recreation program Recreation program 

notification, registration notification, registration 
and paymentand payment

nn Address changesAddress changes

nn Building permitsBuilding permits
nn Zoning requestsZoning requests
nn Business permits & Business permits & 

licenseslicenses
nn Online procurementOnline procurement
nn FutureFuture

•• Voter registrationVoter registration
•• Tax sale biddingTax sale bidding
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SecuritySecurity

nn Client PerspectiveClient Perspective
•• Is my information safe?Is my information safe?
•• How is my information used?How is my information used?
•• “Once bitten, twice shy”“Once bitten, twice shy”

nn Your PerspectiveYour Perspective
•• How do we maintain client confidentiality?How do we maintain client confidentiality?
•• What’s the risk of a security breach?What’s the risk of a security breach?
•• How do we mitigate the risks?How do we mitigate the risks?
•• How do we build citizen confidence?How do we build citizen confidence?
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Client ServiceClient Service

nn Client needs are Client needs are 
simple, but their simple, but their 
expectations are expectations are 
increasingincreasing

nn Want a solution to Want a solution to 
their problemstheir problems

Past Now Future

Website Service Level Client Expectations

Very Satisfied/”Delighted”Very Satisfied/”Delighted”

SatisfiedSatisfied

DissatisfiedDissatisfied
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ee--Government MazeGovernment Maze

Client Service!Client Service!

Client 
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Service 
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Information or 
Service request 
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Marketing Your WebsiteMarketing Your Website

nn How do clients know its there?How do clients know its there?
nn Prominent placement on brochures & Prominent placement on brochures & 

documentsdocuments
nn Promote heavily to internal audiencePromote heavily to internal audience
nn CrossCross--promotion with other jurisdictionspromotion with other jurisdictions
nn Make sure it’s a satisfying experienceMake sure it’s a satisfying experience
nn Consideration for the futureConsideration for the future

•• Payment process can draw them repeatedly to your sitePayment process can draw them repeatedly to your site
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Know Your ClientsKnow Your Clients

nn Ask them what they think about the site and Ask them what they think about the site and 
the service they receivethe service they receive

nn You’ll be astounded by what they tell you You’ll be astounded by what they tell you --
right & wrong!right & wrong!

nn Should be crossShould be cross--channelchannel
•• How well does your website do compared to other How well does your website do compared to other 

service channels (inservice channels (in--person, phone, mail, etc…)person, phone, mail, etc…)
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A Municipal ExampleA Municipal Example

nn Burlington, Ontario introduced their new Burlington, Ontario introduced their new 
website earlier this yearwebsite earlier this year

nn Result of a planned, methodical approachResult of a planned, methodical approach
nn Involved internal & external stakeholdersInvolved internal & external stakeholders
nn Established measurementsEstablished measurements
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Portal FunctionsPortal Functions
nn Application IntegrationApplication Integration

•• Investment ProtectionInvestment Protection

nn AuthenticationAuthentication
•• Coordinated & integrated with Coordinated & integrated with 

new and existing applicationsnew and existing applications

nn Content ManagementContent Management
•• Content, workflow and approvals  Content, workflow and approvals  

managed by the businessmanaged by the business

nn Federated SearchingFederated Searching
•• Client ease of access & vertical Client ease of access & vertical 

integrationintegration

nn Client CustomizationClient Customization
•• To present what they want and To present what they want and 

how they want ithow they want it

AuthenticationAuthentication Content Content 
ManagementManagement

Federated Federated 
SearchSearch

Client Client 
CustomizationCustomization

Application Application 
IntegrationIntegration

ClientClient--OrientedOriented
AccessAccess
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Are You Ready?Are You Ready?

nn Does your site offer what your clients want, Does your site offer what your clients want, 
the way they want it?the way they want it?

nn Do your employees view the website as a Do your employees view the website as a 
service to them and your clients?service to them and your clients?

nn Have you put place the necessary pieces to Have you put place the necessary pieces to 
enable growing your website?enable growing your website?

nn Is there a strong organizational commitment Is there a strong organizational commitment 
to the web service channel and your site?to the web service channel and your site?
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How To Get ReadyHow To Get Ready

nn Build internal awarenessBuild internal awareness
nn Develop a strategyDevelop a strategy
nn Assess organizational needs and impactsAssess organizational needs and impacts
nn Consider the people factorConsider the people factor
nn FineFine--tune business processes for the webtune business processes for the web
nn Establish a secure technology environmentEstablish a secure technology environment
nn Pool resources with othersPool resources with others
nn Consult with your clientsConsult with your clients
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For More Detail…For More Detail…

nn Local Government Resource HandbookLocal Government Resource Handbook
•• Section 6.4 Section 6.4 -- Transition to Single Window eTransition to Single Window e--Government Government 

nn Addresses the municipal perspective of…Addresses the municipal perspective of…
•• The issues related to eThe issues related to e--GovernmentGovernment
•• Developing the strategy and planDeveloping the strategy and plan
•• The major considerations (business processes, The major considerations (business processes, 

technology)technology)
•• Assessment toolAssessment tool

nn Available from…Available from…
•• www.www.govgov.ns.ca/.ns.ca/snsmrsnsmr//munsmuns
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Municipal eMunicipal e--Gov RoadmapGov Roadmap
Preliminary Meetings 
with Municipalities

Develop Response 
Strategy

e-Government 
Assessment &

Strategy Planning Kit

Potential
Initiatives

Provide Advisory 
Expertise

Requirements 
Workshop with 
Municipalities

Develop
e-Government 
Assessment Kit

Transaction Sharing 
Opportunities

Identify Improved 
“Vertical” Linkages

Forms Hosting & 
Download

Electronic 
Transactions

Service Counter 
Transactions

We’re Here

License & Permit 
Hosting

Develop
Website Template
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Municipal eMunicipal e--Gov Joint VentureGov Joint Venture

nn 14 municipal units 14 municipal units 
interested in joint interested in joint 
venturesventures

nn Pilot projects being Pilot projects being 
consideredconsidered

nn RFP to be sent outRFP to be sent out

nn Payment of taxesPayment of taxes
nn Purchasing recreation programs, Purchasing recreation programs, 

licenses and planning licenses and planning 
documentsdocuments

nn Zoning and assessment Zoning and assessment 
inquiriesinquiries

nn Building and development Building and development 
permitspermits

nn Application formsApplication forms
nn Municipal web page templatesMunicipal web page templates
nn Payment for water, sewer, Payment for water, sewer, 

parking parking 
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A Municipal Perspective…A Municipal Perspective…

nn Content OwnershipContent Ownership
nn Online PaymentsOnline Payments
nn Hosting ServicesHosting Services
nn Client Service Benefits and ImpactsClient Service Benefits and Impacts
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Content OwnershipContent Ownership

nn CBRM needs to revamp our websiteCBRM needs to revamp our website
nn Decided to take a planned approachDecided to take a planned approach
nn SNSMR offers website helpSNSMR offers website help
nn CBRM formed crossCBRM formed cross--functional committee to functional committee to 

review and provide input to website content review and provide input to website content 
& design& design

nn It’s not as easy as we think…It’s not as easy as we think…
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Online PaymentsOnline Payments

nn Subsequent phase of website designSubsequent phase of website design
nn Policy change required to supportPolicy change required to support

(i.e. credit card payments)(i.e. credit card payments)
nn Cost vs. benefitCost vs. benefit

•• The costs are not what they seemThe costs are not what they seem

nn Client demand will be a key factor in moving Client demand will be a key factor in moving 
forwardforward
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Hosting ServicesHosting Services

nn Presents challenges for many municipalitiesPresents challenges for many municipalities
nn Where do want to live?Where do want to live?
nn Let’s not duplicate what we don’t have toLet’s not duplicate what we don’t have to
nn Those that are good at hosting should do itThose that are good at hosting should do it

(security, systems, networks, etc…)(security, systems, networks, etc…)
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Client Service BenefitsClient Service Benefits

nn BenefitsBenefits
•• Meets an area of growing demand for clientsMeets an area of growing demand for clients
•• Ease of information access (timeliness)Ease of information access (timeliness)
•• Improve cash flow Improve cash flow –– better servicebetter service

nn ImpactsImpacts
•• Citizen Service Citizen Service CentresCentres

–– Helps offload common services, but employees need to be Helps offload common services, but employees need to be 
involved up frontinvolved up front

•• CouncilCouncil
–– Improves timeliness of information, but increases scrutinyImproves timeliness of information, but increases scrutiny
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Other ChallengesOther Challenges

nn Technology adoptionTechnology adoption
•• How do we keep up with client requirements and market How do we keep up with client requirements and market 

trendstrends
•• Portals are an emerging requirement, but need to pool Portals are an emerging requirement, but need to pool 

our resourcesour resources
•• More technology in our futureMore technology in our future
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