City of Richmond

City Clerk’s Office Memorandum
To: Finance Select Committee Date: July 8, 2002
From: J. Richard McKenna File:  0340-20-FCSE1
City Clerk
Re: Service Level Review - City Clerk's Office

Attached is a package of documentation for the City Clerk’s Office service level review. I have
taken the approach of providing information in ever increasing levels of detail, starting with a
department organization chart which shows a total of 13 staff (FTE’s), and a two page executive
summary of the department’s main functions and the costs associated with each. I will start with a
brief overview, and each of my two department managers will provide as much detail of their areas
of responsibility as the committee requires. The final and by far the largest component of the
package is a 2001 to 2003 Department Participation Plan which shows the role of the City Clerk’s
Office as a component of the City’s Corporate Plan for the same period.

As a preamble to the service level review I would like to make the following observations:

1. The Department has absorbed 3 staff reductions over the past 5 years or so. This was undertaken
while maintaining, and in many cases increasing the levels of service provided to other city staff and
the public. These positions were: Assistant Archivist; Assistant Committee Clerk; and Executive
Assistant to Council. (The latter position was held by Carol Bennett which was transferred out of
the department upon her retirement, although many of her duties such as organizing the Civic
Appreciation Dinner and maintaining the City Noticeboard remained with the department).

2. Comparisons with numbers of staff in other jurisdictions are problematic. Although one would
tend to think that the core functions of a small department such as the City Clerk’s Office would be
very similar, past practices, attitude towards doing things in a new way, technology, etc, can lead to
quite different operating practices, and hence staff levels. A good example is in comparisons of a
core function such as Records Management and Archives where Richmond has taken a proactive
stance in meeting the challenge and promise of electronic document management (REDMS). We
have also integrated Records Management and Archives functions wherever possible to improve
efficiency and enhance customer service. In addition we have been centralizing many record-
keeping functions for the City as a whole which reduces the number of staff in other departments
required to manage records. Thus to compare staffing levels in a meaningful way from one city to
another it is important to examine staff complement by function rather than by department. In this
regard Richmond has achieved an enviable ratio of service and innovation in relation to staff
complement.

Another example of where Richmond is ahead of other large jurisdictions is in the use of the city
website by the City Clerk’s Office to maximize the dissemination of public information in
connection with city business — all with no additional staff. Four particular activities illustrate this:
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a)

b)

d)

2002 A -2-

Up to date, consolidated copies of most city bylaws can be viewed and downloaded from the
city website. The bylaws can be searched in three ways: (i) alphabetically by bylaw title; (ii)
numerically by bylaw number; and (iii) by chapter in (draft) Municipal Code format

Another recent web-based innovation, this time on the Archives portion of the web-site,
features over 1000 historical maps available for viewing online. Online access to the
Archives maps database allows many search methods including by planning area and legal
description (Block/Range, Section).

Archival Photographs, over 4,300 of them, are also available for online search and access.
Our database and web development have been well received by the public and watched with
great interest by other cities. The Archives directory is consistently among the highest traffic
areas on the City web-site.

The agendas of meetings of Council, Public Hearings all Standing Committees and now
Development Permit Panel meetings have been made website-accessible on the Friday of
the week before each meeting. The agendas are linked to the associated staff reports for
immediate use online access by the public

This extensive and progressive use of the internet not the case with other large jurisdictions.

It is not without some irony that I will not be mentioning any other cities by name as this document
is part of the very website-accessible Standing Committee agenda to which I refer above in item d).
However, at the committee meeting I will circulate copies of the organization charts of the City
Clerk’s Office of several other large jurisdictions showing the very favourable comparison of
staffing levels in Richmond.

. Rithard McKenna
City Clerk
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City Clerk’s Office
Service Levels
Breakdown by Programs

Program / Services

Council Secretariat & Council Administration

Prepare agendas & minutes for Council & standing
committees; publish and distribute agendas, minutes and
reports internally, externally and on-line via City
website

Provide administrative support to Council & its advisory
bodies

Organize annual Civic Appreciation Dinner

Administer Council correspondence, including referrals
to staff

Manage Corporate Policy Manual & 702 Lot Size Policy
Manual, both in hardcopy and on-line

Sub-total

Statutory Requirements

Provide statutory written notification and advertising to the
public on rezonings, OCP changes and development permits
to be considered at either Public Hearings or Development
Permit Panel meetings

Provide advertising to the public of bylaws pertaining to road
exchanges, land use permits, road closures, etc. prior to their
consideration for final adoption by Council

Administer tenders and contracts awarded by the City
Provide advertising to the public and administer applications
for Council appointments to its advisory bodies

City NoticeBoard administration

Sub-total

Bylaw Administration & Codification
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Work on Municipal Code - a consolidation of bylaws in a
single comprehensive legal instrument to facilitate
understanding of, and access to, local government
legislation; provide advice to City staff on form and content
of bylaws; consolidate bylaws

Maintain Bylaw Database to track bylaw information from
draft stage through to adoption; index bylaws following
adoption for reference and retrieval

Obtain approvals from provincial bodies when required

Sub-total

40

Level of
service

Daily

Daily

Annually
Daily

Daily

Twice per
week

As required
As required

Annually

Weekly

Weekly

Weekly

Weekly

FTE

1.5

1.0

0.1
1.0

0.1

0.1

0.1

Cost of
service

84,500

75,000

130,000

65,000

15,000

$269.500

84,000

8,000
6,000
11,000

66,000
175,000

58,000

7,500

7,500
73.000



Program / Services

Archives & Corporate Records Management

Develop and maintain the City’s corporate records and files,
both hardcopy and electronic; Maintain City’s Uniform
Classification System; Maintain City’s Records Retention
Schedule

Provide research expertise, services and advice to City staff
and the public

Develop and maintain integrity of an electronic document
management system (REDMS); Advise and train all City
staff in effective use of REDMS and document development
Maintain-promote-expand internal and external access to
services available at the Archives; Acquire, preserve and
make available City and community records of enduring
value

Sub-total

Freedom of Information & Protection of Privacy Act

Process formal FOI requests received from media and public
Provide advice to City staff on FOI and privacy matters as
they relate to specific operational practices and requests for
information

Sub-total

General Local & School Elections

744601 -

Obtain and update the Voters List and process new voter
registrations

Administer all statutory advertising in local newspapers;
develop a communication plan for other election related
notices, press releases and website information

Manage production of ballot, including any referendum
items

Arrange voting place facilities; provide sufficient election
supplies; hire and train election day staff; re-program and
prepare automated vote counting machines for election day
use; provide special voting opportunities (Advance Voting,
Mail Ballot); Establish and staff election day headquarters
to respond to general voting day needs and coordinate
reporting of election results

Administer candidate nominations and provide necessary
information regarding responsibilities/requirements of office
Fulfill all post-election requirements, including filing of
financial disclosure statements and election documents for
public inspection

Transfer from Election Provision Account

Sub-total

TOTAL

41

Level of
service

Daily

Daily

Daily

Daily

As required
As required

Tri-annually
or as required
Tri-annually
or as required

Tri-annually
or as required
Tri-annually
or as required

Tri-annually
or as required
Tri-annually
or as required

FTE

2.0

1.3

0.8

1.1

03
0.1

0.1

0.1

0.6

0.1

[

Cost of
service

125,000

90,000

70,000

92,000

$377.000

25,000
10,000

6,000

50,000

20,000

209,800

6,000

6,000

-150,000
147.800

$1,077,300



Division Department
Finance & Corporate Services City Clerk’s Office
Function Component part of Function
Archives & Corporate Records Management Maintenance of City’s corporate
records
Staffing FTE’s 2002 Budget Statutory Requirement? Y/N
2 $ 125,000
What Is This?

We apply systematic controls to how all City records are stored, accessed, protected, and when appropriate,
destroyed. The Records Section of the City Clerk’s office provides central coordination, information and
assistance for all city staff who create and must retain records of the City. This includes managing the
corporate Records Centre which provides secure off-site storage for semi-active records, managing annual
transfers and disposals of records and maintenance of systems control tools such as the Uniform File
Classification System and the Records Retention Schedules.

Why Is It Important?

The importance of this work is summarized as follows in the ISO standard for records management:
Records contain information that is a valuable resource and an important business asset. A
systematic approach to the management of records is essential for organizations and society to
protect and preserve records as evidence of actions. A records management system results in a
source of information about business activities that can support subsequent activities and business
decisions, as well as ensuring accountability to present and future stakeholders.

Our staff maintain the classification system that is used to organize the filing (in both paper and electronic

form) of individual records. This systematic approach allows for accurate and timely retrieval of needed

records and identification records that are no longer required by the City and may be destroyed.

Is This A Stand-Alone Activity? If other staff/functions/departments depend on it, provide detail.

This is a corporate wide function that affects all functional areas of the City and in turn affects the public in
terms of timely accurate access to records. This supports open and accountable local government.

In terms of specific direct impact we deal with records staff in every department of the City to assist them
in utilizing the classification system, problem solving for records filing and retrieval problems, assistance
with the process of moving semi-active records to the Records Centre (which we operate at the Works
Yard), retrieval of records for all departments from the Records Centre as required, transfer of records to
the Archives as appropriate, and arranging destruction of records through certified shredding operations.

How Does This Function Support The City’s Vision?

A reliable and efficient records system is a central requirement for supporting a well-managed City.
Timely access to accurate records allows all city staff to learn from past experiences and make sound
decisions for the future. Records are the primary tool for accountable government and access systems
support an informed public to ensure a vibrant, democratic environment. These are the foundations upon
which good decisions are made which, in turn, allows the City to achieve the vision of being the most
appealing, livable and well-managed city in Canada.

2
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Division Department
Finance & Corporate Services City Clerk’s Office
Function Component part of Function
Archives & Corporate Records Management | Records Research Assistance (intemal &
external)
Staffing FTE’s 2002 Budget Statutory Requirement? Y/N
1.3 $ 90,000
What is this?

Records and Archives staff assist other city staff and the general public with their research inquiries. The
range of topics covered is as diverse as the community and the many functions of local government. From
inquiries into previous land use for environmental assessments, to probing municipal decisions in planning,
development or land acquisition to simple inquiries relating to name origin for a school or park, records
staff provide individual assistance that relies on strong customer service skills, knowledge of the
community and local government function, and in-depth knowledge of records filing, indexing and access
systems. It is often complex work that is usually deadline driven.

Why is it important?

Keeping records is one thing, making them accessible while protecting their safety and integrity is another.
Access to reliable records is at the heart of open and accountable government.

A strong reliable records system is a strong reliable memory for city staff and public alike. It is the basis of
sound decision-making that builds on experience to move the community forward.

Is this a stand-alone Activity or do other staff/functions/departments depend on it? Provide
Detail.

This work is driven by and supports the research needs of all city departments and the community as a
whole.

The great majority of staff reports that go to committee and Council are based on research assistance
provided by the records and archives staff.

How does this function support the City’s Vision?

A reliable and efficient records system is a central requirement for supporting a well-managed City.
Timely access to accurate records allows all city staff to learn from past experiences and make sound
decisions for the future. Records are the primary tool for accountable government and access systems
support an informed public to ensure a vibrant, democratic environment. These are the foundations upon
which good decisions are made which, in turn, allows the City to achieve the vision of being the most
appealing, livable and well-managed city in Canada.
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Division Department
Finance & Corporate Services City Clerk’s Office
Function Component part of Function
Archives & Corporate Records Management | REDMS Development, Maintenance, & Training
Staffing FTE’s 2002 Budget Statutory Requirement? Y/N
0.8 $ 70,000
What is this?

The Richmond Enterprise Document Management System (REDMS) is an electronic system for all
documents created by all staff using Word, Excel, and presentation software. In the coming months it will
also include management of e-mail records as well. REDMS is a database system that allow the City to
manage records in electronic form, allowing sharing of documents among multiple users, where
appropriate, to enhance staff collaboration and effectiveness. REDMS is the central system leading
Richmond toward the less-paper-office of the future. There are currently approximately % of a million
documents in the systems.

Intensive initial and customized refresher training programs are given by our staff to all City staff. To date
over 700 staff have been trained. We have held over 100 formal training sessions since REDMS was
introduced 4 years ago.

Why is it important?

Almost all documents in the city are created electronically. Without REDMS these documents would all
reside on different computers and most would be inaccessible to other users. Most would also be lost for
future use. REDMS is a city-wide system that protects these records in electronic form, allows sharing
with greater speed and at the same time enhanced security as compared to paper systems. This increases
staff efficiency and supports enhanced customer service delivery.

The world of information management is in the midst of a tremendously exciting and dynamic era, REDMS
is a central system that moves Richmond forward during this time. The path Richmond has chosen, and the
method we are using to navigate toward the future is based on two principles that can, at times, be in
conflict: To be innovative and leaders in the era of change, and at the same time to protect the City’s
interests and ensure that our records systems are reliable and trustworthy.

Is this a stand-alone Activity or do other staff/functions/departments depend on it? Provide
Detail.

This is a city-wide function. All departments and in-directly, all members of the public seeking records-
based information from the City are served by REDMS.

How does this function support the City’s Vision?

REDMS provides a practical tool for bringing the strategic planning philosophy of the City of Richmond to
life. It eases the communication and sharing of project documents among staff throughout the city assisting
in the breaking down of old-fashioned “silo” thinking. REDMS is the main tool leading to the less-paper-
office of the future and is designed and managed in a way that protects the records of the city to ensure that
the City to can achieve the vision of being the most appealing, livable and well-managed city in Canada.

44
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Division Department

Finance & Corporate Services City Clerk’s Office

Function Component part of Function

Archives & Corporate Records Management City Archives

Staffing FTE’s 2002 Budget Statutory Requirement? Y/N
1.1 $ 92,000

What is this?

The City of Richmond Archives is the facility that houses and makes accessible the records of long-term
value to the City and the community at large. Records range from original minutes of Council and
committees, to departmental records and reports, to maps, plans, photographs and other records from both
public and private sources.

Richmond’s archives program is recognized in the professional community for innovation. _

The Archives staff designed and maintain a database that describes and indexes everything from individual
photographs to series of city records. This work is painstaking and requires both solid theoretical
knowledge and great attention to detail. Also preventive conservation, disaster recovery planning, web site
development, customer reference support and community liaison work makes the Archives an extremely
busy place.

Why is it important?

Archives are the collective memory of a government, a community, a society. They are the basis of an
informed and active staff and public that is the foundation of effective democracy.

The City of Richmond Archives is a user-friendly point of contact for citizens to understand how their
community developed and why The Archives holds records and information that are not available
elsewhere, by their very nature archival records are unique originals which are the critical evidence of
decisions and activity in our community from the time of incorporation in 1879 up to current times.

Is this a stand-alone Activity or do other staff/functions/departments depend on it? Provide
Detail.

This function serves the entire city (staff and public)

Since we hold both municipal government and community-based records we serve all City departments and
functions from planning and engineering to bylaw enforcement, and liaison activity such as Sister City
programs. Recently the archives has had heavy use by the Coordinator of Heritage Sites in planning
signage, community meeting briefing notes, and in preparation for meetings with Mayor and Council
regarding the tram. Our stock of material on Tall Ships is also coming under heavy use. The Archives has
a clear function in providing resources for the planning and promotion of large City events.

The business community uses the Archives to protect their investments in land and development (Phase I
environmental assessments) and to connect with the community. Individuals use the Archives for a wide
range of personal and scholarly research.

How does this function support the City’s Vision?

The Archives is a critical facility and program in a complete, reliable and efficient records system and is a
central requirement for supporting a well-managed City. Timely access to accurate records allows all city
staff to learn from past experiences and make sound decisions for the future. Records are the primary tool
for accountable government and access systems support an informed public to ensure a vibrant, democratic
environment. These are the foundations upon which good decisions are made which, in turn, allows the
City to achieve the vision of being the most appealing, livable and well-managed city in Canada.
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Archives and Corporate Records Management — By the Numbers

Maintenance of City’s Corporate Records — 2 FTE

In addition to the active filing area in the City Clerk’s office, our staff advise and assist staff in
every record keeping area of the city and also manage the corporate Records Centre.

Assistance is offered formally by consulting with specific work groups several times throughout
the year and informally by one-on-one contact which occurs daily.

1 Kilometre The linear measure of city records managed by Clerk’s central records at the
Records Centre located at the Works Yard.

75,000 Ib. That’s what a kilometre of records weighs. Every 2 oz. file is accounted for,
security controlled and accessible on-demand. :

3,000 Ib. Weight of records given confidential destruction as part of records management in
a low volume year.

32,0001b A high volume year’s destruction!

278 The number of primary headings in the Uniform File Classification System for
which the staff of Clerk’s records section are the chief resource for all staff in coding records in
either hardcopy or electronic form. For each primary there are up to a dozen secondary headings
some of which have over 200 specific files open. That’s a lot of categories to remember!

Records Research Assistance (active, semi-active and Archives records) - 1.3 FTE

1212 The number of research cases handled by staff in the Clerk’s records section in 2001.

350 The number of individual files retrieved for research requests from the Records Centre in
the same year.

1334  In-person research visits to the Archives in 2001 which were assisted by the Archivist.

10 Number of minutes of staff time required for the most simple research requests.

10+ Number of hours of staff time required for complex research requests. The most complex
have involved several staff for even longer periods of time.

REDMS Development, Maintenance and Training — 0.8 FTE

700 Number of city staff have received direct training on the REDMS system. All of these
courses were designed and conducted by Clerk’s Records staff with 95% of this training being
handled by one person.

5 Number of hours in each REDMS fundamentals course (8-14 participants per course)
2to 6 Number of hours for instructor’s preparation for each course to ensure the teaching
examples are relevant and customized for the work units from which the trainees come.

100  Number of 5-hour training sessions given to date.

724937



6 to 10 Number of times per day the Clerks Records staff routinely provide REDMS
troubleshooting to staff throughout the city. This is outside the ITHelp system.

2 Minutes required for the most basic phone assistance.

2 Hours required for a complex problem, often involving staff visiting the department
where the problem occurs to provide as-needed customer service for problem resolution.

1600 Conservative estimate of non-scheduled, on-demand REDMS support calls handled
annually.

144  Scheduled Council, Committee and Public Hearing meetings annually.

6000 Approximate number of reports to Council and Committee and other documents included
in agenda packages audited by the Clerk’s records staff to ensure the coding is correct, that
titling standards are followed and that the document is marked as a récord in the system. This
ensures the security and accessibility of agenda related records.

26,000 Number of documents currently in REDMS profiled as “File later” where Clerk’s Central
Records staff will classify the document and complete the electronic profile once the author
marks the file as a record. )

City Archives - 1.1 FTE

600  Metres of shelf space required to hold the City’s archival records. These include minutes,
bylaws, other city textual records such as staff reports and correspondence, maps, plans,
photographs, oral history recordings and video material. In addition to materials of city
government origin, the Archives also hold select records from community or private sources.

70 Metres of city records received in last 10 years that are still awaiting cataloguing and
processing for access and preservation.

2000 Hours required to appraise, select, arrange, re-box, and catalogue the 70 metre backlog of
city records.

500  Collections community records and transfers of city records (accessions) large and small
currently “unprocessed” — awaiting appraisal, cataloguing and re-housing.

1880 Year of first Richmond Council meeting and first volume of hand-written Council
minutes held at the Archives. The archives also includes: maps from before incorporation
(1879), photographs from before 1900, correspondence from the time of the First World War, as
well as City government publications up to 2002.

1800-2000+ Average number of inquiries that require assistance from the Archivist annually.
This includes in-person, post, e-mail, fax, and phone inquiries. Each instance of assistance can
range from as little as 10 minutes to 10 hours or more. The range of users of our Archives is as
diverse as Richmond itself. All ages from elementary school programs through seniors
researching personal history and all areas of interest from businesses needing previous land use
records to city staff needing copies of reports and other records. If the subject relates to
Richmond and its growth through the years, requests come to the Archives for reliable
information.

1,000 Scanned historical maps available for public access on the Archives portion of the City’s
web-site.

4,300 Scanned historical photographs available for public access on the Archives portion of the
City’s web-site.
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1008 Internal (City staff) “hits” on the Archives portion of the City’s web-site in the first 6
months of 2001.

36,170 External (public) “hits” on the Archives portion of the City’s web-site in the same 6
month period. The Archives directory on the City’s web site is consistently one of the most
active, usually among the top 3 areas of highest hits.

$18,364 Federal grant money sought and received by the Archives in 2001 for a map digitization
project.

$40,000 In financial gifts to the Archives from the Friends of the Richmond Archives over a ten
year period to enhance and support the City’s archival programs including the purchase of
electronic equipment, map cabinets and the funding of archival processing projects.

110 Members of the Friends of the Richmond Archives of whom 12 are active and regular
volunteers.

7 Books published jointly with the Friends of the Richmond Archives since 1979 including
“Richmond, Child of the Fraser” and the more recent and very popular “Whispers From The
Shedrows: A history of thoroughbred racing in Richmond..”
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