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April 17, 2006 
 
 
 
Mr. Geoff Samson 
Manager, Information Technology 
City of Surrey 
 
 
Dear Geoff: 
 
PTI is pleased to present the final Information Technology Strategic Plan to the City of Surrey. This 
report documents the analysis, findings, and recommendations from our work conducted from October 
2005 through March 2006.   
 
I would like to take this opportunity to thank you, and the other City staff involved in this project. Your 
collective interest, participation, feedback, and effort helped drive the creation of this plan. I would 
particularly like to acknowledge the role of the Information Technology Investment Committee (ITIC). 
The ITIC along with selected business representatives actively worked with PTI as the project steering 
committee to develop the key recommendations put forward in this document.  
 
The project steering committee members are: 

 Beth Barlow, Library 
 Owen Croy, Parks, Recreation and Culture 
 Murray Dinwoodie, Planning and Development 
 Len Garis, Fire Department 
 Ralph Hildebrand, City Manager’s Office 
 Vincent Lalonde, Engineering 
 Nick Marach, Planning and Development 
 Mehran Nazeman, Planning and Development 
 Margaret Roberts, Finance, Technology, & HR 
 George Siudut, Planning and Development 
 Hari Suvarna, Finance, Technology, and HR 
 Lisa White, Parks, Recreation and Culture 
 Rob Wilson, Engineering 

 
Please call me at (425) 881-3991 with any questions or concerns about this deliverable. 
 
Thanks and best wishes, 

 
 
Mike Silverman 
Co-Chief Executive Officer 
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INTRODUCTION 

In October of 2005, the City of Surrey (the City) 
engaged Pacific Technologies, Inc. (PTI) to prepare a 
city-wide information technology (IT) strategic plan. 
PTI conducted this exercise in partnership with a 
project steering committee consisting of senior 
management representatives from all City departments. 
This group provided critical guidance to our team 
throughout the project. 
 
PTI supported the effort through interviews, focus 
groups, and workshops involving over 160 
stakeholders1. Our team also gathered and analyzed 
documentation related to IT planning, policies, and 
procedures, and city-wide planning initiatives. Finally, 
our consultants analyzed quantitative data related to 
city-wide IT spending and support, and examined the 
City’s current network architecture and application 
portfolio. 
 
PTI’s approach to technology planning revolves around 
four critical dimensions of IT: 
♦ IT Decision Making – the processes for making 

city-wide IT investment decisions 

♦ IT Service Delivery – the city-wide organizational 
structure and staffing approach to supporting 
applications and infrastructure 

♦ Applications – the software used to support the 
City’s business functions 

♦ Technical Infrastructure – the databases, hardware, 
and networks deployed to support the applications 

                                                           
1 Appendix A provides a list of participants. 

These four dimensions served as a common thread 
through the project’s three major phases: 

 Assessment – PTI conducted an evaluation of the 
current IT position across the four IT dimensions. 

 Strategy Development – In partnership with the 
project’s steering committee, PTI leveraged the 
information collected in the assessment and 
developed recommendations for addressing the major 
findings. We also established strategic IT goals. 

 Implementation Planning – Based on the 
recommendations from the previous phase, PTI 
created a workplan that defines a key set of projects 
intended to implement the recommendations. 

 
Overall, this work provides the City of Surrey with a 
“blueprint” for the future of IT, with the ultimate 
objective of moving the City toward the agreed-upon 
strategic IT goals. 
 
It should be noted that this report represents a 
“snapshot” of the state of IT at the time the work was 
done, and may not reflect activity after March of 2006. 
As circumstances change, the City’s IT priorities must 
also accommodate those changes. Consequently, this 
plan should be treated as a living document, reviewed 
annually and revised as necessary. 
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The remainder of this chapter summarizes the results of 
the planning effort, as follows: 

A. Strengths 

B. Key Issues and Business Impacts 

C. Key Solutions and Business Benefits 

D. Major Findings 

E. Major Recommendations 

F. Recommended Projects and Costs 

G. Conclusion 
 

While this document is intended to be non-technical, it 
does contain some “jargon,” as well as some terms 
specific to PTI’s planning methodology. Accordingly, 
Appendix I provides a glossary. 
 
A. STRENGTHS 

While projects of this type necessarily focus on areas 
needing improvement, our assessment also brought to 
light positive aspects of IT at the City – areas that 
should be acknowledged and built upon. Notably: 
♦ The City benefits from a professionally-managed 

IT organization – The IT Division operates in a 
highly-efficient manner, particularly given its limited 
staffing levels. Proficiency levels are high across the 
board, from senior management to line staff. 

♦ IT operates in a largely standardized environment 
– Standards, policies, and procedures are in place; 
significant progress has been made toward 
implementing the Information Technology 

Infrastructure Library (ITIL) service management 
framework.2 

♦ An IT investment committee is in place – The City 
has a forum for making IT decisions and a 
mechanism for directing strategic IT investments. 

♦ Virtually all major municipal functions have some 
level of automation – Technology tools increase 
staff productivity and enhance customer service, 
including the areas of financial management, permit 
management, maintenance management, registration 
and scheduling, etc. 

♦ Desktops, workstations, and servers are kept up 
to date with a technology refresh fund – This “best 
practise” approach to infrastructure funding ensures 
continuity of IT service availability and avoids large, 
unplanned expenditures to replace obsolete 
technology. 

♦ The network is reliable, safe, secure and 
responsive – A well-designed network infrastructure 
effectively supports day-to-day business operations, 
ensuring information privacy and system integrity. 

 
B. KEY ISSUES AND BUSINESS IMPACTS 

To the City’s credit, Surrey’s IT organization is much 
stronger than most that we see. As a result, we have a 
relatively brief list of key issues. This does not, 
however, diminish the importance of the following 
items:  
♦ The City’s IT Division is significantly 

understaffed – As a result, Surrey has not been able 
                                                           
2 The Information Technology Infrastructure Library (ITIL) is an 
integrated set of best-practise recommendations with common definitions 
and terminology. 
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to keep its application portfolio current and lags 
significantly behind industry best practises in 
staffing areas such as server, security and network 
administration, and business systems analysis. 
Correspondingly, a share of IT work is also 
performed by staff who do not have IT job titles but 
spend more than 10% of their time doing IT-related 
functions (i.e., “shadow” staff). 

♦ Existing IT decision-making processes have not 
effectively set strategic IT direction – Decisions 
have tended to be more tactical in nature and Surrey 
does not have an articulated plan for making major 
IT investments. 

♦ Some municipal functions lack reliable and 
current automation – Issues surround the City’s 
core finance application, which is not on a recent 
release and has several unimplemented modules.  
 

BUSINESS IMPACTS 

The key issues directly affect how the City does 
business: 

♦ Understaffing undermines the City’s ability to 
undertake new initiatives – potentially impacting 
services to citizens. Furthermore, IT has difficulty 
keeping the City’s software current, meaning that 
Surrey does not get to take advantage of new 
capabilities inherent in the updated products. 

♦ Surrey lacks a document/content management 
solution – exposing Surrey to liability surrounding 
lost, inaccurate, or inappropriately managed 
information, and increasing the time required to 
satisfy citizen information requests. 

♦ Additional business unit staff may be needed as 
population growth continues – adding further 
pressure on City service delivery. Properly staffed, 
Surrey’s IT Division can help the entire City 
improve productivity – helping the City retain its 
lean overall staffing approach in the face of 
increased service volumes. 

 
C. KEY SOLUTIONS AND MAJOR BUSINESS 
BENEFITS 

To address these issues, PTI developed the following 
major recommendations: 
♦ Increase IT Division staffing to meet current 

operational demands. Specifically, we recommend 
adding 4 – 6 IT-titled full-time employees (FTEs) to 
assist with: 
• Business application support 
• Business systems analysis 
• Server administration 
• Network administration 
• Security administration 
• Telephone support 
Note that an additional 2.5 to 3.0 FTEs will be 
needed to support the new application initiatives 
recommended by this plan. 

♦ Implement the recommended IT decision-
making model, with associated roles, 
responsibilities and support tools, as outlined in 
Chapter 3. This will help provide strategic IT 
direction as well as ensure that the City makes 
informed IT investment decisions that clearly align 
with overall business priorities. 
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♦ Remediate problems with key business 
applications by investing in the existing finance 
system, resolving questions surrounding the City’s 
use of two maintenance management packages, and 
continuing to improve the City’s eGovernment 
position. 

♦ Over the near term, make strategic investments 
in: 
• Enterprise content management – providing 

a mechanism for managing the creation, 
retention, and appropriate destruction of the 
City’s electronic records, including email, 
electronic documents (e.g., word processing 
files, etc.) and scanned materials (e.g., plans, 
images, correspondence, etc.). 

• Integrating land-related information across 
all the City’s major applications – with a 
long-term vision of creating a single source for 
address and property data, including ownership 
records, tax history, permit history, geospatial 
data, etc. 

• Field automation – allowing staff in the field 
to access City systems to facilitate completion 
of their work. 

♦ Toward the end of the current planning horizon, 
consider the potential need to replace Surrey’s 
financial application (Computron) with a more 
modern and comprehensive municipal 
automation solution. 
 
While the steering committee reviewed the need to 
invest in customer relationship management 

(CRM)3 automation, no clear business sponsor for 
the effort emerged. The City may want to reconsider 
this technology in the future, possibly in association 
with creation of a local 311 centre – or as part of a 
broader, regional CRM initiative. 

 
BUSINESS BENEFITS 

The above recommendations are intended to address 
issues facing Surrey IT and help meet business unit 
needs. We expect them to offer the following key 
business benefits: 

♦ Improved business unit productivity – resulting 
from better use of software and emerging 
technologies, and potentially reducing the need to 
add additional staff in the face of growing demands 
for City services. 

♦ Critical areas of unmet needs are addressed, 
particularly in the arenas of document management 
and land information. Investing in these applications 
will reduce Surrey’s liabilities, improve operational 
efficiency, and significantly enhance service to 
citizens. 

♦ Better allocation of scarce IT resources – 
ensuring that efforts are directed to areas of greatest 
need. 

 
 
 
 

                                                           
3 CRM is the methodologies and software that help an enterprise manage 
customer relationships in an organized way. 
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D. MAJOR FINDINGS 

In this section, we highlight the most significant 
findings from the assessment and their corresponding 
impacts on the City. In keeping with the theme of our 
planning approach, we have organized our findings 
along the four dimensions:  
♦ IT Decision Making 

♦ IT Service Delivery 

♦ Applications 

♦ Technical Infrastructure 
 
IT DECISION MAKING FINDINGS 

 
 
 
 
♦ At 2.55% of the total City operating budget, IT 

spending is on the lower-end of what PTI typically 
sees in an organization of Surrey’s size and 
complexity. Our analysis indicates that significant 
portions of this expenditure – upwards of 30% – are 
used for capital projects; further reducing 
investments that support ongoing City operations.  

 

♦ Historically, the City has difficulty committing 
necessary resources to fully implement and 
maintain its software – examples include Maximo, 
for work management; Computron, for financial 
management; PeopleSoft, for payroll, human 
resources, and timekeeping. Insufficient funding and 
staffing results in under-utilized software, gaps in 
functionality, and end-user frustrations. 

♦ Web and GIS committees have been more 
operational than strategic – While tactical needs are 
met, no long-term vision for these key technologies 
has been established. 

 
IT SERVICE DELIVERY FINDINGS 

 
 
 
 
♦ IT is significantly under-staffed. Although IT 

operates very efficiently, it lacks the resources and 
capacity to undertake capital projects and keep 
current with the maintenance workload. The graph 
on the next page presents a typical range for 
operations and maintenance IT staffing as a 
percentage of total City staff. At 2.3%, Surrey’s 
percentage is quite low4. Organizations that fall 
toward the lower-end of this range often experience 
service degradation. At Surrey, insufficient staffing 
in IT has impacted the City’s ability to keep 
applications current and led to the proliferation of 
shadow staff in the business units. 

                                                           
4 The 2.3% figure includes shadow staff but does not include estimated IT 
Division labour spent on capital projects. 

City of Surrey Operating Expenditures

Cost
% of Total 

Operating Budget
Total Operating Budget 245,078,000$                 
Information Technology Portion 6,261,534$                     2.55%

IT Goods & Services 3,030,554$                     1.24%
IT Department 2,269,000$                      
All Other Departments 761,554$                        

IT Personnel* 3,230,980$                      1.32%
IT Department 2,486,980$                      
All Other Departments 744,000$                        

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications
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♦ The service desk has room for improvement. At 

approximately 20%, first call resolution rate appears 
low, resulting in more work for tier-2 staff (best 
practise target for first-call resolution is 70%). In 
addition, service desk staff are not kept current on 
application rollouts, making it difficult to respond to 
application-related calls. 

♦ The IT Division spends a significant amount of 
time on capital projects. There is little labour 
distinction made between capital projects and day-to-
day operations of IT. Service levels for O&M 
activities are diminished when O&M staff are pulled 
to support capital projects. Often, no backfill staff are 
provided, creating unmet labour needs. In addition, 
this practise hides the true cost of capital projects, as 
O&M funding sources subsidize their IT labour 
costs. 

 
APPLICATIONS FINDINGS 

 
 
 
 
 
♦ The City lags behind other municipalities in some 

key areas of automation – missing opportunities to 
streamline and automate functions, contrary to best 

practises in some instances. Notable gaps in the 
City’s software portfolio include: 

• Accounts receivable 
• Purchasing requisitions 
• Fixed assets 
• Project accounting 
• Contract management 
• Intranet 
• Computer Telephony Integration (CTI) – for 

building inspections 
• Mobile computing 

♦ Two major applications (Maximo and Computron5) 
are not current – meaning that the City is not able to 
leverage new enhancements and “best practises” 
included by the vendor in new releases. In addition, 
the City risks losing support from vendors. 

♦ Contrary to best practises, the City has two 
maintenance management systems (Maximo and 
Azteca). Using two similar systems leads to 
redundant services and increased IT support costs. 
City staff also need to learn multiple application 
interfaces, and the City loses opportunities to 
standardize business practises. The City is still in the 
process of determining path forward, and it is a 
priority for the City to complete an assessment and 
make a decision this year. 

♦ No master address database exists – addresses are 
stored in a variety of applications, using disparate 
formats. Conflicting address information is often 
found, redundant data entry is required, and it is 

                                                           
5 The Computron upgrade is on track to complete end of May 2006. 

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications
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difficult to get a comprehensive picture of all activity 
associated with a particular address. 

♦ The City has made little progress in automating its 
document management system. Surrey struggles to 
manage its paper and electronic documents, causing 
operational inefficiencies and exposing Surrey to 
liability associated with mis-handled information. 

 
TECHNICAL INFRASTRUCTURE FINDINGS 

 
 
 

 

♦ The City’s network lacks sufficient bandwidth for 
emerging technologies – significant investments are 
required for deploying voice-over-IP, video 
conferencing, and other data intensive applications. 
Although plans are in place to upgrade the existing 
infrastructure over time, some strategic initiatives, 
such as enterprise content management, may depend 
on increased network capacity. Furthermore, the City 
requires additional capacity for Internet access (i.e., 
ISP bandwidth). 

♦ No field access to the network exists. Contrary to 
industry practises, the City does not take advantage 
of wireless mobile computing devices to reduce trips 
back to the office. There is no enterprise-wide 
standard for wireless mobile computing support or 
related strategy. 

♦ There is potential room for server consolidation –
reducing support costs and total cost of ownership 
over the life of the hardware. 

E. MAJOR RECOMMENDATIONS 

Based on the assessment findings, PTI defined several 
key recommendations for the City regarding IT. The 
following presents those recommendations, and 
outlines attendant benefits. 
 
IT DECISION MAKING RECOMMENDATIONS 

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications

 
 
PTI developed a revised decision-making model and 
validated it with the project steering committee. Major 
changes include: 
 
Alter the composition and focus of the ITIC to 
include primarily or exclusively general managers,6 
focusing the group on setting strategic priorities, while 
shifting responsibility for initial project review and 
prioritization to interest groups – described below. 
 
Develop interest groups for major City functional areas 
that cross organizational boundaries (e.g., land, Web, 
public safety, finance, etc.). These groups steer 
development of more detailed plans and serve as the 
primary body for ranking initiatives. 
 
Use balanced scorecard (or a similar process) to rank 
proposed projects. These approaches objectively 
prioritize and align IT initiatives with City business 
objectives. 
 
                                                           
6 Project DM1. “Implement recommended IT decision-making model” 
will determine the final makeup of the group. 

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications
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Educate senior managers on emerging technologies 
through a workshop or retreat. This approach keeps 
senior managers current with innovative solutions for 
addressing business problems and infuses the enterprise 
with a forward-thinking approach to technology. 
 
IT SERVICE DELIVERY RECOMMENDATIONS 

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications

 
 
PTI recommends adding 4 to 6 permanent IT FTEs, 
bringing the percentage of the City staff devoted to IT 
operations and maintenance to approximately 2.6%.  
 
Potential areas for increasing staff include business 
application support, business systems analysis, network 
administration, security administration, server 
administration, and telephony administration. 
 
Note that the recommended increase relates to 
effectively supporting the existing IT O&M workload – 
not additional capacity. New responsibilities will 
require additional staff (e.g., enterprise content 
management, etc.).7 
 
If the City implements all of the recommended 
strategic IT initiatives, 2.5 to 3.0 additional IT FTEs 
will be required, raising the percentage of City staff 
developed to IT O&M to approximately 2.75% 

                                                           
7 Moving the City to the 3% metric would require an increase of 12 FTEs. 
Given that Surrey appears to be more efficient at managing its IT 
infrastructure than most of our clients and generally takes a “lean” 
approach to overall staffing, it is our professional opinion that 12 
additional FTEs are not warranted. 

 
APPLICATIONS RECOMMENDATIONS 

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications

 
 
The City’s finance system – Computron – needs to be 
upgraded8. The present version (6.0) is no longer 
supported by the vendor. By upgrading to the latest 
release, Surrey can expect to receive continuing 
support from the vendor and to have automated support 
for the latest industry best practises. This upgrade also 
presents an opportunity to evaluate and streamline 
business processes.  
 
Additionally, the City should implement Computron 
components not yet installed, specifically the 
following high-priority modules: 

 Fixed assets 
 Workflow 
 Integrated purchasing requisition within the 

purchasing module 
 
The City should also consider implementing the 
following PTI-recommended modules, based on best 
practises: 

 Accounts receivable 
 Contract management 
 Project accounting 

 
By upgrading and implementing the listed modules, the 
City can expect to see improved accounting controls, 
cost savings, and tighter integration with other City 

                                                           
8 The City anticipates completing the upgrade to version 9.0 in May 2006. 
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systems. This step also positions the City for a potential 
future upgrade to a more robust and comprehensive 
enterprise resource planning (ERP) solution. 
 
PTI also developed and reviewed a list of potential 
strategic IT initiatives with the project steering 
committee – and ranked the initiatives using a voting 
process9. The following recommendations reflect the 
results of that work: 
 
Invest in eGovernment, enhancing the website with 
an emphasis on a customer-centric design and 
increasing the transactional capabilities for high-
volume customer contact points. Investment in this 
arena has potential to reduce “front counter” labour, 
freeing staff capacity to conduct higher-value activities. 
It should be noted that opening additional channels for 
customer contact communications may result in 
increased labour demands if existing services are not 
reduced. For instance, enhancing electronic payment 
capabilities without decreasing front-counter labour 
could increase total costs. 
 
Invest in integrated land information, developing a 
master address database and integrating land-based 
data across major City systems. Although this 
initiative is a large undertaking, the benefits are 
significant. They include increased operational 
efficiency through reduction in erroneous data and 
redundant data entry, reduced liability related to 
inaccurate address/location information, and improved 
customer service through easy access to a variety of 
integrated land-related information. We suggest that 
the City undertake this effort in two phases. The first 

                                                           
9 See Appendix H for additional detail. 

will determine a business sponsor, conduct business 
process re-engineering, and developing interfaces to 
ensure accurate data propagation. The second phase 
will develop the centralized addressing system. 
 
Invest in enterprise content management (ECM), 
deploying city-wide standards for document 
management. This investment automates and re-
engineers processes involving content and document 
production, retention, and destruction. It reduces the 
risk of lost documents and enhances the management 
of information throughout the document life-cycle. 
 
Invest in field automation, leveraging wireless 
technology and mobile computing devices for field 
staff. Major municipalities use this technology as a 
mechanism for increasing efficiency and productivity 
of field staff. 
 
Invest in business intelligence (BI), further 
leveraging the existing software licenses. BI is the 
least expensive major initiative and offers a high 
payback by enhancing decision-making through better 
analytics. 
 
Continue to invest in existing business effectiveness 
improvement and application sustainment programs – 
helping the City stay current with its software and 
funding small, but by no means insignificant, business 
improvement projects. 
 
The above strategic initiatives reflect a combination of 
Surrey-specific business needs as well as adoption of 
industry trends and best practises utilized in both the 
private and public sectors. Surrey can expect to realize 
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significant gains in operational productivity and 
service to constituents through their pursuit. 
 
TECHNICAL INFRASTRUCTURE 
RECOMMENDATIONS 

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications

 
 
From an infrastructure perspective, Surrey operates 
efficiently. The City should continue to enforce 
network/security and infrastructure standards, and to 
pursue its structured approach toward asset 
management. 
 
Nevertheless, Surrey should investigate further server 
consolidation. By doing so, the City can reduce 
support and maintenance costs. 
 
While network infrastructure appears sufficient for 
present needs, the City may need to pursue network 
upgrades as well as ISP bandwidth upgrades for high-
bandwidth applications such as enterprise content 
management, VOIP, video conferencing, or other 
similar technologies. 
 
In addition, the City should contract with a regional 
cellular service provider to implement mobile 
computing access to City systems. This technology 
offers realizable efficiency gains through reduced trips 
back to the office and real-time data access, as well as 
improved services for constituents (e.g., real-time 
permit issuance). 
 

To keep pace with other municipalities and constituent 
expectations, the City should also implement WiFi 
“hotspots” at strategic locations such as libraries and 
City Hall. 
 
F. RECOMMENDED PROJECTS AND COSTS 

This section presents the projects, cost estimates, and 
proposed schedule associated with implementing the 
strategic IT plan’s key recommendations. It includes:  
 
♦ Estimated Project Costs – initial cost estimates for 

the recommended projects. The estimates include 
lower and upper ranges for both one-time and 
recurring costs. Appendix B presents the key 
assumptions supporting these estimates. 

♦ Average Annualised Project Cost Estimates – 
depicts yearly project costs based on an average of 
upper-end and lower-end cost estimates. 

♦ Recommended Project Schedule – presents a Gantt 
chart that depicts recommended project timelines.
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ESTIMATED PROJECT COSTS 

The following table presents one-time and recurring cost estimates10 for each recommended project. Note that, in some 
instances, significant differences exist between the lower-end and upper-end estimates. Appendix B explains these 
gaps. Lower-end estimates reflect reduced scope, lower materials (i.e., software, hardware, etc.) costs, and/or greater 
reliance on internal labour. Upper-end estimates are more “conservative” estimates regarding expenses for all aspects 
of a project. All costs are incremental to the City (i.e., in addition to existing budgets).11 

600,000$                     90,000$                       900,000$                     135,000$                     
80,000$                       16,000$                       600,000$                     60,000$                       

464,000$                     70,000$                       1,160,000$                  174,000$                     
574,000$                     65,000$                       1,148,000$                  95,000$                       
892,000$                     80,000$                       1,186,000$                  113,000$                     
220,000$                     12,000$                       300,000$                     20,000$                       
800,000$                     80,000$                       1,200,000$                  110,000$                     

-$                                 200,000$                     -$                                 300,000$                     
-$                                 -$                                -$                                -$                                

Subtotal -- Application Projects 3,630,000$                 613,000$                    6,494,000$                 1,007,000$                 

-$                                 -$                                 70,000$                       -$                                 
-$                                 -$                                 130,000$                     -$                                 
-$                                 -$                                 116,000$                     58,000$                       
-$                                 -$                                 70,000$                       -$                                 
-$                                 -$                                75,000$                      -$                                

Subtotal -- Decision Making Projects -$                                 -$                                461,000$                    58,000$                      

204,000$                     542,000$                     408,000$                     705,000$                     
-$                                 -$                                 38,000$                       -$                                 
-$                                 -$                                29,000$                      82,000$                      

Subtotal -- Service Delivery Projects 204,000$                    542,000$                    475,000$                    787,000$                    

-$                                 -$                                 116,000$                     -$                                 
193,000$                     39,000$                       446,000$                     89,000$                       
80,000$                       16,000$                       110,000$                     22,000$                       
94,000$                       19,000$                       188,000$                     38,000$                       

-$                                 -$                                100,000$                    29,000$                      
Subtotal -- Technical Infrastructure Projects 367,000$                    74,000$                      960,000$                    178,000$                    

Total - All Projects 4,201,000$                 1,229,000$                 8,390,000$                 2,030,000$                 

TI5. Conduct bandwidth study and upgrade network

TI2. Develop disaster recovery site
TI3. Plan and implement VLAN security within City network
TI4. Deploy municipal WiFi hotspots 

SD3. Address after hours support needs

DM2. Develop eGovernment strategy
DM3. Develop disaster recovery plan

DM1. Implement recommended IT decision-making model

Lower-End Estimate Upper-End Estimate

A2. Implement eGovernment program
A3. Implement integrated land information program

Application Projects One-Time Costs Recurring Costs One-Time Costs Recurring Costs

A8. Implement business effectiveness improvement program

A1. Implement financial systems improvement program

A5. Implement field automation program

A7. Implement maintenance management program

A4. Implement enterprise content management (ECM) program

A6. Implement business intelligence program

IT Decision-Making Projects

IT Service Delivery Projects

A9. Implement application sustainment program

DM4. Evaluate future of Computron
DM5. Determine maintenance management strategy

SD1. Add IT staff

TI1. Develop field automation approach and standards
Technical Infrastructure Projects

SD2. Train business unit staff in application administration

 

                                                           
10 One-time costs include, as relevant, software licenses, implementation services, hardware acquisitions, and large capital outlays. Recurring costs include 
maintenance fees, service fees, and IT staff salaries as applicable. Note that recurring costs do not include estimates of business unit labour. 
11 Project A9 is already budgeted. Project SD1 estimates are based on average burdened salaries at Surrey and assumes use of contactors for the first year. 
Approximately 12 FTEs of IT Division labour are currently diverted to capital projects. This could provide a potential funding source for the new staff. Cost 
includes both staff necessary to sustain current operations and additional FTEs to provide ongoing maintenance associated with the new strategic initiatives. 
Figures are rounded to the thousands. 
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AVERAGE ANNUALISED PROJECT COST ESTIMATES 

The table below presents the annualised expenditures for the recommended projects, including an average of lower and 
upper cost estimates for one-time costs and assuming that recurring costs begin in the initial year of implementation.12 
Neither inflation nor labour rate increases are factored into the estimates. Note that, while the five-year total may look 
large, approximately $6.29 million represents capital investments. 

317,000$         385,000$          385,000$         112,000$      112,000$      1,311,000$      
151,000$         151,000$          151,000$         38,000$        38,000$        529,000$          
212,000$         482,000$          392,000$         212,000$      121,000$      1,419,000$      
80,000$           654,000$          367,000$         80,000$        80,000$        1,261,000$      

615,000$         615,000$          96,000$           96,000$        96,000$        1,518,000$      
102,000$         16,000$            189,000$         16,000$        16,000$        339,000$          
166,000$         166,000$          380,000$         380,000$      380,000$      1,472,000$      
250,000$         250,000$          250,000$         250,000$      250,000$      1,250,000$      

-$                     -$                     -$                     -$                  -$                  -$                     
Subtotal -- Application Projects 1,893,000$     2,719,000$      2,210,000$     1,184,000$  1,093,000$  9,099,000$      

-$                     -$                    -$                    -$                 -$                 -$                     
-$                     725,000$          725,000$         725,000$      623,000$      2,798,000$      
-$                     18,000$            -$                     -$                  -$                  18,000$            

55,000$           40,000$            40,000$           40,000$        40,000$        215,000$          
Subtotal -- Decision Making Projects 55,000$          783,000$         765,000$        765,000$     663,000$     3,031,000$      

-$                     -$                    -$                    -$                 -$                 -$                     
17,000$           17,000$            -$                     -$                  -$                  34,000$            

-$                     65,000$            -$                     -$                  -$                  65,000$            
43,000$           72,000$            29,000$           29,000$        29,000$        202,000$          

-$                     -$                     -$                     -$                  34,000$        34,000$            
18,000$           18,000$            -$                     -$                  -$                  36,000$            

Subtotal -- Service Delivery Projects 78,000$          172,000$         29,000$          29,000$       63,000$       371,000$          
-$                     -$                    -$                    -$                 -$                 -$                     

11,000$           46,000$            -$                     -$                  -$                  57,000$            
127,000$         191,000$          191,000$         63,000$        63,000$        635,000$          
76,000$           57,000$            19,000$           19,000$        19,000$        190,000$          
48,000$           68,000$            108,000$         28,000$        28,000$        280,000$          
39,000$           39,000$            14,000$           14,000$        14,000$        120,000$          

Subtotal -- Technical Infrastructure Projects 301,000$        401,000$         332,000$        124,000$     124,000$     1,282,000$      
Total - All Projects 2,327,000$     4,075,000$      3,336,000$     2,102,000$  1,943,000$  13,783,000$    

Application Projects

A5. Implement field automation program

DM3. Develop disaster recovery plan

A8. Implement business effectiveness improvement program
A9. Implement application sustainment program

SD2. Train business unit staff in application administration
SD3. Address after hours support needs

A1. Implement financial systems improvement program
A2. Implement eGovernment program
A3. Implement integrated land information program
A4. Implement enterprise content management (ECM) program

SD1. Add IT staff

DM2. Develop eGovernment strategy

A7. Implement maintenance management program

DM4. Evaluate future of Computron

A6. Implement business intelligence program

TI1. Develop field automation approach and standards

IT Service Delivery Projects

DM1. Implement recommended IT decision-making model

Technical Infrastructure Projects

IT Decision-Making Projects

TI5. Conduct bandwidth study and upgrade network

TI2. Develop disaster recovery site
TI3. Plan and implement VLAN security within City network
TI4. Deploy municipal WiFi hotspots 

DM5. Determine maintenance management strategy

2006 5-Year2010200920082007

 

                                                           
12 Project A9 is already budgeted. Project SD1 estimates are based on average burdened salaries at Surrey and assumes use of contactors for the first year. 
Approximately 12 FTEs of IT Division labour are currently diverted to capital projects. This could provide a potential funding source for the new staff. Cost 
includes both staff necessary to sustain current operations and additional FTEs to provide ongoing maintenance associated with the new strategic initiatives. 
Figures are rounded to the thousands. 
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RECOMMENDED PROJECT SCHEDULE 

The Gantt chart below displays the recommended timeline for the projects. It has been reviewed and approved by the 
project steering committee. The City will need to periodically make appropriate adjustments to the schedule based on 
resource constraints and changing business needs. Note that “major IT events” have been added to the schedule to provide 
an indicator of the significant maintenance demands on the IT Division over the course of the plan. In addition, projects 
A8 and A9 represent major ongoing efforts by the IT Division. 

 

Task Name

Applications
A1. Implement financial systems improvement program

A2. Implement eGovernment program

A3. Implement integrated land information program

A4. Implement electronic content management (ECM) program

A5. Implement field automation program

A6. Implement business intelligence program

A7. Implement maintenance management program

A8. Implement business effectiveness improvement program

A9. Implement application sustainment program

A10. Invest in customer relationship management (CRM)

IT Service Delivery
SD1. Add IT staff

SD2. Train business unit staff in application administration

SD3. Address after hours support needs

IT Decision-Making
DM1. Implement recommended decision-making model

DM2. Develop eGovernment strategy

DM3. Develop disaster recovery plan

DM4. Evaluate future of Computron

DM5. Determine maintenance management strategy

Technical Infrastructure
TI1. Develop field automation approach and standards

TI2. Develop disaster recovery site

TI3. Plan and implement VLAN security within City network

TI4. Deploy municipal WiFi hotspots

TI5. Conduct bandwidth study and upgrade network

Major IT Events
Switches

Telephone PBX

Desktop replacement (Library's public access PCs)

Microsoft Office upgrade

PeopleSoft upgrade

POS upgrade

Microsoft Exchange

Amanda web

Recreation management web

Implement CMS upgrade

Qtr 1 Qtr 2 Qtr 3 Qtr 4 Qtr 1 Qtr 2 Qtr 3 Qtr 4 Qtr 1 Qtr 2 Qtr 3 Qtr 4 Qtr 1 Qtr 2 Qtr 3 Qtr 4 Qtr 1 Qtr 2 Qtr 3 Qtr 4
2006 2007 2008 2009 2010
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G. CONCLUSION 

Earlier in this executive overview, we presented key recommendations and associated benefits intended to address the 
major findings. By implementing these recommendations, the City of Surrey can achieve its strategic IT goals, 
developed in partnership with the project steering committee, and presented below. 
 

 
 
In many respects, this planning effort represents the “easy part.” The real work lies ahead – translating these 
recommendations into results. To successfully move forward and realize the benefits of these projects, the City must 
commit the requisite time and funding. 
 
This work ultimately belongs to the City. It will require the active involvement of Surrey’s Senior Management 
Team and staff to see these initiatives to their fruition – and move the City toward achieving its strategic IT 
goals. 

City of Surrey Strategic IT Goals 
 

 IT investments align with overall business objectives 
 The City’s infrastructure positions the organization for the future to address increased 

demands for security, throughput, and access to information 
 The City invests in business process re-engineering as part of application software 

implementations 
 The City invests in training to maximize the value of its applications 
 The City staffs IT to appropriately meet both capital project and ongoing operations 

and maintenance demands within the context of the City’s overall resource constraints 
 Surrey uses IT to improve service to its customers 
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CHAPTER

2-1

2Assessment
Overview

This chapter presents PTI’s findings and associated 
impacts. During the assessment phase, we collected and 
analyzed IT labour, spending, planning and technical data. 
Additional information was gathered through one-on-one 
interviews and focus groups with City managers and staff –
providing broad opportunities for participation. We validated 
our findings with the project’s steering committee over the 
course of two workshops, one which centered on IT 
decision-making and another which focused on prioritization 
of strategic IT initiatives.

Our assessment work established the City’s baseline 
information technology position along the four key IT 
planning dimensions, presented on the next page. PTI 
utilizes this assessment to determine the difference 
between today’s performance and the potential for the 
future. Where the difference is large, opportunities for 
improvement exist.

This analysis serves as a foundation for the 
recommendations presented in the next chapter: Strategy 
Development.

Note: This assessment represents a point in time – it 
reflects a “snapshot” of the state of IT during the period in 
which the analysis occurred and assumes that data 
provided by the City was accurate at the time collected.

11AssessmentAssessment

Strategy 
Development 

23Implementation 
Planning 
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CHAPTER

2-2

2Assessment
IT Planning Dimensions

This chapter includes:
IT Strengths
IT Decision Making Findings
IT Service Delivery Findings
Applications Findings
Technical Infrastructure Findings

IT Decision Making

The processes for 
making city-wide IT 

investment decisions.

Applications

The software used to 
support the City’s 

business functions.

Technical 
Infrastructure

The databases, 
hardware, and networks 
deployed to support the 

applications.

IT Service Delivery

The city-wide 
organizational structure 
and staffing approach 

to supporting 
applications and 
infrastructure.

The boxes below represent the four major dimensions of IT 
planning that frame PTI’s methodology. We present our 
assessment results using these dimensions as a reference 
point. Subsequent chapters detail recommendations and 
attendant projects, organized by these same four IT planning 
dimensions.
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CHAPTER

2-3

2Assessment
IT Strengths

While projects of this nature necessarily focus on areas needing improvement, it is important to acknowledge existing 
IT strengths, which the City can build upon. The following highlights current IT strengths at the City.

IT is well respected and provides 
proficient and effective service. Surrey’s 
lean and efficient culture maximizes the 
value received from constrained 
resources. The City’s capable staff helps 
ensure the continued professional 
operation of Surrey’s IT functions. Users 
have confidence in the IT Division.

Overall, the City benefits from a professionally-managed IT Division:
♦ Standards, policies, and procedures are in place
♦ Staff are perceived as intelligent, friendly, professional, reliable and responsive
♦ Use of account managers improves communication with business units
♦ Service level agreements are in place in several departments:

• Parks, Recreation, and Culture
• Surrey Public Library
• Engineering (in progress)

♦ Service desk metrics are employed (e.g., call volumes, time to problem resolution, etc.)
♦ Professional project managers are used
♦ Progress has been made toward implementing Information Technology Infrastructure 

Library (ITIL®) processes and procedures
♦ IT staff are specialized – as evidenced by a low “Jack-of-all-trades” metric1

♦ At 201:1, the ratio of desktops to desktop-support staff is very close to the “best 
practise” target we set for our clients

ImpactStrength

1 “Jack-of-all-trades” measures the number of functions a particular individual performs. A high number may 

indicate ineffective allocation of labour, while a low number indicates specialization.
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CHAPTER

2-4

2Assessment
IT Strengths (cont.)

In most instances, automated tools are available to support 
City services, improving staff efficiency.

Virtually all major municipal functions have some level of 
automation.

The public benefits from economies of scale and broader 
access to citizen services. Initial regionalization efforts open the 
door for future outreach and program development.

The City is participating in regional IT efforts:
♦ Public Library InterLINK program (e.g., “one card”)
♦ Provision of Surrey’s fire dispatch and records management 

systems to other local fire departments

Processes are in place to ensure that GIS development is in 
sync with overall City objectives.

Surrey initiated a GIS committee.

The City has viable mechanisms for financially supporting the 
IT environment.

Most stakeholders are comfortable with the existing IT 
funding model.

The fund ensures that the City’s hardware and software are 
kept up to date. It also reflects Surrey’s commitment to 
maintaining a current IT infrastructure.

A technology refresh fund is in place – with respective 
replacement schedules for desktops, workstations, and 
servers.

Aligned with best practises, the City has a forum for making IT 
decisions and a body to provide strategic IT direction.

An IT Investment Committee (ITIC) is in place.

ImpactStrength
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CHAPTER

2-5

2Assessment
IT Strengths (cont.)

Citizens have 24/7 access to government services. 
City staff has less transactional workload and can 
focus on higher-value activities.

Surrey’s website offers transactional capabilities: business licence
renewal, dog licence renewal, parking infraction payments, parks and 
recreation registration, theatre tickets.

Customers and internal staff can easily access 
geospatial information. Leveraging land information 
into major City systems improves staff efficiency.

Surrey has a comprehensive GIS system in place (COSMOS). Most 
users expressed satisfaction.

City staff can be productive off-site and have access 
to necessary City resources.

Secure remote access is available for staff through security keys.

The City reduces security threats and minimizes 
spam and viruses.

Surrey’s network is reliable, safe, secure and responsive:
♦ First-rate anti-virus/anti-spam protection is in place
♦ The City’s data center is well run, centralized, and secure

Standards lower support cost, improve security, and 
enhance system uptime. The City also benefits from 
the ability to leverage large contracts for purchasing 
technology.

IT operates in a largely standardized environment:
♦ Desktop standards are in place – Microsoft Office and Windows 2000
♦ An array of workstation standards are in place, with corresponding 

replacement cycles
♦ The City is largely standardized on the Oracle database

Some City managers have tools to make data-driven 
decisions.

Cognos (business intelligence) is effective for decision support.

ImpactStrength
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CHAPTER

2-6

2Assessment
IT Decision Making 

Overview

From a strategic perspective, IT decision-making represents a critical area 
because it determines how the City allocates IT resources. Without 
appropriate leadership and direction, decisions may be made 
haphazardly, resulting in sub-optimal investments.

In addition, decision-making improvements provide accountability and 
better IT controls. Ultimately, this helps eliminate excess spending and 
maximize the value received from existing IT resources.

The following pages highlight PTI’s key decision-making findings and 
associated impacts.

IT decision making encompasses an organization’s ability to make informed technology investments decisions that
are well aligned with its business needs. This section covers the processes and participants responsible for making IT 
decisions at the City.

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications
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CHAPTER

2-7

2Assessment
IT Decision Making 

Findings

At 2.55%, Surrey falls toward the lower-
end of the range – organizations at the 
lower end invariably under-invest in IT O&M. 
Appropriate funding ensures service 
continuity and positions the City to 
accommodate technological change.

The City provides a baseline of funding to 
maintain its investments in information 
technology. 

Impact

Surrey’s IT O&M spending as a percentage of total City O&M (i.e., 2.55%) is 
within the range of typical municipal IT O&M spending. 

The City spends approximately $6.26 million on technology operation and 
maintenance (O&M) – inclusive of fully-burdened staff salaries, 
hardware/software maintenance, and other recurring technology-related 
expenditures.

Note: Approximately 30% of IT Division labour goes toward capital projects. This figure has not been reduced to reflect 
this allocation.

Finding

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications

City of Surrey Operating Expenditures

Cost
% of Total 

Operating Budget
Total Operating Budget 245,078,000$                 
Information Technology Portion 6,261,534$                     2.55%

IT Goods & Services 3,030,554$                     1.24%
IT Department 2,269,000$                      
All Other Departments 761,554$                        

IT Personnel* 3,230,980$                      1.32%
IT Department 2,486,980$                      
All Other Departments 744,000$                        
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CHAPTER

2-8

2Assessment
IT Decision Making 

Findings (cont.)

The City’s IT O&M expenditures are largely 
centralized. This approach frequently helps 
support economies of scale, fiscal oversight, 
and efficient IT asset management.

Impact

Of the current total City IT O&M spending, 79% is expended within the IT 
department.

Note: Approximately 72% of the “other” category figure goes toward “shadow” labour costs, non-IT-titled staff who spend 
more than 10% of their time doing IT-related activities.

Finding

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications

DISTRIBUTION OF IT O&M EXPENDITURES

Planning & Development
1%

Library
4%

Other
21%

Fire
4%

Parks, Recreation,
& Culture

7%

Engineering
4%

Finance, Tech & HR
1%

Central IT Organization
79%
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CHAPTER

2-9

2Assessment
IT Decision Making 

Findings (cont.)

IT staff are responsible for filtering and prioritizing requests. 
Department priorities are not reflected in the submissions, 
resulting in miscommunications. Some staff feel that small 
projects don’t receive attention.

Some departments don’t filter service/project requests 
prior to submitting to IT. In addition, some departments 
don’t communicate departmental prioritization of requests 
to staff (e.g., project request goes to manager then to IT 
and is not communicated back to the original source).

Software is not kept current and the City risks loss of vendor 
support. The City doesn’t realize the maximum value from its 
software. Users get frustrated and perceive that the 
applications don’t meet their needs.

Competing priorities lead to frustration when projects don’t get 
done. Staff may be reluctant to make decisions because they 
fear that they lack proper authority.

Impact

Historically, the City has difficulty committing the 
necessary resources to fully implement software and to 
provide for ongoing O&M. Maximo (work management), 
Computron (finance), and PeopleSoft (human resources) 
represent examples.

Some confusion surrounds IT decision-making roles. 
Room for improvement exists surrounding city-wide 
strategic IT priorities. 

Finding

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications
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CHAPTER

2-10

2Assessment
IT Decision Making 

Findings (cont.)

Staff potentially feel disconnected from organizational direction.Some major IT decisions are not communicated well, for 
instance: ITIC results, standards changes, replacement 
schedules, etc.

While both the City’s website and its GIS are operationally 
sound and meet tactical needs, Surrey lacks a comprehensive 
vision and strategic direction for these technologies.

Web and GIS committees have been more operational 
than strategic.

Some IT staff feel that their work assignments are subject to 
arbitrary changes. This may affect IT staff morale and quality of 
service delivery.

Some IT staff indicate that priorities are not well 
communicated and appear to change without 
explanation.

ImpactFinding

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications
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CHAPTER

2-11

2Assessment
IT Service Delivery 

Overview

IT service delivery refers to the approach taken to organizing and staffing support for City applications and IT 
infrastructure. This analysis provides insight into alignment of IT service delivery with overall business objectives and 
IT service demands. This section covers our findings and impacts regarding the City’s ability to support its IT 
customers, software, and infrastructure.

Our assessment relied on interviews, focus groups, and a detailed 
quantitative analysis of IT labour effort at the City. We evaluated support 
of over 80 IT functions, including the distribution of labour across those 
activities by centralized and decentralized IT personnel. In addition, PTI 
analyzed workload ratios, staff specialization, and utilization of “shadow”
staff (i.e., individuals who do not have IT job titles but spend more than 
10% of their time on IT activities).

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications
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CHAPTER

2-12

2Assessment
IT Service Delivery 

Findings (cont.)

Inadequate staffing leads to overtaxed personnel and means 
that some important O&M work does not get done – as 
evidenced by the City’s inability to keep current with application 
software releases. It also makes it difficult to cover for leave
time or other absences. Use of shadow staff leads to 
inconsistent service quality and detracts from the ability of these 
individuals to perform their regular duties. Diversion of O&M 
resources onto capital projects impacts progress on O&M work.

Surrey’s IT Division is understaffed, as evidenced by:
♦ A low percentage of City staff devoted to IT support:

• Surrey devotes 2.3% of its FTEs2 to IT functions
• As the graphic below indicates, this is significantly below the 

typical range we see for municipalities

♦ In particular:
• Business application support is generally insufficient – the City 

is unable to keep current with upgrades
• At 101:1, the ratio of servers to server administration indicates 

that this function is under-resourced
• The IT Division has limited business systems analyst resources

♦ At 17% of total IT staff, shadow staff levels are high – also indicating 
understaffing at the City

♦ IT staff spend a significant amount of time on capital projects (~30% 
of O&M IT labour is diverted to capital projects)

ImpactFinding

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications

2. PTI’s metric typically references O&M IT FTE levels. Surrey devotes upwards of 30% of current IT Division labour to capital projects. 
To arrive at the 2.3% figure, we reduced total IT Division labour by 30% as a reflection of this situation.
3. Figure provided by the City and includes 1,740 regular FTEs and an estimate of 35 FTEs for permanent part-time positions.

The following presents key IT service delivery findings and associated impacts:

Classification FTEs
Central IT 43.0

less capital labour 12.3
O&M Central IT 30.7
Business Unit 3.0
Shadow Staff 7.3
Total O&M IT 41.0

Regular City labour 1,740
Regular part-time labour 35
Total City 1,775

O&M IT FTE/Total City FTE 2.3%
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CHAPTER

2-13

2Assessment
IT Service Delivery 

Findings (cont.)

Low first-call resolution means that “tier-2” staff 
do more work. These staff are typically more 
expensive than service desk employees and 
are often interrupted to assist with service desk 
calls. Without sufficient support from the 
service desk, business units are forced to 
utilize shadow staff.

Regarding the service desk:
♦ Some perceive that focus on metrics can diminish service
♦ Service desk has a relatively low first call resolution rate of approximately 20% –

best practises target 70% or higher
♦ Service desk staff are not kept current on application roll outs, making it difficult 

for them to respond to calls under what are often high-volume situations

ImpactFinding

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications

“Cooks” is a count of the number of individuals who participate in a particular 
task (i.e., as in “too many cooks spoil the broth”)  – a high number indicates 
potential allocation inefficiencies.

PTI typically sees this 
ratio at 35:1 – indicating 
under-resourcing in this 
area.

PTI typically sees the 
ratio at 200:1 or greater –
Surrey is efficient.

Number of desktops 1,529
Desktop support FTEs 7.60
Ratio of desktops to desktop support 201 :1
Desktop support "cooks" 14

Server Support Metrics
Number of Servers 101
Server support FTEs 1.00
Ratio of servers to server support 101 :1
Server support "cooks" 5

Desktop Support Metrics
IT Service Delivery Metrics (city-wide)
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2-14

2Assessment
IT Service Delivery 

Findings (cont.)

Staff may resist compliance with processes or seek 
potential work around to remediate rigid standards.

Some perceive IT as inflexible and bureaucratic:
♦ Belief that processes are not scaled to size of projects and 

require extensive paperwork
♦ Feeling that standards are enforced too rigidly

High reliance on shadow staff indicates understaffing of IT 
functions. Shadow staff often lack necessary skills and 
training. IT responsibilities also may impact their ability to 
perform regular designated job responsibilities.

Surrey depends heavily on shadow staff – non IT-titled staff 
who spend more than 10% of their time on IT-related 
activities.

ImpactFinding

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications

DISTRIBUTION OF IT, BUSINESS UNIT, AND SHADOW STAFF

Business 
Unit, 6%

Shadow 
Staff, 15%

Central IT, 
79%
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2-15

2Assessment
IT Service Delivery 

Findings (cont.)

The City falls behind in application support, as 
evidenced by the lack of currency of some major City 
packages. Business units may not realize the full 
capabilities of the City’s application software.

Surrey IT staff devote 37% of their effort to business application 
support – a relatively low allocation. PTI prefers to see this 
number in the 45% – 55% range. Note that PTI does not see this as 
a mis-allocation of existing resources. Rather, it represents a 
further indicator that Surrey has under-staffed its IT function.

ImpactFinding

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications

CITY-WIDE O&M IT FTE DISTRIBUTION BY IT FUNCTION

Customer 
Services

32%

System Services
13%

Business 
Application 
Services

37%

IT Planning
4%

IT Administration
14%

♦ Customer Services — those functions related to directly 
supporting users of IT systems and services.

♦ System Services — those functions related to maintaining 
and supporting the organization’s computers, systems 
software, and connectivity. Original installations (e.g., PC 
replacement program, WAN replacement project, etc.) are 
categorized under Project Assignments.

♦ Application Services — those functions related to 
maintaining the software needed to meet the operational, 
management, and information requirements of the 
organization. Developing, installing, and configuring are 
categorized under Project Assignments.

♦ IT Planning — those functions related to planning for the 
technology function at the organization.

♦ IT Administration — those functions related to the 
oversight and administration of the technology function at 
the organization.
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2-16

2Assessment
IT Service Delivery 

Findings (cont.)

Users may increase reliance on shadow staff, leading to 
labour inefficiencies and inconsistent approaches to 
problem resolution.

Tier-2 support response to remote sites (i.e., on-site 
presence) is perceived as slow – a situation aggravated by 
the low tier-1 problem resolution rate (20%).

Staff do not have internal resources to seek assistance, 
thus increasing demands on IT. Staff lack an easy way to 
share knowledge or agree on desired changes.

Major applications lack user groups (e.g., Amanda for permit 
management).

Staff are not prepared for migration to new systems and 
must be retrained.

In some instances, timing of application training doesn’t 
align well with implementation (e.g., PeopleSoft training 
occurred too early, resulting in staff forgetting the 
knowledge by go-live).

ImpactFinding

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications
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2-17

2Assessment
Applications Overview

Applications refer to the software used to support core business functions – major investments the City makes to 
enhance services and reduce labour effort.

The previous two sections covered people and IT planning. These next 
two IT dimensions address the software and hardware that supports the 
City’s information management needs.

Surrey has made relatively sound strategic investments in its application 
portfolio. However, lack of resources has led to “gaps” in the portfolio –
with limited ongoing support for major applications. This section presents 
PTI’s findings and impacts related to these investments.

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications
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2-18

2Assessment
Applications Findings

A high proportion of 
severe gaps indicates 
need for investment in 
the application 
portfolio.

To assist the City in prioritizing its software investments, PTI conducted a gap analysis of 
the City’s application portfolio. The “gap” assignments were developed through interviews 
and validated at the IT prioritization workshop.

ImpactFinding

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications

The “gaps” are defined as:
Severe: existing applications do not automate the 
function well, or no application exists
Moderate: some automation exists that only 
partially meets the functional needs
Minimal: the functions are well automated

Note that a “severe” gap does not necessarily indicate a 
necessary investment. The City may choose to leave some 
gaps severe because insufficient justification for 
automation improvements exist.

Severe
7

Moderate
5

Minimal
12

Severe Moderate Minimal
Contract Management Decision Support Email/Calendaring
Customer Relationship Management eGovernment (website) Fire Dispatch
Enterprise Content Management Human Resources / Payroll Fire Records Management System
Event Management Maintenance Management / Fleet Management Fire Scheduling
Financial Management Utility Billing / Customer Information System GIS
Intranet Integrated Library Management System
Point-of-Sale / Cash Receipting Permit Management, Licensing, Code Enforcement, Inspections

Personal Productivity
Registration and Scheduling
Real Property Management
Assessment and Taxation
Election Management
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2-19

2Assessment
Applications Findings (cont.)

Systems are not updated in real time, 
potentially causing issues with data consistency 
and reducing efficiency of staff.

Applications are not well integrated – requiring batch interfaces:
♦ Cash receipting with the finance system
♦ Permit system with GIS
♦ Amanda and Posse with FDM

The City misses opportunities to improve 
management and operations. Contrary to best 
practises, Surrey does not leverage technology 
to streamline and automate the listed functions.

The following presents opportunity areas for improvement:
♦ Accounts receivable
♦ Purchase requisitions
♦ Fixed assets
♦ Project accounting
♦ Contract management
♦ Intranet
♦ Computer telephony integration (CTI) – for building inspections
♦ Mobile computing

The City misses upgrades and updates from 
vendors and potentially may lose support if the 
application becomes outdated. Staff do not 
have the most current tools available.

Two major applications are not current:
♦ Computron (on version 6.01 when version 9.x is available) – The upgrade is 

scheduled to be complete by May 2006.
♦ Maximo (on version 4.03 when version 5.x is available)

ImpactFinding

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications
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2-20

2Assessment
Applications Findings (cont.)

The City misses opportunities to streamline paper and 
electronic document management and realize 
productivity benefits. Surrey increases its risks 
associated with either lost documents or retention of 
materials that should be destroyed.

The City has made little progress in automating its 
content/document management system.

Increases likelihood of errors related to citizen 
information and functions, such as billing. It is potentially 
difficult to determine the correct “address.” Creates 
potential liability, particularly in the arena of emergency 
dispatch.

No master address database exists for the City – addresses are 
currently stored in a variety of applications. Most applications
are not integrated to a master database.

Diminishes self-service capabilities – and offers 
opportunities for the City to reduce internal workloads. 
Also requires citizens to make potentially unnecessary 
trips to City facilities.

The City’s website has several transactional capabilities 
available – room for further improvement exists (e.g., utility bill 
payment, use of smart forms, etc.).

The City is paying for multiple licences and maintenance 
fees. Multiple systems increase support costs and 
increase the number of interfaces for staff to learn. 
Redundant applications make it more difficult for the City 
to employ consistent business practises.

Contrary to best practises, the City will have two maintenance 
management systems: Maximo and Azteca.

ImpactFinding

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications
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2Assessment
Technical Infrastructure 

Overview

Technical infrastructure refers to the hardware, networks, databases, and operating systems that support the City’s 
applications, business operations and related services. An organization’s technical infrastructure provides the critical 
foundation for connectivity and processing power.

While the City has made sound infrastructure-related decisions, some 
room for improvement exists – particularly in setting the table for future 
use of technology. This final section presents PTI’s related findings and 
associated impacts.

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications
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2Assessment
Technical Infrastructure 

Findings

Staff don’t have easy access to information from the 
field, making it more difficult to evaluate unexpected 
situations and causing delays in completing 
documentation that may impact customer service 
(e.g., inspections, etc.). Getting additional information 
requires phone calls to the office.

No field access to the network exists:
♦ This appears to be largely a management decision, not a technical issue
♦ Some question the quality/ability of cellular coverage at Surrey – meaning 

that network connections might be unreliable
♦ Enabling field access will require a significant investment in hand-held 

devices or laptops

Staff can’t reliably access information – affecting 
productivity.

Some remote sites suffer from poor connectivity (e.g., libraries) –
although these issues are currently being addressed and are mostly 
isolated to wireless sites (e.g., Cloverdale Library).

Significant investments are required to support high 
bandwidth initiatives – potentially delaying the City’s 
ability to deploy these capabilities.

Insufficient bandwidth exists for emerging technologies such as 
VOIP, video conferencing, and other data intensive applications. The 
City also requires additional capacity for Internet access (i.e., ISP 
bandwidth).

ImpactsFinding

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications
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2Assessment
Technical Infrastructure 

Findings (cont.)

The City can potentially realize further 
cost savings by investigating server 
consolidation. This could reduce 
support costs and total cost of 
ownership over the life of the 
hardware.

Room for email/calendaring server consolidation may exist. File/print servers 
may also be consolidated.

The City is not well prepared to 
resume IT operations in the event of 
major service interruption.

No formal disaster recovery plan exists – although the City is planning to 
convert Firehouse #1 to an alternate data center.

Surrey maintains efficient IT service 
delivery ratios by standardizing and 
controlling its architecture at the 
expense of some customer 
dissatisfaction.

Some perceive that network access controls and desktop configurations are too 
restrictive.

ImpactsFinding

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications

PTI likes to see this ratio at 750:1 or better. 
Potential room for server consolidation exists.

PTI typically sees a ratio between 
250:1 to 500:1 is efficient – potential 

room for improvement exists.

File/Print Servers
Desktops 1,529 Desktops 1,529 
Email/calendaring servers 4 File/print servers 15
Ratio of Desktops to email/calendaring servers 382 :1 Ratio of desktops to file/print servers 102 :1

Email/Calendaring Servers
Server Ratios
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CHAPTER

3-1

3
Strategy

Development
Overview

The findings and strategic issues developed in the 
assessment phase served as a foundation for the 
recommendations detailed in this chapter. We validated 
them in an implementation planning workshop with the City.

This chapter presents our recommendations, along with 
their attendant benefits.

It contains:
♦ Strategic IT Goals
♦ IT Decision Making Recommendations
♦ IT Service Delivery Recommendations
♦ Applications Recommendations
♦ Technical Infrastructure Recommendations

The next chapter outlines an implementation plan that 
defines specific actions the City needs to take to implement 
our recommendations and achieve its strategic IT goals.

1Assessment

Strategy Strategy 
Development Development 

223Implementation 
Planning 
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3-2

3
Strategy

DevelopmentStrategic IT Goals

Strategic IT goals define an agreed-upon vision for the future of technology within an organization. We used the 
“SMART” framework, outlined below, to brainstorm strategic IT goals with the project steering committee. The 
following table presents the City’s strategic IT goals, along with suggested measures for each goal.

Customer satisfaction survey, counts of City services supported by 
business applications, trend of transactions utilizing technology vs. over-
the-counter transactions, IT spending as a percentage of total City 
spending, IT spending per capita.

Percentage of IT staff to overall City staff, distribution of capital vs. O&M IT 
labour, expenditure levels for capital vs. O&M effort.

Percentage of staff trained, baseline staff competency levels, proportion of 
project dedicated to training.

Proportion of project dedicated to business process re-engineering (BPR), 
efficiency gains as a result of BPR, business-specific outcome measures.

Ratio of PCs to PC-support staff, servers to server-support staff, count of 
security incidents, network uptime, server uptime, recovery response rate 
for outages, number of attempted security breaches, number of successful 
security breaches, application response time.

Overall balanced scorecard rank, business-specific outcome measures 
(e.g., cost-per-bill, number of in-person transactions, etc.).

Suggested MeasuresGoal

Surrey uses IT to improve service to its customers

The City staffs IT to appropriately meet both capital 
project and ongoing operations and maintenance 
demands within the context of the City’s overall 
resource constraints

The City invests in training to maximize the value of its 
applications

The City invests in business process re-engineering as 
part of application software implementations

The City’s infrastructure positions the organization for 
the future to address increased demands for security, 
throughput, and access to information

IT investments align with overall business objectives

greed

ealistic

ime-bound

easurable

pecific

Surrey’s IT 
goals are:
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3
Strategy

Development
Recommendations 

Overview

The remainder of this chapter presents our recommendations, organized by the four IT planning dimensions:
♦ IT Decision Making

♦ IT Service Delivery

♦ Applications

♦ Technical Infrastructure

These recommendations guide the development of projects and the associated workplan set forth in chapter 4. 

IT Decision Making

The processes for 
making city-wide IT 

investment decisions.

Applications

The software used to 
support the City’s 

business functions.

Technical 
Infrastructure

The databases, 
hardware, and networks 
deployed to support the 

applications.

IT Service Delivery

The city-wide 
organizational structure 
and staffing approach 

to supporting 
applications and 
infrastructure.
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3
Strategy

Development
IT Decision Making 

Overview

IT decision making recommendations target improving the governance processes associated with IT direction and 
attendant investments.

The following pages outline our recommendations regarding IT 
decision-making and associated benefits. PTI developed these 
recommendations based on our findings from the prior chapter 
and targeted them toward addressing the key issues 
surrounding IT decision-making at the City, summarized in the 
box on the right.

This section includes our suggested decision-making model 
and the attendant roles and responsibilities, reviewed by the 
project steering committee in the implementation planning 
workshop.

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications

Strategic IT Issue:
How can Surrey’s IT governance 
process provide better city-wide 

strategic direction?
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3
Strategy

Development
IT Decision Making 
Recommendations

Improved decision-making process with 
checks and balances to streamline 
investment decisions; spreads the “work”
appropriately across involved parties, 
including interest groups, ITIC, and the IT 
manager; reduces bureaucracy for 
smaller projects while tightening control 
over strategic investments; staff and 
managers receive enterprise strategic 
direction from senior managers; leverages 
and builds upon existing governance 
processes.

Implement the recommended IT decision-making model:
♦ Change composition of ITIC from a mixture of managers and general managers 

to primarily or exclusively general managers – the project implementation plan 
will address the final mix

♦ Develop interest groups for major business functions – with responsibility for 
strategic projects and ranking potential initiatives

♦ Use balanced scorecard (or a similar process) to rank “business cases”
♦ Effectively communicate key aspects of the decision-making model to City staff
♦ Educate senior managers on emerging technologies through a workshop/retreat
♦ Keep existing City documentation (e.g., “business case”, manager’s report, 

corporate report, etc.)

BenefitRecommendation

Improving IT governance enhances leadership and helps ensure that the City gets an effective return on its IT 
investments.

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications

The following pages present the model and associated roles and responsibilities.
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3
Strategy

Development
IT Decision Making 

Recommendations (cont.)

The following diagram presents the recommended IT decision-making model. The next page depicts roles and 
responsibilities attendant to the model. See Appendix G for an enlarged version.

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications
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3
Strategy

Development
IT Decision Making 

Recommendations (cont.)

The following presents the roles and responsibilities for the major participants in the IT decision-making process.

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications

Interest Group

IT Division

IT Manager

Department

ITIC Senior Management Team

City Council

Makes preliminary review of business 
needs
Develops balanced scorecard for its 
projects
Presents balanced scorecard to ITIC
Stays current with relevant emerging 
technologies and industry trends
Communicates and educates City staff 
and management regarding technology 
in their area
Serves as steering body for developing 
relevant plans

Project/service request determination
Assesses additional considerations
Assists with request form
Assists with project request document
Assists with “business case”

Schedules/prioritizes service request
Conducts CIO review of service 
request exceptions
Reviews project request statements to 
determine need for ITIC involvement
Schedules requests that do not go to 
ITIC
Assigns IT staff to interest groups
Chairs ITIC Generates/reviews ideas

Assigns project sponsors
Responsible for creating necessary 
documents, including “business 
case”
Provides staff to interest groups
Establishes and communicates 
“Department Technology Plan” 
priorities

Performs initial review of project 
request document
Determines whether “business case” is 
required
Provides preliminary approval of 
“business case”
Prioritizes projects
Charters and manages interest groups
Assumes overall responsibility for 
setting IT leadership for the City
Reviews/revises IT strategic goals

Roles and Responsibilities

Approves “business cases”
Establishes and communicates 
strategic business goals
Attends annual emerging technology 
workshop/retreat

Approves corporate report
Approves annual budget
Establishes and communicates key 
policy and business objectives

Business Sponsor
Develops project request document
Develops “business case”
Primary advocate for projects
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3
Strategy

Development
IT Decision Making 

Recommendations (cont.)

Maximizes return on application investments, ensures 
continuing support from vendors, incorporates updates to 
best practises.

Keep current with major applications – remaining within one 
version of the latest release.

Informed decision ensures business unit support for the 
selected direction. Moving to one system potentially 
reduces licence and maintenance fees, along with support 
labour. It also: reduces number of interfaces, simplifying 
data sharing; supports common business practise across 
the enterprise; allows the City to consistently ascertain the 
cost of maintaining infrastructure; facilitates more efficient 
use of assets (trucks, backhoes, etc.) across the enterprise; 
and simplifies training.

Regarding the maintenance management system:
♦ Assess feasibility of moving to one system and make an 

informed decision to determine the best strategy
♦ Invest in business process re-engineering to help ensure user 

acceptance of the software

Provides an additional source of funds for IT labour and 
reduces over-utilization of scarce resources; adequately 
funds IT for the present and future.

Revise the IT funding model, including the following changes:
♦ Pay for capital labour out of capital budgets – discontinuing 

the practise of diverting O&M labour to capital projects
♦ Include internal labour in “business cases” – providing a truer 

picture of the cost of IT projects

BenefitRecommendation

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications

Note: At the time of this report, a final decision on the maintenance management strategy had not 
been made. 
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3
Strategy

Development
IT Decision Making 

Recommendations (cont.)

Fosters the City’s ability to restore services in the 
event of a calamity; ensures that associated plans 
are effective and viable.

Develop a disaster recovery plan – with subsequent simulation of 
disaster scenarios.

Allows the currently-volatile financial software 
marketplace to settle down before making this 
important decision. Gives the City time to improve 
its use of Computron. The delay also allows 
application of scarce IT resources to higher-priority 
efforts.

Revisit Computron viability in 3 – 4 years, including evaluating the 
suitability of the ERP market for Surrey.

Creates a strategy for handling major customer 
contact points on-line; potentially reduces City 
labour effort by allowing self-service; improves 
services to constituents; enhances Surrey’s Web 
presence; improves public image of the City.

Note: Cost savings are unlikely if the City does not 
make staff reductions in response to reduced walk-
in traffic and improved automation.

Develop an eGovernment strategic plan:
♦ Establish minimum Web content standards for each department
♦ Improve ability to do business via the Internet, with an emphasis on 

high-volume transactions
♦ Focus on accessibility of public information on the government side
♦ Observe industry trends (e.g., use of smart forms)
♦ Establish the City’s commitment toward eGovernment

BenefitRecommendation

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications



City of Surrey
Information Technology Strategic Plan
April 17, 2006Pacific Technologies, Inc.

www.pti-consulting.com
Practical Planning, Positive Change

CHAPTER

3-10

3
Strategy

Development
IT Decision Making Model 

Changes

Proactively highlights and addresses potential issues on “small”
projects regarding technology standards, IT staff, and organizational 
impacts.

Add “additional considerations” determination to review of small projects (e.g., 
projects are reviewed for architectural fit, complexity, resource constraints).

Maximizes valuable ITIC time, off-loading more tactically-oriented 
requests.

Change decision thresholds to keep ITIC’s role strategic (Surrey should adjust 
final thresholds to reflect actual request volumes).

Promotes informed management decisions regarding technology 
innovation and associated investment deployment.

Educate senior managers on emerging technologies through an annual 
workshop/retreat or similar method.

Shifts tactical and operational projects to the IT manager and focuses 
ITIC on strategic initiatives.

Increased IT manager authority for authorizing and scheduling smaller projects.

Provides a best practises-based method of prioritizing strategic IT 
initiatives and ensuring their alignment with overall City business 
objectives.

Use balanced scorecard or a formal prioritization method (priorities of 
government, cost-effectiveness ranking, etc.) – will require the City to define 
business objectives and associated measures. See next page for a sample.

Off-loads work from upper-management to specialized staff improving 
depth of analysis and increasing resources available for strategic 
decision-making and direction-setting.

Move initial prioritization work from the IT manager/ITIC to interest groups.

Enhances project prioritization by distributing proposed projects to 
groups that specialize in defined functional areas. Ensures that cross-
departmental and corporate-wide needs receive appropriate attention.

Add interest groups (e.g., public safety, land/GIS, eGovernment/Web, 
administration, infrastructure, culture/recreation, ad hoc, etc.).

Appropriately involves City senior management in IT governance; 
ensures that cross-departmental interests, issues, and investments are 
addressed equitably.

Change composition of ITIC from a mixture of managers and general managers 
to primarily or exclusively general managers. Project DM1. “Implement
recommended decision-making model” will determine the final mix.

BenefitRevision to Surrey’s Decision-Making Model

The following highlights key differences between the recommended model and Surrey’s IT decision-making process.

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications
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3
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Development
Sample Balanced 

Scorecard

The following presents a sample balanced scorecard, using the Parks Department as an example.

Strategic Level Scorecard
City of Surrey
Parks, Recreation, and Culture

Objective 
1

Objective 
2

Objective 
3

Objective 
1

Objective 
2

Objective 
3

Objective 
1

Objective 
2

Objective 
3

Objective 
1

Objective 
2

Objective 
3

Objective 
1

Objective 
2

Objective 
3

Objective 
1

Objective 
2

Objective 
3

0.4 0.4 0.2 0.3 0.3 0.4 0.3 0.4 0.3 0.2 0.5 0.3 0.25 0.25 0.5 0.75 0.1 0.15
Project 1.2 1.2 0.6 0.3 0.3 0.4 0.3 0.4 0.3 0.6 1.5 0.9 0.5 0.5 1 0.75 0.1 0.15 Aggregate Score

1 Proposed Project 1 90 90 65 91 92 68 71 94 60 67 83 79 83 92 80 77 89 76 81.4
2 Proposed Project 2 82 80 85 63 94 85 78 89 95 66 73 81 83 81 80 92 100 79 80.8
3 Proposed Project 3 91 72 88 89 76 80 66 78 70 80 77 81 67 100 99 75 75 92 81.7
4 Proposed Project 4 64 77 84 78 67 61 90 97 80 74 92 87 99 78 75 61 73 69 78.6
5 Proposed Project 5 98 95 90 75 74 77 76 96 62 91 60 74 62 80 84 87 80 75 81.1
6 Proposed Project 6 80 73 65 94 83 65 96 72 81 99 80 93 89 78 62 70 77 80 78.6
7 Proposed Project 7 80 79 71 97 85 89 68 84 77 72 79 66 90 83 97 94 62 60 81.0
8 Proposed Project 8 88 61 85 70 74 82 63 76 62 74 69 70 93 86 92 99 86 65 78.1
9 Proposed Project 9 66 86 94 65 62 100 96 76 65 100 93 79 65 88 77 89 76 91 82.5

10 Proposed Project 10 100 70 62 86 90 77 62 71 73 98 81 68 84 94 88 76 70 72 80.6

High value

Mid value

Low value

Promote individual and 
community wellness

Preserve, develop, and 
deliver cultureal, 

informational, and 
educational resources and 

services

Provide and facilitate the 
development of high quality 
parks, facilities, and services

Celebrate diversity and 
community identify

Ensure accesibility and 
inclusivity

Champion environmental 
stewardship

2 13 1 1 3
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CHAPTER

3-12

3
Strategy

Development
IT Service Delivery 

Overview

IT service delivery recommendations speak to staffing improvements and customer service enhancements.

The following pages outline the key recommendations 
associated with IT service delivery. They directly address the 
findings outlined in the previous chapter and are geared 
toward answering the key strategic IT issue presented in the 
box on the right.

Appendix C presents detailed staffing analysis and 
assumptions used to derive the recommendations.

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications

Strategic IT Issue:
What strategic enhancements 

can the City make to its IT 
service delivery approach?
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CHAPTER

3-13

3
Strategy

Development
IT Service Delivery 
Recommendations

Staff’s the IT Division to adequately provide 
service for ongoing O&M needs; provides needed 
capacity for Surrey to complete capital projects; 
reduces the City’s heavy reliance on shadow 
staff; better addresses backup issues in the event 
of staff turnover or similar scenarios; decreases 
IT response time. 

Increase IT staff, raising the percentage of total City staff devoted to IT:
♦ Currently, Surrey devotes 2.3% of total City FTEs to IT.1

♦ Based on PTI’s professional experience and assessment, we 
recommend adding 4 to 6 IT FTEs, bringing the percent of City staff 
devoted to IT O&M to approximately 2.6%.2

♦ Note that the recommended increase relates to effectively supporting 
the existing IT O&M workload – not additional capacity. New 
responsibilities will require additional staff (e.g., enterprise content 
management, etc.).

♦ If the City implements all of the recommended strategic IT initiatives, 2.5 
to 3.0 additional IT FTEs will be required. This will bring the 
percentage of total City staff devoted to IT O&M to approximately 
2.75%.

BenefitRecommendation

Potential areas for increased 
staffing include:
♦ Business application support

♦ Business systems analysis

♦ Network administration

♦ Security administration

♦ Server administration

♦ Telephone support

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications

1. The 2.3% figure includes shadow staff but does not include estimated IT Division labour spent 
on capital projects.
2. In PTI’s experience, most municipalities devote 3% - 5% of their O&M staff to IT. Moving the 
City to the 3% metric would require an increase of 12 FTEs. Given that the City appears to be 
more efficient at managing its IT infrastructure than most of our clients, it is our professional 
opinion that 12 additional FTEs are not warranted.
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CHAPTER

3-14

3
Strategy

Development
IT Service Delivery 

Recommendations (cont.)

Improves role clarity; reduces demands on IT; maintains 
knowledge in the business units to address routine 
application administration issues.

Formalize responsibility for application administration (e.g., 
maintenance of validation tables, adding users, specifying 
workflows, etc.) in the business units – effectively 
communicating and clarifying roles and responsibilities.

Builds on current practises; adheres to Web publishing 
standards, speeds content production and publishing; 
raises the overall capability of content staff; improves the 
quality of Surrey’s website; enhances City image.

Add/train City staff to develop Web content – increasing 
specialization in this area.

Reduces vulnerability associated with absences and staff 
turnover; spreads institutional knowledge across the 
enterprise; raises overall competency of City staff.

Cross-train IT staff to provide better service for under-
supported areas.

Ensures adequate IT support is available for key public 
services; clarifies service level commitments for 
departments that operate on a 24/7 basis.

Assess and address after-hours support needs:
♦ Add staff if necessary
♦ Alternatively, rotate staff schedules to increase support hours

BenefitsRecommendation

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications
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CHAPTER

3-15

3
Strategy

Development
Applications Overview

Applications recommendations ensure that the City gets the maximum return on its software investments.

The recommendations contained within this section provide a 
clear direction for the City to enhance automation of critical 
business functions. PTI analyzed the gaps between the City’s 
current application portfolio and an “ideal” application strategic 
software architecture to ascertain needs. We also reviewed a 
core set of potential strategic IT initiatives with the project’s 
steering committee and facilitated a voting process that 
prioritized those initiatives. The application recommendations 
presented in this section reflect the results of that work, and 
directly address the strategic IT issues depicted in the box on 
the right.

Chapter 4 and Appendix B provide further detail on the 
application recommendations. Appendix F describes PTI’s gap 
analysis.

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications

Strategic IT Issue:
What strategic application 

investments should the City 
make in the next 3 - 5 years?
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CHAPTER

3-16

3
Strategy

Development
Applications 

Recommendations

Using this process, the steering 
committee ranked initiatives based on 
business needs, taking an enterprise-
wide view on how the City can leverage 
technology to enhance services to 
constituents. The results set a clear 
direction for the City’s strategic IT 
investments.

PTI, in partnership with the City, developed a set of potential strategic IT 
initiatives. The steering committee employed a voting process to prioritize 
these initiatives.

See Appendix H for a detailed list of strategic IT initiatives.

BenefitRecommendation

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications

The following page present additional information on the strategic IT initiatives and on PTI’s other recommended 
application investments. Note that, the recommendations are not presented by order of importance.

Projects with arrows were 
ultimately selected as high-
priority initiatives. CRM did 
not have a business sponsor 
while the ambitious 
municipal WiFi initiative had 
its scope reduced to 
wireless “hotspots.”

Strategic IT Initiative Votes Rank
eGovernment 39 1
Integrated Land Information 30 2
Enterprise Content Management 28 3
Field Automation 20 4
Customer Relationship Management 15 5
Municipal WiFi 8 6
Business Intelligence 8 6
Intranet 7 8
Surrey as Application Service Provider 3 9
Pay Anywhere 2 10
Regionalization 1 11
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CHAPTER

3-17

3
Strategy

Development
Applications 

Recommendations (cont.)

Improved customer service and information availability; 
24/7 access to government; enables City staff to focus 
efforts on higher-value activities; enhances Surrey’s 
technology presence and public image.

Invest in eGovernment – and focus the website on services 
provided to customers in accordance with the eGovernment 
plan. Ensure continuing commitment toward advancing this 
arena.

Consistent land/parcel/owner information, streamlines 
integration with key City systems; improved billing accuracy 
for taxes and utilities; reduces City liability regarding public
safety response, erroneous data, etc.; reduces confusion 
surrounding property and ownership data.

Invest in an integrated land information solution – creating a 
master address database and integrating land-based data with 
major City systems.

Enhances automated support for critical areas of financial 
management; ensures vendor support of the product and 
enables the City to viably extend the use of the product for 
the next several years; presents opportunity for business 
process re-engineering.

Establish a Financial Systems Improvement Program to 
include:
♦ Implementing fixed assets, workflow, and integrating 

purchasing requisition as high priority projects
♦ Implementing accounts receivable, contract management, and 

project tracking as lower priority projects, based on best 
practises

♦ Upgrading to a supported version of Computron (version 9.0) 
Note: The upgrade to version 9.0 should be complete in May 2006.

BenefitRecommendation

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications



City of Surrey
Information Technology Strategic Plan
April 17, 2006Pacific Technologies, Inc.

www.pti-consulting.com
Practical Planning, Positive Change

CHAPTER

3-18

3
Strategy

Development
Applications 

Recommendations (cont.)

Assists managers and executives with making informed, data-
driven business decisions; allows the City to benchmark 
performance metrics, potential cost savings as a result of better 
decision making.

Invest in business intelligence – integrating with key 
business unit systems.

Enhances access to necessary information in the field; 
improves field staff productivity; reduces paper-based 
processing and redundant data entry.

Invest in field automation – leveraging wireless technology 
(e.g., cellular) and implementing relevant tools.

Provides greater control over the production, storage, 
distribution, and destruction of City documents; automates 
workflow; increases security of City data; reduces risk of lost 
documents, retention of inappropriate/unnecessary materials, 
etc.

Invest in enterprise content management – deploying city-
wide standards for document management.

BenefitRecommendation

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications
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CHAPTER

3-19

3
Strategy

Development
Technical Infrastructure 

Overview

IT infrastructure recommendations address the City’s network and hardware – now and in the future.

This section presents PTI’s technical infrastructure 
recommendations for the City of Surrey. They are directed 
toward addressing the strategic IT issue presented in the box 
on the right – providing the City with a cost-effective, secure, 
responsive, and reliable environment.

Appendix D provides supporting information.

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications

Strategic IT Issue:
How can the City ensure its 
future technical architecture 
meets anticipated demands?
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CHAPTER

3-20

3
Strategy

Development
Technical Infrastructure 

Recommendations

Potential cost savings through reduced support 
cost; consolidation of redundant servers; reduces 
maintenance and replacement costs; enhances 
security.

Consolidate servers:
♦ Targeting desktops to file/print server ratio of 500:1 or greater
♦ Implementing application servers
♦ Consolidating other servers as feasible

Consistent with the City’s efficient approach to 
managing technology; fosters a secure, reliable, 
and cost-effective IT environment.

Continue to enforce network, desktop/workstation, and other 
infrastructure standards.

BenefitRecommendation

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications
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3-21

3
Strategy

Development
Technical Infrastructure 
Recommendations (cont.)

Provides a clear direction for hand-held computing at the City; 
clarifies support roles and responsibilities; articulates 
standards; potentially reduces costs; enhances security.

Agree on an approach to hand-held computing device 
support (e.g., IT-supported or business unit supported).

Provides Internet access to citizens who may not have other 
means of connecting to this resource; keeps the City on par 
with other municipal library systems; reduces need for public 
access desktops at library facilities.

Invest in municipal WiFi hotspots at strategic public 
locations such as City Hall and libraries.

Prepares the City for migration to new telephony standards, 
reduces total cost of ownership, prioritizes phase-in with other 
infrastructure projects.

Plan for voice-over-IP (VOIP) support – developing a 
migration strategy including a bandwidth and quality of 
service study.

Promotes economies of scale through large contracts with 
mobile wireless solution providers (e.g., Rogers); efficiency 
gains through field access to City data.

Contract for mobile computing capabilities, specifically for 
Parks, Planning and Development, and Engineering use.

BenefitsRecommendation

The following chapter presents a specific set of projects – with associated cost and schedule projections – intended to 
implement these recommendations.

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications
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CHAPTER

4-1

4
Implementation
Plan

Overview

Based on the strategic recommendations in the previous chapter, PTI 
identified a series of key projects aimed at improving IT decision making, 
IT service delivery, applications and technical infrastructure.

This chapter outlines the projects, costs, and attendant schedule 
necessary to implement the plan’s major recommendations, including:

♦ Recommended Projects
♦ Summary of Project Costs
♦ Summary of Annualised Project Costs
♦ Recommended Project Schedule
♦ Project Summaries

By implementing these projects, the City can do a better job of harnessing 
IT to achieve its overall mission of working together to create a great City 
with a heart. Benefits include improved customer access to government, 
self-service, reduced costs to the taxpayers, and positioning Surrey as a 
technological leader in the municipal sector.

1Assessment

Strategy 
Development 

233Implementation Implementation 
PlanningPlanning
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CHAPTER

4-2

4
Implementation
Plan

Recommended Projects

This page depicts our recommended projects, 
organized by the four IT planning dimensions. 
The final section of this chapter provides brief 
project descriptions, while Appendix B contains 
associated cost assumptions.

DM1. Implement recommended IT decision-making model
DM2. Develop eGovernment strategy
DM3. Develop disaster recovery plan
DM4. Evaluate future of Computron
DM5. Determine maintenance management strategy

IT Decision-Making Projects

SD1. Add IT staff
SD2. Train business unit staff in application administration
SD3. Address after hours support needs

IT Service Delivery Projects

A1. Implement financial systems improvement program
A2. Implement eGovernment program
A3. Implement integrated land information program
A4. Implement enterprise content management (ECM) program
A5. Implement field automation program
A6. Implement business intelligence program
A7. Implement maintenance management program
A8. Implement business effectiveness improvement program
A9. Implement application sustainment program

Application Projects

TI1. Develop field automation approach and standards
TI2. Develop disaster recovery site
TI3. Plan and implement VLAN security within City network
TI4. Deploy municipal WiFi hotspots 
TI5. Conduct bandwidth study and upgrade network

Technical Infrastructure Projects
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4-3

4
Implementation
Plan

Summary of Project Costs

These cost-estimates provide the City with a framework to for budgeting the recommended projects.

Cost figures 
represent 
incremental 
expenditures –
they do not 
include amounts 
already 
budgeted

Scope of this 
study does not 
include hard 
dollar benefits

Figures include 
internal Surrey 
IT labour – they 
do not include 
cost of business 
unit labour

600,000$                     90,000$                       900,000$                     135,000$                     
80,000$                       16,000$                       600,000$                     60,000$                       

464,000$                     70,000$                       1,160,000$                  174,000$                     
574,000$                     65,000$                       1,148,000$                  95,000$                       
892,000$                     80,000$                       1,186,000$                  113,000$                     
220,000$                     12,000$                       300,000$                     20,000$                       
800,000$                     80,000$                       1,200,000$                  110,000$                     

-$                                 200,000$                     -$                                 300,000$                     
-$                                -$                                -$                                -$                                 

Subtotal -- Application Projects 3,630,000$                  613,000$                    6,494,000$                 1,007,000$                 

-$                                 -$                                 70,000$                       -$                                 
-$                                 -$                                 130,000$                     -$                                 
-$                                 -$                                 116,000$                     58,000$                       
-$                                 -$                                 70,000$                       -$                                 
-$                                -$                                75,000$                      -$                                 

Subtotal -- Decision Making Projects -$                                -$                                461,000$                    58,000$                      

204,000$                     542,000$                     408,000$                     705,000$                     
-$                                 -$                                 38,000$                       -$                                 
-$                                -$                                29,000$                      82,000$                      

Subtotal -- Service Delivery Projects 204,000$                     542,000$                    475,000$                    787,000$                    

-$                                 -$                                 116,000$                     -$                                 
193,000$                     39,000$                       446,000$                     89,000$                       
80,000$                       16,000$                       110,000$                     22,000$                       
94,000$                       19,000$                       188,000$                     38,000$                       

-$                                -$                                100,000$                    29,000$                      
Subtotal -- Technical Infrastructure Projects 367,000$                     74,000$                      960,000$                    178,000$                    

Total - All Projects 4,201,000$                  1,229,000$                 8,390,000$                 2,030,000$                 

TI5. Conduct bandwidth study and upgrade network

TI2. Develop disaster recovery site
TI3. Plan and implement VLAN security within City network
TI4. Deploy municipal WiFi hotspots 

SD3. Address after hours support needs

DM2. Develop eGovernment strategy
DM3. Develop disaster recovery plan

DM1. Implement recommended IT decision-making model

Lower-End Estimate Upper-End Estimate

A2. Implement eGovernment program
A3. Implement integrated land information program

Application Projects One-Time Costs Recurring Costs One-Time Costs Recurring Costs

A8. Implement business effectiveness improvement program

A1. Implement financial systems improvement program

A5. Implement field automation program

A7. Implement maintenance management program

A4. Implement enterprise content management (ECM) program

A6. Implement business intelligence program

IT Decision-Making Projects

IT Service Delivery Projects

A9. Implement application sustainment program

DM4. Evaluate future of Computron
DM5. Determine maintenance management strategy

SD1. Add IT staff

TI1. Develop field automation approach and standards
Technical Infrastructure Projects

SD2. Train business unit staff in application administration
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4-4

4
Implementation
Plan

Summary of Annualised
Project Costs

Annualised costs provide a long-range horizon for effective planning of scarce resources.

Cost figures are 
based on an 
average of low-
end and high-end 
cost estimates

Recurring costs 
being in the first 
year of 
implementation

Figures are not 
indexed for 
inflation

317,000$         385,000$          385,000$         112,000$      112,000$      1,311,000$      
151,000$         151,000$          151,000$         38,000$        38,000$        529,000$         
212,000$         482,000$          392,000$         212,000$      121,000$      1,419,000$      

80,000$           654,000$          367,000$         80,000$        80,000$        1,261,000$      
615,000$         615,000$          96,000$           96,000$        96,000$        1,518,000$      
102,000$         16,000$            189,000$         16,000$        16,000$        339,000$         
166,000$         166,000$          380,000$         380,000$      380,000$      1,472,000$      
250,000$         250,000$          250,000$         250,000$      250,000$      1,250,000$      

-$                     -$                     -$                     -$                  -$                  -$                     
Subtotal -- Application Projects 1,893,000$     2,719,000$      2,210,000$     1,184,000$  1,093,000$  9,099,000$      

-$                     -$                    -$                    -$                 -$                 -$                     
-$                     725,000$          725,000$         725,000$      623,000$      2,798,000$      
-$                     18,000$            -$                     -$                  -$                  18,000$           

55,000$           40,000$            40,000$           40,000$        40,000$        215,000$         
Subtotal -- Decision Making Projects 55,000$          783,000$         765,000$        765,000$     663,000$     3,031,000$      

-$                     -$                    -$                    -$                 -$                 -$                     
17,000$           17,000$            -$                     -$                  -$                  34,000$           

-$                     65,000$            -$                     -$                  -$                  65,000$           
43,000$           72,000$            29,000$           29,000$        29,000$        202,000$         

-$                     -$                     -$                     -$                  34,000$        34,000$           
18,000$           18,000$            -$                     -$                  -$                  36,000$           

Subtotal -- Service Delivery Projects 78,000$          172,000$         29,000$          29,000$       63,000$       371,000$         
-$                     -$                    -$                    -$                 -$                 -$                     

11,000$           46,000$            -$                     -$                  -$                  57,000$           
127,000$         191,000$          191,000$         63,000$        63,000$        635,000$         

76,000$           57,000$            19,000$           19,000$        19,000$        190,000$         
48,000$           68,000$            108,000$         28,000$        28,000$        280,000$         
39,000$           39,000$            14,000$           14,000$        14,000$        120,000$         

Subtotal -- Technical Infrastructure Projects 301,000$        401,000$         332,000$        124,000$     124,000$     1,282,000$      
Total - All Projects 2,327,000$     4,075,000$      3,336,000$     2,102,000$  1,943,000$  13,783,000$    

Application Projects

A5. Implement field automation program

DM3. Develop disaster recovery plan

A8. Implement business effectiveness improvement program
A9. Implement application sustainment program

SD2. Train business unit staff in application administration
SD3. Address after hours support needs

A1. Implement financial systems improvement program
A2. Implement eGovernment program
A3. Implement integrated land information program
A4. Implement enterprise content management (ECM) program

SD1. Add IT staff

DM2. Develop eGovernment strategy

A7. Implement maintenance management program

DM4. Evaluate future of Computron

A6. Implement business intelligence program

TI1. Develop field automation approach and standards

IT Service Delivery Projects

DM1. Implement recommended IT decision-making model

Technical Infrastructure Projects

IT Decision-Making Projects

TI5. Conduct bandwidth study and upgrade network

TI2. Develop disaster recovery site
TI3. Plan and implement VLAN security within City network
TI4. Deploy municipal WiFi hotspots 

DM5. Determine maintenance management strategy

2006 5-Year2010200920082007
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4-5

4
Implementation
Plan

Recommended Project 
Schedule

The schedule below sets expectations and presents de-facto project priorities and dependencies.

The workplan was 
validated with the 
project steering 
committee.

This schedule 
should be 
periodically 
updated as needs 
change.

Major IT events represent known 
operations and maintenance 
activities facing the IT Division. 
The timing of these activities, in 
combination with the above 
projects gives an indication of 
potential labour resource 
constraints.

Task Name

Applications
A1. Implement financial systems improvement program

A2. Implement eGovernment program

A3. Implement integrated land information program

A4. Implement electronic content management (ECM) program

A5. Implement field automation program

A6. Implement business intelligence program

A7. Implement maintenance management program

A8. Implement business effectiveness improvement program

A9. Implement application sustainment program

A10. Invest in customer relationship management (CRM)

IT Service Delivery
SD1. Add IT staff

SD2. Train business unit staff in application administration

SD3. Address after hours support needs

IT Decision-Making
DM1. Implement recommended decision-making model

DM2. Develop eGovernment strategy

DM3. Develop disaster recovery plan

DM4. Evaluate future of Computron

DM5. Determine maintenance management strategy

Technical Infrastructure
TI1. Develop field automation approach and standards

TI2. Develop disaster recovery site

TI3. Plan and implement VLAN security within City network

TI4. Deploy municipal WiFi hotspots

TI5. Conduct bandwidth study and upgrade network

Major IT Events
Switches

Telephone PBX

Desktop replacement (Library's public access PCs)

Microsoft Office upgrade

PeopleSoft upgrade

POS upgrade

Microsoft Exchange

Amanda web

Recreation management web

Implement CMS upgrade

Qtr 1 Qtr 2 Qtr 3 Qtr 4 Qtr 1 Qtr 2 Qtr 3 Qtr 4 Qtr 1 Qtr 2 Qtr 3 Qtr 4 Qtr 1 Qtr 2 Qtr 3 Qtr 4 Qtr 1 Qtr 2 Qtr 3 Qtr 4
2006 2007 2008 2009 2010
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4
Implementation
Plan

Project Summaries:
Decision-Making

The following briefly describes each recommended decision-making project and associated benefits:

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications

Creates a strategy for handling major customer 
contact points on-line; potentially frees up some City 
labour by allowing self-service; improves services to 
constituents; enhances Surrey’s web presence; 
improves public image of the City.

DM2. Develop eGovernment strategy

Establishes a unifying vision and mission for the City’s web presence as 
well as strategies for leveraging technology to enhance constituent 
services. The plan should focus on high-volume customer interactions 
and solutions for handling increasing service demands. This project also 
updates the Surrey website benchmark study and revisits the website’s 
design, establishing standards for a customer-centric website.
Business Unit Labour Impact: 2 – 4 subject matter experts over the life of the project. 
True cost savings are unlikely as existing “channels” will remain open while new 
channels of communications are introduced (e.g., front counter staff will not be reduced 
as transactions move online, etc.).

Improved decision-making process with checks and 
balances to streamline investment decisions; spreads 
the “work” appropriately across involved parties, 
including interest groups, ITIC, and the IT manager; 
reduces bureaucracy for smaller projects while 
tightening control over strategic investments; staff 
and managers receive enterprise strategic direction 
from senior managers; leverages and builds upon 
existing governance processes.

DM1. Implement recommended decision-making model

Establishes the City’s IT governance processes, and attendant roles and 
responsibilities associated with making major IT investments.
Business Unit Labour Impact: Relatively little effort is associated with staffing the 
interest groups as well as associated changes in the project request process.

BenefitProject



City of Surrey
Information Technology Strategic Plan
April 17, 2006Pacific Technologies, Inc.

www.pti-consulting.com
Practical Planning, Positive Change

CHAPTER

4-7

4
Implementation
Plan

Project Summaries:
Decision-Making

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications

Allows the currently-volatile financial software marketplace 
to settle down before making this important decision. 
Gives the City time to improve its use of Computron. The 
delay also allows application of scarce IT resources to 
higher-priority efforts.

DM4. Evaluate future of Computron

Initiates an objective evaluation process involving key City stakeholders 
to determine the future viability of Computron and associated strategic 
direction with this product.
Business Unit Labour Impact: 2 – 3 subject matter experts during requirements 
analysis phase.

Eliminates uncertainty about future maintenance 
management direction, ensures city-wide buy-in to the 
decision.

DM5. Determine maintenance management strategy

Makes an agreed decision on the City’s maintenance management 
direction – either to consolidate on a single product or to continue with 
both Maximo and Azteca.
Business Unit Labour Impact: 1 – 3 subject matter experts over the life of the project.

Fosters the City’s ability to restore services in the event of 
a calamity; ensures that associated plans are effective and 
viable.

DM3. Develop disaster recovery plan

Provides a set of policies and procedures for the resumption of IT 
services following a calamity, and guides simulation of disaster
scenarios to ensure robustness of the plan and response readiness of 
the IT staff. The plan guides the deployment of the disaster recovery 
site, project TI2.
Business Unit Labour Impact: Broader city-wide continuity efforts will require an 
addition 2 – 4 subject matter experts over the life of the business resumption planning 
project.
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4
Implementation
Plan

Project Summaries:
Service Delivery

The following briefly describes each recommended IT service delivery project and associated benefits:

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications

Reduces demands on IT; maintains knowledge 
in the business units to address routine 
application administration issues, provides 
greatest return on investment.

SD2. Train business unit staff in application administration

Trains business unit staff in performance of routine application administration 
activities, such as validation table updates, changes to user rights, etc. Also 
ensures that business units know how to create and manage their web content 
– in alignment with applicable City guidelines and standards.
Business Unit Labour Impact: 0.25 – 1.0 FTE application administrators

Ensures adequate IT support is available for 
key public services; clarifies service level 
commitments for 24/7 departments.

SD3. Address after hours support needs

Assesses service level needs for after hours IT support – and develops a 
strategy and plan for providing that support to key City functions. Utilizes 
additional staff if necessary.
Business Unit Labour Impact: none

Moves Surrey toward the best practise range of 
staffing needed to adequately provide service 
for ongoing O&M needs; provides needed 
capacity for Surrey to complete capital projects; 
reduces the City’s heavy reliance on shadow 
staff; better addresses backup issues in the 
event of staff turnover or similar scenarios; 
decreases IT response time. 

SD1. Add IT staff

Increases IT Division staffing levels as recommended through external 
recruitment and/or through intra-organizational transfers. Staff increases would 
phase in over the life of the project, with contractors utilized during the 
transition. Note that the lower-end and upper-end cost for this project includes 
additional staff to provide ongoing support for the strategic IT initiatives.
Business Unit Labour Impact: none
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4
Implementation
Plan

Project Summaries:
Applications

The following briefly describes each recommended application project and associated benefits:

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications

Improved customer service and information 
availability; 24/7 access to government; 
enables City staff to focus efforts on higher-
value activities; enhances Surrey’s 
technology presence and public image.

A2. Implement eGovernment program

Provides access to government functions and information through electronic 
channels such as the web. This project executes the strategic eGovernment plan, 
bringing live all major web modules of the City’s applications, improving e-payment 
capabilities, establishing content standards for City departments, and redeveloping 
the website to focus on accessibility of information.
Business Unit Labour Impact: Approximately 2 – 4 FTEs are potentially needed for content 
generation and publishing.

Enhances automated support for critical 
areas of financial management; ensures 
vendor support of the product and enables 
the City to viably extend the use of the 
product for the next several years; presents 
opportunity for business process re-
engineering.

A1. Implement financial systems improvement program

Upgrades the City’s financial system, Computron, to a supported version and 
implements key components not currently installed – including (in priority order) 
fixed assets, workflow, and electronic purchase requisitioning. Included are 
accounts receivable, project tracking and contract management, based on best 
practises. In addition, this program invests in business process re-engineering as 
needed to streamline the City’s business practices. Note: Contract management 
and project tracking are not included in the project costs and timeline. PTI further 
recommends these modules, also based on best practises.
Business Unit Labour Impact: 2 – 4 subject matter experts during requirements analysis and 
business process re-engineering
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4
Implementation
Plan

Project Summaries:
Applications

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications

Consistent land/parcel/owner information, 
streamlines integration with key City 
systems; improves billing accuracy for taxes 
and utilities; reduces City liability regarding 
public safety response, erroneous data, etc.; 
reduces confusion surrounding property and 
ownership data.

A3. Implement integrated land information program

Develops and deploys a comprehensive system for ensuring consistency of 
land information across all aspects of public records, including: clerk, registrar, 
assessor, planning and development, public utilities, and public safety. The 
system provides a single source for land-related information, including 
address, ownership, tax, permit, utility, and incident information. It fully 
integrates with key business applications as necessary, including GIS.

This project will be divided into two phases:
♦ Phase 1 includes determining a business sponsor, conducting necessary 

business process re-engineering, and implementing interfaces necessary 
to ensure propagation of accurate address data to all appropriate systems.

♦ Phase 2 includes the development of a centralized addressing system and 
cleaning up current data.

Business Unit Labour Impact: 3 – 5 subject matter experts during implementation phase.
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4
Implementation
Plan

Project Summaries:
Applications

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications

Staff can immediately access the relevant 
information when and where needed; 
information is handled in a manner that 
complies with regulations; requests for 
information can be handled quickly and 
correctly; City is effectively positioned for e-
business, enabling streamlined business 
processes; electronic information lifecycle 
management is achieved cost effectively; 
provides greater control over the production, 
storage, distribution, and destruction of City 
documents; automates workflow; increases 
security of City data, reduces associated 
liability.

A4. Implement electronic content management (ECM) program

Implements an electronic document management system aimed at 
automating the workflow of City documents from initial creation to final 
archival and destruction. First phase should be directed to a specific 
department or function such as the clerk’s office, email, etc. Ultimately, the 
system should be deployed enterprise-wide and manage all relevant City 
content, including the web. This project also replaces the Microsoft web 
content management system. The system covers the following functional 
areas: document management, records management, email management, 
web content management including Intranet, integrated workflow, electronic 
collaboration, and imaging and archival retention.
Business Unit Labour Impact: 3 – 5 subject matter experts during implementation phase and 
1 – 3 post-implementation for workflow programming, document scanning, and indexing.
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4
Implementation
Plan

Project Summaries:
Applications

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications

Assists managers and executives with making 
informed, data-driven business decisions; allows 
the City to benchmark performance metrics, 
potential cost savings as a result of better 
decision making.

A6. Implement business intelligence program

Uses the City’s existing business intelligence licences and purchases 
additional licences as necessary to develop and implement a broad set of 
applications that gather, analyze, and provide access to intended data to 
help users make better business decisions. Capabilities include trending of 
data, querying and reporting, online analytical processing, statistical 
analysis, forecasting, and data mining.
Business Unit Labour Impact: 0.5 – 2.0 subject matter experts during implementation phase.

Enhances access to necessary information in the 
field; improves field staff productivity; reduces 
paper-based processing and redundant data 
entry.

A5. Implement field automation program

Acquire software and hardware necessary for implementing wireless mobile 
computing technology, primarily to assist field crews. This includes the 
necessary add-on modules to existing software. The system would update 
live or on-demand as dictated by business need.
Business Unit Labour Impact: 1 – 2 subject matter experts during implementation phase, 
minimal O&M labour impact.
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4
Implementation
Plan

Project Summaries:
Applications

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications

Ensures adequate funding to complete additional 
projects and initiatives during the life of this plan, 
provides an avenue to move projects forward 
when they will provide business benefit but don’t 
fit into major program areas.

A8. Implement business effectiveness improvement program

Implements a collection of small investments, including maintenance 
activities that improve City operational efficiency by leveraging information 
technology. This effort captures required IT Division work that doesn’t fit in 
other specific programs.
Business Unit Labour Impact: Can’t be determined, predicated on the details of the projects.

Ensures adequate funding is available for 
maintaining the City’s application portfolio, 
reserves funds for forecasted major application 
investment needs.

A9. Implement application sustainment program

Develops a structured approach to managing application development, 
changes and upgrades to maintain the integrity and ensure ongoing viability 
of the City’s business applications.
Business Unit Labour Impact: Can’t be determined, predicated on the details of the projects.

If a single product is selected, potentially reduces 
licence and maintenance fees, reduces support 
labour, simplifies data sharing, supports common 
business practise across the enterprise, simplifies 
training, etc. If both products remain in use, 
provides users with best-fit solutions to meet their 
business needs.

A7. Implement maintenance management program

Pending the outcome of project DM5, this effort implements the agreed 
maintenance management application strategy. Accordingly, it will either 
consolidate the City on a single product or complete the implementation of 
both existing packages.
Business Unit Labour Impact: Implementation will require approximately 3 – 5 subject matter 
experts and should reduce labour associated with maintaining two maintenance 
management packages.
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4
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Project Summaries:
Technical Infrastructure

The following briefly describes each recommended technical infrastructure project and associated benefits:

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications

Serves as a fully-functional IT command site in 
the event of a disaster, allows the City to 
appropriately recover from a catastrophic loss of 
existing data centres.

TI2. Develop disaster recovery site

Outfits a designated physical site with redundant backup services in the 
event of a system-wide failure. This project outfits firehouse #1 as a “cold 
site,” including the necessary hardware and software and associated 
consulting services.
Business Unit Labour Impact: none

Provides a clear direction for hand-held 
computing at the City; clarifies support roles and 
responsibilities; articulates standards; potentially 
reduces costs; enhances security.

TI1. Develop field automation approach and standards

Creates a set of policies, standards, and procedures for the enterprise-wide 
support of mobile computing devices, including laptops, handhelds, and 
wireless phones. Tasks include forecasting demand for wireless mobile 
devices and developing a strategy for integrating these devices into the 
City’s existing and planned infrastructure.
Business Unit Labour Impact: 0.5 – 2 subject matter experts during planning phase.
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4
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Project Summaries:
Technical Infrastructure

Technical 
Infrastructure

IT Service 
Delivery

IT Decision 
Making Applications

Provides Internet access to citizens who may not 
have other means of connecting to this resource; 
keeps the City on par with other municipal library 
systems; reduces need for public access 
workstations at library facilities.

TI4. Deploy municipal WiFi hotspots

Deploys wireless access points to strategic public locations such as libraries 
and City Hall. This project includes layout design and architecture analysis, 
cabling efforts, hardware acquisition and mounting, security devices and 
testing signal strength at key locations.
Business Unit Labour Impact: none

Enhances access speeds, positions the City for 
VOIP and video streaming and other high-
bandwidth technologies.

TI5. Conduct bandwidth study

Assesses the present network architecture for throughput issues, including 
forecasting of future needs if the strategic IT initiatives are implemented. 
This also includes upgrading the City’s Internet connectivity (ISP bandwidth). 
Business Unit Labour Impact: none

Improves security, segments network traffic for 
public access and internal access.

TI3. Plan and implement VLAN security within City network

Implement VLAN according to Cisco best-practise guidelines to securely 
organize network segments within the City network and enable external 
parties’ access to Internet from corporate meeting rooms; use of wireless 
LANs within meeting rooms and common areas; provision of public access 
PC’s in libraries and recreation centres; secures external contractor access 
(e.g., HVAC controls, etc.).
Business Unit Labour Impact: none
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