On a regular basis, some city on
the planet announces it will become
a “smart city.” Unfortunately, most
cannot describe what makes a city
smart, but they know it involves ubig-
uitous high-speed internet and a host
of smartphone applications. By just
labelling the city smart, they hope it
will increase economic activity and
livability, act like a magnet to draw
people to their city, and lift spirits of
their citizenry and productivity for
all in the future. Smart cities matter,
for as the world’s population grows it
becomes more urbanized. Increased
urbanization means a greater number
of buildings and key urban systems.
The words we hear are automation,
information technology, communica-
tions, integration, data mining, and
analytics.

Cities thinking about becoming
a smart city should never start with
a focus about technology or become
an instant partner with technology
providers. Technology facilitates and
catalyzes process change, but it is sec-
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ondary to the change itself. Procuring
technology and automation should be
one of the last steps, not — as it so of-
ten is the case — the first. Do you buy
technology with little thought of the
process changes that may be required
of a city?

Framework

Like any business, a city has to have
a plan of what they really want to be
in the future. As we have experienced
in all aspects of business, disruptive
technology and the accelerating pace of
change are constantly underlying legacy
activities. It is no different for cities.

What have the leaders of companies
that made the transformation to digital
learned? Digital transformation is as
much strategic, organizational, and cul-
tural as technological. A city is the same
as a business — its role is to serve the
customers who pay all of the expenses
associated to live-play-learn in an ur-
ban setting. Consumers empower a city
administration to provide all manner
of services directly or privately — often
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governed by rules and guidelines en-
acted though by-laws. As we experience
in the business world, often many of
these are not current with the “digital
transformation.”

Cities that seek to be smart (we sug-
gest a better word might be intelligent)
need to start by articulating a digital
strategy that positions technology as a
differentiator for functions activities.
Such a process is underway for the City
of Vaughan as identified in six elements
illustrated in Figure 1.

A city’s digital strategy should be
comprised of six segments. Each ele-
ment may not be created within a simi-
lar time frame — however, the goal is to
ultimately ensure that each is addressed.
Let’s look at each.
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Figure 1
Smart City Framework
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1. Social media - community

Social media can be used to foster a
vibrant community that promotes diver-
sity and is inclusive. Citizens should be
heard and the city should provide timely
responses with appropriate actions and/or
communication of the right information
when it is relevant. Things to consider are:

Joining the conversation — Social
media brings together likeminded indi-
viduals in a virtual environment with very
few constraints. What makes social media
unique is the constant contact. There are
no leaders, every member has a voice to
which any other member can respond.
Trending is a term in social media indicat-
ing that a topic of conversation is getting a
significant amount of traffic — sometimes
a trending topic can cross into other social
media platforms. The city should actively
create profiles on the most popular social
media sites and have processes in place to
join early any new trending sites. Active
participation on these sites will ensure that
the city is informed and can respond to
real-time issues. This will engage citizens
in meaningful dialogue. For dialogue to
be meaningful, the city will need to ensure
that concerns are attended to by appropri-
ate actions. The city will need to develop
proper support tools and competencies.

Answering questions — Blogs are
discussion forums that engage and in-
form their readers. The city should create
blogs allowing citizens to learn about
city services, ask questions, get involved,
or sign up for events — the more blogs
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the better. Any effort invested in creating
blogs will forge a common understand-
ing of relevant issues. It will also make
it easier to navigate city services, re-
ceive valuable input from residents and
businesses, provide specific answers to
unique questions, and promote commu-
nity values.

Facilitate community good — The
city should look at ways to use social
media to connect citizens in need with
members in the community that can
provide that support. Citizens that want
to contribute to the advancement of their
communities should have a platform to
connect with volunteers. Citizen engage-
ment through surveys can provide ben-
eficial feedback for dealing with commu-
nity issues and city building.

2. Access to data and
content - transparency

Access to data is about making city
data publicly available, accessible,
and easily interpreted and will be an
important driver of open, accessible,
and accountable government. This al-
lows for better information, making
insights, doing business better, be-
coming more efficient, adding value,
and creating new opportunities. Make
sure to consider:

Making data available (open data)
— The city has all kinds of data that
would be interesting to the community:
permits, development data, plans, data
linked to maps such as city proper-
ties and assets, city spending, and data

related to city services like complaint
management. When communities be-

gin to access and use open data, they

invariably add value by creating apps

and combining different datasets in a

way that collaboratively addresses com-

munity problems and interests. Other
governments, in Canada and across the

world, have repeatedly reported benefits {
that include: increased quality of life,

more efficient city services, better deci-

sion making, and creation of new data- ]
driven businesses.

Having a single version of the truth
— Corporate data access and usability
and our capacity to integrate data from
different sources eliminating data silos
is dependent on creating a single version
of the truth, managing master data as a
single consistent entity across the city. For
example, property locations are identified
by street address in a variety of datasets
and solutions throughout the city. If we
implement a consistent managed address
standard across all city datasets, we would
be able to integrate all address-based
information geospatially and to make stra-
tegic and operational insights that deliver
better services.

Creating dashboards — By building
dashboards supported by integrated data
and a single version of the truth, the city
would be in a position to make faster,
more evidence-based decisions in support
of the services we deliver. The technology
involved in sorting, filtering, and aggre-
gating the information that underlies dash-
boards will eliminate significant processes
where the city manages and manipulates
data in the absence of a supporting tech-
nology. This would free the city to focus
on the delivery of services above the
management of data and will promote
continuous improvement gained through
insights in the dashboards. ‘

3. Public access

Public access to high-speed internet
today is critical for the wellbeing of '
the community. It enables citizens and
businesses to access new opportunities.
There is a direct link between economic
growth and digital literacy. The city is
committed to ensuring that all of it’s
community has the ability to benefit and
compete in this information age. It is im-
perative to have:
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Broadband for everyone — Broad-
band internet is quickly becoming a
necessary infrastructure in city build-
ing. Just as it is difficult to measure
the benefits of providing power, elean
water, and waste removal; it is difficult
to determine the detriment to social and
economic wellbeing of not providing
broadband to everyone.

Access to public studios and labs —
Multimedia, software development, and
3D printing are staples for creativity,
research and development, and business
development. The city should provide
the tools and space necessary for citi-
zens and businesses to use the latest
technology to communicate, collabo-
rate, and enter new markets.

Improved digital literacy — Digital

literacy is the ability to use technology
for finding information, getting services,
expressing ideas, forming and joining
communities, and performing business
transactions. Anyone unable to use tech-
nology will find it increasingly difficult
to thrive in today’s information age.
The city should ensure the inclusion of
citizens in today’s digital world by pro-
viding opportunities to learn how to use
foundational tools and technologies.

4. eServices & mobile
apps - 24/7

A city of choice uses the internet to
look for ways to serve their constituents
in a timely, informative way that pro-
vides outcomes and value for money.
This service should be available when,
where, and how they want it, including:

Responsive web presence — Websites
and solutions are responsive when they

Getting a subscrlptlon
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providing citizens with consistent ex-
periences using any device (PC, tablet,
or smartphone). Consistency includes
performance, ease of use, and outcomes.
Sites should be intuitive for locating
services. Information should be easily
accessible and transactions should be
friendly, efficient, and complete.

Virtual counter service — All services
that can be migrated to the web should
be. City hall has many counters to assist
residents, developers, and local business-
es. The same care in developing forms
and service packages should be made
available on the web. This will allow
service requests and transactions to occur
during off hours. Increasing self-service
will reduce overall service costs.

Leverage cloud computing — Cloud
computing is making it easier for govern-
ments to focus on constituent needs and
less on the infrastructure requirements to
satisfy those needs. Solution development
is getting quicker and easier. Although
time to develop and deploy solutions is
quicker, consideration needs to be given
to costs associated with hosting services,
data management, and integration skills.

5. Internal digital
transformation - citizen-focused

Internal digital transformation is key
to ensuring citizen-focused services are
continuously reviewed for efficiency, ef-
fectiveness, and sustainability. The city
needs to ensure:

Improved staff digital literacy — City
employees need to think “digital first.”
Each process that collects data in electronic
form lends itself to better analysis, report-
ing, and decision making. Employees can
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improve their digital literacy by optimizing
their use of existing systems and consider-
ing data and system integration. This will
allow for employees to leverage technol-
ogy in innovative ways with every new
business problem, initiative, or project.

Mobile work force — The mobile
worker should be empowered with
mobile solutions that allow them to
plan their day more effectively, capture
electronic data in the field quickly,
and communicate with constituents by
providing information that is timely,
accurate, and relevant.

Continuous innovation — Technol-
ogy is changing at an exponential rate.
The city should have processes in place
to review and evaluate relevant emerging
technologies. Technologies that are dis-
rupting industries should be of special in-
terest because they are creative in nature,
can reveal opportunities, and can change
mindsets by altering citizen expectations.

6. Municipal transformation

This final element of the framework
requires the city to always be asking:

What will be next? Are we ready for
the future?

The city’s digital maturity is dependent
on allocated resources and its ability to
engage, participate, and learn from others.
Technology is changing so rapidly that
smart cities need to be open to embracing
what’s next. The city needs to explore and
understand emerging concepts, models,
and technologies such as smart cities, In-
ternet of Things (IoT), digital economies,
and e-government. The city should look to
industry leaders for trends, interpretations,
and partnering opportunities. MW
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