WHAT IS PROGRAM & SERVICE REVIEW?
Program and Service Review (PSR) is composed of an internal team dedicated to evaluating the services offered by the City of Edmonton. The
objective is to help City Council achieve its strategic goals and determine how our organization can improve the services that matter to
Edmontonians, in ways that maximize citizen tax dollars.

SUMMARY OF S
 ERVICE AREA
Geographic Information Systems (GIS) and Spatial Analytics is a broad reaching service that supports many City of Edmonton services,
from legal documentation and Emergency Management to Urban Planning and Citizen Services. This internal service is about mapping
where things are, understanding how they relate to each other, and managing spatial systems and software. A strong enterprise GIS is an
essential component to support data-driven decision-making for City Administration. GIS and Spatial Analytics do not generate revenue for
the City; rather they provide an informational foundation for internal and external operational systems.
Over 20 City service areas use, maintain, or contribute geographic information. The three main functions of GIS include cartographic
mapping, geospatial data analytics, and GIS strategic planning and platform management. Considered an internal service, integrated
geospatial information is embedded in many aspects of City services.

Cartographic Mapping | I nternal Service
Cartographic Mapping includes traditional mapping services which provide necessary information such as data
creation in parcel layers (foundation for mapping the City), visualization, and print materials which are required
for functions across the organization.

Geospatial Data Analytics | I nternal Service
GIS data is used to generate analytics to support operational decision making, provide understanding of
complex issues, and support strategic decisions and policies.

Geographic Information Systems
Strategic Planning & Platform Management | Internal Service
Management of the enterprise environment and its growth includes custodianship of spatial assets and the
integration of GIS with operational systems (e.g. computer aided dispatch systems).

RESEARCH M
 ETHODOLOGY
Each Program and Service Review (PSR) typically begins with a review and a Challenge Panel including: community, academia, industry and
peer subject matter experts who help provide focus to the analysis, challenge the recommendations and provide guidance. P
 lease note: each
service area has a tailored approach for engagement and analysis, the following were completed for this review:

ENGAGEMENT

ANALYSIS


INTERNAL

EXTERNAL

Employee interviews, job shadowing,
ride-alongs with service area.

Challenge Panel

Review of key branch documents (e.g.,
business plans), High level analysis (e.g.,
finance, human resources, etc.)

Review of academia and other secondary
research, case studies.

IMPORTANT I NFORMATION & TERMINOLOGY
Geospatial Information Systems (GIS):
Any data that is set to a location; creating
connections between assets, people, services, and
activities.

Data Steward:
Responsible for data content, context, and
associated business rules (what is stored).

Parcel Layer
Operational data considered the backbone or
foundation. Requires the technical skills of a
geospatial technician in creating parcel geometry.

Data Owner:
Official designate accountable for a specific
information asset database.

Systems Thinking:
Focuses on recognizing the complexity of
interconnections between the parts of a system;
synthesizing them into a unified view of the whole
to reveal interdependencies.

Data Custodian:
Responsible for safe custody, transport, storage of
the data, and implementation of data standards
(technical environment and database structure).

Hybrid Delivery Model:
From an organizational perspective, GIS service
delivery is provided by multiple departments and
branches at the City. Currently acting as a hybrid
model, hub and spoke system, with Open City and
Technology as the main hub. The overall
effectiveness and strength in using geospatial
information is closely tied to the inherent
business acumen required in understanding each
area’s core business and its service.

Open City and Technology:
The Open City and Technology Branch leverages
the City’s data, business solutions and diverse
technologies to increase internal and external data
sharing, optimize processes and deliver quality
service.

GEOGRAPHIC INFORMATION S
 YSTEM LAYERS
1 Core Parcel Layers of the City

The Core Parcel and Operational Data layer
create the back-bone or foundational data for
the city’s geospatial information.

2 Operational Data

(Producers/Maintainers/Integrators). Requires
both technical geospatial and operational data
experts to function. The links between GIS and
technology are established, becoming more
accessible and easier to integrate with other
systems.

3 Analytics and Tools

Significant technological advancements, such
as big data, 3D modelling, augmented reality,
and the use of online platforms highlight
major growth opportunities for the City of
Edmonton to increase integration of the
existing Geospatial Information Systems. For
example, tools to improve waste management
services, such as real time updates, instant
communication, and route optimization
(through the use of ArcGIS); enabling the
Customer Support Centre and Social
Marketing Canvassers to respond to citizen
inquiries and to resolve safety issues for
residential collections staff has been initiated.

4 Users and Consumers

As data is used the system organically builds
off of each layer, reinforcing more data,
creating new tools to support staff efficiency
and effectiveness. This layer also enhances
visualization of data to communicate complex
issues more effectively and promoting transparency
and accountability.

GEOGRAPHIC INFORMATION SYSTEMS &
 CITIZEN IMPACT
While the immediate benefits of GIS are seen functionally within the Corporation, the service delivery improvements that result support our
citizens. Citizen-facing service areas with the highest GIS integration include:
Fire Rescue:
Computer aided dispatch. Fire Rescue also
includes the geomatics service, which ensures
geospatial data is continuously updated.

Waste Management and Edmonton
Transit System (ETS):
Dispatch, route optimization, data analytics,
development of web-based tools for
real-time information.

Urban Form/City Planning:
Land use, urban planning, and residential and
commercial development.

Urban Transportation:
Wayfinding signage, Walk Edmonton, access
and ease to information.

Monitoring & Geospatial Services:
Data contribution on land development
applications and GIS data support for all
planning work.

Elections and Census (under City Clerk)
Receives support on geospatial products and
tools to support elections and census activity
as required.

Fleet Services:
GPS technology (future state) to enhance
performance and track operational data.
● Aides in the development and
implementation of emerging
technologies.

Parks and Roads:
In late 2017, the reorganization and merger
of the Parks and Transportation branch
consolidated the major GIS specialists under
the same branch to integrate the road
network with open spaces operations.

RECOMMENDATIONS W
 HY & IMPACT
Digital transformation continues to raise the benchmark for the deployment of technology to address the needs of a modern organization.
Capturing and using location as part of today’s data assets is commonplace. For the City of Edmonton to be successful in its digital
transformation, innovative and knowledgeable GIS subject-matter experts will be required to bring location based decision-making and
place-relevant strategies to life.
Governance and an end-to-end GIS platform can improve the effectiveness, efficiencies, and synergies for users and service providers.
Currently, data is not integrated, varies in quality, and is sometimes difficult to retrieve. Therefore, this Program and Service Review focuses
on data governance and enterprise adoption of best practises to support the growing use and collection of data.

SERVICE &
RECOMMENDATION

WHY

1

Current state (What we found):
Business areas receive GIS support requests (internally and
externally) that are beyond their expertise or scope of work.

Strengthen the
hybrid-service
delivery model

These requests are often fulfilled through collective efforts across
departments. However, the high volume of requests may
compromise the service and quality.

GIS

Future State (What we will do):
Usea systems thinking approach to formalize and centralize the
role and responsibilities of Open City and Technology and the
major partner roles of the satellite business areas.
● Create role clarity on service delivery and support to
provide a strengthened governance model for the service.
Conduct a third-party, in-depth review of GIS functions across the
City, with the expectation of identifying further synergies and
refinements.
● Create a central point of contact for the enterprise and a
mechanism for requesting geospatial services to streamline
effort and further integrate data.

IMPACT

Impact:
By strengthening the organizations existing
hybrid delivery-model and adopting a
systems-thinking approach, internal
efficiencies such as centralized governance,
training, and interdepartmental
collaboration will be established.
Inefficiencies and scope of work will be
resolved.
Strengthened internal partnerships with
Open City and Technology will enable
service areas currently not utilizing the full
possibilities of GIS to better integrate their
business units.
Citizen Impact
Digital transformation will improve the
citizen experience.

2

Leadership
Open City
Technology (OCT)
to provide
leadership and
training for GIS
users

Current state (What we found):
Not every business area has GIS capabilities due to lack of
resources, training, or capacity. Business areas with GIS
capabilities are dedicating resources outside of their scope of work
to assist other areas. For example:
● Fire Rescue Service accepts mapping requests from areas
throughoutCitizen Services as they have the only GIS
resources in the department.
● City Planning receives hundreds of GIS requests from
multiple City departments.

Impact:
Centralized training and management of the
City's new technologies will:
-

Ensure the correct staff are trained
on the appropriate GIS platform(s).
Improve employee understanding
and use of emerging technologies,
ultimately enhancing both user and
consumer experience.

-

These requests are handled as capacity allows.
Future State (What we will do):
Open City and Technology wil provide leadership on GIS technical
training, process improvement, GIS data literacy, and competency
development for GIS users of various skill levels.

3

Data
Management
Open City
Technology to act
as the Corporate
Data Custodian

-

More efficient use of resources with
transition to a new technology
platform

For more information about the City of
Edmonton's new GIS software/platform, please
refer to the full report.

Current state (What we found):
Data standards, stewardship, custodianship, source, and
ownership are not standardized.
- Inconsistent data maintenance can result in low quality
data This disparity can affect the integrity of data used by
both citizens and employees.

Impact:
A centralized data custodian will enable the
organization to have accurate, consistent,
current, and comprehensive data by
identifying and removing any discrepancies
or gaps.

Future State (What we will do):
Open City and Technology to be responsible for safe custody,
transport, storage, and implementation of data standards.

This improvement will provide:
- Accurate and up-to-date, data to
citizens and employees.
- Integration of data for ease of use
across multiple platforms and users.
- Clarity on a consistent framework for
geospatial data to support the
successful transition of a new
enterprise platform (ArcGIS).
Citizen Impact:
Improved service delivery by providing
information that is easy to access and
shareable with external partners and
collaborators.

