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1.0 Project Identification

Name of Project ) )
3ab6 - Expand the Use of Online Services

Sponsor
(Accountable)

Project Manager
(Responsible)

Project Team Michelle Prescott, Carly McArthur, Ryan Gowan, Briana
Members

(Responsible or Bloomfield, Mark Giberson, Lee-Anne Kazarian, Nicole Graf,
Consult) Andrew O'Leary, Kim Skene, Amanda Tennant, Kurtis Boyce

Tim Simmonds

Christine Gilbert

Approved Budget

2.0 Business Need
3a6 - Increase and expand the use of online services to enhance opportunities for the public to
access services when and where they need to e.g Virtual City Hall, PerfectMind, Cloudpermit

Timeline: Q1 2024 to Q4 2026

3.0 Project Objectives (Purpose)

The purpose of this project is to expand the use of online services available to users of City
services, in order to enhance convenience, streamline operations and foster a more digitally
connected community. The primary focus will be on the implementation of existing projects as
well as the expansion and betterment of the City's existing online services.

* Increase the number of online services available
* Improve the quality of existing online services
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4.0 Project Scope

* Needs assessment - identify and prioritize services that can offered digitially using existing
data (Blackline, Citizen Satisfaction Survey) and discussions with staff

* Implementation of new online services with prior budget approval (Virtual City Hall,
Cloudpermit)

* Optimization of existing online services to better meet the needs of staff and residents (e.g.
PerfectMind)

5.0 Stakeholders
Name Consult or Inform
Department heads Consult
Employees Inform
Exernal users of City services Inform

6.0 High Level Deliverables / Milestone Dates

Item | Deliverables / Milestones Dates

1. Develop a list of existing online services 01/06/2024
2. Develop a rolling scheduled of priortized service improvements 31/12/2024
3. Implement virtual service improvements 01/06/2025

Severity Description Mitigation Tactic

Moderate Integration with existing systems Obtain training on how we can better utilize what we have
Moderate Additional costs may be required Focus on the low hanging fruit and include larger projects in 2025 budget
ngh B Staff Capacity Realistic timelines; priortize on workplans; rolling schedule
Low E Staff buy in Consult with staff in advance, SLT and Council support

Moderate E Constantly Changing service needs | Flexible rolling schedule, focus on services with long term use

8.0 Key Results for Success (Must Be Measurable or Quantifiable)

* Increase in the number of registered users

* Improvement in the frequency and level of user engagement (# of logins created, number of
transactions completed online, etc.)

* Digital channel preference - percentage of residents who prefer & consistently use online
channels

* Number of new online services introduced
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