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WRED ROCK

Executive Summary

Project Background: Website and Online Service Delivery Review

The Township prioritizes excellent service delivery and as part of a continued effort to provide accessible, user

friendly services, the Township is planning to redevelop its website and develop and implement online services As the world has shifted to
to ensure ease of use for staff and members of the public including residents, visitors and potential investors. embrace digital services, it is
. ) i A . . Sl _n increasingly important for
With the current website having been identified as outdated in terms of mobilefriendly use, accessibility, and townships to conduct
ease (_)f navigation for users, the Towng.hip IS not only segking to.impr'ove and modernize the qulfacing user assessments of their public
experience, but also looking to streamline baclend website functionality to ensure staff can easily update and internal facing
information, add d_ocuments, process bqokings _and receive gppl?catic_)n's. In'addition, the Township will pursue technologies to ensure they
development and implementation of online services for the first time in its history. are meeting the needs and
The purpose of the Website and Online Services Review project (herein referred to as the Review), which is expectations of all key
essentiallyPhase 1lis to validate the need for a new website and development of online services, and provide stakeholders.

recommendations onPhase 2the design and build phase.

|deal Future State Benefits

A A visually stunning, accessible, mobilériendly website that is A A modernized website and online services will enable the Township
easy to use for Township staff, residents, visitors and potential to better serve and remain accountable tahe community.
investors. Additionally, there will be increasedefficiencies and staff time saved

A Streamlined inperson processes and services, made possible as a result of streamlined, digital processes.
by shifting to online servicesthat will allow front-line staff to A The design and launch of a new website will directly and indirectly
spend more time on other administrative duties while offering benefit the Townshipds residents,
residents and visitors a convenient and accessible way of local employment opportunities. This will in turn improve the
conducting their business with the Township anywhere, anytime. communi t y 0 sfvisitord, resadents iara potential investors,

while ensuring ease of use for staff.

Wherever business takes you MNPdigital.ca 4
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Executive Summary

Current State Findings Overview

In order to better understandRed Rockds curr ent MM¥Ptfaziitated @agenme®af t uni t i e s
engagement sessions wittkey stakeholders across the organization, including Red Rock internal staff and
public stakeholders in the community.

MNP has outlined the findi ngsPeapletPiocess artd echsologyd ct i on

User Experience Design Digital Services

O 1 From a user experience design and engagement perspective, the 04 There is an opportunity to utilizemodern functionality to
website is outdated, is not intuitive and does not provide a provide users withonline services and enable Township
modern experience to users. employees to facilitate operational processesligitally.
Accessibility Website Language

02 From anexperience perspective, there areaccessibility 05 There is an opportunity to better alignwebsite content and
challenges when interacting with the current website that may language that showcases andpromotes the Township and

Impact various users. amenities in order to attract future residents and tourists.

Organizational Readiness

Technical Issues Employees are open to utilizing anodern website and digital
03 There aretechnical issues with various website components 06 platform to provide online services to residents, tourists,

that impact users overall experience when trying tmavigate the businesses and other key stakeholders, but they are nervous

website andaccessrelevant information. about staff capacity and capabilityd orientation and training will

be important.

Wherever business takes you MNPdigital.ca
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Executive Summary

Recommendations Overview

Based on the Current State Findings and Future State Vision, MNP recommends that the Township of Red
Rock implements a new website with the ability for stakeholders to conduct online services.

A new website would enable the Township taedesign the navigation, content and language in order to
effectively provide residents, tourists, businesses and potential investors walecurate, up-to-date information
through an intuitive and accessible platform. Additionally, the Township should integrate the ability for
stakeholders toconduct activities , such as bookings and payments and permit applications, through digital
platform that is convenient and accessible.

The new website and online services would provide the Township with the opportunity tetreamline and digitize
current processes. The streamlining and digitization of current processes would also provide the Township with
digital file and information storage to ensure an effective retention of knowledge and data.

A key component of digital modernization is ensuring that thefoundational elements within an organization are
effectively established to support digital platforms and processes. These foundational elements will enable the
Township to be successful, both currently and in the future.

The remainder of the report will outline therecommended options, implementation plan and cost
considerations that the Township should undertake to transform the website and provide stakeholders with online
services.

Wherever business takes you MNPdigital.ca 6
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DIGITAL
Implementation Plan Work Streams

The following Work Streams are recommended for the Township to undertake tenable an engaging, accessible and useiriendly experience for
internal and external stakeholders through a modern, digital platforn® i.e., a new website and online services.

© ©

Vendor Procurement

Governance and Guidelines

The purpose of this stream is to
establish thegovernance
structure and accompanying
materials (policies, standards,
guidelines, etc.) toenable the
Township to ensure strategic
alignment and consistency.

Data and Process Review Design and Implementation

The purpose of this stream is to
design and implement a new
website and online services
platform in partnership with the
selected vendor. It will also include
the appropriate training and
support for key stakeholders.

The purpose of this stream is to
review and document current
Township knowledge, data and
processes in order to consolidate
relevant information prior to
modernization.

The purpose of this stream is to
lead the procurement of a
vendor who can design and
implement a new website and
online services platform to
enable effective modernization.

Management and Oversight

The purpose of this stream is to providdeadership and
sustainable management of the various work streams to
ensure theyintegrate effectively in support of the
T o wn s goalpahd strategy, as well asdefined key

Change Management

The purpose of this stream is to lead the change management

strategy, planning and implementation , including
understanding and monitoring organizational readiness and
resistance. It also encompasses leading theommunications
outcomes. strategy and plan.
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Executive Summary

Implementation Plan Cost Summary

Listed below isthe summarized estimatedincremental costs per work streamfot he Towns hi
Website and Online Services design and implementation.

pos Modernization |

] ] 0
Work Stream Estimated Incremental Cost EStlmetEe (.:OSt T 2
Contingency
Governance and Guidelines $28,000 $35,000
Data and Process Review - -
$40,000 $50,000
Note: The purpose of this stream is to lead to the procurement of a vendor who can design and impler
Vendor Procurement

a new website and online services platform to enable effective modernization. The Vendor Procuremnjent
activities could be conducted internally or external. The estimated cost to hire external resources has
included in the total estimates on this page

Design and Implementation $123,000- $158,000 $153,7503 $197,500
Management and Oversight - -
Change Management $25,000 $31,250
Total $216,000- $251,000 $270,000 - $313,750

While MNP recommends undergoing the Modernization initiatives with all outlined activities to ensure the Township is effeatly enabling long-term success, there is
recognition to the fact that resources may be limited.
If the Township were to conduct only theDesign and Implementation Work Stream , which is essentially thelesign and build of a new website and online

services, the costs are estimated to be approximately123,000- $158,000but will ultimately depend on the selected Vendor and the agreed upon contract. 8
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Website and Online Service Delivery Review

The purpose of this project is toreview, assess and identify opportunities to modernize the
Township of Red Rockds webertderand bDaofthersenkan
capability to provide excellent services to the community through ease of use, accessibility, and
streamlining online service offerings.

The final deliverables of this project willemonstrate the need for and validate the importance
of moving into the next phase of this modernization initiative  , which is the actualdesign and
build of a new website and the development and implementation of online services.

Wherever business takes you MNPdigital.ca 10
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Project Background

Website and Online Service Delivery Review

The Township prioritizes excellent service delivery and as part of a continued effort to provide accessible, user

friendly services, the Township is planning to redevelop its website and develop and implement online services As the world has shifted to
to ensure ease of use for staff and members of the public including residents, visitors and potential investors. embrace digital services, it is
. ) i A . . Sl _n increasingly important for
With the current website having been identified as outdated in terms of mobilefriendly use, accessibility, and townships to conduct
ease of navigation for users, the Township is not only seeking to improve and modernize the publfacing user assessments of their public
experience, but also looking to streamline baclend website functionality to ensure staff can easily update and internal facing
information, add documents, process bookings and receive applications. In addition, the Township will pursue technologies to ensure they
development and implementation of online services for the first time in its history. are meeting the needs and

expectations of all key
stakeholders.

The purpose of the Website and Online Services Review project (herein referred to as the Review), which is
essentiallyPhase 1lis to validate the need for a new website and development of online services, and provide
recommendations onPhase 2the design and build phase.

|deal Future State Benefits

A A visually stunning, accessible, mobilériendly website that is A A modernized website and online services will enable the Township
easy to use for Township staff, residents, visitors and potential to better serve and remain accountable to it community.
investors. Additionally, there will be increasedefficiencies and staff time saved

A Streamlined inperson processes and services, made possible as a result of streamlined, digital processes.

by shifting to online servicesthat will allow front-line staff to A The design and launch of a new website will directly and indirectly

spend more time on other administrative duties while offering benefit the Townshipds residents, t
residents and visitors a convenient and accessible way of local employment opportunities. This will in turn improve the

conducting their business with the Township anywhere, anytime. communi t y 0 sfvisitord, resadents iara potential investors,

while ensuring ease of use for staff.
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Strategic Alignment

Website and Online Service Delivery Review

The Review project 1 s amodernizationcoatheir antine gatfarnm totersere itistuwaticndl an@ [@revides value for
members of the public. The Revi ewds f istredmlimeghs websitedto renewe ¢eahnotobicals how t h-
inefficiencies while enabling greater process efficiencies and improved navigation for both internal and external stakeholders.

It is essential to ensure the online platform isutilizing modern features and designed in a way that isntuitive, user -friendly and aesthetically
appealing. In recent years, the population of individuals between the ages of 20 and 29 increased within the Township, and this trengbredicted

to continue. The younger demographic has grown up interacting with the digital world, resulting in higher expectations for #ir digital experiences
with organizations and their communiti es. dctessibld mtuitiveth napigate and eisoiadly t e ¢
stunning in order to reach and exceed growing expectations and standards. Users want to interact with a digital platform in a way that is
satisfactory and hassle-free, which in turn results inincreased satisfaction, meaningful digital interactions and enhanced relationships with

the Township.

The Review has found thatleveloping a new website and launching into online services, will nainly
improve the user experience but also provide an opportunity tantegrate modern functionality into = 3 e
the website. Community members could have the ability to reserve Township services, such as the —-
campground, marina, and newly built interpretive center. This would enable the Township tapitalize
on observed trends of increased domestic travel and firsttime campers as a direct result of the
COVID 19 pandemic. Addressing technological opportunities, while integrating modern online service
functionality, will enable the Township to utilize this channel to moreffectively promote the
community as a tourist destination that is accessible and available to interact with in the digital
realm.

In summary, theReviewhas found and validates that it iscrucial to modernize and enhance the user
experience through the development of a new website and online services in order to meet the
evolving expectations of the community and key stakeholders. This would also enable cost savings
(through saved staff time), increased efficiencies (through streamlined processes) and increased
utilization of existing municipal spaces, services and infrastructure (through digital booking). Wherever business takes you 12




Approach and Methodology EORERR0cx MK

Business Review & Transformation

Throughout the Review, the MNP Project Team worked within th#INP Business Review and Transformation methodology. This
framework brings together the three aspects of successful businessfriven digital transformation d People, Process and Technology &
ensuring that the recommended approach and implementation plan resulting from this Review, are holistic and pragmatic, whaéthe
same time, customized to the unique context of Red Rock.

Technology

A Existing Systems, Applications and
Technical Tools

A Functionality and Integration

A Data Governance and Records
Management

People

A Business Intelligence and Data
Analytics

A Employee Training and
Communications

A Employee Experience and Culture A~ Security and Privacy

A Client and Stakeholder Experience

A Change Management Process?

A Business Processes
A Roles and Responsibilities
A Reporting

A Policies, Procedures, Standards and
Directives

A Management and Governance

Business Review&

Tran Sformatlon Wherever business takes you 13
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Approach and Methodology =

Digital Transformation Leading Principles

The following | eading principles were devel oped based o ncipdMdoreinment e
organizations, cansuccessfully leverage modern technology to enable business outcomes . The Review activities were guided by these key
principles, and the resulting recommendations are in alignment so as to ensure the recommended implementation plan is modeinnovative,

collaborative and userfriendly.

¢

Modern Technology Process Innovation Partner Collaboration User Experience Usable Information
Activate modern tools, Seek opportunities for Collaborative partnership is a Focus on providing a user Ensure accuracy and
platforms and applications process improvement foundational element of our friendly, mobile (when reliability of data and records
that support user-friendly, supported by the future recommendations, leveraging applicable), and intuitive management in order to
accessible, efficient and website and enhanced online  technology to ensure effective experience for users and support a strong culture of
effective website and online services, enabled by communication and advance organization and data-driven decision making,
services offerings. innovative technologies information sharing between community-wide adoption of transparency and reporting.
available to municipal the Township and the technology.
government organizations. community.

Privacy and Security is a foundational component of each of these principles.

Wherever business takes you MNPdigital.ca 14
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Industry Trends & Leading Practices

Municipal Trends: Citizen First Design

A key priority for modern municipal government organizations is designing services with citizens in mind. Townships and cities are no
longer solely a utility provider, but anenabler of a vibrant, healthy and thriving community  of citizens, businesses and other
organizations.

As organizations and businesses evolve and providagh quality services through diverse channels, citizens have come to expect the same
efficient and seamless services from government d especially at the local level.

Municipal government organizations are shifting their focus to provide exceptional service delivery in
a centralized manner. This way, citizens camccess relevant and timely information through
transparent, convenient programs and services , whether in person, virtually, or digitally. The
COVID 19 pandemic forced many organizations tembrace technology to shift services and
operations to a digital environment . As a result, citizen expectations are even higher than ever, for
accessing programs and services throughser-friendly, mobile and convenient digital tools.

R ) T | As the world is moving towards anincreased utilization of digital technologies to conduct various
- “ activities, it is critical that townships also ensure their technology meets the evolving expectations of

their key stakeholders. This is a key moment fdownships to undergo technology transformations

to modernize the technology tools and processes that support those tools. Increasingly across the

country, organizations have increasednvestment in technology resources to build a strong and

adaptable foundation for the future.

Wherever business takes you MNPdigital.ca 16
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Industry Trends & Leading Practices

Municipal Digital Channels

An important component for service delivery at the local level , is the ability for citizens to access services througtiigital channels. As
citizen expectations for digitalization grow, organizations governments at all levels within Canada are shifting émbrace online channels to

Improve interactions with the public and establishstreamlined, standardized service expectations in alignment with service in -person and
by phone.

Flexibility Responsive
Citizens are interested in accessing services W Citizens expect transparent and responsive
when and how it is convenient for them. services from all levels of government. This
This often include ¢ « includes developing feedback mechanisms and
business hoursoé and d ongoing continuous improvement initiatives to
such as smartphones and tablets. adapt, shift and improve service delivery.

Visibility

Citizens expect to be informed with proactive
notifications and status updates. This can
include anything from online visibility into the

status of a service request to the renewal of
memberships.

Availability

Citizens expect information to be readily
available in an easy to navigate online
platform, including information that is

properly categorized and searchable.

Wherever business takes you MNPdigital.ca 17




- - [OREDROCK MNP
Industry Trends & Leading Practices

Principles for Municipal Service Experience

The following principles outlinefive foundational elements of meeting and managing the evolving needs and expectations of citizens and
stakeholders. These elements work together to ensure municipalities are able teffectively design or redesign programs and services that

will improve the relationship between citizens and their community.

Accessible Informative Digital -First Streamlined Transparent
Citizen want services to Citizens are looking to As more organizations Citizens are looking for a Clear, consistent, open
be simple, timely and civic employees to embrace digital service seamless experience where and transparent
easy to access and provide them with an models, citizens are looking they can access relevant communication builds
consolidated in one answer to their inquiries for similar experiences with information for numerous trust and increases
location. in a fast, efficient manner. township services and often services in one consolidated overall citizen
seek a digitatfirst option. location. satisfaction.

Wherever business takes you MNPdigital.ca 18
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Industry Trends & Leading Practices

Practices for Municipal Service Experience

The following Practices for Municipal Service Experience outline seven foundational activities that must be undertaken whenproviding
positive citizen and stakeholder experiences in order to effectively meet and manage theevolving needs and expectations of citizens and
demonstrate acommitment to continuous improvement.

& a

Design for Citizen Experience Simplify Services Work Holistically
Programs and services are Programs and services are There is a focus on ensuring
designed to ensure citizens are intuitive and accessible for the Township operates as
at the centre enabling positive citizens through various one organization to enable
and meaningful interactions channels while reducing consistent citizen
with the Township. complexity and confusion. experiences.

12 i r 2

Capture and Integrate

Focus on Transparency Document Clear Processes Citizen Feedback Effectively Train Employees
Relevant Township data and Processes are clearly The Townshiputilizes citizen Employees have the
information is transparent documented, communicated feedback to improve knowledge and ability to
and accessible to citizens. and understood throughout interactions, programs and effe_ctivc_el_y cor_1duct hi_gh
the Township_ services to effeCtively serve quallty Citizen Interactions.

the community.

Wherever business takes you MNPdigital.ca 19
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Industry Trends & Leading Practices

User Interface

Astechnology continues to evolves, new features, functionality and capabilities emerge to ensure that the stakeholder experience is higiality
and satisfying. In order to achieve this, there has beenafocusa@amer gi ng t e c h n toldesigniaeendaging and éffective user
interface, as it is a foundational component to stakeholder experiencelhe goal of interface design is to provideengaging digital interaction for

the public while ensuring accessibility and transparency with a modern look and fedtmerging and evolving technologies focus on the following
key elements in relation to user interface.

Boosts User Experience Encourages User Loyalty
Proper utilization of design elements results in a As users are more engaged, they become
memorable experience for users while increasing more loyal and personally invested in their
the overall satisfaction with their interaction with experience, which may result in increased
the organization. retention and attraction.
Prioritizes
Fulfills User Needs Accessibility Minimizes Errors
Userfriendly interfaces with easy, Recognizing the diverse An intuitive, consistent interface
standardized navigationdecreases needs of all users to ensur minimizes the risk of user errors,
the user search time and meets user content is proactively unwanted actions or frustrations
needs in afast and efficient way . designed to be accessible throughout the navigation process.

in a variety of formats,
rather than reacting to
challenges.

Wherever business takes you MNPdigital.ca 20
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Industry Trends & Leading Practices

User Experience and Design

As previously mentioned, emerging technologies have a focus on the user design of a digital platform as it plays a criticalerin the stakeholder
experience. Below are somdest practices for user experience and design, ensuring aseamlessexperience whilemeeting user expectations.

= oy Q

Design with Users Needs in Mind Ensure Website Reflects User Preferences |dentify Essential Website Design Elements

Website and content design should be Users prefer to interact with websites that  Essentiakelements in website design include
user-focused and address the needs have understandable information and unity, complexity, intensity, interactivity, and
and interests of the target audience. smooth functionality. They want the site to novelty.

be intuitive and easy to use.

N
P = ©

Make Design Visually Appealing Implement Interactivity Acknowledge Users Perceptions of Websites
Visual appeal and design are equally Websites that utilized interactivity can Users evaluate websites based on content,
important as functionality and information increase user satisfaction and overall clarity, likeability, informativeness, and
because users want to interact with experience credibility.

platforms that are aesthetically pleasing

Wherever business takes you MNPdigital.ca 21
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Environmental and Market Scan

Local Region Trends

MNP analyzed varioudrends within Canadian regions to determinekey environment factors that can impact the Township.

Digital Technologies Eﬁ COVID-19 Pandemic E Remote Work 62

The world has shifted to become Many Canadian vacation destinations have The COVIDR19 pandemic contributed to
increasingly reliant on digital technologies experienced a surge of individuals since the ~ remote work and stayat-home orders as a
to conduct various activities. As more start of the COVID 19 pandemic. This can be  way to mitigate the spread of the virus. As a
organizations utilize digital platforms, attributed to limitations placed on result, there has been arinflux of
i ndividual sd expect at jnternational travel, inspiring individuals to individuals and familiesleaving larger cities
evolving in alignment withemerging explore their local regions . in favour of smaller local communities .
technologiesd6 f uncti onal i ti
[

Population Shift .(:\.

a A

Additionally, MNP used recent Census results to analyzesy statistics and trends in the surrounding region. The data revealed that similar
Townships have exhibited decreasing population figures, especially amongst younger individuals. However, as a result of thiitg to work
remotely and the desire to travel locallyyounger populations in Townships are expected taecuperate.

As the world adapts to the changing environmental factors, the Township has thepportunity to undergo a technology transformation to
modernize its technology tools and processes . Technological transformation has the potential to attract younger individuals thus increasing the
number of residents andtouristst o t he Township. Additionally, the Township must ma
order to effectively promote their town and build a strong and adaptable foundation for the future.

Wherever business takes you 23
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Environmental and Market Scan

Public Facing Website Comparison

In order to gain adeeper understanding of t he | oc al regionds comfort abi |comparativeiartalfisis dfithg i t
public facing technologies ofsimilar sized local communities in Ontario. Please see findings below and continued on the next page.

Red Rock Nipigon Bonfield Ignace Southwold

- A Pop. 898 (2021) A Pop. 1,642(2016) A Pop. 1,975(2016) " A Pop. 1,202(2016) " A Pop. 4,421(2016) i
| | | | | |
Town Overview | A Ontario, East of - A Ontario, East of - A Ontario, North of - A Ontario, West of - A Ontario, South of i
 Thunder Bay ~ Thunder Bay ~ Toronto ~ Thunder Bay ~ Toronto i
Website Link i thps://www.redrocktowns % hitps:/fwww.nipigon.net/ i https://bonfieldtownship.c i hitps:/fwww.ignage.ca/ i https://www.southwold.ca/ i
~ hip.com/ ! - om/en/ ! - en/index.aspx !
- A The headings are - A Headings and " A Headings and ~ A Headings and - A Headings and i
el i clearly outlined but % subheadings areclear, i subheadings areclear, i subheadings areclear, i subheadings areclear, i
R ~ there areno  understandable and ~ understandable and ~understandable and ' understandable and |
- subheadings accessible  provide visibility into  provide visibility into  provide visibility into = provide visibility into |
i on the main page. i website sections. i website sections. i website sections. i website sections. i
i | i " A There isa most i |
- A There aremultiple " A There arespecific " A There arequick links | requested resource i A . o i
- O0c | irequredd® find  quick links on the ' onthe homepageto | section, however it i Iher(_e 'S aquiick link i
- relevantinformation.  home page for ~ directuserstomost | requires users to scroll teadln? t(? dlrect:t Hsers
Website " A The search badoes | residents, businesses = relevant services. - to the bottom of the i s(zerr\r/]i(;Zsre evan i
Navigation " not always provide ~ and visitors. " A Thesearch bar - home page; not i |
~relevantinformation. | A The search badoes | provides relevant - intuitive. i A Thesearch bar 3
; ; . L : ! ' provides relevant ;
" A Outdated or inaccurate |  hot always provide ~ information and has A Thesearch bar | information i
~ information. i relevant information . i suggested search items.i provides relevant i ' | s
i ‘o o | (MemEmen . R J







