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INFORMATION TECHNOLOGY 
Department Service Levels 
 
 
 

Overview 
 
Information Technology (IT) facilitates the 

efficient and effective management and use of 

information and technology to serve the 

community’s needs. IT delivers the reliable 

technology solutions necessary to provide 

services to residents, including computers and 

mobile devices, software, Geographic 

Information System (GIS), and an internal data 

network that connects all City facilities and 

staff. The department continuously works to 

provide hardware and software support, 

training and data security, and to develop 

innovative and sustainable technology solutions 

that ensure staff, decision-makers and residents 

have quick access to the information and tools 

they need every day. 
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DEPARTMENT SERVICE LEVELS 
 

Service level documentation includes Priority Based Budgeting (PBB) data to support service level 
understanding and enhance understanding of program costs.  
 
PBB is a business planning and budgeting tool to help better understand City programs. Prioritization through 
results and attributes scoring shares new information about programs and the budget.  
 
Results are drawn from the City's strategic plan and other guiding documents.  
Attributes are additional characteristics that also affect a programs overall relevance and prioritization.  
 
Individual results/attributes are scored 0 to 4 with score of 4 being critical in achieving result/attribute and 
score of 0 not having influence.  
 
The total combined score of results and attributes places individual programs in a quartile grouping with 
quartile 1 and 2 programs more aligned with strategic goals, results and attributes and quartile 3 and 4 
programs less aligned. 
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IT Infrastructure 
 

PBB Program Area Description/Overview: 
Ensures that departmental program delivery is supported by stable and effective technology that meets the 

business needs. Responsible for the acquisition, maintenance, and replacement of all technology within City 

departments. Core activities include Help Desk, Desktop Support, Network Infrastructure, 

Telecommunications, Asset Management and Technology training. Provide strategic framework and policy 

development. 

 

For detailed information about program cost, revenue, full-time equivalent, basic program attributes, and 

program results, refer to the Program Summary Report. 

 

Reason for Offering: Enable City staff access to network resources including file sharing, collaboration tools and 
printing in a robust, secure and stable environment. Provide hardware and system software support to City staff 
for all their technology needs. 
 
Inventory/Volume/Demand: Demand is high with an increase of help desk tickets annually. 
 
 
Standard Operating Procedures/Specifications: Equipment replacement 3-5 years  
 
Service Levels: Network uptime 98%; Provide Internet Access; WiFi access 
Hours of support Mon – Fri 8am – 4:30p; Respond to support tickets within 2 hours; Cell phone replacement 2-3 
years; Internet Access enforcement through policy and monitoring; Provide best possible equipment for a good 
experience and staff performance. 
 
Other Data as Required Necessary to Undertake Reviews of Service Levels: 10-year capital plan. 
 
Policy Alignment: GEN-015-A Internet Access, GEN-020-A Computer and Network Acceptable use 
 
Profile of Users: City staff and occasional external vendors, contractors and council related present. 

 
 

https://www.fortsask.ca/en/your-city-hall/resources/Documents/Budget/2023/ProgramReport-OperatingPrograms.pdf
https://www.fortsask.ca/en/your-city-hall/resources/Documents/Budget/2023/ProgramReport-OperatingPrograms.pdf
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Corporate Business Systems 
 
PBB Program Area Description/Overview:  
Ensures that departmental program delivery is well supported by technology. Main area of focus for the 
business-facing services of project management, change management, and business relationship 
management. Core activities include application support, application integration, database support and 
business (analysis) intelligence. 
 
For detailed information about program cost, revenue, full-time equivalent, basic program attributes, and 
program results, refer to the Program Summary Report. 
 
Reason for Offering: Provide support to City staff with use of the corporate software applications while 
maintaining and upgrading to stay current with technology offerings. Assist City departments in planning 
projects and assigning IT resources and budget as necessary. 
 
Inventory/Volume/Demand: Demand is increasing with additional staff and new Asset Management System in 
2024. 
 
Standard Operating Procedures/Specifications: maintain applications with regular scheduled upgrades and 
software patches. Provide support and follow up of incident tickets in helpdesk system until issue has been 
resolved. 
 
Service Levels: Hours of support Mon – Fri 8am – 4:30pm; Respond to support tickets within 2 hours. 
Projects from City departments are to be brought forward to Council in a business case produced by the 
department with the assistance of IT for system integration and technology-related items. Budget is provided by 
the department presenting the business case in the year prior. 
 
Profile of Users: City dept/staff and occasional external vendors. 
 

 

https://www.fortsask.ca/en/your-city-hall/resources/Documents/Budget/2023/ProgramReport-OperatingPrograms.pdf
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Geographic Information Systems (GIS) 
 

PBB Program Area Description/Overview:  
Provides operational and strategic support to the organization through the implementation and use of GIS technology, 

including but not limited to: mapping, large format printing, access to information, data capture, maintenance and 

analysis, reporting and technical advice through the coordination of geospatial data models and use of GIS business 

intelligence and reporting tools. 

 

For detailed information about program cost, revenue, full-time equivalent, basic program attributes, and 

program results, refer to the Program Summary Report. 

 
Reason for Offering: Manage spatial data for a better representation of the assets within the City and create 
reports to reflect the accuracy of the data. 
 
Inventory/Volume/Demand: Demand is increasing and will have a critical role with the Asset Management 
System. 
 
Standard Operating Procedures/Specifications: Maintain data with timely updates of new development within 
the City and high frequency of collaboration with Finance to ensure accurate benchmarks of data. 
 
Service Levels: Map creation and printing upon request based on the level of detail. Updating spatial data to 
reflect new tax role and utility information. City mapping system training offered as needed or with new 
release/updates. Manipulation of data to accurately present the information through mapping data – a real 
picture. 
 
Profile of Users: City staff / a few outside vendors and contractors. 

 

https://www.fortsask.ca/en/your-city-hall/resources/Documents/Budget/2023/ProgramReport-OperatingPrograms.pdf
https://www.fortsask.ca/en/your-city-hall/resources/Documents/Budget/2023/ProgramReport-OperatingPrograms.pdf
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Information Technology Security  
 

PBB Program Area Description/Overview: 
Ensures City information and data is secure and available through backup, restore and disaster recovery 

methods. Security controls are designed to provide a robust and stable environment with appliance based and 

software security services while mitigating risk. This also includes a Security Education Awareness program. 

 

For detailed information about program cost, revenue, full-time equivalent, basic program attributes, and 

program results, refer to the Program Summary Report. 

 

Reason for Offering: Ensure security of data, disaster recovery and data retention. 
 
Demand: Demand is high and increases as staff increase. 
 
Standard Operating Procedures/Specifications: Protect the City of Fort Saskatchewan data 
 
Service Levels: Daily backup of data and cloud storage. Security Education Awareness training offered 3 times 
each year; Network security Assessments annually. 
 
Policy Alignment: GEN-020-A Computer and Network Acceptable Use 
 
Other Data as Required Necessary to Undertake Reviews of Service Levels: 10-Year Capital Plan 
 
Profile of Users: City staff  
 

https://www.fortsask.ca/en/your-city-hall/resources/Documents/Budget/2023/ProgramReport-OperatingPrograms.pdf
https://www.fortsask.ca/en/your-city-hall/resources/Documents/Budget/2023/ProgramReport-OperatingPrograms.pdf
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