Report to Committee

Richmond
To: General Purposes Committee Date: August 29, 2017
From: Grant Fengstad File:
Director, Information Technology
Re: Digital Strategy — Status Update 2017

Staff Recommendation

That Attachment 1 to the staff report, “ Digital Strategy — Status Update 2017 dated August 4,
2017 from the Director, Information Technology be endorsed and made available to the
community through the City’s website and various communication tools including social media
channels to promote and increase awareness of the City’s progress towards achieving its digital
goals.

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

The Richmond Digital Strategy was approved by Council on October 13, 2015. The Digital
Strategy is a framework to guide the use of digital tools, products and channels to improve the
efficiency and effectiveness of our employees and better serve our residents.

Since 2013 the Digital Strategy has been directed by a Steering Committee comprised of
stakeholders from each division in the City. Led by Information Technology, the Committee
created a multi-year plan to guide the phased rollout of transformative technologies over several
years.

The vision of the Digital Strategy is:

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

The goal of the Digital Strategy is:

e To facilitate strategic thinking and better coordination around the innovation and
enabling concepts of “Smart City”, with the ultimate goal of embedding digital
technology into the City’s operations, information dissemination and communication
with the residents and business community.

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 Digital Strategy identified the opportunities with the greatest potential to enhance the City’s
service delivery and engage meaningfully with Richmond’s residents and business community,
while creating a framework of principles and objectives to guide technology decisions going
forward. The key focus for this framework has always been the customer. This customer-centric
perspective targets an improved experience for the residents, business operators, visitors,
partners and employees of the City of Richmond for all technology developments and
enhancements.

The critical step to supporting the strategy involved significant work to develop the Digital
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Nervous Ecosystem (DNE)—or middleware layer—that permits connectivity among the City’s
systems and services. Several projects have been completed to introduce this interconnectivity.
Building on the DNE foundation, the Customer Profile project launched in February paves the
way for single sign-on access to these interconnected systems and services. Ultimately, all
projects within the Digital Strategy focus on the five key strategic directions:

Extending the Reach of City Online Services
Expanding the City Connected Architecture
Extending Mobility for Staff

Integrating and Connecting City Infrastructure
Promoting Open and Transparent Government
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The “2017 Digital Strategy Status Update” (Attachment 1) contains full detail on the progress of
the Richmond Digital Strategy.

Financial Impact

None

Conclusion

The City of Richmond Digital Strategy is making excellent progress toward achieving its goals.
Much has been achieved in the first two years of the plan, and staff are on track to deliver the
remainder of the projects over the coming 16 months.

The focus over the remaining period (to the end of 2018) will be finalizing a “single view of
customer”—enabling staff to consolidate the history of interactions, transactions and enquiries
from each customer —and Customer Profile which will give customers an efficient and
personalized view of their transactions with the City.

Building on what has already been completed, these projects, together with the upcoming launch
of the City’s new Perfect Mind recreation program management system, will position the City of
Richmond at the forefront of technological innovation for municipal governments across North
America.

Toge, Gl on berail

Vincent Chu
Manager, IT Innovation and Development
(604-247-4478)

Att. 1: 2017 Digital Strategy Status Update
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