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6.1 Supporting Materials —a. Key Observations

Our Approach - Current State Observations

Our analysis was performed under the lens of our Digital Target Operating Model.

Standard Target Operating Model Pillars Tailored for Windsor
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7] § CoIELIIEEUE 3. Service Delivery and Process
= 5. Tech. and Architecture ] (People & Culture)
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. . 2 4. Technology and Infrastructure
8. Service Delivery Model o
= The Digital Target Operating Model (“TOM”) is a framework that characterizes = Basedonourobservations and consultation findings, we have tailored the
the digital aspects of a municipality’s operations, and the impacts they have Target Operating Modelinto four pillars most applicable to the current-state
across the entire organization. and future vision for Windsor, as well as the context of this project.
= This framework supports and reinforces the development of a digital strategy = This adapted TOM structure provides a frameworkto assessthe City’s current
thatisfocusedonallaspects of the organization —people, process, and state.

technology—andisfounded onbusiness needs.

. . . STRATEGYCUHPCUM Windsor Digital Modernization | Final Report Supporting Materials 5



6.1 Supporting Materials —a. Key Observations
Departmental Consultations Map

Legend
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6.1 Supporting Materials —a. Key Observations

Legend
Key Observations — Strategy and Governance i ol o
Pillar ‘ Key Themes ‘ —

Historically, corporate mandates were often focused on minimizing operating costs, inhibiting long-

term planning, and postponing critical investments in the City’s digital infrastructure. o
* Asthe focus has beenonlowering operating costs, there hasbeen nostrategicinvestmentin imﬂlilli

innovative solutions, as a result the city has remained dependent on systems and tool which
increasinglydo not meet the needs of staff, residents or leadership

Maintaining the status quo delayed strategic action, inadvertently exposing the City to risk. P
* Inactioninkeyareas concerningdigital strategy and governance has resulted inthe City being exposed .

to risk due to antiquated and siloed systems.

Initiatives and efforts to drive digitization within the City are generally department driven, rather than

Strategy and Governance
corporately prioritized and aligned.

* Asaresult, the Cityhas some areas|everaging innovative digital solutions and areaslagging in terms L
of digital enablement. L
e Siloingdueto alack ofcorporate-directed change hasinhibited lessons learned between departments
and caused duplicative systems or processes.
Recently, the City’s appetite for digitization has increased, and several significant digital modernization
gains have been realized. %
*  Examples of digital wins include the City of Windsor being the firstin Canada to go fully digital withiits i

permitsystem with Cloudpermit, and the implementation of ServiceNow, DocuSign, and WFM.
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6.1 Supporting Materials —a. Key Observations

Legend

eee Heardfroma ## Heard from a medium-

Key Observations — Organization and People / Culture A o rumber ot e mber

Pillar ‘ Key Themes ‘ Frequency

Although there is variation across departments, a culture of resistance to change has presented a
barrier to the full implementation of innovative solutions.

* ManyCityemployees feel pressure to maintainthe status quoand avoid standing out; potentially ki)
rooted inhistorical pressures to reduce costs as well as the MFP scandal. 'Mﬂi" 4

* The currentapproachforprojects and change initiatives hasbeen to take small incremental steps to
obtainstaff buy-inand get otherstaff / departments to join.

There is currently a disconnect and mistrust between IT and other corporate departments, particularly

due to the misalignment of expectations surrounding the role of IT and the purpose of digital change kiid
initiatives. Meree.
Organization and People / * Alackofclarityon whoshould champion digital modernization initiatives and whether ITshould act as
Culture anenablerordriverofchange hasresultedina lackof collaboration and ownership of i nitiatives.

Despite a structured change methodology in IT, little recognition and support from initiatives and

change activities often result in change management attempts being ineffective. .o
*  Whileachange methodology has beendeveloped bythe Workforce team (e.g., howto use systems, 'Im
how to do training sessions, post-live support), lack of support hinders the effectiveness ofchange
efforts.
Education and training are a gap within the City, and staff feel there needs to be more support on the )
use of the City’s core digital systems. ﬂm’i
e Currently, staff withinthe City have varyinglevels of data literacy, with some having more advanced LU

digital knowledge while others require considerable support using digitaltools.
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6.1 Supporting Materials —a. Key Observations

Legend

eee Heardfroma

Key Observations — Service Delivery and Process A smat umoer o

participants.

## Heard from a medium-

MM large number of

MMM participants.

Pillar ‘ Key Themes ‘

As digitization is explored, business processes have not been redesigned to fully benefit from

digitization.

* Several processes atthe Citynow use digital tools but have not been reviewed and redesigned to fully
benefit from digital capabilities, and the increase in efficiency digital toolscan bring.

e There islimited understandingas to whois responsible for reviewing processes prior to digitization
and whythereview is necessary.

Frequency

Once implemented, digital or semi-digital processes are not reviewed or updated, occasionally resulting
in suboptimal digital processes becoming the new status quo.

* Severalsystems which have been implemented are not digital end-to-end and stillrequire manual
inputthroughoutthe process (e.g., Agenda.Net, JazzHR, Pe opleSoft), resulting in difficulty tracking,

. . limited communication of information and large volumes of staff time spent ondata entry.
Service Delivery and Process

* Insomeinstances, processesandforms are out-of-date and often include redundant information or
paperprocesses continue to existin parallel to the digital process.

The City has experienced hiring and retention difficulties, which have been amplified by lengthy and
highly manual HR recruiting processes and the COVID-19 pandemic.

* The Citycurrentlyhas many positions that are vacant and have been difficult to fill.

* Therecentlypassedhybrid working policy, as wellas efforts to improve the recruitment process
(through JazzHR), have beeninitiated in order to address thisidentified problem.

Generally, resident-facing services are more digitized than internal processes.

* Manyresident-facingdepartments have implemented systems which make servicesfor residents
accessible, and easyto use andincrease awareness ofwhat is offered.
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6.1 Supporting Materials —a. Key Observations

Legend

eee Heardfroma ## Heard from a medium-

Key Observations — Technology and Infrastructure AR it cumber ot g e b

Pillar ‘ Key Themes ‘ Frequency

The City currently uses several digital systems which are reaching their end of life and no longer meet

the needs of the City.

* Severalsystems atthe City, including Pe opleSoft, Microsoft Office Suite, Agenda.Net, Livelink,
Motorola CRM, and AMANDA are antiquated and are increasingly difficult to support andintegrate
with, constraininginnovation.

hnol J * PeopleSoft, which isa coresystem inthe City's I T infrastructure, was purchased years ago, and its age R
Technology an is causing multiple issues, including lack ofvendor support and inability to integrate with newer LU
Infrastructure programs

e Agenda.Netrequires significant manualinput and communications to move work through processes,
resulting in extremely lengthy processes.

* The current Microsoft Office Suite version has resulted in staff creatingworkarounds and using
personal devices, whichmayhave cybersecurity/ privacyrisk implications.

* As aresult, otherapplications are procured / used to fill the functionality gaps of legacy systems.
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6.1 Supporting Materials —a. Key Observations

Legend

eee Heardfroma ## Heard from a medium-

Key Observations — Technology and Infrastructure AR it cumber ot g e b

Pillar ‘ Key Themes ‘ Frequency

Selected digital tools and solutions have enabled staff to work more effectively.

* DocuSignandits enablement of electronic signatures have saved staffsignificant effort and time
formerlyspend physically chasing down multiple signatures.

e The Cityhas had success with the implementation ofanonline building permits system andis the first M%
in Canadato gofullydigital withits permit system Cloudpermit. ik

* The Cityhas benefited fromdigitizing WFM (tracking oftimesheets, submitting requests online for
time off etc.), allowing the City to digitize many processes.

Technology and * The Cityhas benefited fromthe contract approval process, sole source approval process, and

Infrastructure separation employee process applications.

Field-oriented hardware and connectivity are often lacking, which further inhibits processes of end-to-

end digitization. 'ﬁﬂ‘
e Lack of digitization (e.g., Wi-Fi) at City facilitiesand hardware for field staff preve nt digital systems
which areinplace frombeing fully utilized.
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6.1 Supporting Materials —b. Departmental Profiles —Community Services

Parks & Facilities
Overall Level of Digital Modernization

The Parks Departmentis responsible for 204 parks in the City
with diverse trails, horticultural beds, and urban forest.
Facilities is responsible for providing buildingmaintenance and
operations, caretaking, security, buildingrenovations, | ease
administration, asset management and other services for
buildings owned bythe Corporation of the City of Windsor.

Although the department hasmade progressinthe last few years, many processes still involve paper
and manualefforts. Processes have not been digitized end to end and operational staff are often not
partofthe digital initiatives and are often hesitant regardingchanges.

Digital Modernization Strengths Digital Modernization Gaps

= Parks & Facilities currently use FleetFocus =  Manyfacilitysystems are aging and need
which enables GPS tracking of vehicles. to be replaced, butlarge hardware
= Tree inventoryhas recentlybeen updated. investment maybe necessaryas part of

Department Specific Systems = Assetmanagement practicesarein place. anyupgrades.

= Historically, operational staffinthe
department have often not beena part of
digital initiatives.

Keysystems usedbythe departmentinclude butare not

limitedto:

" PSDCityWide—forwork ordermanagement = Certainforms which commercial vehicle

®= Famis 360 (currently beingphased out) drivers needto fill out remain paper-based
=  WorkForce Management System (WFM) and are stored as physical copies —

= FleetFocus this makes compliance difficult to track.

= E-learn

= Genetec Omincast—Video Management system
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6.1 Supporting Materials —b. Departmental Profiles —Community Services

Communications

Department Overview Overall Level of Digital Modernization

The Communications departmentis the primary point of
contactforcommunicationand customer service, internally
and externallyincluding the 211/311 Contact Centre. The
department employs roughly 30 FTEs.

Although the Communications department hastools and systems in place to allowthem to perform
customer service duties effectively, approaches (internal and residentialcommunications) are not
standardized across departments. Opportunities exist to | everage existing tools and data to generate
digestible reports and data analysis to allow Councillors and senior management to make timely
decisions on customer service-related inquiries.

Digital Modernization Strengths Digital Modernization Gaps

= The department has benefitted from = Thereiscurrentlynotone CRMthattiesall
utilizing PowerBl with 211 to engage users resident activitiesinto one a ccount/profile.
and manipulate data to inform dedsions; * Currentsystems and processesare not
opportu nitiesexist for 311to alsoleverage sufficient in conveying real-time i nformation
this tool. to Councillors; more efforts are required to

Keysystems usedbythe departmentinclude butare not provide them with better analysis of

limitedto: information (e.g.,dashboards, “LiveMap” on
= MotorolaCSR(211,311) MotorolaCSR).
= CityPhone Platform =  Approach toresident consultations is not

consistentacross departments and is
dividedamongplatforms(e.g., Survey
Monkey, sodal media). As a result, survey

= CityWebsite results andinformation are scattered
makingit challenging to filter out categories
(e.g., demographics, volumes).

= SurveyMonkey
= Social Media Accounts

. . . STRATEGYCUHPCUM Windsor Digital Modernization | Final Report Supporting Materials 14



6.1 Supporting Materials —b. Departmental Profiles —Community Services

Recreation and Culture

Department Overview Overall Level of Digital Modernization

Recreation provides services to residents induding facilities
(e.g.,arenas, pools, community centres)and programs that
allowresidents to participate in recreational activities.

The Culture division provides programs, events andservices
thatexpress the City’s culturalidentity, celebratestraditions
and improves the quality of life for Windsor residents.
Recreation & Culture employs roughly 72 FTEs.

Department Specific Systems

Keysystems usedbythe departmentinclude butare not

limitedto:

= ACTIVENet
= SharePoint
= WFM

= DocuSign

@ © ® STRATEGYCORP.COM

The focus ondeliveringservices to residents through multiple streams has ensured theyare
accessible to all. However, many of the department's front-line staff (e.g., aquatics) have different
levels ofaccessibility to technology and lack hardware to connect to city services and systems.

Digital Modernization Strengths Digital Modernization Gaps

The department has digitized several
manualprocesses through ACTIVENet and
has leveragedthe tool to increase
accessibility for residents.

Residents are able to register forevents
online from phones or computers.

Monthlyhealth andsafetytraining has
been movedonline, increasing the ease of
tracking compliance.

Windsor Digital Modernization | Final Report Supporting Materials

As the department has a highvolume of
training required for certain staff, the slow
communication of E-learn with other
systemsis a painpoint.

Manyfront-line staff lack the necessary
hardware to connect to cityservices and
systems whenrequired.

Incident and accident forms remain paper-
based, causing inefficiencies due to

illegible handwriting and difficulty tracking
information.

Several features of Active Net which could
enhance services are not currentlybeing
leveraged.
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6.1 Supporting Materials —b. Departmental Profiles —Corporate Services

Human Resources

Department Overview Overall Level of Digital Modernization

The Human Resources Department provides services such as

recru.it.ment., compensation EREEE Sy benefits _ Overall, the Human Resource Department hasa low level of digital modernization. Although efforts
adm|n|strat|or.1, h.eallth and safety|n|t|at|ves,.profe55|onal have been made to digitize several processes, changeshave not beenimplemented forall
developmentinitiatives and employee relations. The departments, and many processesstill require considerable paper and manual input.

department employs roughly 40 FTEs.
Digital Modernization Strengths Digital Modernization Gaps

= ManyHR processes have recentlybeen = HRrelies heavilyon paper,and many
digitized through Workforce. processes remain highly manualand
= Recently, a policywas passed allowing processes which have been digitized are

Department Specific Systems digital signatures to be accepted onany notrolled outacrossall departments.

. internal document; however, the policy = There islittle integration between systems,
Keysystems usedbythe departmentinclude butare not . - L . . .
) has yetto be fullyimplementedin resulting in much staff time spentinputting
limitedto: .
practice. data from one system to another.

o R FeoplEtEs = Recruitmentremains a highlymanualand

*  Workforce lengthy processandhas not fully leveraged
* JazzHR the new recruitment tool JazzHR.
* E-Learn

* SharePoint

. . . STRATEGYCUHPCUM Windsor Digital Modernization | Final Report Supporting Materials 16



6.1 Supporting Materials —b. Departmental Profiles —Corporate Services

Financial Services

Department Overview Overall Level of Digital Modernization

Finandal Servicesare covered bya wide range of departments Despite a wealth of digital tools such as Questica, EnergyCap, and Amanda Tax, many financial

includingFinancial Planning, Accounting, and Taxation with reporting and analysis require manual manipulation of data on Excel with limited options to provide
roughly86 FTE. reports and toolsforanalysis purposes. Opportunities exist to enhance the City’s data analysisand
= Accounting provides A/P, A/R, payroll services to the capabilities through the automation ofdata.

corporation.

= Finandal Planning provides operating budget development,

monitoringservices, and overall financial to the Digital Modernization Strengths Digital Modernization Gaps

corporation.

. . s . = Digitization of some workflows through = The lack ofintegration of data across
= Taxation provides propertybillingandtaxcollection ; . .
. . Agenda.Netand DocuSign, has been systems hasresultedina lackof consistent
services, cash management among otherservices. . . - . .
helpfulinaddressingsome manual formatindataanalysisand generating
processes. reports.

Department Specific Systems =  The departmentis |ooking to hold a trial = Significant manual manipulation ofreports
Keysystems used by the departmentinclude but are not fordashboards alongside managers are required (e.g., cash flow projections,
Tiaftadlae: (followed by CLT) to enable better data financial statement generation) on excel

analytics and decision-making. spreadsheets.

= PeopleSoft
= There is little integration with other

[ ti . 5
Questica systems (e.g., PeopleSoft), creating baniers

= AmandaTax(to be changed with Central Square) formakingautomated calculations.

= PSDCityWide = PeopleSoftisa legacysystem which limits
[ Ene rgyCap dlgltal functions.

= Hansen

. . . STRATEGYCUHPCUM Windsor Digital Modernization | Final Report Supporting Materials 17



6.1 Supporting Materials —b. Departmental Profiles — Infrastructure Services

Transit Windsor

Department Overview Overall Level of Digital Modernization

Transit Windsor providesresidents and visitors public transit
services for the City. The department employs roughly 250 Although efforts are beingmade to digitize several processess uch as replacing the scheduling

FTEs. software (Schedule21)and movingtheir fleet operations to FleetFocus, transit data currently exists
across various data sources throughout the City. Resident experience canalsobe improvedinterms
of streamlining fare collectionand boardingtime.

Digital Modernization Strengths Digital Modernization Gaps

= Replacement of existing systems such as = Severalhardware andsoftware atthe
Schedule21 ensures TW has a system departmentare reaching end of life and
which maintains up-to-date records and have limited functionality, i ncluding tra nsit
Department Specific Systems better monitors dispatch for drivers. fare boxes.
. =  The department has beenactively = |ssuesexist withthe access and sharing of
Keysystems usedbythe departmentinclude butare not . . L A
) procuring forautomated passenger Transit/ munidpal benchmarking data due
limitedto: . . . . . . e .
countertechnologies to improve ridership to transitinformation existing in various
= FleetFocus /transitdata collection. sources (GIS, google maps, trip planning
= Schedule21 = Migration of fleet operations to FleetFocus apps).
= Trapeze (fare collection point-of-sale and on-bus collection) has allowed TW to integrate with the City’s = While TW does not have many paper
existingsystems / data. processes, excel s preadsheets are used

heavily(e.g., systems control report)and
require significant manualmanipulation of
data.
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6.1 Supporting Materials —b. Departmental Profiles — Infrastructure Services

Public Works

Department Overview Overall Level of Digital Modernization

Public Works provides essential servicesto the residents of the
City of Windsor such as maintenance of roadways, sanitaryand
storm sewers, traffic control, street lighting, municipal parking
and seasonal maintenance including snow clearing. Public

Works Operations employs roughly 200 FTEs.

Department Specific Systems

Keysystems used bythe
departmentinclude but are not

limitedto:
= Antero .
= GIS .
= Hansen

= FleetFocus
= RoverAl

@ © ® STRATEGYCORP.COM

WinCan
SCADA & LIMS

Passport

Overall, Public Works hasa medium|evel of digital modernization. While some digital tools are
leveragedto increase the efficiency of operations, field oriented digital capabilitiesare needed to
improve areas such as data collection.

The cityhas anadvanced traffic
management system which provides a
wealthof data on circulation and road use.
The department recently piloted using
artificialintelligence technologies for

roadway maintenance through the Rover
Al product mounted on Cityvehicles. The
conclusion of the Rover Al pilot provided
the Citywith a successful pathforward to
adoptleading-edge technology to
automate the discoveryand catalogingof
pothole deficienciesalong the route of the
service vehicle.

Windsor Digital Modernization | Final Report Supporting Materials

Digital Modernization Strengths Digital Modernization Gaps

Field oriented digital capabilities are
neededto connect staff to the City’s
systems andimprove data collection.

The department |everagesseveral digitally
advanced solutions, yet a large volume of
paperinputisstill usedin processes
leveraging these tools.

The department has notyetleveraged
DocuSigninseveral ofits internal
processes and continuesto relyon physical
signatures.
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6.1 Supporting Materials —b. Departmental Profiles —Health and Human Services

Housing and Children’s Services

Department Overview Overall Level of Digital Modernization

Housing administers Social Housing Program re quire ments and
fundingandadministers various programs related to
homelessness. The department works with residents in
EmergencyHostels and Lodging Homesto ensure basic needs
are metand assists with transition backinto community.
Children's Services is responsible for planning and managing

the delivery of community-based earlyyears programs and - —— - ——
services for children from pre-natal to 12 years of age within Digital Modernization Strengths Digital Modernization Gaps

Windsor-Essex. Housing and Children’s Services e mploys -

Housing and Children’s Servicesinteracts with several systems that are provincially or federally
mandated and over which staff have little control. This results in manual processes which are difficult
toavoid.

The Housingand Children’s Servicesteam = The department collects a wealth of data
roughly11.5FTE. leveragesSharePoint internallyand is thatcould be better leveraged to improve
comfortable with this tool. decision making through digital analytics

Department Specific Systems tools.

= Currently,thereisano upfrontonline

Keysystems usedbythe departmentinclude butare not declarationform for propertyownerto

limitedto: . S
express interest and participation in
= HomelessnessIndividuals and FamiliesInformation System affordable housing programs.
(HIFIS)

=  OneHSN Child Care Registry

. . . STRATEGYCUHPCUM Windsor Digital Modernization | Final Report Supporting Materials 20



6.1 Supporting Materials —b. Departmental Profiles —Health and Human Services

Employmentand Social Services

Department Overview Overall Level of Digital Modernization

Employment & Social Services provides basic financial, social

and employment assistance forindividuals who arein
temporaryfinancial needincluding delivery of Ontario Works Modernizationinthe departmentis largely built on best practices with Ontario Works on file

and Employment and Training Services (ETS). ETS assists managementandaided byleveraging provincial tools suchas SAMS.
residents with finding employment or, where feasible, to enter
training ortraining placements through e mployment.

Employmentand Social Services employs roughly 200 FTEs. - —— - ——
Digital Modernization Strengths Digital Modernization Gaps

= The department has digitized manyofits = Although the department hasa highlevel
filesas of May 2021, which hasresultedin of digital modernization, staffstill relyon
time savings for staff previously spent highly manual processes wheninteracting
Department Specific Systems flnderg and destroyl.ngflles aswellas with other city departments for finandal or

allowing space previously spent on storage HR matters.

Keysystems used bythe departmentinclude butare not to be usedforother purposes.

gzl e = Staffareableto leverage Provincial

= SAMS programs which provide training and

= WFM resources to enable change.

=  PeopleSoft
= SharePoint
= DocuSign

=  FrontDesk

Notes: [1] Modernization level qualitatively based on: 1) prevalence of paper-based processes; 2) integration with other relevant systems / processes; 3) use of modern digital best-practice approaches for key processes;
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6.1 Supporting Materials—b. Departmental Profiles —Legal & Legislative Services

Fire & Rescue

Department Overview Overall Level of Digital Modernization

The Fire & Rescue Department providesservices to the

community, including public education, code enforcement, fire The departmentis currentlymoving / integrating a series of solutions to |CO Fire system, which will
plans examination, emergency dispatch, emergency response enhance Fire on-demand re porting and providesmany opportunitiesfor efficiency gains and service
and fire cause determination. Firefighters inthe improvements. However, the department still hasseveral paper-based and manual processeswhich
departments respond to a broad range of emergency require significant staff time and effort.

incidents. The department employs roughly 300 FTEs.

Digital Modernization Strengths Digital Modernization Gaps

= ManyFire processeshave recentlybeen = Potential challenges exist around
digitized through the migration to ICO, accessibilityand sharingof data across ICO
assistingthe department from a user- and othercorporate wide systems (e.g.,
Department Specific Systems friendlyand accessibility perspective,. WFMand Amanda).
. = Movementof HRMS to WFM has been able = Digitized processes have not been adopted
Keysystems usedbythe departmentinclude butare not .
) to automate some processes(e.g., time fullyacrossthe department andseveral
limitedto: . :
) tracking). manualprocesses exist (e.g., paper-based
* |CO- Fire Records Management forms andrecord keeping, vehicle records,
= MyWindsor—forcustomerfire invoice payments and and physical signatures forinvoices)
vulnerable persons registry = Access to residential information (e.g., by-
= Crysis —foremergencydispatch laws and otherrelated information)is not

always convenient; sometimes goingto the
City’s public website is more efficient than
the employeeintranet.
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6.1 Supporting Materials —b. Departmental Profiles —Legal & Legislative Services

Council Services

Department Overview Overall Level of Digital Modernization

Council Servicesadministers the City’s | egislative process

includingElections, Council and Committee meetings, andthe
maintenance of public records. Council Services employs

roughly 20 FTEs.

Council Services primarily utilizes Agenda.Net and DocuSign, which is not always suffident to
adequatelyaddress their current needs. Many processes still involve paper/ manual effortand
opportunitiesexist to digitize processes endto end.

Digital Modernization Strengths Digital Modernization Gaps

= Agenda.Net has allowed the digitization of
the council agenda process, which was
previously done manually.

Department Specific Systems

Keysystems usedbythe departmentinclude butare not
limitedto:

DocuSign
Agenda.Net
Live Link
Voterview

Dominion

@ © ® STRATEGYCORP.COM
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Many processesandforms (e.g., invoices)
remain highlymanualandhave to be
physiclly stamped and manually e ntered
into PeopleSoft.

ManyAgenda.Net features (e.g., interface,
report generation) are not user-friendly
and lags behind other systems such as E-
Scribe, whichis nowbeingincreasingly
utilized by other municipalities.
Agenda.Netis alsonot AODA compliant.
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6.1 Supporting Materials —b. Departmental Profiles —Economic Development & Innovation

Economic Development

Department Overview Overall Level of Digital Modernization

The Economic Development departmentis responsible for
attractingnew businessdevelopment to the regionand helping
retainexisting businessesthat foster the development of an
economicallydiverse city. The department e mploys
approximately 3 FTEs.

Overall, most of the existing use ofsystems (e.g., Microsoft, EIS, Zoom) used by the Economic
Development has allowed themto performtheir duties consistently without muchissues. More
efforts are required onthe maintenance and updates ofthe systems.

Digital Modernization Strengths Digital Modernization Gaps

= Existingsystems (e.g., Teams, SharePoint, = The department hasanoutdated version
PowerPoint, and Excel) hasbeen effective of SharePoint (2010 not 2016).
in conveyinginformation; use of = The Economic Development website is
SharePointandreal-time editingqn the separate from the City's website.onastand
same document has been helpfulin alone platformSquareSpace. This renders
Keysystems used bythe departmentinclude butare not generating reports. ITunableto drive anyintegrated dynamic

limited to: functionality.
=  MicrosoftSuite (SharePoint, Outlook, Teams)
= E|Ssystem

= Zoom
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6.1 Supporting Materials —b. Departmental Profiles —Economic Development & Innovation

Information Technology

Department Overview Overall Level of Digital Modernization

Information Technology (IT) provides technology planning,

supportand operations, to enable City services, and drive Although the department hasmade progressinthe last few years with regards to digital
efficiencies. IT provides and supports the systems, a pplications, modernization across the City through the use of tools such as WFM, Service Now, and 0365, many
computers, networks, data, internet access, securityand processes have not been fullydigitized end to end. Users acrossthe corporation lack understanding of
policies critical to the delivery of City services. The IT the available tools and software supported by IT and how to use their functionality effectively.
department employs roughly 70 FTEs.
Digital Modernization Strengths Digital Modernization Gaps
= |Tis currentlyinthe process ofthe = |Thasbeensupporting several antiquated
department’s first ever Strategic Plan to systems which has ongoingmanagement /
helpalignIT processes, capabilities, and maintenance risks andimplications.
Department Specific Systems Sppsies M ezl SUEness ol desiEs, = Thereisa culture of maintaining the status
K t dand rted bvthe depart tinclud = Platforms suchas Service Now and WFM quo across the Cityandas such T must
eysys ems.us.e andsupported bythe departmentinciude have been able to limit the amount of work to gain buyinforinitiatives despite
butare notlimited to: o . .
paperwork and digitize many manual often highresistance.
=  Workforce Management (WFM) processes. .

Many projects do not have special project
teams devotedto them dueinpartto

= Amanda resourcing constraints. Thiscanresultin

= PeopleSoft prOJech being sidelined as staffdo nPt
have time to focus solelyon one project.

= Service Now (ITSM)

= Office 365/ SharePoint
= DocuSign
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6.1 Supporting Materials —b. Departmental Profiles —Economic Development & Innovation

Building Services

Department Overview Overall Level of Digital Modernization

Building Services is responsible for the applicationand

enforcement of the Ontario Building Code and property related
Municipal Bylaws. The department employs roughly 65 FTEs. While the department has a wide array of digital tools, many systems do not speak with each other,

and more collaborationand support is required with existing processesand other departments.

Digital Modernization Strengths Digital Modernization Gaps

=  One of the firstin Canada to go fully digital = Keysystems utilizedbythe department are
with its permit system Cloudpermit, which notintegrated (e.g., Amandaand
has allowed users better access CloudPermit), impacting howinformation

Department Specific Systems information from their devices. and datais pulled.

= lack of communications and support with
ITon the workflows and nuancesof
Building processes.

Keysystems usedbythe departmentinclude butare not
limitedto:

= (Cloudpermit
= AMANDA

. . . STRATEGYCUHPCUM Windsor Digital Modernization | Final Report Supporting Materials 26
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6.2 Supporting Materials —Resident Survey

Residents were consulted to solicit opinions and views on the current-state of the City’s
resident-facing digital services, and ideas for improvements and other additions.

Response Results

ASSSN

|J| 110 responses §

73 respondents completed }}I 37 respondents skipped at n 54 comments were

every question least 1 question collected
Consultation Approach Respondent Characteristics ('3‘9:57P2?“5€5
= The survey was hosted onSurvey Monkey and links were posted on Windsor’s social media, including Iive in the City of Windsor. 87.50%
a landing page created onBang the Table. I work in the City of Windsor. 52.78%
= The survey consisted of 7 questions and was designed to take approximately five minutes to . . . o
complete. The survey was available to residents from November 2 15t to December 4t. This time frame town property in the City of Windsor. 47.22%
was selected to avoid conflict with the October 2022 election. I own or operatea business based inthe City of 9.72%

= Respondents were asked for theirknowledge of current services, satisfaction with services they use Windsor.

and frequency of use. | own or operatea business that does business in the
. K 4.17%
City of Windsor.

Results Overview None ofthe above 1.39%

= Manyrespondents expressed dissatisfaction with the City’s website. X . . ) .,
o ) ) i ) . Satisfaction with the extent and quality of the City’s Responses
= Commonly used servicesinclude the City’s website and social media platforms,and online payment

. digital / online services (n=69)
and permitting systems.
= Some respondentsare unaware of the range of digital services offered bythe City. Increased Generally Satisfied 39.13%
promotion of digital service offerings mayimprove this.
L X . . L . . . Unsure 33.33%
= Manyrespondents expressed dissatisfaction with the difficulty of navigating the City’s digital services.
This concern was expressed for individuals who traditionally face technical barriers. Generally Dissatisfied 23.19%

= Some respondents find the City’s digital services difficult touse, and many noted concerns for seniors , o . . .
or those whoare traditionally digitally disadvantaged. I don't use any digital / online services from the City 4.35%

@ © ® STRATEGYCORP.COM 28
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6.2 Supporting Materials —Resident Survey

Respondents most frequently interact with the City’s social media and website.

B ] B R e Once per week or | Once per month Once per yearor |don't use this Total

= Ma ny res pondents interact more or more more service responses

with the City’s social media City Website 26.09% 18 139.13% 27 |24.64% 17 |10.14% 7 69

platforms and the City’s City Social Media Platforms 60.29% 41 | 25.00% 17 | 7.35% 5 7.35% 5 68

website on a weekly and Open Data Catalogue 7.46% 5 7.46% 5 19.40% 13 65.67% 44 67

monthly basis. 311 Online 8.82% 6 |11.76% 8 | 4853% 33 |30.88% 21 68

= Child CareRegistry, BizPal, Child Care Registry 2.94% 2 0.00% 0 4.41% 3 | 92.65% 63 68

Ontario Works Application Do.g License Application 2.90% 2 0.00% 0 33.33% 23 63.77% 44 69

0 Windsor Alerts 8.96% 6 4.48% 3 |2239% 15 |64.18% 43 67

and Vulnerable Persons Property Document Request 4.48% 3 0.00% O |13.43% 9 |82.09% 55 67

Registry were the leastused BizPal 2.94% 2 1.47% 1 2.94% 2 |92.65% 63 68

services by the respondents. Council Meeting Delegation Request 2.94% 2 4.41% 3 13.24% 9 79.41% 54 68
Online Building Permit Applications —

Cloudpermit 4.41% 3 5.88% 4 7.35% 5 | 82.35% 56 68

Online Payments 4.41% 3 8.82% 6 30.88% 21 |55.88% 38 68

Ticket Payments 2.94% 2 1.47% 1 |36.76% 25 |58.82% 40 68

Lottery Reports 2.94% 2 0.00% 0 2.94% 2 |94.12% 64 68

Public Property Inquiry 2.99% 2 0.00% 0 |23.88% 16 |73.13% 49 67

My Property Tax 2.90% 2 435% 3 31.88% 22 |60.87% 42 69

Ontario Works Application 2.94% 2 2.94% 2 5.88% 4 88.24% 60 68

Active Windsor 7.35% 5 11029% 7 |32.35% 22 |50.00% 34 68

Subsidy Programs 2.94% 2 0.00% 0 |11.76% 8 |85.29% 58 68

MapMyCity 7.35% 5 7.35% 5 |38.24% 26 |47.06% 32 68

Vulnerable Persons Registry 3.03% 2 0.00% 0 4.55% 3 92.42% 61 66
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6.2 Supporting Materials — Resident Survey

Respondents were most satisfied with the City’s social media platforms and most
dissatisfied with the City’s website

City Social Media Platforms n=67
311 Online. n=63 ® The City websiteis a point-of-
City Website n=67 access for many of the City’s
Online Payments n=60 digital services. This could bea
DogLicence Application n=63 contributing factor to the
Ticket Payments n=60 broader dissatisfaction with

Online Building Permit Applications - Cloudper mit n=60

- IR Further investigation would
n=

be needed to assess the
5o effectiveness for services that
=60 the broader public would not
=60 interactwith (e.g. lottery
reports).

Ontario Works Application
Lottery Reports
BizPal

n=60

Vulnerable Persons Registry

My Property 'I'-ax I e =61 by the City.
VA ap My ity | S 1=62
Wi A -t ———————————— s =60 Respondents do not see nor

Open Data Catalogue N s S =60 interactwith many City digital

PUblic Prrope rty | quiry s . 1=60 services alreadyin place. This

Council Meeting Del egation Recju est B . n=59 is likely dueto certain services

Prope rty Document Re quest N =50 being targeted to specific
Suabsicly Projg rarm s s S (=60 populations.

I
I ——
I ——
'
|
|

Child Care Registry

Number of responses

Legend:
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6.2 Supporting Materials —Resident Survey

Respondents shared comments and insight with 36 comments about digital modernization

Are there any other City services or processes that you feel would
benefitfromincreased digital modernization, online service, or
changes to the digital service delivery approach?

19 respondents provided comments. Key comments include:
= “The Cityof Windsor website is very outdated and terrible to navigate”

= “l'had noideathat manyofthese services were available. Perhaps a listing
could be made onsocialmedia promoting these services?”

= “I'mallfordigital modernization, but | think the City neglects older people
who don't have computers. There's lots theyare unaware of”

= “Ifthere canbea site showingprojections of upcoming and ongoing building
developmentsin the near future (houses, roads, schools, hospitalsetc.) , it will
be veryhelpfulinplanning of purchasing a house.”

= “Maybe a contactyourcouncilorsection, with a link to their email.”
= “Tough to findinformation of City of Windsor website”

= “Improved communication about Coundil decisions before theyare voted
on...a summaryof what's oneach meetingagenda. Thena mechanism to
provideinputto myCouncilor.”

© © ® STRATEGYCORP.COM

Do you have any additional comments regarding digital
modernization in the City of Windsor?

17 respondents provided comments. Key comments include

“Website needs to be better connected across all services. Active Windsor site
areasveryhardto navigate andfindinformationandschedules.”

“In general itseems to me that the City struggles to produce adequate digital
outcomes bothinternallyand externally-facing. There is insufficient
engagement with the local tech communityandindustry bythe city. To return
to the example of MapMyCity - there are multiple local vendors who have a
proven capacityto produce a better product

“Informationis not readily available, easily searchable. All interactions need to
be modern and user friendly.”

“I'm glad to see that you are soliciting opinions about the city’s digital services.
This is a greatfirst step. The current digital services are woefully outdated. |
look forward to seeing improvements. Thankyou for the opportunity to
provide feedback.”

31
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6.2 Supporting Materials —Resident Survey

Survey Questions (1/2)

Question 1: Please checkall the following that apply to you:

= |liveinthe Cityof Windsor. = | own oroperateabusiness based inthe City of Windsor.
= | own propertyinthe Cityof Windsor. = | ownoroperateabusiness that does businessinthe City of Windsor.
= | workintheCityof Windsor.

Question 2: Overall, how satisfied are you with the extentand quality of digital / online services offered by the City?

= | don'tuseanydigital / online services from the City
=  GenerallySatisfied
= GenerallyDissatisfied

Question 3: With what frequency do you use the following digital / online services?

The City’s online/digital services include: City website, City social media platforms, Open data catalogue, 311 Online, Childcare registry, Dog license registry, Bizpal, Council
meeting delegation request, Cloudpermit, Online payments, Ticket payment, Property tax payment, Lottery information, Public property inquiry, Windsor Alerts, Property
Document request, Ontario Works application, Active Windsor, Subsidy programs, MapMyCity, Vulnerable Persons Registry

=  Once perweekormore
=  Once permonth ormore
= Once peryearormore

= |don'tusethisservice
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6.2 Supporting Materials —Resident Survey

Survey Questions (2/2)

Question 4: How satisfied are you with the following digital / online services from the City that you use?

The City’s online/digital services include: City website, City social media platforms, Open data catalogue, 311 Online, Child care registry, Dog license registry,
Bizpal, Council meeting delegation request, Cloudpermit, Online payments, Ticket payment, Property tax payment, Lottery information, Public property
inquiry, Windsor Alerts, Property Document request, Ontario Works application, Active Windsor, Subsidy programs, MapMyCity, Vulnerable Persons Registry
= Once per week or more

= Once per month or more

= Once per year or more

= |don't usethisservice

Question 5: If you have any additional comments or you clicked “Dissatisfied” for any of the services listed, please leave a tell us

why.
[Open Ended / Text-Box Response]

Question 6: Are there any other City services or processes that you feel would benefit from increased digital modernization,
online service, or changes to the digital service delivery approach?

[Open Ended / Text-Box Response]

Question 7 : Do you have any additional comments regarding digital modernization in the City of Windsor?

[Open Ended / Text-Box Response]
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6.3 Supporting Materials —a. Prioritization Criteria

Opportunities for digital modernization were assessed based on a clear set of prioritization

criteria included below

e Prioritization Criteria

Criteria 1: Value

Criteria 2: Ease of Implementation

To be measured through the sub-criteria: To be measured through the sub-criteria:

a. Improvement to Service Convenience a) Resource Requirements to Implement

and Accessibility

b. Processes Automation / Optimization /

Productivity

b) Complexity and Scope of Change

¢) Readiness (capacity, commitmentand
culture)

c. Enable Enhanced Services or Outcomes

d. Impact on Employment Challenges
(e.g., Attraction / Recruitment and
Retention)

@ © ® STRATEGYCORP.COM

d) Time to Implement

Windsor Digital Modernization | Final Report Supporting Materials

Criteria 3:
Alignment with Council &

Corporate Priorities
(No Sub-criteria)

Criteria 4:
Associated Cost

(No Sub-criteria)

Criteria 5:
Associated Risk

(No Sub-criteria)

Each opportunity was assessed to arrive at a Benefit Score; similarly, each solution was assessed to arrive at an Implementation Score.
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6.3 Supporting Materials —b. Benefit Score Rubric

Benefit Score Rubric (1/6)

CRITERIA

Council and Corporate Alignment

WHAT ARE WE MEASURING: HOW DO WE MEASURE IT:

= Does the opportunity
align with the current
understandingand
interpretation of the
City’s overall priorities
/ objectives?

= |tisrecognized
that thisis difficultto
assess withouta
guidingdocument such
as a Corporate
Strategic Plan.

@ © ® STRATEGYCORP.COM

No Alignment Significant Alignment
® ®
No Alignment Limited Minor Alignment Moderate Major Alighment Significant
Alignment Alignment Alignment

Addressing this
opportunity
wouldnot
supportany
Council &
Corporate
priorities /
objectives.

Addressing this
opportunity
wouldnot
supportany
Council &
Corporate
priorities /
objectives.

Addressing this
opportunity
wouldindirectly
supportmore
than one Coundil
& Corporate
priorities /
objectives.

Addressing this
opportunity
woulddirectly
supportone
Council &
Corporate
priority/
objective.

Addressing this
opportunity
woulddirectly
supports one

Addressing this
opportunity
woulddirectly

Council & supports more
Corporate than one Coundil
priority/ & Corporate
objective, and priority/
indirectly objective.

supports more
than one Coundil
& Corporate
priority/
objective.

Windsor Digital Modernization | Final Report Supporting Materials
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6.3 Supporting Materials —b. Benefit Score Rubric

Benefit Score (2/6)

CRITERIA

Associated Risk

WHAT ARE WE MEASURING: HOW DO WE MEASURE IT:

@ © ® STRATEGYCORP.COM

To what extent isrisk
to the Cityreduced by
pursuingthis
opportunity?

The levelsinthe scale
arealignedtothe City
of Windsor's
Enterprise Risk
Management
Framework

No Risk Reduction Critical Risk Reduction
No Risk Reduction Low Risk Reduction Moderate Risk Significant Risk Critical Risk
Reduction Reduction Reduction

No meaningful risks
reducedthrough
this opportunity.

Through this
opportunity, the
City's level of risk, or
its likelihood of
occurring, is
marginally reduced.

Through this
opportunity, the
City's level of risk, or
its likelihood of
occurring, is
moderately
reduced.

Windsor Digital Modernization | Final Report Supporting Materials

Through this
opportunity, the
City's wouldseea

significant reduction
inlevel of risk, orits
likelihood of
occurring.

Through this
opportunity, the
City's wouldseea

critical reductionin
level of risk, orits
likelihood of
occurring.
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6.3 Supporting Materials —b. Benefit Score Rubric

Benefit Score (3/6)

CRITERIA

Value: Enable Enhanced Services or Outcomes

WHAT ARE WE MEASURING: HOW DO WE MEASURE IT:

To what degree does
this opportunity
improve the quality of
services, or other
positive outcomes?

Itis recognized that
the assessmentof the
degree of
improvement is highly
subjective—steps were
taken to ensure
consistency of
judgements across
opportunities.

@ © ® STRATEGYCORP.COM

No Degree of
Improvement

Significant Degree of
Improvement

No Degree of
Improvement

This opportunity
wouldnotimprove
the quality of
services and result
in positive outcomes
(oris unrelated to
enhancedservices
oroutcomes).

Minor Degree of
Improvement

This opportunity
wouldbringminor
improvementto the
qualityof services

and resultin
positive outcomes.

Moderate Degree of
Improvement

This opportunity
wouldbring
moderate
improvements to
the quality of
services and result
in positive
outcomes.

Major Degree of
Improvement

This opportunity
wouldbringmajor
improvements to
the quality of
services and result
in positive
outcomes.

Significant Degree
of Improvement

This opportunity
wouldbringa
significant degree of
improvements to
the quality of
services and result
in positive
outcomes.

Windsor Digital Modernization | Final Report Supporting Materials
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6.3 Supporting Materials —b. Benefit Score Rubric

Benefit Score (4/6)

Value: Impact on Employment Challenges

WHAT ARE WE MEASURING: HOW DO WE MEASURE IT:

@ © ® STRATEGYCORP.COM

To what degree does
the opportunity
improve the City’s
attractionand

retention capabilities?

No Degree of
Improvement

Significant Degree of

Improvement

No Degree of
Improvement

This opportunity
wouldnotimprove
the City's talent
attractionand
employee retention
capabilities (oris
unrelated to the
City's attraction and
retention
capabilities).

Marginal Degree of
Improvement

This opportunity
wouldbringminor
improvementto the
qualityof services
and resultin
positive outcomes.

Moderate Degree of
Improvement

This opportunity
would moderately
improve the City's
talentattractionand
employee retention
capabilities (oris
moderatelyrelated
to the City's
attractionand
retention
capabilities).

Windsor Digital Modernization | Final Report Supporting Materials

Major Degree of
Improvement

This opportunity
wouldbringmajor
improvements to
the City's talent
attractionand
employee retention
capabilities (oris
signifiantlyrelated
to the City's
attractionand
retention
capabilities).

Significant Degree
of Improvement

This opportunity
wouldsignificantly
improve the City's

talentattractionand
employeeretention
capabilities (oris
directlyrelatedto
the City's attraction
and retention
capabilities).
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6.3 Supporting Materials —b. Benefit Score Rubric

Benefit Score (5/6)

Value: Improve Service and Convenience and Accessibility

WHAT ARE WE MEASURING: HOW DO WE MEASURE IT:

@ © ® STRATEGYCORP.COM

To what degree does
this opportunity
improve the
convenience and
accessibility of
services?

No Degree of
Improvement

Significant Degree of

Improvement

No Degree of
Improvement

The opportunity
doesnotmakeit
easierforresidents
to access services
provided bythe City.

Marginal Degree of
Improvement

The opportunity
marginallyimproves
the convenience and

accessibility of
resident services;

however, the
impacted services
stillhaveroomfor

improvement.

Moderate Degree of
Improvement

The opportunity
moderately
improves the
convenience and
accessibility of
resident services;
however, the
impacted services
stillhaveroomfor
improvement.

Windsor Digital Modernization | Final Report Supporting Materials

Major Degree of
Improvement

The opportunity
greatlyimproves the
convenience and
accessibility of
residentservices,
and theimpacted
services have
minimal room for
improvement.

Significant Degree
of Improvement

The opportunity
significantly
improves the

convenience and

accessibility of
resident services
with minimal room
forimprovement,
and/orthis
opportunity
addressesa
deficiencyin AODA

recluiremems.
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6.3 Supporting Materials —b. Benefit Score Rubric

Benefit Score (6/6)

CRITERIA

Value: Process Automation / Optimization / Productivity

WHAT ARE WE MEASURING: HOW DO WE MEASURE IT:

= To what degree does
this opportunity

No Degree of

Significant Degree of

Improvement Improvement
improve efficiencyand @ ®
productivity through No Degree of Limited Degree Minor Degree of Moderate Major Degree of Significant
either process Improvement of Alignment Improvement Degree of Improvement Degree of
optimization, or Improvement Improvement

The opportunity
doesnotresultin
anyreduction of
staff time/effort
ornon
labourcost
savings.

partial-to-complete
automation?

The opportunity
resultsina
marginally

reductionin staff

time/effortor
non labour
costsavings.

The opportunity
resultsina minor
reduction of staff
time/effortor
non labour
costsavings.

The opportunity
resultsina
moderate

reduction of staff

time/effortor
non labour
costsavings.

—
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The opportunity
resultsina major
reductionin staff
time/effortor
non labour
costsavings.

The opportunity
resultsina
significant

reduction of staff

time/effortor
non labour
costsavings.
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100 S



© © ® STRATEGYCORP.COM

6.1

6.2

6.3

6.4

6.5

Supporting Materials

Current-State Consultation Findings

Resident Survey

Prioritization Approach and Criteria Scoring Rubrics a. Prioritization Criteria
Benefit Scores b. Benefit Score Rubric
Implementation Scores c. Implementation Score Rubric

Windsor Digital Modernization | Final Report Supporting Materials

43




6.3 Supporting Materials —c. Implementation Score Rubric

Implementation Score (1/6)

CRITERIA

Cost
WHAT ARE WE MEASURING: HOW DO WE MEASURE IT:

=  What level of cost/

investment will be $55555 s
required to ® O
successfully achieve $$5$5$ $8$¢ $$$ $$ $
the outcomes of this
solution (both for Operational and Operational and Operational and Operational and The costto acquire,
. . Capital Costs for this Capital Costs for this Capital Costs forthis Capital Costs for this implement, and
|mp|?mentat|0r:| and solution areover solution for this solution for this solution are under continuetorun/
ongoing operating $150,000 and will projectare between projectareupto $15,000 and will operate this
costs)? require Council $100,000-$150,000 $100,000 and requireasmall initiative (i.e.,
5 T deshel Gl e approval. and will require CAO require Department purchaseorder. rec.urring costs?fits
. approval. HeadorCLT within the typical
El'Jtrrent policyatthe memberapproval. costs ofoperations.
N L 0 [ 60 | 100 S
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6.3 Supporting Materials —c. Implementation Score Rubric

Implementation Score (2/6)

CRITERIA

Associated Risk

WHAT ARE WE MEASURING: HOW DO WE MEASURE IT:

@ © ® STRATEGYCORP.COM

Is there risk associated
with pursuingthis
solution?

The levels in the
scalearealignedto the
City of Windsor's
Enterprise Risk
Management
Framework

Critical Risk

No Risk

Critical Risk

There are critical
risks associated with
pursuing this
solution. The risks
wouldsignificantly
disrupt, undermine,
oradverselyimpact
the City's operations
orreputation. The
impact ofthese risks
would be difficult to
manage.

Significant Risk

There are
significant risks
associated with

pursuing this
solution. The risks
coulddisrupt,
undermine, or
adverselyimpact the
City's operations or
reputation. These
risks are highly likely
butcan be
proactively
managed.

Moderate Risk

There are moderate
risks associated with
pursuing this
solution. The risk
coulddisrupt,
undermine, or
adverselyimpact the
City's operations or
reputation. These
risks are of
moderate likelihood
andcanbe
proactively
managed.
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Low Risk

There are low-
rated risks
associated with
pursuing this
solution. The risks
wouldnot disrupt,
undermine, or
adverselyimpact the
City's operations or
reputation. These
risks are of
low likelihood and
can be proactively
managed.

No Risk

No meaningful risk
associated with this
solution




6.3 Supporting Materials —c. Implementation Score Rubric

Implementation Score (3/6)

Ease of Implementation: Complexity and Scope of Change

WHAT ARE WE MEASURING: HOW DO WE MEASURE IT:

How complex or wide-
rangingarethe

systems and processes

that this solution
would implement,
interactwith, or
integrate with?

Significant Complexity

No Complexity

Significant
Complexity

The processes /
systems this
solution would
implement, interact
with, orintegrate
with are complex
and align with
existingprocesses,
systems, or
information
touchpoints within
more thanone
department.

Major Complexity

The processes /
systems this
solution would
implement, interact
with, orintegrate
with are complex
and alignwith
existingprocesses,
systems, or
information
touchpoints within
one department.

Moderate
Complexity

The processes /
systems this
solution would
implement, interact
with, orintegrate
with aresimple and
alignwith existing
processes, systems,
orinformation
touchpoints within
more thanone
department.

Marginal
Complexity

The processes /
systems this
solution would
implement, interact
with, orintegrate
with aresimple and
align with existing
processes, systems,
orinformation
touchpoints within
one department.

No Complexity

No new processor
systemwouldbe
implemented.
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6.3 Supporting Materials —c. Implementation Score Rubric

Implementation Score (4/6)

CRITERIA

Ease of Implementation: Readiness (Capacity, Commitment and Culture)

WHAT ARE WE MEASURING: HOW DO WE MEASURE IT:

Does this solution
require or need to be
preceded by other
capabilities, systems,
or information that
does not currently
exist? Are the skills,
capabilities,and other
supports required to
execute this solutionin
placeoratriskof
changing?

At the City, readiness is
assessed through three
lenses:capacity,
commitment and
culture.

@ © ® STRATEGYCORP.COM

Not Ready

Ready
4

Not Ready

The capabilities,
systems, and
information does
notexisttodayin
anyform.New
capabilities,
systems, and
informationwill be
requiredto build
this solution. There
is neither
the commitment for
changenorthe
culture to support.

Marginally Ready

Few of the
capabilities,
systems,
information, and
skillscurrently exist
andarein
place.Thereis
some commitment
forchangeor
the culture to
support.

Moderately Ready

Half ofthe
capabilities,
systems,
information, and
skillscurrently exist
andarein
place.Thereis some
commitmentfor
changeand
the culture
tosupportis
building.

Mostly Ready

Most capabilities,
systems,
information, and
skillscurrently exist
andarein
place.Thereis
significant

commitment for
changeand
the culture
to supportis mostly
inplace.

Ready

The capabilities,
systems,
information, and
skillscurrently exist
andarein place.
There is significant
commitment for
changeand
the culture to
supportitisin
place.
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6.3 Supporting Materials —c. Implementation Score Rubric

Implementation Score (5/6)

Ease of Implementation: Resource Requirements to Implement

WHAT ARE WE MEASURING: HOW DO WE MEASURE IT:

@ © ® STRATEGYCORP.COM

What scale of non-
financial resources
(e.g., stafftime, etc.)
would be required to
successfullyand
completely implement
this solution?

Significant Requirements

Minimal Requirements

Significant
Requirements
This solutionwould

require reassigned
oradditional staff.

Major
Requirements

This solution
requiresmajor
amounts of
additional stafftime
to successfullyand
completely
implement.

Moderate
Requirements

This solution
requiresmoderate
amounts of
additional stafftime
to successfullyand
completely
implement.

Windsor Digital Modernization | Final Report Supporting Materials

Marginal
Requirements

This solution
requiresmarginal
amounts of
additional stafftime
to successfullyand
completely
implement.

Minimal
Requirements

This solution
requiresminimal
additional stafftime
to successfullyand
completely
implement.
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6.3 Supporting Materials —c. Implementation Score Rubric

Implementation Score (6/6)

Ease of Implementation: Time to Implement

WHAT ARE WE MEASURING: HOW DO WE MEASURE IT:

@ © ® STRATEGYCORP.COM

How quickly can this
initiative be
implemented so that
its benefits are
achieved?

2+ Years

0-3 months

2 +Years

This solution will
take morethan2

years to implement.

1-2Years

This solution will
take 1to 2yearsto
completely
implement.

7 Months — 1 Year

This solution will
take 7monthsto 1
yearto completely

implement.

S
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4 — 6 Months

This solution will
take 4to 6 months
to completely
implement.

0 -3 months

This solution will

take 3monthsor

lessto completely
implement.
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Supporting Materials

6.1 Current-State Consultation Findings

6.2 Resident Survey

6.3 Prioritization Approach and Criteria Scoring Rubrics
6.4 Benefit Scores

6.5 Implementation Scores
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6.4 Supporting Materials —Benefit Scores

Benefit Scoring Details (1/5) — Sorted by Benefit Score (descending)

Alignment with rota
o N PREEES Enable Fnhanced Improvg Service Impact on Council & Associated Risk: Benefit Score
pportunity Name T~ Services or Convenle.n-c$ and Employment Co‘rpc.:r.ate. 7.5% (In descending
9.9% Outcomes: Accessibility: Challenges: Priorities: order)
5.7% 5.5% 4.9% 25.1%
3.3. Modernize Financial Systems 100 35 20 20 60 60 33.6
1.5. Digitize Transit Fare Payment 20 100 100 0 60 60 32.7
6.1. Update or Replace Agenda.Net 100 35 35 0 60 35 315
1.1. Establish Con§|stent anfiAccessmIe Digital 60 100 60 0 60 2 315
Payments for Resident Services
2.3. Review anfi.R.efreshthe City Website with 35 60 100 20 60 35 31.0
Modern Capabilities
3.4. Digitize Accounts Payable Process 100 35 20 20 35 100 30.3
1.7. Review ?11 Windsor City Services' Information 60 60 60 0 60 0 27.7
Flow to Service Departments.
1.4. Digitize Property Tax Adjustments 35 60 60 0 60 20 26.7
6.3. DigitallyEnable Field Staff in Various 100 60 20 35 35 20 26.4
Departments
5.2. Explore Data Analytics and Bl Literacy 60 60 60 20 20 60 23.1

Note: The scorevalues in each cell are out of 100, based on the rubric for each criteria (as shown in section 6.3).
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6.4 Supporting Materials —Benefit Scores

Benefit Scoring Details (2/5) — Sorted by Benefit Score (descending)

Value 26.0% Alignment with
Enable Enhanced | Improve Service Impact on Council &
Servicesor Convenienceand | Employment Corporate
Outcomes: Accessibility: Challenges: Priorities:
5.7% 5.5% 4.9% 25.1%

Total
Associated Risk: Benefit Score
7.5% (In descending
order)

Process
Automation:
9.9%

Opportunity Name

3.1.1 Implement a recruiting process that s fully
digitized end to end (e.g., digitizing request to

1 2 2 1 2 22.1
recruitment forms)to optimize efficiencyand 00 0 0 0o 0 0
minimize manual processes.
4.2, Centralize IT Support Communications / 100 20 20 35 12 60 214
Requests
5.1. Further Formalize Governance of Data 60 60 35 0 20 60 20.8
6.4. Integrate Finance Systems Across Other 60 35 60 0 12 60 18.7
Payment Processes
2.1. Establish a Cohesive Omni-Channel
Communications Strategyfor Residents g el cl g = == b
3.2. Sortand Digitize Existing City Files 100 20 20 20 0 60 17.6
5.3. Implement and Expand Usage of Common 60 35 35 20 12 35 16.5
Dashboard Tools
2.4. Expand Windsor’s Open Data Catalogue 12 35 35 0 35 20 15.4

Note: The scorevalues in each cell are out of 100, based on the rubric for each criteria (as shown in section 6.3).
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6.4 Supporting Materials —Benefit Scores

Benefit Scoring Details (3/5) — Sorted by Benefit Score (descending)

Enable Enhanced | Improve Service Impact on Council & Associated Risk: | Benefit Score
Servicesor Convenience and Employment Corporate 7.5%
Outcomes: Accessibility: Challenges: Priorities:

5.7% 5.5% 4.9% 25.1%

Process
Automation:
9.9%

Opportunity Name

(In descending
order)

3.1.2 Digitize the Leave of Absence Request
process andforms end to endincluding e- 100 0 0 100 0 0 14.8
signatures and file storage.

3.1.4 Digitize the Unpaid Leave Requests end to
end including e-signatures, a pprovals, and file

L 35 0 0 35 0 0 14.8
storage, andeliminate parallel paper-based
processes.
6.5. Expa!ndthe use of a single Common 60 35 20 20 0 60 145
Integration Platform
3.5. Digitize Commercial Vehide Paper Forms 35 20 0 0 20 60 14.1
1.2. Esta'bllsh a Common Resident Identity / Login 12 60 60 0 12 35 135
Credentials
1.6. Expand Implementation of Resident Queuing 35 35 35 20 20 0 13.4
Platforms
4.3. FullyDevelop anIT Service Catalogue 60 20 0 35 12 20 13.3
3.1.2 Digitize Performance Appraisal Processand
forms end to endincluding e-signatures and digital 100 20 0 35 0 0 12.8

file storage.

Note: The scorevalues in each cell are out of 100, based on the rubric for each criteria (as shown in section 6.3).
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6.4 Supporting Materials —Benefit Scores

Benefit Scoring Details (4/5) — Sorted by Benefit Score (descending)

Enable I.Enhanced Improve Service Impact on gg:m::;: Associated Risk: | Benefit Score
Servicesor Convenienceand | Employment LRI 7.5% (In descending
Outcomes: Accessibility: Challenges: Priorities: )

0
5.7% 5.5% 4.9% 25.1%

Process
Automation:
9.9%

Opportunity Name

3.1.8 Digitize Accident Incident Forms and process
to provide more efficient means of sharingof

information with Health and Safety officials and 60 20 0 20 0 60 12.6
digitize file storage.
6.6. Expanduse of Al technologyforroad
maintenance (l.e.,ondemand road condition,

12 2 12.
furtherautomation of the process, and expand to €0 3 0 0 0 4
Parks and other linear assets)
2.2. Implgmenta Common, Aligned Resident 20 35 35 0 2 2 12.4
Consultation Approach
1.3. Introduce Online Declaration Form for 20 35 20 0 20 20 1.6
PropertyOwners
6.7. Reconcile Video Conferencing Needs 20 35 20 0 12 35 10.7
4.1. Digitize Registration Procgs.s for Professional 60 20 0 35 0 0 3.8
Development Course and Training
5.4. Explore CRM Request Mapping 0 35 20 0 20 0 8.1
6.2. Migrate Fire Prevention Module to ICO System 20 20 0 0 12 20 7.6

Note: The scorevalues in each cell are out of 100, based on the rubric for each criteria (as shown in section 6.3).
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6.4 Supporting Materials —Benefit Scores

Benefit Scoring Details (5/5) — Sorted by Benefit Score (descending)

Opportunity Name Prot Enable Enhanced | Improve Service Impact on Council & A55°Ciatid Risk: | Benefit Score
Automation: 9.9%|  Servicesor [ Convenienceand| Employment Corporate 7.5% (In descending
o ses: 4.9% | Priorities: %25.1 order)
45.E lish and Enfor ndard Policies for th
5. Establisl aq orce Standard Policies for the 20 0 0 0 0 60 65
use of collaborative tools.
3.1.5 Digitize Paygrade change process endto end
& ve gep 35 0 0 35 0 0 5.2

includinge-signatures, approvalsand file storage.

3.1.7 Digitize Vacation Requests forall

departmentsincludinga digitalcalendarto map 35 0 0 35 0 0 5.2
outvacation schedules.

4.4, Review / Reconcile Intranet Solutions and

; 35 0 0 0 0 20 5.0
Policy

3.1.6 Digitize Travel Authorizations end to end

: 8 . - 20 0 0 20 0 20 4.5
includinge-signatures, approvalsand file storage.

Note: The scorevalues in each cell are out of 100, based on the rubric for each criteria (as shown in section 6.3).
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Supporting Materials
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Prioritization Approach and Criteria Scoring Rubrics
Benefit Scores

Implementation Scores

Windsor Digital Modernization | Final Report Supporting Materials

56




6.5 Supporting Materials —Implementation Scores

Implementation Scoring Details (1/6) — Sorted by Implementation Score (descending)

Ease of Implementation: 20.2% Total
Implementation

Resource Associated Cost: | Associated Risk:

Solution Name Complexityand | Implementation Time to 13.7% 7.5% Score

Requirements to
Implement:
6.1%

Scope of Change: Readiness:
4.2% 7.5%

Implement: (In descending
2.3% order)

S23.DevelopthefrontfadngIT Service Catalogue

: . 60 100 100 100 100 100 39.8
in ServiceNow.

S35.Reconc!le all video conferencing intoone 100 60 100 100 100 60 38.5
platform-Microsoft Teams.

S11.Reviewthelearning fromthe BangThe Table

(BTT) pilotandimplementitacrossthe enterprise 35 100 100 100 100 60 35.8

with a governance strategy guiding resident
consultation.

S25. Develop standards and trainingplanfor using

collaborative toolsincluding Outlook, Microsoft

Teams, OneDrive and SharePoint, monitoring 35 100 100 100 100 60 35.8
compliance, and eliminating use of other

collaborative tools.

S28.Expand use of Windsor311to "live-map"

. 60 100 60 60 100 60 333
service requests.

Note: The scorevalues in each cell are out of 100, based on the rubric for each criteria (as shown in section 6.3).
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6.5 Supporting Materials —Implementation Scores

Implementation Scoring Details (2/6) — Sorted by Implementation Score (descending)

Ease of Implementation: 20.2% Total
Implementation

Resource Associated Cost: | Associated Risk:

Solution Name Complexityand | Implementation Time to 13.7% 7.5% Score

Requirements to
Implement:
6.1%

Scope of Change: Readiness:
4.2% 7.5%

Implement: (In descending
2.3% order)

S21.Investigate the feasibility of SharePoint or
Eventbrite as an alternative to enable course 35 100 60 100 100 60 33.2
advertising and registration.

S24. Define the use of SharePoint and the City's
Intranet. Publish, implementandtrain usersin 35 60 100 100 100 100 32.8
new procedures.

S22.Centralize all ITrequests throughthe
ServiceNow channel (and close other channels,
exceptforhelpdesk operators who canenter
requests on behalf of callers).

35 100 60 60 100 60 323

S18. Expand the use of FleetFocus for work order,
vehicle checks, and trackingto enable digitization 35 20 100 60 100 60 32.0
of existing manual processes.

S27.Provide learning and trainingopportunities

forleadershipto use technologicaltoolsavailable. 60 60 60 60 100 100 303

S04. Implement a digital declarationformin

MyWindsor for Property Owners 2y = e el o Lo 2

Note: The scorevalues in each cell are out of 100, based on the rubric for each criteria (as shown in section 6.3).
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6.5 Supporting Materials —Implementation Scores

Implementation Scoring Details (3/6) — Sorted by Implementation Score (descending)

Total

. q q Impl tati
Resource Associated Cost: | Associated Risk: [ P e avon

Solution Name Complexityand | Implementation Time to 13.7% 7.5% score

Requirements to
Implement:
6.1%

Scope of Change: Readiness:
4.2% 7.5%

Implement: (In descending
2.3% order)

SO5. Implement digital property tax adjustment

requestsin MyWindsor 20 35 35 60 100 100 29.9

S10. Developa clear standard operating procedure
fordigital interactions with residents and sharing 35 35 60 60 100 100 27.5
of best practices.

S14. Expand the use of JazzHR and Work Force
Management to allowstaff to manage processes, 35 60 35 35 100 60 27.1
requests, andforms digitally.

S13.Developa clear governance model around
data including criteria to determine ifa particular

1 2 26.
data setis valuable to the publicand outlininga 3 €0 60 60 00 0 63
requirement for departments to publish data.
S20. Expand the use of ACTIVENet to enable 35 60 60 100 60 60 24.8

course registration.

S15.Embark on a Digitization of City files project
thatis paired with appropriate governance and 35 60 20 35 100 35 243
operatingprocedures.

Note: The scorevalues in each cell are out of 100, based on the rubric for each criteria (as shown in section 6.3).
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6.5 Supporting Materials —Implementation Scores

Implementation Scoring Details (4/6) — Sorted by Implementation Score (descending)

Implementation

Resource Associated Cost: | Associated Risk:

Solution Name Complexityand | Implementation Time to 13.7% 7.5% Score

Requirements to
Implement:
6.1%

Implement: (In descending
PR order)

Scope of Change: Readiness:
4.2% 7.5%

S26 Develop organizationalwide data
managementand businessintelligence plan with 35 20 35 35 100 60 24.2
the Data Management Program Ma nager.

S08. Expand the use of FrontDesk, the queuing

35 35 60 100 60 60 22.9
platform.
S02. Expand the use of MyWindsor Online
Payme'nts as a Payment Card Industry (PCl) 35 35 35 35 60 60 198
compliant wayto remotely payforproducts and
services fromvarious departments.
S30. Reconcile Fire processes into ICO as the sole 60 20 35 35 60 60 19.7

operational system.

S31.Build businesscase andimplementation plan
to equip field staff with technology to implement 20 35 35 35 60 60 19.2
digitization of processes.

S29.Replace Agenda.Net withan AODA
compliant, more functional, and user-friendly 20 60 35 35 60 35 19.2
solution.

Note: The scorevalues in each cell are out of 100, based on the rubric for each criteria (as shown in section 6.3).
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6.5 Supporting Materials —Implementation Scores

Implementation Scoring Details (5/6) — Sorted by Implementation Score (descending)

Implementation

Resource Associated Cost: | Associated Risk:

Solution Name Complexityand | Implementation Time to 13.7% 7.5% Score

Requirements to
Implement:
6.1%

Implement: (In descending
P order)

Scope of Change: Readiness:
4.2% 7.5%

S33.Expand use of SnaplLogicas the integration
platform of choice with a dedicated integration 0 35 20 35 60 60 17.4
support team.

S34.Expand use of Al technologyforroad
maintenance based on the successful automation 60 60 35 35 20 60 17.2
pilot.

S09. Explore the digitization ofthe flow of
information between 311 Windsor City Services 35 35 60 35 60 60 16.9
and Service Departments.

S03. Migrate service portalsto enable single sign

: . . 60 60 35 35 35 20 16.3
inforCityservices.

S32. Expand use of SnapLogic to integrate finance

60 60 35 60 20 35 15.9
systems across payment processes.

Note: The scorevalues in each cell are out of 100, based on the rubric for each criteria (as shown in section 6.3).

. . . STRATEGYBURPCDM Windsor Digital Modernization | Final Report Supporting Materials 61



6.5 Supporting Materials —Implementation Scores

Implementation Scoring Details (6/6) — Sorted by Implementation Score (descending)

Solution Name

Scope of Change: Readiness:

Complexityand | Implementation R(-asource Time to
Requirements to

Implement:

4.29 .59
4 (5% 6.1%

2.3%

Implement:

S12.Refreshthe City’s public facing website to be
customer centric, incompliance with AODA 35
standards, user friendly,and modern.

S17.Carry outan accounts payable review to
understandthe requirements and source a tool
thatcan acceptand process accounts payable
digitally.

20

S06. Acquire newsystem (Presto) to allow riders
to payfortransitvia visa, debit, electronic 20
payment, and pre-loaded card

S16. Carry out a financialmodernization review
with a focus on system replacement.

20

35

35

35

35

35

35

Note: The scorevalues in each cell are out of 100, based on the rubric for each criteria (as shown in section 6.3).
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35

35

20

20
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Associated Cost:
13.7%

60

35

Associated Risk:
7.5%

20

60

20

35

Total
Implementation
Score
(In descending
order)

15.7

11.3

5.4

53
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