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	Overview

Country: Canada
Industry: Municipal Government
Customer Profile

Located west of Montreal, Quebec, the Town of Kirkland consists of 21,000 residents, and offers a full range of municipal services.
Business Situation

Kirkland wanted to improve its citizen-request system so people could request municipal services online, and receive progress updates.
Solution

Kirkland selected Microsoft® Office SharePoint® Server 2007 as the platform for the new service request solution
Benefits

· Improved integration

· Better resource management

· Increased accountability

· Improved security

· Impressed citizenry

	
	
	With all of our systems tied into Office SharePoint Server 2007, it becomes a collaboration engine for the workforce.
Nabil Takla, Division Head – Information Technologies, Town of Kirkland


	
	
	
	With a strong history of providing superior municipal services, the Town of Kirkland, Quebec, wanted to offer its residents a simpler, more efficient service-request system. The municipality wanted residents to be able to make requests online, and provide them with follow up reports. It didn’t take long for Kirkland to find the solution – in fact, it was already in place. The municipality had installed Microsoft® SharePoint® Portal Server 2003, and knew from its features that SharePoint would fulfill the service-request requirement as well. With help from Microsoft Gold Certified Partner Techtra, Kirkland implemented the latest version, Microsoft Office SharePoint Server 2007. Now citizens can make requests online, and follow the progress of their requests through the municipal service departments all the way to resolution.
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Situation

“Ad civitorium Felicitatem… For the happiness of our citizens” – This is the simple but ambitious motto of the Town of Kirkland, Quebec, located west of Montreal. It’s a fitting maxim. With 21,000 residents, Kirkland is named after Charles Aime-Kirkland, a doctor and politician with a history of public service. In the 1920s and ‘30s he practiced medicine at Montreal General Hospital and Hospital Saint-Joseph in Lachine. He was elected Mayor of the Town of Saint-Pierre in 1938, and Liberal Member of Parliament for Jacques-Cartier in 1939. He was also a member of several social services organization.

Given this history, it’s no surprise that Kirkland is always looking for ways to improve citizen services. Recently, the town began investigating ways to improve its citizen-requests process. The existing system was not ideal. Residents had to call town hall or come in person to ask for pothole repairs, street light replacements or sidewalk snow removal. Municipal employees would record and track the requests on paper and hand the work order to a co-worker to begin the repair process. But from there, it was difficult to track repairs, and nearly impossible to report back to citizens looking for updates.

“People would have to call two or three times before they’d get an answer about their service requests,” said Lili Bouchard, Assistant to the Mayor and General Manager, Town of Kirkland. “We wanted to live up to our motto, but our old system was holding us back.”

Kirkland wanted a document management and workflow tracking system that would improve citizen-request management. Ideally the solution would allow the municipality to deal with requests within five days, and also allow the town to update residents on progress.

“We were looking for a system that would help us centralize,” Bouchard said. “Our goal was to have one place where citizens could request a service, file a complaint or simply find information about the town. This system would let us track and follow requests, not only for improved responses, but also to help us improve our internal processes. If we had statistics on how many requests we received, and which departments were engaged we’d have a better idea of where to invest to ensure citizens’ needs are being met.”

Solution

It didn’t take long for Kirkland to identify the solution. In fact, the answer was already in place. In 2006, with help from Microsoft® Certified Gold Partner Techtra, the municipality implemented Microsoft SharePoint® Portal Server 2003 to help manage town council documents. The solution was so successful that Kirkland turned to Techtra again, but this time to implement a citizen-request management platform on the latest iteration of the software, Microsoft Office SharePoint Server 2007.

“When we helped Kirkland implement SharePoint Portal Server 2003, we knew the technology could be used for more than document management,” said André Larose, President, Techtra. “The functionality of Office SharePoint Server 2007 goes much further than its predecessor, so we knew it would give the municipality even greater flexibility.”

Part of the 2007 Microsoft Office System, Office SharePoint Server 2007 helps organizations manage content, implement business processes, and provide easy access to essential information. Office SharePoint Server 2007 also helps users upload and access documents on a searchable, Web-accessible repository that supports business intelligence and data analysis.

To ensure staff members become familiar with the system, Kirkland instituted an employee buy-in program, whereby the municipality met with workers and explained the project, focusing specifically on the main goal: better citizen services.  The municipality also developed a user guide to help ensure employees understood how to use the system. By the time the pilot began with 20 employees in the spring of 2007, users knew what to expect. Kirkland gathered workers’ input to hone the functionality and in September the municipality unveiled the solution for the public, calling the platform “integrated Computer Automated Request Exchange,” or iCARE.

iCARE is an electronic citizen engagement platform for accessing municipal services, designed to automatically ensure citizens’ requests reach the correct departments in a timely manner. It registers citizen complaints, service requests, suggestions, information requests and claims through an online form and sends confirmation emails with a link that enables the citizens to follow up on the status in real time. Accessible through Kirkland’s main Web site, iCARE sends each request to a specific case manager, who is tasked with addressing the question or concern, and all the tasks associated with the request are simultaneously transmitted to the appropriate employees for immediate action. 

During the three month trial alone, iCARE funneled 500 complaints and 275 service requests into the municipal infrastructure.

Benefits

iCARE has helped Kirkland integrate its departments and procedures for an efficient, effective request-management system. As well, iCARE has helped the municipality to better forecast the funds needed by each department, consequently improving its operational budget management. Furthermore, the iCARE system provides a confidential and secure environment for citizens to submit their requests. 

Improved integration

iCARE empowered Kirkland to centralize its citizen services on one information system, interoperable with all of the other Microsoft-based systems that the municipality already used, including Microsoft Exchange Server 2005. This has helped the municipality improve its technology ROI.

“We’ve enhanced our internal communication infrastructure with iCARE,” said Nabil Takla, Division Head – Information Technologies, Town of Kirkland. “With all of our systems tied into Office SharePoint Server 2007, it becomes a collaboration engine for the entire workforce.”

Better resource management

Now that all departments and services are integrated into iCARE, Kirkland can better identify high-demand services and adjust support levels accordingly. For example, iCARE helped the town pinpoint an issue with its tree-pruning services. Citizens were using iCARE to complain about the reduced services in tree-pruning, since the municipality had cut back in that area. This enabled the Town to pinpoint the problem and Kirkland decided to increase the budget in order to better serve the citizens.
“Our biggest iCARE user internally is Public Works, because it’s the department that receives the most requests for services,” noted Bouchard. “Our foremen understood the benefits of iCARE almost immediately. It gave them a better sense of where to put their people to best serve our residents and businesses.”

Increased accountability

Now that iCARE is in place, municipal managers have a better understanding of the requests flowing through their departments from collection to resolution. And although the drive to provide excellent city services has always been part of the culture of the Kirkland civil services, now workers feel even more pride of ownership over every citizen request.

“We’ve heard from managers across every department that they feel more engaged with their work, and better connected to their customers, the residents,” said Bouchard. “We knew Office SharePoint Server 2007 would help improve our internal processes, but we couldn’t have guessed how positive it would be for employees.”

Enhanced security

iCARE benefits from the information-access controls in Office SharePoint Server 2007. The municipality can set user levels so only certain people are allowed to edit certain documents. In the past, anyone could have amended a paper-based work order or service request as it was passed from person to person. Now document security has increased, and the town can rest assured that its citizen-request platform employs the same strong information protections used in other parts of the organization.

“That’s another aspect of our focus on citizens,” said Bouchard. “We take care of the information people give us, and they know we’re treating the personal details as carefully as possible.”

Impressed citizenry

The municipality developed a survey module for the iCARE interface on its Web site, and the feedback has been positive. “We knew we were doing something right when people began to make comments and suggestions, and really started to engage with the town as their service provider,” said Bouchard. “It’s strange to think this all stemmed from a straightforward document management solution a few years ago.”

Since iCARE was installed, Kirkland has decreased the amount of time it takes to resolve citizen complaints and service requests. Whereas the residents used to have to wait a week or more before the city would address their concerns, now they wait no longer than five days – Kirkland’s target response time for iCARE requests.

Kirkland plans to expand iCARE to offer more citizen services, leveraging the scalability and flexibility of Office SharePoint Server 2007.

“We’ve identified access-to-information requests as one area for development for iCARE,” said Bouchard. “Now that we have the workflows, we can use them to respond to requests for information, which requires a more secure and confidential environment, through the Web site. The Office SharePoint Server 2007 platform is so flexible, we’re bound to find even more new use-cases.”
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Microsoft Office System
The Microsoft Office system is the business world’s chosen environment for information work, providing the programs, servers, and services that help you succeed by transforming information into impact. 

For more information about the Microsoft Office system, go to: 

www.microsoft.com/office
�
�
Software & Services


Microsoft Office SharePoint 2007


Microsoft Exchange Server 2005


�
Partner


Techtra�
�
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For More Information


For more information about Microsoft products and services, call the Microsoft Sales Information Center at (800) 426-9400. In Canada, call the Microsoft Canada Information Centre at (877) 568-2495. Customers who are deaf or hard-of-hearing can reach Microsoft text telephone (TTY/TDD) services at (800) 892-5234 in the United States or (905) 568-9641 in Canada. Outside the 50 United States and Canada, please contact your local Microsoft subsidiary. To access information using the World Wide Web, go to: �HYPERLINK "http://www.microsoft.com"�www.microsoft.com�





For more information about Techtra products and services, call (450) 679-9898 or visit the Web site at: � HYPERLINK "http://www.techtra.ca" �www.techtra.ca�





For more information about Town of Kirkland products and services, call (514) 694-4100 or visit the Web site at: � HYPERLINK "http://www.ville.kirkland.qc.ca" �www.ville.kirkland.qc.ca�














