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City of

Report to Committee

To: General Purposes Committee Date: June 20, 2017

From: Grant Fengstad File:  04-1300-01/2017-Vol
Director, Information Technology 01

Re: Award of Contracts through RFP to Radical /O Technology Inc.

Staff Recommendation

1.

Gran (.g
Director, Information Technology

That the contract for Digital Strategy Integration Services RFP 5951P be awarded to Radical
/O Technology Inc. in the amount of $670,000 based on the public Request for Proposal
(RFP) process; and

That the contract for Customer Web Portal Implementation RFP 5952P be awarded to
Radical I/O Technology Inc. in the amount of $495,000 based on the public Request for
Proposal (RFP) process; and

. That an amount of $100,000 be approved as contingency funding as part of the approved

capital funding; and

That the Chief Administrative Officer and the General Manager, Finance and Corporate
Services be authorized to negotiate and execute the consulting services contract with Radical
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Staff Report
Origin

The purpose of this report is to request City Council approval to award and execute contracts
with Radical I/O Technology Inc. of $670,000 and $495,000 in compliance with the City’s
Procurement Policy 3104 and Five Year Financial Plan Bylaw. The contracts will implement the
Digital Strategy Integration Services (RFP 5951P) and the Customer Web Portal Implementation
(RFP 5952P) publically issued through BCBid. The evaluation committee has recommended
Radical 1/0 Technology as the vendor providing the City with best value in fulfilling the
requirements of both contracts. Radical I/O was the only vendor that presented a high level
design concept that was clearly aligned with the vision and strategy the City was looking to
achieve. There were clear synergies in having the requirements of both contacts fulfilled by the
same vendor.

A key objective from the Council approved Digital Strategy (Attachment #1) is to enable a
customer-centric approach through the introduction of personalized services and information
relevant to each customer.

This report supports Council’s 2014-2018 Term Goal #7 Strong Financial Stewardship:

Maintain the City’s strong financial position through effective budget processes, the
efficient and effective use of financial resources, and the prudent leveraging of economic
and financial opportunities to increase current and long-term financial sustainability.

7.3.  Transparent financial decisions that are appropriately communicated to the public.
This report supports Council’s 2014-2018 Term Goal #9 A Well-Informed Citizenry:

Continue to develop and provide programs and services that ensure the Richmond
community is well-informed and engaged on City business and decision making.

9.1.  Understandable, timely, easily accessible public communication.
9.2.  Effective engagement strategies and tools.

The projects focus on the following Digital Strategy objectives:
e Integrating and Connecting City Infrastructure
e Extending the Reach of City Online Services

The following are the primary goals for Customer Web Portal:
e To present online services in a single integrated view that is relevant to the resident.
e To ensure the residents of Richmond have a unified, integrated customer experience.
e To enable single sign-on through the City’s My Profile system.

The following are the primary goals for Digital Strategy Integration Services:
e To increase convenience for customers and staff.
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e To enable information and data to be shared easily from one system to another and one
department to another.

Analysis

Council approved the City’s Digital Strategy vision on September 15, 2015 and staff are
currently implementing key initiatives which align with the goals of;

- Extending the reach of online services

- Expanding the connected City architecture

- Extending mobility for staff

- Integration and interconnecting City infrastructure

- Promoting open and transparent government

As part of that strategy, staff indicated funding of $5.5M over three years to implement key
initiatives enabling this vision. To date, staff have executed on $3.0M of approved digital
strategy initiatives and have implemented foundational technologies in 2016 and early 2017.
The Digital Nervous Ecosystem and the Customer Single Identity / Profile (MyRichmond) are
now fully operational. These systems enable innovation to our customers going forward. The
Digital Nervous Ecosystem (DNE) integrates the City’s line of business systems and enables
information exchange between systems as well as the publication of information for new
requirements, such as the RichmondBC mobile app and the new Inspection App. The
MyRichmond Customer Profile provides a single identity and profile which enables customers to
access City online services using a single login and password. This translates to better customer
service, a feeling of “belonging” and ultimately, implements the overall vision of creating the
“Day in the Life” concept that was presented as part of the Digital Strategy.

The RICHMOND.CA website provides City-related news, events, services, and other
information to the public in a generalized manner. The Customer Web Personalization portal
introduces the ability to provide information to City customers (resident, business operator, etc.)
in a personalized manner based on their individual profile, preferences and transaction history.
A personalized home page showing relevant information, including registered recreation classes,
status of requests for services, recent utility and tax payment information among others most
relevant to the individual will be easily accessible via the City of Richmond website.
Additionally, this work will realize the vision of providing timely and relevant information to our
customers based on their areas of interest. Historically, customers had to navigate to different
sections and login using different credentials. With the new Customer Personalization portal, a
single identity and login is all that is required in order to access all customer facing services.

The proposed agreements with Radical I/O Technology Inc. builds upon the work completed and
enables the development and delivery of information and services in a customer friendly manner
using the RICHMOND.CA website and RichmondBC Mobile App.

Scope of Work

Radical I/O Technology Inc. will assist in the integration of the Customer Web Personalization
portal with existing City applications and the Perfect Mind Recreation program application
currently under execution. The integration activities include the design, development, testing,
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and deployment of all applications involved in the integration along with the design and
implementation of the Customer Web personalization portal.

The major systems included in the integration scope are:
e Customer Personalization Portal
¢ RichmondBC mobile app
e Customer Feedback system
e Online Grants Application
¢ Online Events Application
e Taxation and Utility Services
e Dog Licensing and Renewals
e Recreation and Event Management
e Business Licensing
e Permitting and Inspections

Public Request for Proposal evaluation

Request for Proposals Digital Strategy Integration Services 5951P and Customer Web Portal 5952P
was issued on March 16, 2017.

The following responses were received on April 20, 2017:

Customer Web Portal:
e Protiviti Inc.
e Conseils Datamage Inc.
e Radical I/O Technology Inc.
e Content Thread

Digital Strategy Integration Services:
e Alianz Development Inc
e TIBCO Software Incorporated
e Radical I/O Technology Inc.
e Conseils Datamage Inc.
e Raysa Enterprises Inc.

An evaluation committee scored the responses based on predetermined criteria including, but not
limited to, value for money, proponent qualifications, proposal quality, project methodology, and
references. Each section was scored independently using the City’s standard evaluation matrix.
The consolidated score determined that Radical I/O Technology Inc. was the top respondent for
cach RFP and was deemed to be the lead proponent.
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Financial Impact

The overall value for both contracts is $1,165,000 plus contingency of $100,000 for a total of
$1,265,000. This has been approved by City Council as part of the 2017 Capital plan and is also
included in the 5-Year Financial Plan.

Conclusion

The Richmond Digital Strategy implementation is well underway with projects aligning to the
five focus areas as outlined and approved by City Council.

This request is in compliance with the City’s Procurement Policy and Officer and General
Manager Bylaw. The Customer Web Portal and Digital Strategy Integration enhance customer
service and extend the reach of City services into the Digital space. It is therefore recommended
that RFP 5951P and 5952P be awarded to the top bidder Radical I/O Technology Inc. for
implementation of the projects.

¢%§%%yﬁgz%mﬁi

Harjap Bardin
Solutions Architect
(604-276-4071)
HB:gf

Attachment 1 Richmond Digital Strategy Report
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Attachment 1

City of

Report to Committee

# Richmond
To: General Purposes Committee Date: September 15, 2015
From: Grant Fengstad File:  04-1300-01/2015-Vol
Director, information Technology 01
Re: Richmond Digital Strategy

Staff Recommendation

That the proposed Richmond Digital Strategy attached to the staff report titled “Richmond
Digital Strategy”, dated September 15, 2015 from the Director, Information Technology, be
adopted as a framework to guide strategic decisions regarding the City’s digital services and
infrastructurce, in order to enhance the City’s services and access for residents and strengthen
Richmond’s competitive advantage.

Director, Information Technology
(604-276-4096)
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Staff Report
Origin

A Digital Strategy is defined as the use of digital tools, such as AutoCAD which enables staff to
electronically create and design plans, channels such as the use of email and social media to
distribute information and products like Hansen, our work management system to achieve the
goal of being more efficient and effective using technology. For the City of Richmond, it means
transforming how the City is able to leverage these tools and technology to better serve our
citizens and improve the efficiency and effectiveness of our employees. The CAO has directed
Information Technology to take Richmond to the forefront in terms of utilizing technology to
drive and support the effectiveness of Richmond’s operations as a local Government”.

The vision of the Digital Strategy at the City of Richmond is:

e To optimize and integrate business processes which leverage technology innovation to
deliver exceptional services.

Since 2013, the Digital Strategy at the City of Richmond has been directed by a Steering
Committee comprised of stakeholders representing each division within the City. Led by
Information Technology, the Committee has proposed a multi-year plan that will see the phased
roll out of various technologies over the next few years. Each division stakeholder has brought
his or her own insight and vision to the project, and has helped to create a broad-based, extensive
strategy that will propel the City’s current digital technology approach to one that is at the
forefront of North American municipalities.

This report supports Council’s 2014-2018 Term Goal #9 A Well-Informed Citizenry:

Continue to develop and provide programs and services that ensure the Richmond
community is well-informed and engaged on City business and decision making.

9.1.  Understandable, timely, easily accessible public communication.
9.2. Effective engagement strategies and tools.
Analysis

The Richmond Digital Strategy identifies the opportunities and clarifies the needs, both within a
service delivery model and in the customer-engagement platform. A customer-centric approach
puts our customers (the citizens, business operators, visitors and partners of the City of
Richmond) at the centre of everything we do by developing and improving our technology to
provide them with a better customer experience.

Global technology use has shifted to become more mobile focused and self-serve. Many
industries have been transformed by embracing new digital technologies to provide the best in
customer service. The finance and travel industries, for example, have moved their previously
paper-heavy and process-based businesses online.
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The predominance of web-based organizations such as Amazon, Yahoo, Google, Facebook and
others has shifted peoples’ expectations of real time delivery and responsiveness. The
unparalleled influx of information that people receive on a daily — often hourly basis has created
a need for organizations to more strategically disseminate the information they are providing so
it best meets their customers’ needs. City of Richmond citizens will demand information from
the City that is easy to access, customized and flexible.

As part of the Y2K transition, the City implemented a number of business oriented systems that
were selected as providing the best services for each line of business. This resulted in a number
of independent systems within the City, each with their own data and information isolated to
each system. While we have served the community well in regards to providing specific
services, we have somewhat limited our ability to really connect with our customer — the
resident/citizen that chooses to live in the City, the business operator that chooses to run their
business here or the developer that invests in the City.

Our planning systems have done an admirable job of managing development related
applications, defining land uses'and documenting the building and zoning assets throughout the
City. The work management system has been successful in attending to repairs on infrastructure
such as road work, documenting service requests coming from the community and scheduling
preventative maintenance tasks on infrastructure such as pump stations.

Each system has a representation of our ‘customer’. The information related to our customers is
contained within each island. We cannot easily ascertain all services a specific customer utilizes
within the City. This limits our ability to have that global perspective in terms of really planning
and preparing the City for what services are most important to our customers.

The Internet globally has had a major impact on how customers expect to interact and engage
with businesses and government. Customers expect to have information easily accessible to
them at any time. Given that customers now have the ability to book travel, conduct their
banking, make dinner reservations — all online at their convenience — this is now extending into
an expectation in terms of how people wish to interact with their government.

This transformation in local government is inevitable and will be imposed by the progress local
government is making. It is just a matter of time in terms of when Richmond will need to react
to this change. We can choose to be pro-active which will enable reliable planning in terms of
the initiatives and financial impacts versus being reactive which would result in having to catch
up with the market and incurring financial impacts within a much lesser time frame.

With the introduction of smartphones and purpose-built applications, citizens now want to have
information at their fingertips or be able to take a picture of a road pothole and send that to the
City to have it addressed.

We have historically been very dependent on the capabilities of the software vendors and/or
systems provided by these vendors. Our ability to innovate and provide new services or
capabilities has been defined by the respective development roadmaps our vendors have.

The strategy calls upon the City to implement new technologies that integrates systems and also

provides new innovative capabilities for both web and mobile-based applications. We will also
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establish a customer-centric platform that will require a shift in our focus to move from being a
service-centric to a customer-centric organization. The strategic direction is focused around five
key areas:

1.

Extending the Reach of City Online Services

Implementing the Digital Strategy at the City of Richmond will extend the reach of all of our
online services. The benefits to the community will be as follows:

- Improved convenience: Government services, such as bill payments, inquiries,
licensing and development related applications will be available on demand, 24 hours
a day, 7 days a week.

- Improved business processes: The Strategy will focus on simplifying business
processes and enhancing the ways we provide services to the community.

Expanding the Connected City Architecture

The increase in the desire of organizations and individuals to be connected to the Internet at
all times, wherever and whenever they need, has resulted in a dramatic increase in the need
for more bandwidth, speed and mobility. To mitigate this challenge and to provide the City
of Richmond community with the access they need, the City is expanding the connected City
architecture by focusing on the following:

- Increased reach of fibre optics and broadband infrastructure: City owned
facilities are connected to a City owned municipal fibre network infrastructure that
provides high bandwidth services to many of Community Centres and other public
facilities.

- Increased Wi-Fi (wireless Internet) availability: One primary focus will be the
introduction of more public spaces that are Wi-Fi cnabled. Currently, the City of
Richmond provides free Wi-Fi access for the public at City Hall premises. This is
being expanded to all City owned Community Centres, select heritage sites and a
number of parks.

Extending Mobitity for Staff

In 2015, nearly 70% of Canadians own a smartphone. This number has been steadily
increasing over the past decade and is projected to continue to rise over the next five years.
Additionally, with the high rate of technological innovation and evolution in this area,
smartphones are being upgraded on average, every two years.

We have an opportunity to become a leader in how mobile technologies are leveraged to
enable business processes and empower employees — specifically those employees that work
in the field rather than an office. The City of Richmond Digital Strategy is focusing on
extending the mobility of our staff to further help them do their jobs in a more effective and
efficient way.
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To extend the mobility of City employees, the City is developing a connective layer of
technology that we have labeled our Digital Nervous Ecosystem. This technology integrates
to many of our independent systems and enables innovative mobile and web services where
these systems on their own were unable to do so. This mobile enablement means the work
orders would be electronically assigned to work crews and individuals. Employees would
access the work orders using a mobile application on their smartphone or tablet and provide
real-time updates as the work is being done at the work site.

4. Integrating and Interconnecting City Infrastructure

Interconnectivity among systems is key to running effective organizations in the hyper-
connected global world, and municipal governments are no different in their need for
integration.

The City of Richmond Digital Strategy will be focused on integrating and interconnecting
these systems to enable information and data to be shared easily from one system to another
and one department to another.

- Creation of a Digital Nervous Ecosystem: The new City of Richmond Digital
Nervous Ecosystem is a connecting layer of technology that sits on top of multiple
systems.

- Integration of systems to the Digital Nervous Ecosystem: Currently there are
multiple systems that operate independently with data and information isolated within
that system. For example, in the City there are vehicle detectors that exist in
roadways, traffic lights, pump stations and water metres. These sensors collect data
points of information that are captured independently within their respective systems.
Through the integration of systems, we will now be able to pro-actively act on key
business events, such as the detection of a major traffic incident at an intersection.
This event would have business rules defined that would notify staff, create a service
request for work crews to inspect City infrastructure, send a notification to e-Comm
and post an update to the City mobile app advising the community of the incident
causing extraordinary traffic delays.

5. Promoting Open and Transparent Government

In the past few decades, open and transparent government has become more important than
ever for North Americans. For municipalities, transparency around public meetings is
especially important as citizens learn about policy decisions that affect their lives and see
how their tax dollars are being spent.

Technology has enabled governments to be much more open and transparent. Streaming
video of council meetings, social media websites, virtual town halls and mobile apps are
making it easier than ever for the public to provide input to government and feel more
connected and engaged.
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Each of these strategic directions will be addressed, not by a series of individual actions and
activities, but by an integrated technology approach that will bring together technology and
business areas.

Components of the Digital Nervous Ecosystem include several new technologies that will be
seamless to our customers (citizens, businesses, visitors, partners and employees), and will result
in an improved mobile and web experience. The Digital Nervous Ecosystem will also provide
the City with significantly improved data analysis, as it will include improved data warehousing
and Business Intelligence. This will enable the City to obtain more information about usage of
City services and customer experiences and preferences. Ultimately, this allows the City to
provide improved services and offerings to its citizens, as employees and Council are able to
make more informed decisions on how to spend taxpayers’ money and resources. In addition,
through this integrated approach, citizens will be more engaged as they can use social media and
other digital tools to provide direct feedback to the City of Richmond. That feedback will be
tracked and managed as part of the customer engagement process providing council and staff a
real time view of the community on issues.

The Digital Strategy will be transformative for the City of Richmond and its citizens as the City
continues to grow in population at a rapid rate. Over the next decade, the burgeoning population
will create an increase in demand on City services. Implementing this strategy now will allow the
City to be ahead of this growth curve and well prepared to meet the changing needs of the City.

The Digital Strategy provides a framework to guide strategic decisions regarding the City’s
digital services and infrastructure that enhance the City’s services and access for residents. It
identifies five key initiatives and associated projects and actions at various stages of
development over the life of the strategy. In 2014, we implemented a pilot / prototype system
which enabled both the Richmond BC mobile app and the Elections mobile app. The funding
approved for this initiative was $300,000. As part of the 2015 capital plan, $1.8M was approved.
Staff are presently developing and implementing some of the foundation pieces of the Digital
Nervous Ecosystem. The CAO has asked for a complete plan outlining the full scope of the
digital strategy to be implemented over the next three years within this council term.

Financial Impact

The remaining funding is estimated to be $5.5 million over the next three years. Staff will
develop project plans and funding strategies for Council consideration and prioritization as part
of the regular budget and capital planning processes.
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Conclusion

This Digital Strategy, with input from the organizational Steering Committee, addresses current
opportunities and challenges and will equip Richmond with the tools to transform its current
customer service approach from service-centric to customer-centric. The strategy outlines five
strategic directions which act as a framework to guide actions and work plans. With leadership
and support from the City, this Digital Strategy will move the City of Richmond to the forefront
of innovation for municipal government across North America.

~
) 7
_ .

—

Adrienne Ash
Systems Analyst
(604-276-4213)
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Att. 1. City of Richmond Digital Strategy document
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