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Transmittal Letter 
CityView, a division of Harris Computer Systems 
U.S. Headquarters 
1224 Fern Ridge Parkway, Suite 100 
St. Louis, MO  63141 
Toll-Free: 1.800.665.5647 | Tel: (250) 475.6600 | Fax: (314) 275.8776 
 
January 31, 2018 
 
Ms. G. Dykeman 
Senior Buyer, Procurement Division 
City of Gainesville 
200 East University Avenue, Room 339 
Gainesville, Florida 32601 
 
RE:  Request for Proposals (RFP) for Enterprise Permitting & Land Management Software RFP#:  DODX-
180049-GD 
 
Dear Ms. Dykeman,  

Thank you for the opportunity to submit the following CityView proposal for your consideration for an 
Enterprise Permitting & Land Management Software. 

We understand that the purchase of a new solution for the City is a financially significant and time-enduring 
decision for the City.  Our balanced approach to your project provides a clear project plan and a proven 
approach towards the successful implementation of these services, as well as provides on-going support.  
CityView is the most flexible and comprehensive solution that allows for configuration changes to meet 
your needs.   

Harris Computer Systems provides best of breed software solutions created for Government customers and 
CityView is Harris’s flagship solution for land management processes including amongst others, permitting, 
planning, code enforcement, and licensing.  Other Florida jurisdictions including Collier County, St. 
Augustine and Islamorada are realizing the benefits of CityView, and in fact Collier County has won 
several awards for the achievements in service levels.  The City of Naples is also currently implementing 
our hosted solution, which is very similar in scope to the City’s. 

With the recent recognition in Atlantic Magazine for its forward-thinking in terms of urban development and 
improving how citizens interact with public officials, it is imperative the City has the solution to continue this 
success. 

Selecting CityView for your Enterprise Permitting & Land Management Software will: 

 Continue your goal of turning the City from a “no” to a “yes” environment by further streamlining 
your services and making more services accessible online 

 Provide a simple to use, yet highly flexible browser based system using next generation browser 
technologies 

 Provide a solution that promotes electronic submission methods, reducing data entry 
 Offer staff comprehensive reporting and management tools 
 Ensure a reliable, transparent, and efficient system to make it easier for your customers to do 

business with The City 
 Give the City the ability to improve communication throughout the development process for internal 

and external stakeholders 
 Ensure the City consistently meets and exceeds development community expectations 
 A system that is developed and supported for Land Management departments, and integrated with 

your various City systems 
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Having successfully implemented CityView for over 30 years in 250+ jurisdictions, we are confident CityView 
is the best solution to meet your needs today and well into the future.  The pricing offered in this response is 
valid for 90 days. 

Once again, thank you for the opportunity to respond! Steve Favalaro will be your main point of contact 
regarding this response and if you have any questions please do not hesitate to call: 

CityView 
Steve Favalaro 
Regional Sales Director 
Telephone: 1.800.666.5647 ext. 67013 
Email:  SFavalaro@harriscomputer.com 
 
Sincerely,  

 
Sean Higgins 
Executive Vice President, CityView   
Harris Computer Systems     
Telephone: 1.800.666.5647 ext. 67012 
Email:  SHiggins@harriscomputer.com  
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 Increased best practices through process review and re-design:  Our CityView solutions are proven 
from more than 36 years of working successfully to bring efficiencies and positive change to building, 
engineering, planning, code enforcement, licensing, GIS and other departments concerned with land 
management, permitting and licensing.  These systems are implemented to; replace paper-based and 
legacy systems with a state of the art, electronic system that automates workflow and data entry, 
integrates data across multiple systems, provides unparalleled reporting functionality, streamlines revenue 
collection, ensures accountability, assists users with their daily tasks and improves customer service to 
citizens and contractors.  Our customers are able to leverage their existing investments in third party 
software such as Financial Management Systems, GIS, Electronic Document Management, Electronic Plans 
Review, Property Tax and other systems by facilitating data flow between them and CityView. 

 
 Increased citizen access to information and documentation:  The CityView Portal provides citizens 

and contractors with the means to self-serve. CityView Web forms have a crisp, modern look-and-feel, 
and searching is as easy as typing your name! Data entry follows a stepwise, intuitive process so that end 
user training is not required. The CityView Portal is completely integrated into your CityView solution so 
there is no need for double entry of data and there is no redundancy.  

 
 Implement features that allow for greater staff efficiency and return on effort: Implementing 

CityView Portal will allow your customers to enter information online resulting in reduced data entry, and 
check application and inspections statuses resulting in reduced call volumes for City staff.  CityView 
Mobile will reduce staff data entry and potential input errors by allowing field staff to enter inspection 
data results in real time and directly into the system.   

 
 Select and implement a system that is intuitive and flexible to insure high utilization:   CityView 

uses a single page application HTML5 architecture to create a fluid user experience. The highly visual 
task/activity bar, at the bottom of the screen, persists to give the user constant access to the workflow 
that allows them to navigate easily through the business process. Automatic synchronization of the data 
between all users allows people to leave screens open without the data becoming stale and requiring the 
user to frequently refresh the page. CityView provides a highly configurable environment and all of the 
Configuration Tools necessary to maintain and enhance the behavior of the system with minimal need for 
customization or programming knowledge. Using these tools, designated users can populate the contents 
of lookup tables, configure workflow, define ”custom” database fields, produce letter templates, define 
business rules, provide scheduling options, and define the parameters for fee calculations. 
 

 Partner with a company that offers a proven and successful implementation model:   The 
CityView Implementation approach focuses on refining a comprehensive, fully featured product designed 
from industry best practices, to align with your business.  This is an efficient process with the configuration 
tools that have become the hallmark of CityView’s offering for 36 years.  For the City, we are proposing 
our Select delivery model, to deliver an out-of-the-box solution to meet the business needs of the City.  
The result is a lower implementation timeframe, increased use of best practices, and a system that can 
grow with you over time. CityView provides you with a Project Team charged with determining the 
customer’s needs, communicating clear expectations, then meeting these expectations. The project team 
includes a Project Manager, Implementation Specialist and Trainer, an Infrastructure Review Analyst, a 
Data Conversion and Interface Specialist, and a Quality Assurance Lead.  Customer sign off is required at 
key stages to provide milestones to review progress, confirm objectives, define scope, and detail the 
activities and timelines for the next step. Sign off involves acceptance of all deliverables and confirmation 
of the budget and timeline for the next step. This keeps all stakeholders informed throughout the project 
reducing the risk of delays or scope creep.  It also ensures that acceptance testing is an ongoing process 
and project acceptance is milestone-based and therefore contained. 
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2.2 Scope of Work Proposed 

Proposed	Implementation:  

CityView proposes our Select delivery model, a preconfigured solution that maximizes best practices to 
deliver a streamlined implementation to the City.  The result is lower implementation risks, increased user 
adoption, and a system that can grow with you over time. 

The implementation approach involves: 

 Project Planning & Scheduling,  

 Data workbook completion,  

 Configuration, 

 Review & Validation,  

 Refinement, 

 End-user, Advanced User and System Administrator Training. 

CityView provides a full Project Management Team charged with capturing your needs, then meeting and 
exceeding these expectations.   

The project team includes: 

 Project Sponsor, 

 Project Manager,  

 Infrastructure Analyst, 

 Implementation Specialists & Trainers, 

 Data Conversion and Interface Specialist, 

 Quality Assurance Lead. 

Proposed	Training:	

Training is provided both remotely and on-site at the City.   

Our trainers make CityView courses an interesting and engaging experience for all students. Our trainers are 
chosen for their skill as facilitators, trainers, coaches and computer specialists. They are also our 
Implementation Specialists and as such they have a wealth of knowledge not only of our software but also of 
the business processes they have configured in your tailored solution.  

We have two primary training objectives for the City of Gainesville: 

1. Enablement: Training the end-users to maximize the use of the functionality developed specifically 
to help them better complete their day-to-day activities of processing applications, capturing 
accurate data and finding and disseminating that data and maximizing your return on investment.  
This is achieved with End-user Training and Go-live Facilitation.   

180014N
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2. Empowerment: Providing advanced users and system administrators with the knowledge to sustain 
and evolve the data needs and workflows of the CityView system.  This is through System 
Administrator Training, Configuration Training and CityView Reporter Training.   

Support:	

The following is a summary of our support services and measures: 

 Unlimited Phone, Web, and Email technical support 

 12/5 support from 8:30 a.m. to 8:30 p.m. EST on regular business days 

 Unlimited access to CityView Connect (on-line content management & ticketing system)  

 Unlimited electronic access to newly released documentation 

 Unlimited access to CityView Connect (on-line content management & ticketing system) 

 Unlimited electronic access to newly released documentation 

 Unlimited software upgrades and updates to your licensed software 

 Local and International User forums and conferences.  CityView hosts both local and 
international conferences and training sessions. These are opportunities for users to talk about their 
implementation strategies and processes, share innovative ideas and creations, network and 
troubleshoot.  They feature training, product presentations and updates, workshops, open discussion 
sessions and customer presentations. We hold a Harris-wide User Conference which draws 
customers from multiple government disciplines from a pool of more than 18,000 customers.  In 
2018 this conference will be held in Chicago, IL. 

 Knowledge Transfer through scheduled, free Web training sessions that we hold periodically 
throughout the year, focusing on specific functionality, best practices and usability tools and tips. 

 Opportunities for enhanced, tiered level support, providing environment health checks, user 
conference attendance, on-call training and configuration options that ensure increased adoption 
and a system that is current. 

2.3 CityView Product 

CityView is a product of 36 years of vision, creation, innovation, and experience.  Since the first released 
marketable product in 1986 CityView has retained its position as a market leader, often the market leader, in 
the Local Government land management marketplace. First with a totally integrated mapping and permitting 
database solution (1986); first to .NET in 2001/2; first with a Web Services API; early adopter of the Windows 
platform; first to offer database replication for field inspections; early adopter of ArcGIS Server integration; 
first to integrate with Active Directory; amongst the first to deploy a device-agnostic HTML 5; JQuery-based 
field solution and; first to release the specific stack of web technologies designed for optimum usability in a  
browser-agnostic business application with the usability of the best of mobile, desktop and browser 
environments combined. 

The CityView 2018 technology can be summarized as follows: 

 Microsoft .NET, Visual Studio.NET, HTML 5 & JQueryMobile, and now a Single Page Application (SPA) 
built on an HTML 5 framework, 

 Multi-Tier, for development, deployment and upgrade ease, as well as scalability, 
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 Leading edge and cutting edge User Interfaces providing maximum functionality and usability, 

 Browser-agnostic and device-agnostic interfaces for maximum reach and accessibility, 

 Streamlined deployment for ease of administration and upgradeability, 

 Microsoft SQL Server database technology, 

 SQL Server Reporting Services (SSRS) reporting technology, 

 Enterprise ArcGIS Server integration, employing Java-based and Esri Leaflet viewers, 

 Web Services and ODBC connectivity, 

 Configurable, fully integrated, workflow-based business applications leveraging core technologies 
and employing multiple frameworks for interfacing with third party applications. 

There are over 210 maintenance-paying Local Government customers using CityView products across 37 U.S. 
States and 7 Canadian Provinces.  Our customers range in size from populations of 6,000 through to large 
cities and counties of 600,000.  130 of our customers are realizing the efficiencies and benefits of the 
proposed product and version proposed to the City. 

 
 
 

 
 

CityView Products 
 

A Winning Partner 
 

 Serving local 
governments since 
1982 

 Over 250 successful 
implementations 

 Covering 37 States 
and 7 Provinces 
across North 
America 

 

 Property Information 

 Permits & 
Inspections 

 Code Enforcement 

 Planning 

 Business Licensing 

 Animal Licensing 

 Service Requests 

 Cashiering 

 Rental Housing 

 Marriage and Death 
Registration 

 Parking Management 

 Cemetery 
Management 

 CityView Portal 

 CityView Mobile 

 CityView GIS 

 

 Experienced 

 Innovative 

 Flexible Software 

 Committed Staff 

 Great References 

 Stable 

 

Our Mandate 

It is our goal to provide easily installed, powerful and long-term software solutions that manage the everyday 
business processes of municipalities. Throughout our 36 year history CityView has focused on needs of Land 
Management departments for local governments. These solutions are based on our combined years of 
experience in municipalities and on a product that easily adapts to changing practices. We are committed to 
providing a variety of comprehensive services for this software, from installation and training to ongoing 
technical support. We want to be a trusted advisor, coach and supporter. More than just a vendor, we want 
to be the company to partner with. 
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Server Software 
CityView Server and Manager Software 
Application Server, Management Server software including centralized management client for 
administering production, test and development environments, security, software updates, 
global configuration settings, server activation/deactivation, version summaries, scheduled 
events settings, Exchange Server and Document Management system integration settings, 
Payment Gateway settings and more. 

Included 

Extensions 
CityView GIS 
Seamless integration with Esri ArcGIS Server, in the office, on the Web, in the field.  Directly 
consumes Esri Map Service to enable spatial analysis, measurement, information gathering, 
permit/project/case/license initiation, buffer selections, spatial queries, property information and 
related data, layer management and more.  CityView can use GIS as “first class” data. 

Included 

CityView Portal 
Citizen access portal.  Enables citizen/contractor registration, property lookup, permit and 
project application & document upload, status checking, fee payment, inspection requests, 
complaint submission, meeting requests and more.   

Included 

CityView Outlook Add-in 
Allows data from CityView and Outlook to be easily shared between the two applications with 
minimal user intervention. Incoming and Outgoing emails can be attached to 
permits/cases/projects/contractors from Outlook.  User’s CityView To-Do lists are displayed in 
Outlook and Activities can be added as appointments to the Outlook Calendar as well as 
Tasks within Outlook, for pop-up reminders.  Linking from these Activities will take the users 
directly to the specific record in CityView. 

Included 

 
CityView Word Add-in 
The CityView MS Word Add-in allows “configuration” users to modify and create letter 
templates for use within the CityView business processes. This provides a rich editing 
environment that is inherently user friendly because it allows users to work in a product that 
they are already very familiar with: Microsoft Word. Letters generated from the system can be 
edited on the fly, in Word, and all printed letters print to PDF and are automatically attached to 
the CityView record, ensuring a complete record in a universally accepted and adopted 
format.  The Word Add-In ships with a pre-defined list of letter tags that can be dragged-and-
dropped into any letter template. You can also create your own tags and save them to the tag 
library. 

 

Included 

CityView Mobile (Building, Code Enforcement, Planning, and Rental 
Inspections) 
Field inspections, checklists, corrections & comments, image attachment, automated email 
notification, bluetooth printer inspection card generation, GIS integration, property lookup, 
permits lookup, contractor information, hyperlink navigation, device agnostic incl. iphones, 
iPads, Blackberry Smartphones, Androids, Windows mobile phones. 

Included 
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2.5 CityView Implementation Methodology and Services 

Below is a summary of the CityView Select delivery model, resource requirements and delivered outputs: 

 

VALIDATION AND 
REFINEMENT

ACCEPTANCE 
TESTING

END USER TRAINING
GO LIVE

CityView Implementation 
Specialists

Customer Power Users Customer Power Users
CityView Trainer, Support
Customer Staff All Levels

CityView configures and 
refines; Customer 

validates

Final configuration and 
acceptance testing

Final run of data 
conversion, cut-over to 
new system, training, 

hands-on go-live 
assistance.

Completed 
Validation and 

Refinement

Completed 
Acceptance 

Testing

Live 
Production 

Environment.  
Customer 

Acceptance 
Letter
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Our CityView Select delivery model is a preconfigured solution that maximizes best practices to deliver a 
streamlined implementation.  

The CityView Implementation approach focuses on refining a comprehensive, fully featured product designed 
from industry best practices, to align with your business.  This is an efficient process with the configuration tools 
that have become the hallmark of CityView’s offering for 36 years.   

CityView provides you with a Project Team charged with determining the customer’s needs, communicating 
clear expectations, then meeting these expectations. The project team includes a Project Manager, 
Implementation Specialists and Trainers, an Infrastructure Review Analyst, a Data Conversion and Interface 
Specialist, and a Quality Assurance Lead. 

Customer sign off is required at key stages to provide milestones to review progress, confirm objectives, define 
scope, and detail the activities and timelines for the next step. Sign off involves acceptance of all deliverables and 
confirmation of the budget and timeline for the next step. This keeps all stakeholders informed throughout the 
project reducing the risk of delays or scope creep.  It also ensures that acceptance testing is an ongoing process 
and project acceptance is milestone-based and therefore contained. 

What follows is a more detailed description of each step in the traditional City-hosted process. (note: The only 
difference between the traditional City-hosted process and a CityView hosted process is that the 
environment will remain hosted through acceptance testing, end user training, and go live.) 

Step 1: Data Collection 

Kickoff Activities  

The Project Manager reviews all documentation with respect to the implementation in order to prepare the 
materials for project kickoff. This includes confirming the project schedule with the City’s Project Manager and 
documenting this in Microsoft Project.   
 
Remote Infrastructure Review 

CityView analyzes the existing infrastructure to identify any potential areas that may result in sub-optimal 
performance. Our Infrastructure Review Specialist verifies remote accessibility, available bandwidth and 
techstack compatibility and advises the network specialists of the hardware and software prerequisites required 
to optimize the performance of the system.  This review is conducted remotely. 

Initial Installation 

A trial installation is conducted for the purposes of testing the network infrastructure for use of CityView, to 
provide training for the network administrators on its installation, and ultimately to provide an environment for 
testing integrations dependent on the customer’s other systems.  The development environment hosted by 
CityView is still the principal environment for review, validation and refinement, however. 

Remote Walkthroughs and Data Collection 

CityView provides the City with a data collection workbook, as well as guidance on how to complete the 
workbook.  This is accompanied by walkthroughs/demonstrations of the pertinent CityView solutions to 
provide your Subject Matter Experts (SMEs) with an understanding of the workings of each and their customer-
alignment configuration points. 

The walkthroughs and workbook guidance ensures your Subject Matter Experts: 

1. Understand the data needs for configuration and refinement, such as Fees, Letters, Lookups, workflow 
and batch process parameters 

2. Appreciate the design of the solutions and in particular the activities based workflow. 
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3. Understand how to complete the data mapping assignments. 

The above will be combined with on-site collection of custom workflow and business rule definition, if 
applicable. 

Data Mapping 

CityView works with the City to understand the requirements for data conversion, the data sources and formats.  
CityView completes and provides the City with the completed data mapping documents for review and approval.     

Customization and Interface Definition (if applicable) 

The data collection step is also used to better understand any customization and interface requirements if 
applicable. 

The main deliverable at the end of the Planning and Discovery step is the Scope Document, comprising the 
completed customer workbooks for each module, the Data Mapping for data conversion, the Customization 
Plan (if applicable) and the Software Interface Plan (if applicable).  

Budget Validation                    

Once all of the data is collected from the City, the CityView Project Manager reviews requirements in accordance 
with the statement of work and contract documentation and identifies anything that is not accounted for in the 
scope.  The Project Manager also validates any estimates made as part of the proposal, such as:     

1. Data conversion requirements 

2. List of customizations and interfaces (if applicable) 

If budget validation reveals that any estimates provided were insufficient, our Project Manager informs the City 
of such and prepares appropriate change order requests.  The next steps do not commence until sign off on 
Budget Validation and data collection occurs.  This protects both parties against the risk of unclear expectations. 

Step 2: Configuration and Data Conversion  

Development Environment Created                

A development environment is created for the City.  A Development Environment is a customer-specific 
CityView environment hosted by CityView but accessed from your computer.  Into this development 
environment, CityView completes the configuration as defined in the Scope. 

Data Conversion                    

Data conversion commences once both parties are comfortable with the output of the data mapping exercise. 
Our specialists create the scripts that parse, derive, and translate the source data into the ideal format for 
CityView. To reduce the time and effort associated with this step we require data to be provided in one of the 
following formats: SQL Server, .mdb, .dbf, or .txt. The initial data conversion provides a means for verification 
of correctness during the review and validation stage of the project.  A final iteration is completed immediately 
prior to go-live. 

Data Conversion Assumptions 

Data migration estimates are based on the following general assumptions: 

1. Data has been cleaned according the suggested guidelines 

2. Data mapping has been reviewed and signed off by both parties before proceeding to data conversion. 
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3. CityView performs one complete data load prior to review and validation testing, one complete refresh 
prior to End User Training, and one complete refresh at Go-Live. All other fixes are made using targeted 
scripts. Additional complete refreshes can be performed if mutually agreed through a written change 
order. 

4. Data is provided in one of the required formats: SQL Server, .mdb, .dbf or .txt. 

Configuration                    

CityView configures the CityView solutions with the data collected and signed off from Step 1: Data Collection.  
A single development environment is created and the Implementation Specialist leads the configuration of 
that environment. This involves the following components: 

1. Letter Template Development – CityView’s MS Word Add-in is used to create a specified number of 
letter templates according to electronic samples provided by the City. The City is provided the letter 
generation tools in order that your SME(s) can create additional letters to meet additional or future 
requirements. 

2. Fees - All the fees, including the automated business rules needed for their calculation are configured in 
your CityView environment. 

3. Activities Workflow – CityView Select workflows are refined with customer specific parameters for 
assigned to, required dates, email notifications, responsible departments, fees applicable and resource 
groups.  In addition, existing sub-workflows may be removed or added to the main workflow, 
depending on customer specific requirements.  If applicable, CityView provides a stated number of 
custom-developed additional workflows or equivalently effort-intensive changes to the CityView Select 
workflows as part of the implementation.   

4. Custom data fields - Custom data fields to meet your specific data capture needs are defined for each 
pertinent table where they are required and configured accordingly, along with the business rules to 
apply these data fields where appropriate. 

5. Lookups – All lookup table data in the system, as defined during Step 1, is enabled or disabled as 
appropriate, with additional values populated as required in the Scope. 

6. Security – users are assigned to the organizational roles that are pre-defined in the products, based on 
information collected during data collection.  Should additional user-level and record level security be 
required other than as defined in the module organizational roles, additional costs may apply.   

7. Batch Rules and Scheduled Processes – the CityView Select’s batch rules and scheduled processes are 
refined according to the City’s process requirements.  Additional batch rules and scheduled processes 
may attract additional cost. 

Customizations                    

Customizations, both those in the scope of work and any agreed to as a result of data collection are undertaken 
at this point.   

Interfaces                     

Interfaces, both those in the scope of work and any agreed to as a result of data collection are undertaken at 
this point.   
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Step 3: Review and Validation 

The CityView Project Manager works with the customer to establish the Review and Validation Plan, i.e. to 
determine when certain review and validation sessions will be given and who should attend. 

Remote Review and Validation Sessions               

CityView undertakes a series of three remote review and validation sessions with your SMEs, for each 
applicable module being implemented, to work through the validation of the configuration based on the data 
collection materials and pre-defined test scripts for the CityView workflows. 

These sessions start off being led by CityView, but are transitioned to being led by the SME’s for each solution.  
By the final session the SME’s have reviewed and validated the bulk of the configured system and are able to: 

 Navigate the system through City-specific processes and workflow. 

 Generate and test fees. 

 View and validate look up tables. 

 Generate and test letters and documentations which have been configured. 

 Use scenario-based examples to test and validate automated business rules 

Review and Validation is conducted against the development environment, hosted by CityView.  During the 
Review and Validation sessions CityView documents any changes, corrections, or deficiencies for further action.  
Should the City’s SME’s conduct additional reviews without the CityView Implementation Specialist present, the 
customer feedback feature can be used to communicate immediate feedback and reporting of issues to our 
implementation specialists and developers. 

In-Scope Refinements                   

In scope corrections from the process of Review and Validation are conducted.  If out of scope issues are raised 
through Review and Validation, these are handled through approved change orders.   

Step 4: User Acceptance Testing 

User Acceptance Testing                  

On completion of the third Review and Validation session, the City is provided a period of 2-4 weeks for 
additional User Acceptance Testing on their own completely installed test system.  CityView provides samples 
of User Acceptance Testing scripts. The CityView Implementation Specialist monitors the customer’s feedback 
and continues to make any in scope corrections.  Provided the acceptance criteria have been met, City is asked 
to formally accept the delivered solution for go-live. 

Step 5: End User Training and Go-live 

Final Environment                    

After the final environment receives customer sign off CityView performs a data conversion in order to 
establish an environment that can be used for training purposes. 

User Training                     

CityView conducts on-site training for all of the front line and advanced users identified in the Training Plan. 
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Final Conversion Run                   

Immediately prior to go-live, CityView conducts the final data conversion to bring your data completely up to 
date. 

Go-Live Support                    

Going live with a new piece of software is a disconcerting time for the front line users of any new 
software.  CityView provides on-site, go-live assistance to aid with this process.  During this time an 
Implementation Specialist is on-site to help users acclimate  themselves with the new system, answer their 
questions as they arise, provide over-the-shoulder guidance on usability, provide a direct line to Support and 
other members of the Project Team and complement end-user training.  This is probably the single biggest direct 
contribution to the change management process and it is always received extremely well.  We include five (5) 
days of go-live facilitation in this proposal. CityView can provide additional on-site Go-live Facilitation at 
additional charge. 

During go-live facilitation the CityView project team works with the City to record any known issues.  The 
CityView project team is responsible for the resolution of these known issues.  30 days after Go-Live CityView 
requests a formal letter of acceptance (the Statement of Completion) that substantiates the product has been 
delivered and is being used successfully in a live, production environment with the applicable modules, generate 
fees, record fee payments and generate correspondence associated with all items previously listed.  In the case of 
a partial go-live, a completion statement is requested for that part of the solution that has gone live. 

During the first 4-6 weeks after go-live, the project team begins to familiarize and transition the project to 
the Technical Support group.  At the end of 6 weeks the Project Manager arranges a formal hand-off 
involving the City, the CityView Project Manager and the CityView Support group formalizing the transition of 
any new defects, bugs and support issues to the Support team. Please refer to section 4.8 for Support details. 

2.5.1 Implementation Roles and Responsibilities 

Below is a description of the roles and responsibilities of each of the resources in the Project. 

Your CityView project team is comprised of: 

 Project Sponsor, 

 Project Manager,  

 Implementation Specialist and Trainer, 

 Infrastructure Analyst,  

 Data Conversion/Interface Specialist, 

 Quality Assurance Team  

Your project team is designed to maximize the efficiency of CityView and City resources. The roles and 
responsibilities defined below have been developed through our significant experience dealing with projects of a 
similar size and scope. We understand the importance flexibility plays in a successful implementation so we also 
ensure your CityView team in comprised of individuals who have the experience to perform multiple roles if it 
helps to streamline communications or expedite the project goals.  
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Project Sponsor 

We follow the practice of assigning a Project Sponsor to our projects.  The Project Sponsor has the overriding 
responsibility for the outcome of the project in terms of project success and fiscal responsibility.  The Project 
Sponsor’s responsibilities include: 

 Monitor the progress of the project 

 Empower the CityView Project Manager and the core project team to make decisions 

 Be the senior decision-maker for anything outside the authority of the Project Manager, as 
well as a senior executive and mediator for escalated issues 

 Support the Project Manager in accomplishing the implementation goals 

 Maintain an active relationship with the City.  

Project Manager 

The Project Manager leads a full team of qualified professionals to manage your implementation and training. 
He/she is involved in both the facilitation of the project as well as hands-on work in each project stage to ensure 
that requirements are met and project deliverables are clearly defined.  The responsibilities include: 

 Be the primary point of contact for the City’s  Project Manager 

 Ensure successful delivery of City’s  tasks 

 Participate, where necessary, in gathering of the business process requirements 

 In coordination with the City’s  Project Manager, create the project schedule and keep this 
schedule up-to-date throughout the project  

 Coordinate the scheduling of tasks for the implementation according to the project schedule 

 Manage the CityView project resources 

 Provide brief bi-weekly status update to the City’s  Project Manager 

 In coordination with the City’s  Project Manager, co-conduct the project Kick-off meeting 

 Review and approve CityView’s data collection scope documents for Sign-off 

 Seek sign-off on all CityView deliverables and approval documents from the City’s  Project 
Manager 

 In coordination with the City’s  Project Manager, manage scope change control 

 Assist the City’s  Project Manager in defining the training and Go-Live plans 

 Support the City in the Go-Live preparation steps 

 Hold review & status meetings with City’s resources 

 Facilitate and provide timely resolutions to issues and concerns as it relates to CityView 
resources, project issues, etc. 

Infrastructure Analyst & Development Environment Manager 

The CityView infrastructure analyst (IA) works with the City to review the City’s hardware and software 
infrastructure as it pertains to the optimum functioning and performance of CityView.  Typically the IA is also our 
Manager of Support and as such carries responsibilities of managing the customer’s hosted development 
environment, facilitating updates and installs and troubleshooting issues.  Responsibilities include: 

 Prepare and distribute the Infrastructure Review Questionnaire to the City, for collection of 
appropriate information required to analyze hardware and software infrastructure 
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 Handle any questions and seek clarification on any items in ensuring the information received 
is complete, for the purpose intended 

 Assess the suitability of the infrastructure and deliver the Infrastructure Review report 

 Provide guidance on hardware sizing, third party software, Esri map development and 
configuration, installation guidelines 

 Coordinate initiation of the City’s  hosted Development Environment and manage this 
throughout the project, including updates and merges 

 Together with the City’s  technical administrator, coordinate installs at the customer site 

 Deliver the System Administrator Training 

Implementation Specialist and Trainer 

The Implementation Specialist (IS) works closely with the City through on-site visits, follow up calls, training, and 
demonstrations in order to define the scope of the configuration effort.  The IS configures your CityView 
environment and prepares the environment for the on-site activities.  Typically the IS’s also deliver the end-user 
training and Go-live assistance.  Responsibilities include: 

 Provide progress status to the CityView Project Manager 

 Perform the data collection and work with the City’s  Subject Matter Experts (SMEs) to 
understand and collect the business requirements 

 Work with the SMEs in designing the CityView Activities workflows 

 Provide best practices recommendation and solutions where applicable 

 Compile the data collection documents for the scope document 

 Configure the Software based on the scope documents 

 Unit test the configuration 

 Provide configured system to Application Developer Team Lead and QA Team lead for 
configuration review and testing 

 Provide validation and acceptance testing support 

 Work with the City’s  SMEs to log Validation feedback and correct mis-configuration items 

 Provide training to the different City groups as follows: 

 Subject Matter Experts 

 Advanced Users 

 End Users 

 Provide electronic copies of training materials where applicable 

 Provide electronic copies of training sessions’ agendas 

 Leverage adult learning methodology and teaching techniques while documenting and 
escalating any concerns to the implementation Project Managers 

Data Conversion & Interface Specialist  

Responsible for analysis, design and testing of the interfaces between CityView and any 3rd party applications or 
databases.  Responsible for the data conversion tasks of Organization’s data sources. List of responsibilities 
include: 

 Evaluate interfaces functionality requirements 

 Provide recommendations on interfacing approaches 

 Identify Interfaces issues 
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 Perform the analysis of the required interfaces 

 Evaluate a sample data structure provided by the City to which CityView must create an 
interface 

 Create the design documentation of the required interfaces 

 Manage interfaces’ design documents and revise according to City’s review and comments 

 Forward the interfaces’ design documents to the CityView Project Manager for review and 
approval 

 Unit test the interfaces to ensure they meet the specifications outlined in the design 
documentation 

 Work closely with the CityView Developers to answer any technical related question that 
might arise 

 Provide training support to the City’s Technical Experts regarding the interfaces 

 Evaluate sample data structure from which CityView will be converting electronic data 

 Setup the production ready cut 

  Provide data conversion analysis with the City’s Data Conversion Expert 

 Provide recommendations on data conversion approaches 

 Provide data conversion mapping review and assistance 

 Identify conversion issues 

 Develop data conversion scripts according to the final mapping documents 

 Perform the preliminary cut data conversion 

 Unit testing the preliminary cut data conversion 

 Modify data conversion scripts based on test results if necessary 

 Perform any other agreed on intermediary cuts of data conversion 

 Setup the production ready cut and briefly unit test the production ready cut data conversion 

 Provide assistance to the City’s Data Conversion Expert in loading the preliminary cut of the 
converted data and test it 

 Communicate directly with the City’s Data Conversion Expert on any data conversion related 
issue / question 

Quality Assurance Team 

The Quality Assurance Team is responsible for testing the quality of your CityView modules and any 
customizations and interfaces if applicable. They use a combination of automated and manual testing on your 
environment. Bug Tracker Tools, Unit Testing, and Manual Test Cases are used in a strategic test plan that results 
in a stable, error free application for delivery.  Responsibilities include: 

 Maintain QA environments on the same version as the City’s Development Environment for 
parallel testing and troubleshooting 

 Log test results, log issues in detail and provide issues logs to Application Development team 

 Provide unit testing as detailed within roles above 

 Provide advice on timing and readiness of version releases. 
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We envision the City’s project team is comprised of: 

 Executive Sponsor, 

 Steering Committee, 

 Project Manager,  

 Subject Matter Experts (SMEs), 

 Data Conversion Expert,  

 Technical Analysts/Experts,  

 Database Administrator, 

 Systems and Network Administrators, 

 Testers (often the same people as the SMEs), 

 End Users.  

City Executive Sponsor 

The Executive Sponsor provides the vision of the project in alignment with the City’s corporate short term and 
long term goals and objectives.  The Executive Sponsor’s responsibilities include: 

 Participate on the project Steering Committee 

 Promote the project throughout the City 

 Monitor the progress of the project 

 Monitor the overall City impact 

 Empower the City Project Manager and the core project team to make decisions 

 Make timely decisions 

 Maintain the authority to set priorities, approve overall scope and settle issues / priorities that 
significantly affect the project and the City 

 Support the Project Managers in accomplishing the project goals 

 Provide a vision of the City’s goals 

 Maintain an active relationship with CityView Management 

City Steering Committee 

Should the City wish to form a Steering Committee for the project (internal to the City), the Steering committee 
typically develops the vision for the project in alignment with the City’s short term and long term goals and 
objectives.  The Steering committee is suggested to be composed of the City Project Sponsor(s), the City’s 
Executive Sponsor and the City’s Business Leads.  The Steering committee has the following responsibilities: 

 Attend Steering Committee meetings 

 Set priorities 

 Approve scope and scope changes 

 Resolve escalated issues 

 Provide strategic guidance to achieve the define project goals 

 Promote the project throughout the City 

 Commit the required resources to the project and approve new ones when required 
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 Monitor the project progress 

 Monitor the overall City impact 

 Approve extensions to project timeline or addition of new City resources to resolve City -side 
delays 

 Empower the City Project Manager and the core project team to make decisions 

 Generate timely decisions 

 Conduct periodic review of project progress 

 Make strategic decisions to manage business and project risks 

 Support both Project Managers to accomplish project goals 

 Have an active relationship with CityView management 

City Project Manager 

The City Project Manager is responsible for the overall City deliverables and the day-to-day management of the 
project.  This resource is the primary liaison between the CityView Team, the City’s project team and the Steering 
Committee.  Both Project Managers will work together to meet the objectives, address issues, facilitate 
resolution and participate in active management of the teams.  Below is a list of responsibilities to be performed 
by the City’s Project Manager: 

 Manage all City resources for project related activities 

 Manage the project (budget, timeline, quality, risks, scope, issues, deliverables, etc.) in 
cooperation with CityView’s Project Manager 

 Communicate project status to the Steering Committee, the Executive Sponsor and the 
project team leveraging updates from CityView’s status updates 

 Participate in the Steering Committee meetings 

 Create, maintain, manage and refine the project schedule with all its elements in cooperation 
with the CityView Project Manager 

 Maintain project standards especially Scope & Status reporting 

 Prepare, organize and co-conduct with the project kick-off meetings 

 Manage the delivery and coordination of City project tasks 

 Manage all project deliverables in coordination with CityView’s Project Manager 

 Manage and streamline the issue management process in conjunction with CityView Project 
Manager 

 Manage project deviations and take necessary corrective actions 

 Participate in gathering of the City’s business process requirements when required 

 Plan, manage and execute the Acceptance Test efforts 

 Plan, manage and execute the end user training efforts 

 Provide timely reviews and potential sign-offs on all project deliverables approval documents 
as presented by the CityView Project Manager 

 Review and accept project milestones 

 Manage the logistical activities of the end user training 

o Training facilities 

o Students booking 

o Scheduling of sessions 
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o Monitoring and logging the end user attendance 

 Capture the end user feedback  

 Responsible for internal & project communication 

 Provide guidance to project team members 

 Lead the Go-Live preparation planning 

 Participate heavily in the Go-Live preparation tests 

 Must provide Go / No Go Decision throughout the project 

 Must be present for Go-Live 

City Subject Matter Experts 

The Business Experts own the business process within their functional areas since they perform these day-to-day 
business processes.  These people collectively form the knowledge base of the City’s business process 
requirements.  Such resources will be involved in the Data Collection, as well as approval of the Scope 
Documentation and testing and acceptance of the configured system.  They will further verify that the new 
configured system meets the City’s business requirements as outlined in the Scope Documentation.  They will 
participate in making decisions regarding the business processes and they will help both Project Managers 
manage the project scope and all the associated deliverables.  Below is a list of responsibilities to be performed 
by the SMEs 

 Attend data collection & validation training sessions 

 Participate in appropriate project team meetings 

 Work with the CityView IS to provide input into the analysis of the business requirements and 
review the Scope Documentation 

 Work with the CityView IS to validate the configuration through validation testing 

 Develop appropriate validation test cases based on business scenarios 

 Assist the City’s Data Conversion Expert in data conversion validation & acceptance 

 Assist in the development of user procedures 

 Assist the project team in defining user access levels and privileges 

 Assist the project team in the Go-Live support planning 

 Provide end user post implementation Go-Live support where applicable 

 Assist the City’s Project Manager in problem resolution 

 Support End User Training and documentation preparation 

 Must be present for Go-Live 

City Data Conversion Expert 

The Data Conversion Expert will be involved with the CityView Data Conversion Specialist in analyzing, mapping, 
loading and testing the different cuts of data conversion.  This resource must possess a strong knowledge of the 
existing data sources that will be converted from both the user and database ends of the existing systems that 
need to be converted.  This resource will also learn about the database structure and the integrated tables (from 
data mapping documents provided by CityView) as this knowledge will help them relate to their existing data 
sources.  This resource will also review and finalize the data mapping documents and will test the data once the 
preliminary cut is completed by CityView.  Below is a list of responsibilities to be performed by the City’s Data 
Conversion Expert: 

 Act as the primary contact for CityView Data Conversion Specialist 

180014N



  2. Technical Proposal 

Enterprise Permitting & Land Management Software                                       January 31, 2018  
28 

 Acquire knowledge from the CityView Data Conversion Specialist as analysis & mapping is 
performed 

 Understand the database structure through knowledge transfer and documentation provided 
by CityView 

 Provide file layouts, where available, for existing data sources 

 Provide data sources in an agreed to format 

 During the analysis, provide documentation pertaining to the current systems (existing user 
manuals, etc.) if available 

 Lead the analysis of the existing data sources as they relate to the database 

 Finalize and approve the data mapping documents once prepared and delivered by the 
CityView Data Conversion Specialist 

 Test and potentially accept the preliminary data conversion cut and any other subsequent 
data conversion cuts whether performed by CityView or the City’s resources 

 In coordination with the Database Administrator, prepare any other database environments 
that might be required for data cuts 

 In coordination with the Database Administrator, prepare the production database for the 
final cut data load 

 Work in conjunction with CityView to identify and possibly resolve conversion issues by 
directly communicating them to the project team, CityView, users and management 

 Participate in the Go-Live preparation planning 

 Should be present for Go-Live 

City Technical and Advanced (Power) Users 

These resources are involved with the CityView resources to learn the report writing tool and system 
configuration.  They could assist in these two functions once knowledge transfer is accomplished.  Once trained 
they will have access to the tools to support the end users with any future configuration enhancements to the 
system.  These resources could also work in conjunction with CityView to lead the interfaces (third party 
integrations) analysis, definition and acceptance testing.  Below is a list of responsibilities to be performed by 
the City’s Technical Experts: 

 Attend required Advanced training sessions (Configuration, CityView Reporter Training) 
 Acquire the necessary knowledge from the CityView resources through training sessions and 

documentation 
 Participate in the analysis, design and acceptance testing of all interfaces to 3rd party systems 

(potentially) 
 Should be present for Go-Live 
 Other responsibilities depending on the degree of participation encouraged by the City 

City Database Administrator 

This resource will be responsible for setup and maintenance of the different databases (Testing/ Training and 
Production) during the initial project step and for any subsequent requirement.  Below is a list of responsibilities 
to be performed by the City’s Database Administrator: 

 Setup the initial databases in conjunction with CityView resource(s) 
 On-going database configuration, monitoring, tuning and troubleshooting of the database 

environments 
 Manage production database growth 

180014N



  2. Technical Proposal 

Enterprise Permitting & Land Management Software                                       January 31, 2018  
29 

 Provide support to the project team during the project implementation as identified in the 
project schedule 

 Manage the performance of the database 
 Establish and maintain database security and coordinate with application administration the 

application security levels 
 Include the databases in the normal backup routines and add them to the recovery 

management plan 
 Coordinate activities with City network and workstation administrators 
 Manage and execute database installation and upgrade patches 
 Participate in user access rights and privileges planning, definition & testing 

City Systems & Network Administrators 

These resources will be required to provide assistance to the project team on an as needed basis.  Below is a list 
of responsibilities to be performed by the City’s Systems & Network Administrators: 

 Prepare servers for initial software setup and configuration 
 Provide setup of servers and provide network connectivity 
 Setup required peripherals for the different environments 
 Setup testing environments as requested by the City’s Project Manager 
 Participate in Go-Live preparation tests 
 Should be present for Go-Live 

City End Users 

These resources will be trained on the proposed modules and components.  Below is a list of responsibilities to 
be performed by the City’s End Users: 

 Attend and actively participate in the appropriate training sessions provided by CityView 
 Understand existing business processes as well as the project scope at a reasonable level of 

detail 
 Have good Windows navigation skills 

2.5.2 City Resources – Estimated Level of Effort 

Our implementation approach offers significant opportunities for customer contributions and both business users 
and IT staff can play an integral part in the implementation.  We have designed CityView to offer flexibility and 
independence and therefore our services and support measures are designed for continuous knowledge transfer 
so that ultimately, customers are empowered.  This is a lesson we learned decades ago.  Our founders 
recognized, as ex-local government employees themselves, that legislations and business practices continuously 
change and a good vendor software needs to offer the tools for customers to effect that change in the software 
themselves, without reliance on the vendor and without affecting the ability to upgrade the software.  That has 
been the philosophy of our software development since our inception. 

On the following page we have specified assumptions of typical City roles involved and their time commitment.  
Typically, certain people would fulfill several roles so these are not mutually exclusive.  
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Functional 
Role 

# Employees Required Involvement (% 
of time) 

Required for: 

City Project 
Manager 

1 

Periodically throughout 
project (not a full time 
position) 
 

Planning, progress monitoring (Primary 
responsibility remains with Vendor Project 
Manager) 
- Issue escalation and risk management  
-Vendor and internal team management 
-Providing City deliverables within agreed-on 
timelines  
-Providing sign-off at required junctures during  
the project implementation 

Business 
Subject Matter 
Experts (SMEs) 

2-3 per major 
business area 

-100% availability during 
Kickoff/Walkthroughs/Data 
Collection for own 
departmental processes  
-100% availability  during 
Training for own 
departmental processes  
-25% availability during 
Validation  

Providing requirements:  
-Lookup values 
-Activities 
-Data mapping (may also be IT resource) 
-Business Rules matrices 
-Evaluation of processes 
-Performing validation based on test scenarios and 
providing feedback 
-Internal expectations management; Internal 
Agents for change 

Infrastructure 
Specialist – 
less with 
hosted 
solution 

1 (could be 
same person as 
other technical 

roles 
mentioned  

below) 

-20% during Infrastructure 
Review (few hours only 
required) 
-20% during deployment 
preparation  
 

-Infrastructure review 
-Validation of SW/HW requirements 
-Set-up and test-runs prior to deployment 
 
(dependent upon solution chosen: On-premise or 
hosted) 

DBA/ Data 
Architect 

1 (could be 
same person as 
other technical 

roles 
mentioned  
below and 

above) 

30% during remote data 
collection and validation 
30% around Go-live 

-Data mapping legacy systems to CityView 
-Data extraction 
(NOTE: no assumption is made re efforts for data 
cleaning as this is very customer-specific) 

Network & 
Security 
Administrator 

1 (could be 
same person as 
other technical 

roles 
mentioned  
below and 

above) 

10% post validation/ pre-
deployment 
30% around Go-live 

-Access rights 
-Security/firewall issues 
-Ensuring software and Infrastructure 
configuration for go-live is in place  
-Testing correct configuration and deployment to 
each user 
-Conducting performance tests  
-Managing any 3rd parties who may be required 
during the Go-Live period (e.g. IVR; other vendors) 
-Backup plans in case of no-go or issues 
 
(depending on solution option:  On-premise or 
hosted) 

Other System 
Specialists 

1 
10% during interface 
development (minimal time 
required) 

-Other systems (financial, assessor…)  
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System 
Administrator 

1 (could be 
same person as 
other technical 

roles 
mentioned  
below and 

above) 

100% during Sys Admin 
training (8 hours) 
10% of FTE (dependent on 
number of users) ongoing 

-Sys Admin training 
-User maintenance, upgrades 
 
(depending on solution option:  On-premise or 
hosted 

Designated 
Support 
Contacts 

2 Ad hoc basis -Dealing with and qualifying issues -Implementing 
patches 

End Users Dependent on 
# users 

100% availability  during End 
User  Training and Go-Live 
facilitation for own 
departmental processes 

End-User training  

Report / Letter 
Specialist  

2 
100% availability  during 
CityView Reporter Training 
and Configuration training  

Training  and on-going business support 
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2.5.3 Major Activities/Tasks/Resources 

Major Activities/Tasks Resources Lead Deliverables 

Project Kickoff CityView 
CityView Project 
Manager Project Plan 

Infrastructure Review CityView 
CityView 
Infrastructure 
Specialist 

Infrastructure Review Document 

Initial Installation Team 
CityView Project 
Manager 

Host-site or Customer-site Installed 
Initial Environment (depending on 
solution chosen:  On-premise or hosted) 

Workbook Completion & 
Data Collection 

Team 

City Project 
Manager & 
CityView Project 
Manager 

Completed workbook, fee schedule, 
letter templates, user security matrix, 
portal processes, workflow parameters.  
On-site collection of custom workflows 
definition & business rules if applicable 

Data Mapping Team 
CityView Data 
Conversion 
Specialist 

Completed data mapping documents 

Customization & Interface 
Definition (where 
applicable 

Team 
CityView Project 
Manager 

Customization Plan and Software 
Interface Plan (where applicable) 

Configuration CityView 
CityView 
Implementation 
Specialist 

Configured, CityView-hosted 
development environment, ready for 
Installation and remote walkthrough. 

Data conversion, 
customization and 
Interfaces (if applicable) 

CityView 
CityView Project 
Manager 

Converted property and historical data, 
customizations and implemented 
interfaces (if applicable) in CityView-
hosted development environment. 

Remote Review & 
Validation Sessions 

Team 

CityView 
Implementation 
Specialist City 
Subject Matter 
Experts 

Review sessions (CityView) and 
Validation Feedback (City) in CityView 
Connect feedback tool 

In-scope Refinements CityView 
CityView 
Implementation 
Specialist 

Completed refinements in Development 
Environment 

User Acceptance Testing City 
City 
Project Manager 

Completed user acceptance testing and 
notice to go-live 

End-User Training Team 
CityView 
Implementation 
Specialist 

Completed training 

Go-Live Team 
CityView Project 
Manager 

Live production environment 
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2.6 CityView Key Staff Members’ Biographies 

CityView staff is experienced and knowledgeable in your business, and committed to success in our 
business. Your CityView team will not only have appreciable experience with the way Local Government 
Development Departments do  business but will also come with best practices and ideas that come from 
implementing projects across all of North America.  Please find on the following pages resumes of our 
management team and qualifications of key staff that will be assigned to implement the CityView Select 
delivery model. 
 

2.6.1 Management Profiles  

 Jean Soucy 
 President – Harris Public Sector Group (PSG) 

 Home Office Location:  Ottawa, ON 

 
As President of the Public Sector Group, Jean is responsible for the 
strategic direction and growth of Harris’ local government and schools 
business units. These operating units provide a wide range of mission 
critical software in areas such as public safety, student information 
systems, CAMA and property management, financial management, 
and community development. Jean and his team are focused on 
developing strong customer relationships, high quality software and 
effective customer service. 

Jean brings over 20 years of software industry experience from 

healthcare, retail, manufacturing and public service sectors. Prior to 

joining Harris, Jean held executive positions in leading technology firms 

such as DLGL, MediSolution and 20-20 Technologies, where he had 

responsibility for growing market share in both mature and emerging 

markets.  

Jean holds a Bachelor of Mechanical Engineering from Polytechnique Montreal 
and an MBA from Concordia University. 
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 Dennis Asbury 
 Senior Executive Vice President - PSG 
 Home Office Location:  Sarasota, FL
 

As the Senior Executive Vice President of PSG, Dennis focuses on 
acquisitions, market strategy and building enduring operations at 
Harris. 

Dennis has 20+ years of Executive Management experience in the 
technology sector, with more than 10 of those years in public sector 
software. 

In his previous roles within Harris Computer Systems, Dennis served as 
Executive Vice President of Harris ERP, Vice President of Business 
Operations for Cayenta, Corporate Vice President of Sales and 
Marketing for Harris, and Executive Vice President of CityView. 

 
 
 
 

 Sean Higgins 
 Executive Vice President - CityView 
 Home Office Location:  Victoria, BC
 

As the Executive Vice President, Sean is accountable to ensuring 
CityView meets its goals of delivering a superior customer experience, 
while ensuring growth, sustainability and ongoing profitability of the 
business.   Together with the leadership team, Sean’s focus is on 
delivering exceptional business solutions to our customer base as well 
as expanding market share. 

Sean has been with CityView since 2004, serving many roles including 
Vice President of Sales and Marketing, Regional Sales Director, and 
also leading several customer implementations in the role of Business 
Analyst.  Sean has 18 years of experience in technology sales and a 
Master of Science in Agriculture (CUM LAUDE) from the University of 
Natal, South Africa. 
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 Susan McCormick 
 Vice President – Business Operations 
 Home Office Location:  Victoria, BC 
 

As Vice President of Business Operations, Susan is responsible for 
overseeing the operations of the business.  Susan directs the leaders of 
Professional Services, Support and Product Development by managing 
and measuring their operational performance and implementing 
strategies in support of our mandate to provide best-of-breed solutions 
to local governments across North America. 

Susan has more than 20 years of experience creating software 
solutions for government agencies in the areas of permitting, 
enforcement, and land management. Since joining CityView in 2005, 
Susan has held a number of influential roles, including Executive Vice 
President and Vice President of R&D.  She received her Bachelors of 
Science, with Honors in Computer Science, from Dalhousie University 
in Halifax, NS.  

 
 
 

 
 
 

 Angus Simpson 
 Vice President – Sales & Marketing 
 Home Office Location:  Victoria, BC 
 

As Vice President of Sales & Marketing, Angus leads a team of 
professionals responsible for placing CityView solutions in the hands of 
local government agencies that can best benefit from them.   Through 
his team he provides strategic direction to the company to ensure an 
alignment of product and services with market needs, and he is 
responsible for aligning CityView’s offerings to ensure project and 
customer success.   

Angus joined CityView Sales in January 2018. He has 20 years of 
experience in software technology sales both in Canada and 
internationally. Angus holds a certificate in Mechanical Engineering 
from University College Isle of Man and a certificate in Business 
Management from the University of Alberta. 
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 Douglas Thorsteinson  
 Vice President – Professional Services 
 Home Office Location:  Victoria, BC
 

As Vice President of Professional Services Doug guides the CityView 
team of talented Project Managers, Data Conversion and 
Implementation Specialists in the delivery of our community 
development solutions to our valued customers, both new and existing. 

Doug comes to CityView with more than 25 years of experience in 
senior management. Throughout his career he has held positions as 
Sales Manager/General Manager for an aquaculture company, 
developed and initiated new business strategies as Vice President of 
Operations for a seafood distribution company, and was the Director of 
Sales and Marketing for a software development company specializing 
in aviation scheduling and pilot training. 

 
 
 
 
 

 Dale Peters 
 Director of Customer Success 
 Home Office Location:  Airdrie, Alberta
 

As Director of Customer Success, Dale is responsible for the 
management of Support activities. This includes the communication 
channel with customers from U.S. and Canada by handling trouble 
tickets issued from customers and staff to resolve software issues. Dale 
comes to CityView with several years of experience in the very 
Customer Centric Software Support and Real Estate industry, over 
which time he established himself as a trusted resource for customers 
through listening and truly being the Customers’ Advocate.  

Dale’s previous experience was with P2 Energy Solutions as Manager, 
Global Customer Support for Land Management and Operations 
Software, with more than 10 years of experience in Software Customer 
Support Roles. In 2007 Dale was honored to receive the Alberta 
Premiers “Gold” Award of Excellence for his contributions to a three 
year project entitled “Bringing Land Sales and Postings to the World 
Wide Web”.  

Dale attended SAIT Polytechnic (Southern Alberta Institute of 
Technology) Petroleum Engineering and (Mount Royal University) Real 
Estate License - Calgary, Alberta 
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 Steve Graham 
 Technical Architect 
 Home Office Location:  Victoria, BC

 Steve is an accomplished technical architect with over thirty years of 
experience developing software for a range of platforms and 
technologies. 

With a strong technical background, Steve’s focus has been to provide 
solutions that solve user’s real needs. He provides high level strategic 
technical vision, analysis of requirements, identification of key 
abstractions and definition of the overall architecture. 

Steve has spent over 20 years guiding the evolution of the core 
CityView product through numerous technology generations and 
architectures.  In 2002, CityView was the world-wide winner of the 
Microsoft Certified Partner Awards in the Packaged Application 
category. 

Steve received his Engineering degree from the University of Natal, 
South Africa 

 

2.6.2 Project Team 

The CityView project team assigned to your project would consist of: 

 Project Manager,  

 Implementation Specialists and Trainers, 

 Infrastructure Analyst,  

 Data Conversion/Interface Specialists, 

 Quality Assurance Team.  

Our CityView team is comprised of employees experienced in the business of creating and implementing 
CityView solutions across the continent.  Your team would therefore be staffed with employees that are trained 
in your business and have experience in this domain. Should one of the following staff members be unavailable 
during the project an alternate employee with corresponding capabilities and qualities will be assigned to the 
project.  A sample of project staff follows.  
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 Teri Wright 
 Senior Project Manager 
 
Length of Time with CityView  8  years – Office Location:  Victoria, BC 
  
Responsibilities As CityView’s Project Manager for your implementation, 

Teri leads a full team of qualified professionals to manage 
your implementation and training. She is involved in both 
the facilitation of the project as well as the hands-on work 
in each project phase to ensure that all requirements are 
met and project deliverables are clearly defined.   

Qualifications:  After Project Management consulting for 
the Provincial Government, First Nations, Federal 
Government, Crown Corporation and within the Private 
Sector since the mid 90’s, Teri joined CityView in 2010 and 
has been responsible for implementing over 30 projects 
within Canada and United States covering the full range of 
local government business processes including building 
permits, planning department processing, business 
licensing and compliance enforcement to name a few.     

 
Customer Accomplishments 
(additional references upon 
request) 

A few customers include:  Municipality of Anchorage, AK; 
Town of Schererville, IN; Kings Point, NY; Meridian, MS; 
Augusta, GA; City of Yellowknife, NWT; Town of Darien, 
CT; Quinte West, ON; Cherokee County, GA; Penticton, 
BC; City of Leduc, AB; Chatham County, NC; Mount 
Vernon, WA; Norfolk County, ON; City of Newark, DE; City 
of Sarnia, ON; City of West Kelowna, BC; City of Thornton, 
CO; Kane County, IL; Niagara Peninsula Conservation 
Authority, ON; Stevens Point, WI 

 
Education Project Management Diploma (honors) – Royal Roads 

University, Victoria, BC 
Business Administration Diploma (honors) 
Computer Programming Diploma (honors) 
Network Administrator Diploma 
Accounting and Computers Diploma 
Web Design Certificate 
(as well as many other specialized certificates and course) 
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 Sheila McQueen 
 Project Manager 
 
Length of Time with CityView  Joined in 2017 – Office Location:  Victoria, BC 
  
Responsibilities As CityView’s Project Manager for your implementation, 

Sheila leads a full team of qualified professionals to 
manage your implementation and training. She is involved 
in both the facilitation of the project as well as the hands-
on work in each project phase to ensure that all 
requirements are met and project deliverables are clearly 
defined.   

Qualifications:  Sheila is an experienced Project Manager, 
and brings a broad set of skills and knowledge to the 
CityView team.   For the past 10 years, Sheila has worked 
with multidisciplinary engineering research and 
development teams within the Public Safety LMR 
Communication and Medical Device Design sectors.   Early 
in her career, Sheila worked in data analysis and site 
management at remote environmental research sites for 
Queen’s University, and managed process redesign projects 
within food manufacturing.  Sheila joined CityView in 2017 
and has been responsible for implementing projects within 
North America covering the full range of local government 
business processes. 

 
Customer Accomplishments 
(additional references upon 
request) 

A few customers include:  St Charles, IL; Hamilton, OH 

 
Education 

BSc – Mechanical Engineering, Queen’s University  

  
 
 
  

180014N



  2. Technical Proposal 

Enterprise Permitting & Land Management Software                                       January 31, 2018  
41 

 
 
 

 Mark Atkinson 
 Research & Development Manager 
 
Length of Time with CityView  18 years – Office Location:  Victoria, BC

 
Responsibilities Mark is responsible for managing and leading software 

development for the CityView product lines to meet 
corporate requirements for functionality, quality, schedule 
and cost. He provides technical leadership to R&D staff 
and is responsible for employee development planning, 
performance planning, and evaluation.  

Qualifications:  Mark brings 17 years of experience 
working on and enhancing all of the products in the 
CityView suite. Having worked as a Software Developer, 
Mark has a wide breadth of understanding of the 
technical side of CityView.  Much of the CityView suite of 
products was implemented by Mark. As a Research & 
Development Manager, Mark continues to apply his 
technical expertise and manage a team of software 
developers and quality assurance analysts while working 
with CityView Professional Services staff and our 
customers to provide quality, timely software solutions. 

 

Accomplishments 
 
CUSTOMER 
(additional references upon 
request) 
 
 
TECHNICAL 
 

 

Collier County, FL; Chatham County, ON; City of 
Langford, BC 

 

Rebuilt/rewrote CityView’s Desktop application migrating 
from C++ to C#/.NET code base. Implemented a logical 
business Rules Engine and activity Workflow 
model/runtime to name a few. 
 

 
Education 

 

Diploma, Computer Science and Technology 
North Island College, Courtenay, BC 
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 John Edwards 
 CityView Support Team Lead 
 
Length of Time with CityView  16 years

  
Responsibilities John has many years’ experience utilizing the CityView 

product and how it can best be utilized by local governments.  
He manages the communication channel with customers 
from Canada and the U.S. by handling trouble tickets issued 
from customers and staff to resolve software issues. In 
addition, John has experience with reviewing all customer 
network infrastructures to ensure software will smoothly 
operate on all machines and not impact current utilization.  
He has also reviewed IT processes to identify possible 
deficiencies. 

 
Customer Accomplishments 
(additional references upon 
request) 

Collier County, FL; City of Miami, FL; Town of the Blue 
Mountains, ON; City of Kingston, ON; and Cariboo Regional 
District, BC (Canada) to name a few. 

 
Education Full Scholarship – Engineering - University of Saskatchewan, 

Saskatoon, SK. 

Microsoft Certified Professional – MCSE 
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 Jatinder Chadha
 Implementation Specialist & Trainer 
 
Length of Time with CityView  6 years –Office Location:  Victoria, BC
 
Responsibilities 

As CityView’s Implementation Specialist, Jatinder will be 
working with you directly through on-site visits, follow up 
calls, training, and demonstrations in order to assist you in 
defining your configuration requirements.  After the 
workbook collection phase he will configure your CityView 
environment and prepare the environment for the on-site 
activities.  Jatinder will deliver all end-user training, as well 
as Go-live facilitation. 

Qualifications:  Jatinder brings 5 years of experience 
working with CityView as Implementation Specialist and 
Project Manager.   

 
Accomplishments 

City of Johnson City, TN; City of Rogers, AR; City of Big 
Bear Lake, CA; District of Wes Kelowna, BC; Municipality 
of Anchorage, AK; Town of Bradford West Gwillimbury, 
ON; Rural Municipality of Hanover, MB; to name a few. 

 
 
Education Bachelor of Science (PCM) 

Guru Nanak Dev University, Amritsar India 
 
Advance Diploma in Software Engineering (ACCP UK) 
Oracle Certificate (ABAP4.0) 
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 Adam Wicks 
 Data Conversion – Interface Specialist 
 
Length of Time with CityView  2 Years –Office Location:  Victoria, BC

  
Responsibilities Adam is the lead responsible for the property update 

routine used in all implementations where integration with 
one or more external property data sources is required. 
Apart from his robust technical skills and experience, 
Adam also has a very broad knowledge of local 
government business processes including permits and 
inspections, planning, business licensing, and code 
enforcement. 

Qualifications:  Adam began his career in local 
government 5 years ago, acquiring extensive experience 
solving complex business problems through thoughtful 
analysis and application of modern tools and techniques. 
Adam came to CityView in 2016 and quickly established 
himself as a key member of the implementation team. His 
specialized experience and skillset in spatial datasets has 
proved to be a valuable asset in the integration of 
CityView data with the evolution of local government GIS 
datasets. 

 
Customer Accomplishments 
(additional references upon 
request) 

Minden Hills, ON; City of Johnson City, TN; City of Provo, 
UT; and the City of St. Augustine. 

 
Education Bachelors of Science from the University of Victoria 

Masters of Science from the University of Victoria 
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 Yuliya Melnyk 
 Quality Assurance Team Lead 
 
Length of Time with CityView  12 years – Office Location:  Victoria, BC

 
Responsibilities The Quality Assurance Team is responsible for testing the 

quality of your CityView applications and your custom 
designed applications. They use a combination of 
automated and manual testing on your environment. Bug 
Tracker Tools, Unit Testing, and Manual Test Cases are 
used in a strategic test plan that results in a stable, error 
free application for our customers. 

Qualifications:  Yuliya Melnyk, your Quality Assurance 
Team Lead ensures the quality of your CityView solution. 
Yuliya and her team are responsible for testing your 
application and the CityView software. She is responsible 
for creating a Quality Assurance infrastructure and all the 
processes within that structure. These processes include 
test plans, test cases, documentation and 
personnel.  Yuliya has tested and shipped CityView 
software releases, tested against SQL Server, Oracle and 
Access databases. She is also responsible for documenting 
and overseeing the CityView Quality Assurance processes 
as well as creating and reviewing other company-wide 
documentation.   

 

Customer Accomplishments 
(additional references upon 
request) 

Canton Township, MI; City of Yucaipa, CA; Teton County, 
WY and Haldimand County, ON (Canada) to name a few. 

 
 
Education 

 

Yuliya received a Master’s Degree in Computer Science 
from Chernivtsy State University, Ukraine. 

 

 
Live operation will be supported by your project team directly until 4-6 weeks after go-live, at which time your 
account will be transitioned formally to the Support team.  Thereafter, Support and Maintenance will be 
provided by a team comprising: 
Account Management, Sales – Steve Favalaro or designate 
Account Management, Technical Support and Troubleshooting – Support Team under the management of Dale 
Peters   
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2.7 Project Management Processes 

2.7.1 CityView Project Management Approach 

CityView generally adheres to the Project Management Body of Knowledge (PMBOK) methodology which is the 
core foundation for the Project Management Institute (PMI) and their Project Management Professional (PMP) 
certification.  CityView does use many of the PMBOK principles and several of the PMBOK processes during our 
implementations.  

Lifecycle: 

The CityView implementation generally follows a waterfall lifecycle with each task flowing into the next until go-
live.  

 
Figure # 2.7.1.a Waterfall Lifecycle 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Assignment of Responsibilities and Progress Tracking: 

CityView uses Microsoft Project as a scheduling and project management tool to identify all major tasks 
associated with an implementation and to schedule the task and assign the responsible resources.  CityView 
schedules are duration based and not effort based. If a particular task is scheduled to begin on July 1st and end 
on September 1st, it does not imply that the task will require 2 months of effort but that the task must start by 
the July 1st date and must complete by the September 1st date regardless of the amount of effort needed to 
complete it. 

Critical Path: 

All tasks on CityView schedules will also indicate whether the particular task is critical path or not. Critical path 
tasks are those that will cause a delay in the entire project if the individual task is delayed or any reason. 
CityView will work hard to avoid delay of critical path tasks because of the cascading effects to the other steps in 
the implementation. 
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The CityView Project Manager has primary responsibility for communication management during a CityView 
implementation. However, since each project has unique stakeholders and communications challenges the 
communication management approach is adjusted or tuned in each project to ensure the timely and complete 
transfer of information. 

Steering Committees:   

We suggest the customer creates a project steering committee made up of senior managers or executive 
stakeholders to track and facilitate the progress of  the project. CityView project managers have participated in 
many of these committees as technical resources, members and/or even as the chair of the committee. 

Status Calls with the Project Manager:  

Each project manager is required to schedule and conduct status calls with their customers at least once every 
two weeks to discuss accomplishments, upcoming tasks and outstanding issues. These calls last anywhere from 
30 minutes to an hour depending on the number of issues to discuss and the current stage of the project. 

Status Reports and Schedule updates:  

Each project manager is required to send a bi-weekly status report to their customers with accomplishments, 
upcoming tasks and outstanding issues identified.  

Time Management                    

Time management for a CityView implementation is primarily managed through the project schedule and work 
breakdown structure located in our OnTime task management application. 

Work Breakdown Structure: 

CityView uses a tool called OnTime to break projects down (decompose) into individual work modules that can 
be assigned to an individual Developer, Implementation Specialist or other CityView staff member. The OnTime 
application provides a communication mechanism to the project team members, tracks progress, history and 
completion of each individual task. Tasks can be entered with dependencies on other tasks and attachments can 
be added in OnTime to fully describe the requirements for a particular work item.
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Figure # 2.7.1.b Sample Work Breakdown Structure 

 

Note: hours in the above diagram are only for demonstration purposes and are not representative of 
estimates associated with this proposal. 
 
Project Schedule: 

CityView implementations have all tasks identified and scheduled in a Microsoft Project file provided to our 
customers. Each task has one or more resources assigned to it and dates for the required start and end times 
for the task. The project schedule is updated and provided to the customer at regular intervals. A sample 
project plan for the City is provided in section 2.5.4 and specific roles and responsibilities of the Project 
Manager can be found in section 2.5.1.    
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2.7.2 Sample Status Reporting 

 Sample Status Report 
 

Customer 
Customer City #12296 

Date 
Submitted 

February13th, 2017 

 
 Accomplishments This Week 

 
 Finishing phase 1 customization and configuration. 

 Provided onsite validation training to support validation testing. 

 Conducted meeting and determined method for GIS interface. 

 Conducted Steering Committee meeting. 

Issues Encountered/Outstanding Items 
 

 NOTE: The highlighted issues in red need immediate attention. 

 NOTE: Any notation in red is responses from Customer. 

 NOTE: Any issue that has a check-mark bullet has been resolved and is highlighted 
in green.  

 
1. Customer will still need to determine the organizational impact of the GIS decisions 
made – particularly with respect to the planning function. 

2. Rick will need to re-engage onsite to finish the analysis for the planning department. 

3. Need to provide a copy of CityView and associated data for On-premise installation by 
Customer to support testing of the DTS data conversion. 

Goals for Next Week 
  

 Reconfigure CV software to remove the known and discovered issues. 

 Prepare to test the CV application. 

 Install CV and database On-premise to allow testing of DTS data conversion. 

 Begin the testing process. 

Project Schedule 
 

 Rick’s time for revisiting Customer to finish planning added to schedule. 

 Phase 3 analysis task dates modified and tuned to begin after Thanksgiving holiday. 
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2.7.3 Organizational Change Management 

CityView’s implementation methodology has been designed with cognizance given to the difficulties many 
organizations and end-users face in making a change from the business critical system that they have grown 
accustomed to. The scope of work defines key activities designed to involve the City as much as possible in 
helping contribute to the change and therefore owning it. This does not entirely replace the need for the City 
to have an internal change management plan and the City’s active role in enforcing the change management 
initiative is critical; however, we do recognize that we implement systems every day so we are in a very good 
position to make recommendations and assist in this process.    

A new piece of software can be a disconcerting time for the front line users of any new software. CityView 
provides both on-site end-user training and on-site go-live assistance to aid with this process.  During this 
time an Implementation Specialist is on-site to help users acclimate  themselves with the new system, answer 
their questions as they arise, provide over-the-shoulder guidance on usability, and provide a direct line to 
Support.  These sessions are probably the single biggest direct contribution to the change management 
process and are always received extremely well. 

Process for change orders 

CityView will request a formal customer signoff for configuration and data collection and uses this as a 
baseline for scope management throughout the project. 

As situations and/or requirements change during a project, the customer will be provided with a standardized 
change control form which identifies the suggested change, the requesting party, a justification and an 
impact with respect to schedule and cost. If the change order is approved by the customer, the change is 
incorporated into the project.  A sample follows on the next page.
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2.8 CityView Data Conversion Services 

We undertake imports of historical data with virtually every implementation we do and our data conversion 
specialists have significant expertise and experience with importing and exporting local government land 
management data.  Having this familiarity with the types of data tracked means they are knowledgeable not 
just of the science of data conversion but also the art of it.  

Typically we will develop custom scripts for data conversion based on a specific mapping of the legacy system 
to our data schema.  On occasion, usually for cost-saving 
reasons, we will provide a data dictionary and ask for the 
data to be delivered to a precise specification and format 
for a simplified data-loading process. 

The figure to the right outlines the typical data migration 
process followed by our specialists. 

During the data discovery phase, our specialists confer 
with you to become familiar with your data. This enables 
us to prepare for the migration process and leads to more 
accurate estimates. By providing data in a clean format, 
you can help to reduce the time and cost associated with 
the data discovery phase. Data is cleaned by ensuring that 
unique keys have not been duplicated, unique keys are 
not empty (i.e. NULL), dates are properly formatted, and 
data is consistent. 

In the data mapping step, mockups are prepared to facilitate the process of mapping your data to the 
CityView data structure. CityView provides a data mapping template and completes the data mapping 
exercise.  After assessing all of the data sources provided by the customer and undertaking the data mapping 
exercise we validate data conversion estimates provided in the proposal and complete the change control 
process if additional budget is warranted, before continuing with the conversion. 

Data conversion commences once both parties are comfortable with the output of the data mapping 
exercise, defined in the data conversion plan and signed off by the customer.  In this phase our specialists 
create scripts that parse, derive, and translate the source data into the ideal format for CityView. To reduce 
the time and effort associated with this phase the City is required to provide data in one of the following 
formats: SQL Server, .mdb, .dbf, or .txt.  

After the initial data conversion run the database is provided to the customer for the validation phase with 
the opportunity to test and validate the correctness of the conversion, in accordance with the signed off data 
mapping documentation.  Errors are corrected before a second conversion run prior to end user training, and 
the final data conversion of historic data the weekend before cut-over and go-live. 

Data Conversion Assumptions 

Data migration services are priced based on the following general assumptions: 

 Data has been cleaned according the suggested guidelines 

 Data mapping has been reviewed and signed off by both parties before proceeding to data 
conversion 

 Data is provided in one of the following formats: SQL Server, .mdb, .dbf or .txt 

  

2. Data 
Mapping 

3. Data 
Conversion 

 

4. Data 
Validation 

 

1. Data 
Discovery 
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Non Electronic Data 

Hard copy data and information is not migrated into the system by CityView.  This service is better 
undertaken by an imaging company in association with the City’s Electronic Document Management System 
(EDMS) provider.  If this process is undertaken and assuming CityView integration with this provider through 
the standard CityView Document Management Integration Framework, then once that hard copy data is 
imaged and referenced in the EDMS through metadata to permits, projects etc., this will be accessible directly 
from CityView. 

2.9 CityView Proposed Training Services 

CityView training is provided by CityView staff only and through a combination of on-site visits and remote 
sessions. 

We have two Training Objectives for the City: 

1. Enable: We train the Subject Matter Experts and Trainers to maximize the use CityView’s 
functionality developed specifically to help them better complete their day-to-day activities of 
processing applications, capturing accurate data, and finding and disseminating that data and 
maximizing your return on investment.  This is achieved with Train-the-Trainer Training and go-live 
facilitation.   

2. Empower: We provide advanced users and system administrators with the knowledge to sustain 
and evolve the data needs and workflows of the CityView system.  This we do through System 
Administrator Training, Configuration Training and CityView Reporter Training.   

Training courses are described below.  All courses offered assume a basic understanding of Windows-based 
software and/or web-based applications. In order to provide quality training to the students in the amount of 
time specified we would ask that you take this into consideration when you are selecting the course 
participants. 

User Training 

Our trainers use their skills as facilitators, coaches, and computer specialists to make CityView courses an 
interesting and engaging experience for all students. They have a wealth of experience as adult educators 
backed by a depth of knowledge, developed over many years working as Programmers, Designers, DBAs, and 
GIS or Systems Analysts.  

End-user Training 
End-user training provides everyday users of CityView with a series of full, in-depth course programs designed 
to give them the required skills, tools, and time saving tips to make the most of their new software. This 
training provides a thorough understanding of the business process and software functionality in your 
CityView modules so that everyone is ready for go-live day. End-user training focuses on your configured 
end-product, training you on the navigation of your processes as configured in the product. 

CityView uses industry standard databases with the expectation that the administrative training our 
employees have with these systems is sufficient for knowledge transfer to your staff. Application 
administration is a standard part of your advanced user training. 
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Maintenance/System Administrator Training 
This course is designed to provide administrators responsible for managing CityView with the general 
knowledge of how to install and upgrade versions of CityView, change user rights and manage security. The 
advanced version of this course will go into additional detail on the architecture of the CityView platform as 
well as how to maintain the CityView Portal. Students should be selected from the Information Technology 
discipline, and have an expectation that they will be maintaining the software in the future. 

Course participants will walk through typical system maintenance and troubleshooting examples, which will 
teach them the tools, techniques and terminology applicable to CityView, enabling them to not only support 
the business users in their organization but also to communicate more effectively with CityView’s Technical 
Support team.  They will be exposed to our best practices approach for Security Maintenance; and, they will 
learn the processes for installing and upgrading the CityView environments.  

Students will be instructed in the use of the CityView Manager client, and they will gain an understanding of 
the architecture behind CityView.  Additional topics that may be covered include: configuration of Microsoft 
Exchange, Web Server settings, LDAP settings, Mapping, and Document Management settings. 

Configuration Training  
CityView is a powerful application that has the ability to grow and change as dynamically as your business 
demands.  We provide a rich set of configuration tools that can allow you to alter the behavior of the system 
in a host of ways without having any impact on your future upgradability.  In order to get the maximum 
value out of your CityView investment, it is important that one or more individuals within your organization 
take an active interest in learning how to use these tools and become responsible for ensuring that your 
application continues to evolve as the need arises. Students should be selected from either the Information 
Technology discipline or from the business domain but must have a strong knowledge of Windows-based 
software and preferably an understanding of database concepts. 

Participants will learn the importance of lookup tables and how to determine what lookup matches each field 
on the screen. They will learn how to create and delete “custom” fields.  Students will learn how to create 
new letter templates, including data tags, and the method of maintaining their fee schedule within CityView.   

In order to successfully perform the above configuration tasks, users will need an understanding of the 
database structure behind CityView.  We will teach them how to identify what tables/fields are behind the 
various form controls and how to determine what the relationships are between tables.  The students will 
learn the various tools that are available for clarifying database schema questions and testing/troubleshooting 
their own configuration. 

CityView Reporter Training  

CityView Reporter, a fully integrated report engine and report designer tool, provides all of the features that 
you would expect from other industry-standard reporting tools and allows end users to create reports. In this 
course, students will learn everything they need to know about creating simple reports, including filters, 
subsections, and aggregate fields.  Students will also learn how to use CityView Reporter tools to create Pivot 
reports, detailed reports, charts and graphs, and save the designs for future use.  Additional topics may 
include: complex report writing, views, and on-form expressions. There are reporting tools for both end users 
and IT staff so the course is often split to cater to the staff roles and reporting tools. 

Go-Live Facilitation 

Going live with a new piece of software is a disconcerting time for the front line users of any new 
software.  CityView provides on-site, go-live assistance to aid with this process.  During this time an 
Implementation Specialist is on-site to help the users cope with the system, answer their questions, provide 
over-the-shoulder guidance on usability, provide a direct line to Support and other members of the project 

180014N



  2. Technical Proposal 

Enterprise Permitting & Land Management Software                                       January 31, 2018  
55 

Team and complement the end-user their training.  This is probably the single biggest direct contribution to 
the change management process and it is always received extremely well.  We include five (5) days of go-live 
facilitation in this proposal. 

Ongoing Training 

Periodic, web-based training is provided to our customers by our Support group, on a predetermined 
schedule.  The training schedule is posted on our Website at the beginning of each year.  This training is at 
no cost to our customers and it focuses on specific areas of need and interest. 

Harris/CityView hosts an annual User Conference which draws customers from multiple government 
disciplines from a pool of over 18,000 customers.  This conference is an opportunity for users to talk about 
their implementation strategies and processes. It is a forum for sharing information, troubleshooting advice 
and peer interaction. It consists of workshops, open discussion and interactive presentations by other 
CityView users. It also provides an opportunity for CityView users to suggest new features that would benefit 
all customers. In 2017, it was held in Atlantic City, NJ and in 2018 it will be held in Chicago, IL. 

In addition, CityView holds both Western and Eastern Regional User Group meetings during the year. 

Our training and support measures are designed to solve immediate issues and to provide knowledge transfer 
on the most effective ways to use the CityView Solution in customers’ business practice.  

Refresher Training (Optional) 
Refresher training is provided approximately 6 months after Go-Live to ensure successful adoption of the 
system, and to prevent users from developing any bad habits that cause productivity loss or “dirty data”. The 
agenda will be determined in advance and courses will be tailored to the specific needs of the users.  

Real-world experience drives what users want to see covered in these training sessions. Users who were 
originally keen to write reports may still be resisting taking that first step, so this is a good opportunity to do 
some refresher training in Report Writer. It is also a good opportunity for the trainer to observe how staff is 
using the system and make suggestions for ways to increase productivity. 

Train the Trainer Training (Optional)  
City in-house Trainers will acquire the knowledge and skills required to train all end users.  By taking full 
advantage of such knowledge transfer and post Go-Live assistance, City Trainers can provide end users with 
One-on-One, Refresher, Lab and web-based training sessions.  At the early stages of Go-Live, the Trainers, 
along with the Project Team members, can act as a frontline support and guidance to the end users.  The City 
can then have resident experts on the different modules.  

Proposed Training Plan for the City 

Course durations are based on a recommended number of days per module; and, class sizes are kept to a 
maximum number of students to ensure that everyone receives the proper attention.  While we recommend 
extending the training to additional days if more than one department is using a given module to satisfy a 
broad range of business functions, we have not accounted for this in our proposal, in order to minimize 
costs.  A recommended training plan follows on the next page: 
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Training Plan  

Course Objectives 

End User Training 
Modules (on-site) 
 
 

This course is designed to enable business users to effectively use CityView 
modules in order to fulfill their daily work activities. The course provides specific 
instruction on how to navigate and complete tasks within CityView. It will cover 
tasks such as completing an application, adding contacts, attaching files, 
tracking activities and outcomes, applying and paying fees, producing 
correspondence, mapping basics, and running reports. Users are able to: 
Understand the key concepts that make up the business process. 
 

 Understand the key concepts that make up the business process. 
 Be able to navigate and complete tasks relevant to day-to-day 

activities.  
 Be able to walk through a business activity based workflow. 

Duration: 16 days  Users: All Maximum#: 12 

End User Training 
CityView Components  
 
 

This training will focus on the highly intuitive CityView Citizen Portal and 
CityView Mobile. 

Duration: 2.75 days Users: TBD Maximum#: 12 

Configuration and 
Maintenance  Training 
(on-site) 
 
 

This course is focused on enabling users to configure, maintain and evolve their 
business process within the CityView environment. Concepts that will be 
covered include Letter Generation, Fee Maintenance, Holiday Configuration, 
Maintaining Lookup values. Users will be able to: 
 

 Create and modify Letters. 
 Create and modify Fees. 
 Keep your system current by updating Lookup tables  

Duration: 5 days  Users: Advanced Maximum#: 6 

System Administrator 
Training (remote) 
 

This course is designed to provide administrators responsible for managing 
CityView with the general knowledge of how to install and upgrade versions of 
CityView, change user rights and manage security. The advanced course will go 
into additional detail on the architecture of the CityView platform as well as 
how to maintain the CityView Portal.  

Course participants will walk through typical system maintenance and 
troubleshooting examples, which will teach them the tools, techniques and 
terminology applicable to CityView, enabling them to not only support the 
business users in their organization but also to communicate more effectively 
with CityView’s Technical Support team.  They will be exposed to our best 
practices approach for Security Maintenance; and, they will learn the processes 
for installing and upgrading the CityView environments.  

Students will be instructed in the use of the CityView Manager client, and they 
will gain an understanding of the architecture behind CityView.  Additional 
topics that may be covered include: configuration of Microsoft Exchange, Web 
Server settings, LDAP settings, Mapping, and Document Management settings. 

Duration: 1 day Users: Advanced Maximum#: 4 
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CityView Reporter 
Training  
 
 

CityView Reporter fully integrated SSRS-based reporter and designer and custom 
report designer provide all of the features that you would expect from other 
industry-standard reporting tools. In this course, students will learn everything 
they need to know about creating simple reports, including pivot reports, 
detailed reports, charts, graphs and filters.   

Duration: 2 days Users: All, Advanced Maximum#: 4 

Go-live Facilitation (on-
site) 

Your Implementation Specialist is on-site at go-live and beyond to provide 
hands-on, one-on-one training and facilitation to ensure a smooth transition to 
the new system.    

Duration:  5 days Users: All Maximum#: N/A 

Training is provided on City-provided hardware. 

2.9.1 CityView System and Training Documentation (Proprietary and Confidential under separate cover) 

Documentation is available through CityView Connect, our on-line content management system. This is 
your source for the most updated CityView information any time. You can search for a particular topic or 
browse through the menu items.  The Product Training Guides will step you through a full training session 
for a particular topic. If you cannot find what you are looking for, it may just be an issue of terminology. 
The Glossaries can help there. 

CityView Connect is accessible directly and within the CityView modules. By clicking the Help button, 
you get direct access to the content in CityView Connect.  

Documentation of your CityView solution is targeted to three main groups: business users, system 
administrators and application developers.  Documentation is provided at every level of training, focused on 
the enabling objectives of the training in question. 

CityView Connect is the main source of documentation for customers throughout the implementation and 
beyond. The focus of CityView Connect is to ensure up to date information is being maintained in one 
location, including details on new releases and the added functionality they contain. With each CityView 
release, detailed Release Notes documents the changes to the release both for new features, feature 
changes, and bug fixes.  Any exceptions or changes for installation and upgrade are also noted. 
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3. Price Proposal (Proprietary and Confidential under separate cover) 
3.1 CityView Investment – Detailed Costs (Hosted Software Subscription Solution) 

“This proposal contains trade secrets and/or confidential commercial or financial 
information that the Offeror believes to be exempt from disclosure under Florida’s Public 
Records Law (Chapter 119, Florida Statutes). The Offeror requests that this information not 
be disclosed to the public, except as may be required by law.” 

Our pricing information on the following pages is considered Proprietary and Confidential; 
unfair advantages could be obtained should a competitor have access to this information. 
 
For the reasons mentioned above, information on pages 69 – 73 is considered Proprietary and 
Confidential and has been removed and provided in a separate envelope per the RFP instructions. 
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4. Qualifications 
4.1 CityView Profile 

Since its inception 36 years ago, the makers of CityView have focused solely and completely on creating 
comprehensive permitting and land management solutions for municipalities across the Continent.  
CityView’s U.S. Headquarters is St. Louis, MO (1224 Fern Ridge Parkway, Suite 100, St. Louis, MO 63141) and 
CityView’s Canadian Headquarters and main servicing office (hours 8:30 am – 8:30 pm EST) is in Victoria, 
BC (4464 Markham Street, Suite 1202, Victoria, BC V8Z7X8) | Phone:  1.800.665.5647 | FAX:  314.275.8776 | 
www. Municipalsoftware.com. We have satellite offices in Missouri, North Carolina, Oregon, Alberta, 
and Ontario. The majority of support is through our headquarters office in Victoria, BC. 

The CityView product was initiated by two local government employees with the vision of helping to automate 
municipal processes. Since its initial release, CityView has been continuously refined and updated to incorporate 
new technologies and to meet the diverse needs of our customers. 

The company was founded in 1982 and went public in 2002 under the name Municipal Software Corporation 
(TSX-V: MSZ). In July 2008, Municipal Software was purchased by N. Harris Computer Corporation and became 
the CityView division of N. Harris Computer Corporation. 

N. Harris Computer Corporation (proud, successful, and profitable) is owned by the Constellation Software 
Inc. group of companies.  Constellation Software is a rapidly growing conglomerate of vertical market software 
(VMS) companies; each focused upon dominating its respective market niche. Constellation's growth is based on a 
simple strategy: identify promising Vertical Market Software firms; acquire them; and then integrate them into the 
Constellation family while building on their fundamental strengths to help them become world class organizations. 
For more information on our financial status, please visit Constellation’s website: http://www.csisoftware.com. 
Constellation is a publically traded company on the Toronto Stock Exchange under (TSX: CSU).  Constellation’s 
revenues in 2016 were $2.13 billion.   

Year                        Annual Revenues (in millions)         

2012   $891 million                        
2013                  $1,211 million ($1.2 billion) 
2014   $1,669 million ($1.67 billion) 
2015   $1,838 million ($1.84 billion) 
2016   $2,125 million ($2.13 billion) 
 

We have provided Constellation Software Inc.’s most recent audited Financial Report as an embedded file below as well as 
an electronic copy on our enclosed CD in the binder of our Original response.  

CSI 2016 Financial 
Statements.pdf
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4.2 CityView Qualifications 

Record of Local Government Experience 

HISTORY Property Information, GIS & 
Permitting solution by 1986; 

First field inspection solution by 1996; 

Customers dating back over 20 years; 

7 Major software releases in 26 years; 

DOS, Windows 16-bit, 32-bit, .NET, 64-bit, 
HTML 5. 

 

 

INNOVATION 1st land management software vendor to 
provide a totally integrated mapping and database solution, 1st 
to .NET, in 2002, 1st with a Web Services API, early adopter of 
the Windows platform, 1st to adopt database replication in the 
field, early adopter of ArcGIS Server integration, 1st to integrate 
with Active Directory, amongst the first to deploy a device-
agnostic HTML 5-based field solution, innovative integration 
with MS Outlook and MS Word, first to provide a completely 
integrated Electronic Plans Review with Bluebeam Revu. 

GLOBAL Serve both USA and Canadian 
markets; 

First USA customer in 1997; 

27 more in 2002 alone; 

Consistent additions of new customers each 
year;  

CityView in 37 US States and 7 Canadian 
Provinces. 

SUCCESS CityView has consistently ranked as a leading 
vendor, often THE leading vendor in this space for the past 36 
years; 

10 customers go live in the last  quarter of 2013; 

2017 record sales; 

State of the art technology, great references, consistent 
growth, profitability. 

COMMITMENT Founded by Local 
Government, for Local Government, 1982; 

All CityView software applications are built 
for Municipalities. 

PARTNERSHIP We partner with industry leaders that 
serve Local Government: Microsoft, Esri, Laserfiche, OnBase, 
Selectron and TeleWorks IVR, and Bluebeam. 

KNOWLEDGE Over 250 
implementations across 37 U.S. States and  
7 Canadian Provinces; 

A number of our employees come from a 
Local Government background, selected for 
the value their domain experience brings. 

INDUSTRY Memberships include, Esri, International Code 
Council (ICC), American Planners Association (APA), MISA 
California, CALBO California Building Officials and more. 

EVENTS Annually attend, regularly 
sponsor, and exhibit at leading and local 
industry events including: California Building 
Officials (CALBO), American Planning Assoc. 
(APA), Alberta Building Officials Assoc., 
Ontario Building Officials Assoc., 
International Code Conference (ICC), MISA 
Prairies, MISA BC, MISA ON, BC Building 
Officials Assoc., International City/County 
Management Assoc. (ICMA), MISAC, and 
others. 

STABILITY Parent company, Harris Computers; 

serves 18,000 + Government customers in the areas of Utilities, 
Land Management, Tax and CAMA, ERP, Public Safety, School 
Districts, since 1977; 

Publicly traded: 

$2.125B revenues in 2016; $1.838B revenues in 2015; $1.669B 
revenues in 2014;  

Profitable! 
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“The flexibility and configurability of CityView have significantly aided our ability 
to train new employees. It used to take six months to get a new employee up to speed 
with how the processes worked and CityView has allowed us to cut that down to about 
a 2 week window. It’s amazing!”  

 

- Casey Armstrong, Rockingham County, VA 

 
 

 “I was impressed with how quickly CityView Mobile was implemented 
for Augusta, GA. After one small configuration change made by Tech Support, 
we were up and running. This is one of the most efficient mobile 
applications we’ve dealt with. Our Building Inspectors really like it.”  

Debbie Freeman, IT Project Manager from Augusta-Richmond County, GA, appreciates the ease of 
implementation:  
 
 

4.3.2 CityView References – Attachment A 

There are over 210 maintenance-paying Local Government customers using CityView products across 37 U.S. 
States and 7 Canadian Provinces.  Our customers range in size from populations of 6,000 through to large 
cities and counties of 600,000.   

These references are chosen through criteria of proximity, size, innovation and nature of the project.  All have 
the same suite of CityView products that we are proposing for the City.   

After review of our references, should you require additional ones we would be happy to provide. 

Please find on the following page CityView’s completed Attachment A form, Business References.
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4.4 City of Gainesville’s Minimum Requirements 

4.4.1 CityView’s Response to the City’s Minimum Requirements  

The vendor must provide all of the following features associated with a permitting/land management system: 
 

Minimum Requirements Provide Feature 
Yes / No 

Comments 

1. Citizen Facing   
a. The system will have a robust, 

intuitive citizen portal 
Yes CityView provides a 

very robust and 
intuitive citizen portal 

2. Interface to City Payment system   
a. Connection to end-to-end 

automated payment system 
Yes We have included an 

estimate in our 
proposal for integration 
with JetPay, and 
CityView also supports 
numerous 3rd party 
payment processors 

3. Issue permits/entitlement and licenses, 
each with its individual workflow 

Yes This is standard 
CityView functionality 

4. Enables customers to schedule 
inspections 

  

a. Enables customers to schedule 
building inspections via mobile 
enabled devices and links with 
voice recognition for phone 
requests for inspections 

Yes This is standard 
CityView functionality, 
and we integrate with 
our preferred partner 
Selectron and have 
included a cost from 
them as optional 

b. Enables customers to select 
whether the inspection is in 
the AM or PM 

Yes This is standard 
CityView functionality 

c. Sends customers an email to 
confirm a scheduled 
inspection 

Yes This is standard 
CityView functionality 

5. Mobile-enabled   
a. End-to-end mobile device 

enabled for internal and 
external users. 

Yes This is standard 
CityView functionality 

b. Application, scheduling, 
tracking and payment for 
customers. 

Yes This is standard 
CityView functionality 

c. Management, reporting and 
tracking for staff. 

Yes We interpret this to 
mean management’s 
ability to report and 
track staffs activities 
while in the field 
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6. Reporting, Benchmarking & Dashboard   

a. Includes reporting capabilities, 
benchmarking tools and a 
dashboard. 

Yes This is standard 
CityView functionality 

b. Easily create customized 
reports 

Yes This is standard 
CityView functionality 

7. ArcGIS Services are source of spatial 
data 

  

a. ArcGIS services published by 
the Property Appraiser, e911 
and the City will be the source 
of spatial data 

Yes This is standard 
CityView functionality 

b. Ex.) zoning, homestead 
exemption status, jurisdiction, 
flood zone context area, 
historic preservation context 
area, wellfield context area, 
land use designation, 
Enterprise zones, CRA 
districts, Parking zones, 
Parcels, e911 addresses 

Yes This is standard 
CityView functionality 

8. Parcel Based   
a. All data has unique parcel 

number as unique id. 
Yes CityView’s property 

integration tools allows 
CityView to interface to 
the City’s central parcel 
source 

b. Ability to link to previous 
parcel number. 

Yes  
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In addition, the City envisions that the vendor may provide all or a portion of the following features associated with a 
permitting/land management system: 
 

Minimum Requirements Provide Feature 
Yes / No 

Comments 

1. Migrate legacy data into convention   
a. All data from Innoprise, BDS & 

eWacker in a searchable 
format is migrated to new 
database 

Yes Our proposal includes 
an estimate for the 
conversion of historical 
data from Innoprise, 
BDS and eWacker 

2. Route inspections using GPS   
a. Locate and view entitlements, 

violations and inspections 
using GIS/ GPS 

Yes Routing does require 
the City to have an 
account with ArcGIS 
Online and our 
proposal also includes 
an estimate for 
integration with the 
City’s routing solution 

3. Enables customers to search for past 
entitlements 

  

a. On-line search for previous 
entitlements on a property 
(i.e. building permits, land use 
& zoning, lot splits, etc.) 

Yes This is standard 
CityView functionality 

4. Integrated   
a. Seamless integration with 

other systems (i.e. ProjectDox, 
OpenText, Synovia, ArcGIS, 
SeeClickFix, telephone voice 
recognition software) 

Yes Our proposal includes 
an estimate for the 
conversion of historical 
data from Innoprise, 
BDS and eWacker 

5. Mobile App   
a. Public facing app to do all 

building and planning 
business. 

Yes Routing does require 
the City to have an 
account with ArcGIS 
Online and our 
proposal also includes 
an estimate for 
integration with the 
City’s routing solution 
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4.5 CityView Proposed Solution 

CityView offers both a Hosted Software Subscription solution and an On-premise solution. We are 
proposing our hosted software subscription solution. 

4.5.1 CityView Hosted Software Subscription Solution 

Our cloud offering is ideal for municipalities with limited IT resources or those looking to reduce IT costs, as 
CityView takes care of the hosting and software management for you, freeing up staff for other critical 
duties. 

CityView’s hosted, subscription software provides you with a worry-free solution. No hardware to purchase 
or maintain; no license or maintenance fees (only a subscription); no client to install…plus: 

 Lower up-front costs means you receive a quicker return on investment while decreasing total cost 
of ownership. 

 Easier administration for your IT staff. 

 Your data stays secure in the Harris-owned data center in Pittsburgh, PA.  

 Reliable infrastructure in a professionally managed data center. 

 Reduced time-to-value for new features and functionalities as your product is always kept up 
to date with the regular updates and enhancements provided by CityView 

4.5.2 Product Overview (Proprietary and Confidential under separate cover) 

We provide easily installed, flexible, easy to use software solutions that are engineered for the long-term. 

“This proposal contains trade secrets and/or confidential commercial or financial information that the Offeror 
believes to be exempt from disclosure under Florida’s Public Records Law (Chapter 119, Florida Statutes). The 
Offeror requests that this information not be disclosed to the public, except as may be required by law.” 

The information is considered Proprietary and Confidential, because it contains specific product architectural 
and functional descriptions.  The following product descriptions are considered a trade secret for CityView. 

 
For the reasons mentioned above, information in section 4.5.3 through 4.6.11 is considered Proprietary and 
Confidential and has been removed and provided in a separate envelope per the RFP instructions. 
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4.6.12 Benefits the City of Gainesville can Expect to Realize 

Initial and maintenance costs cannot provide a complete picture of the return on investment from the 
software you are purchasing and we believe it is important to consider Return on Investment.  Many systems 
in the marketplace are low cost and therefore have a low 5-year Total Cost of Ownership (TCO) but that does 
not result in those systems always being selected as the system of choice.  The following provides examples 
of some metrics of return on investment quantified by our customers and that the City of Gainesville can 
expect to potentially realize.  These are real: 

 City of Airdrie, AB, with CityView, reduced permit turnaround time from: 

23 days down to 10 days – House permits 

7.8 days down to 2.6 days – Accessory Permits 

 

 Rockingham County, VA, present the following metrics and guarantees with their CityView system 
that were not evident with their prior, competitive system: 

o All Permits Guaranteed to be issued/turned around within 21 days 

o Over the counter permits (e.g. Deck permit) takes 12 minutes from customer entry at County 
office to exit with fee paid and permit in hand. 

o Implementation of CityView recovered revenues of $70,000/yr. that the County was losing with 
the old system because of incorrect fee calculations. 

o CityView Mobile was paid for in 2.5 months in Gas savings alone from the inspectors no longer 
needing to waste gas driving to and from County offices etc. – that’s hardware, software and 
implementation services. 

o By mapping Code Enforcement records in CityView and identifying high risk zones within the 
County as a result, the County was able to conduct proactive outreach and reduce Code 
Enforcement incidents from the affected areas. 

 

 City of Grove City, OH, with the implementation of CityView field inspections capability and 
CityView citizen service capability were able to achieve the following metrics: 

o Reduction in front counter inspection and permit status calls by 60% 

o Reduction in inspection cancellations by 30% 

 

 Township of Canton, MI implemented CityView Mobile and inspectors have been able to complete 
their daily inspections in one hour less, on average, than it used to take them. 

 

 Collier County, FL electronically submitted through CityView Portal 36% or 16,467 building permits 
saving time (turnaround time for electronic permits 14 days; paper permits 21 days), money, and 
paper for the County and their constituents. Collier is looking to increase the percentage again next 
year. 

o Permitting:  Total Inspections – 285,265; Total Applications – 45,419  

o Planning:  Total Inspections – 3236; Total Applications – 2751 (Electronic – 848; Paper – 1903) 

o Code Enforcement – Total Inspections 18,874; Total Cases 13,952 

o Transaction Total:  $107,939,931  
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4.7 CityView Technical Requirements (Hosted Solution) 

Hardware and Software Requirements 

CityView Browser Client 

Supported 
Browsers 

Chrome 
Edge 
IE 11* 
Firefox 

Configuration Console Client 

Hardware  Software 

Windows PC with 2GHz clock speed 
recommended 

2 gigabytes (GB) of RAM or higher recommended 

400 megabytes (MB) of available hard disk space 

Operating System: Microsoft Windows 10, 8.1 and 8 
(32 bit and 64 bit), 7 SP1 (32 bit and 64 bit) 

Microsoft .Net 4.6.1 framework must be installed  

CityView Mobile Configuration 

Mobile devices – this is a Web, browser-based interface that can be utilized by a very large array of 
devices.  Please note that for tablets and smartphones, the browsers themselves can have different 
navigational methods of handling file attachments (Upload and download).  Ideally, lower latency 
works best when handling upload/download of large file attachments with our product.  3G network 
connectivity is adequate however. 

 
 
*About Internet Explorer - as of January 12, 2016, Microsoft only supports the most current 
version of Internet Explorer, therefore there may be some formatting issues. 
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Supported Technologies 

 

Document Management System Support 

SharePoint 2016, 2013, 2010  
HP Trim v7.3 (CityView 
Desktop only)  Laserfiche 9, 10  

Laserfiche WebAccess 9, 10  Laserfiche Weblink 9, 10  
PaperVision (Versions 78 & 
79)  

eB  OnBase 16.0.0.17    
 

CityView Mapping Support 
 

ArcGIS Server, Standard or 
Advanced Edition v10.5, v10.4  

ArcGIS Server, Standard or 
Advanced Edition v10.3.1  

ArcGIS Server, Standard or 
Advanced Edition v10.2.2  

ArcGIS Server, Standard or 
Advanced Edition v10.1  

ArcGIS Server, Standard or 
Advanced Edition v10.0 with 
SP4 

 
ArcGIS Server Standard or 
Advanced Edition v9.3 
(legacy) 

 

ArcGIS Online  ArcGIS Server Basic Edition  ArcGIS Server prior versions  

CityView Portal Browser Support 

IE 11*, Microsoft Edge  Firefox 52 or higher  Chrome 57 or higher  

 
Prior versions, Other 
browsers   

CityView Mobile, Device Support Signature Pads 
Microsoft Outlook Add-in 

Support 

iOS 4 or higher (iPhone, iPad, 
iPod)  ePad Vision   Outlook 2016, 2013  

Android 2.3 or higher  ePad II  Outlook 2010  
Windows phone 7 or higher  ePad USB  Outlook prior versions  
Other devices  Brother Label printer    

Payment Processor Support 
Bluebeam  3rd Party Software - 
(Required for Electronic Plans 

Review) 
PayPal’s PayFlow Pro v 4.3 1 MSB Nexus  Revu Studio 2 
Active Class  Invoice Cloud    
PayGOV  BIS Online    
iTransact 1 Beanstream    
Moneris eSelect  Paymentus    
Authorize.Net  Acculynk    
      
 In testing 1non-PCI Compliant 
? Not tested 2Required to  Prepare and Flatten documents 
 Planned  

 
*About Internet Explorer - as of January 12, 2016, Microsoft only supports the most current version of 
Internet Explorer, therefore there may be some formatting issues. 
  

180014N



4. Qualifications 

 

Permitting System Software                                                                             February 1, 2018  
123 

4.7.1 CityView Hosted Software Subscription Solution 

CityView offers a Hosted Software Subscription model.  Our licensing model allows for the installation of 
testing, training and production environments that the City would have access to. 

Customers’ environments are hosted in the Harris data center located in Pittsburgh, PA.  A summary of 
the specifications of the data center follows: 

 Nationwide multi-terabit network that delivers industry leading IP and network solutions at the 
fastest speeds available today. 

 Situated in an area with very low natural disaster threats. 

 Runs off of a state of the art primary and backup power supply. 

 Precision cooling system with regular preventative maintenance and pre-action fire sprinkler system. 

 Mesh backbone with a 100Mbps dedicated connection burstable to 1Gb in the event of higher 
network traffic.  99.9% network uptime.  Includes redundant firewalls, load balances and switches 
all running off Gigabit internal network.  Load balancers to distribute application load. 

 Secure keycard access, monitoring for network intrusion, vulnerability scanning using industry-rated 
scanning and penetration software. 

 Several methods employed for conducting and preserving backups, including local server for quick 
recovery, backup to offsite SAN, backup to Cloud based services.  3-hour onsite services for 
hardware failure. 

 Dedicated Services Team monitoring infrastructure 7-days a week and on holidays. 

The following software licenses are required: 

 A single site license for CityView Server software.  This provides the CityView enterprise Platform and 
system administration tools. 

 A single software license for each of the CityView modules purchased (all modules are fully contained in 
the database, so integration is complete).  

 Named Users – For the hosted software subscription model CityView offers named user licenses. 

 
Please refer to the following page with frequently asked questions (FAQs) and their answers 
regarding our hosted subscription model.    
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Where are the data center and storage 
facilities? 

CityView hosts from the Harris data center located in 
Pittsburgh, PA.  The facility is owned by Expedient. 

Owner of the data facility. 
Landmark Media is the Parent Company for 
Expedient. Expedient is under the Continental 
Broadband Division. 

Who manages the data facility employee / 
contractors? 

Harris employees manage the hosted environments, 
virtual servers, etc. The infrastructure itself is 
managed by Continental Broadband DBA Expedient 
Data Centers. 
 

How long has the proposed data center been 
up and operating? 

Expedient’s data center has been in operation for 12 
years. 
 

How many customers are hosted in the 
proposed data center? 

Expedient’s Pittsburgh Data Center supports 500-
1000 Customers.  

Total number of active customers currently 
served by hosted solution. 

Testing and validation of our system is done through 
a hosted solution over the past several years out of 
our Pittsburgh data center.  CityView has 32 
customers who host their Development environments 
in our data center.  The City of Naples, FL will be 
our first production environment to be hosted 
at the data center. 

How are hosted software applications 
deployed for use by numerous customers? 

It is not a multi-tenant database architecture. Your 
data is isolated from other customers’ data and you 
can upgrade on a different timeline from other 
customers. 
 

What availability and response times are 
guaranteed? 

CityView shall use commercially reasonable efforts to 
make the Software available to Users twenty four 
(24) hours per day, seven (7) days per week. 
 
Please note that at a certain point, software updates 
will need to be applied.  It is likely to expect outages 
of a few hours per month while software updates are 
applied during non-business hours. 
 
CityView technical support is available Monday – 
Friday, 8:30 AM - 8:30 PM EST. 

What are the standard relief schedules for 
unplanned system downtime/outages? 

Three hours per month, applied on Saturdays. 

What is the process for notification of 
standard maintenance and down-time? 

Email to those customers in validation when system 
will be unavailable. 
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What data security and system redundancy 
capabilities are available at the data center 
and storage facilities? 

• High-Security Datacenter: 
• SSAE-16 Type II compliant 
• SOC II & SOC III compliant 
• PCI-DSS and adherence to Gramm, Leach, 
Bliley 
• Adherence to HIPAA and FDA Compliancy 
 

• High Performance: 
• Exceeds industry standards for CPU, 
Network, RAM & Disk performance 
 

• High Availability: 
• Fully redundant N+2 Data Center 
• Multiple layers of Power, HVAC and 
Internet redundancy 
• Fully redundant N+2 Virtual Platform 

 

Disaster recovery site or sites  

Expedient can present DRaaS solution out of all of 
our Data Centers.  DC locations are Columbus OH, 
Cleveland OH, Baltimore MD, Memphis TN, 
Indianapolis IN, Pittsburgh PA, Boston MA.  

 

4.8 CityView Support and Maintenance Services 

CityView has leveraged the advances in technology to provide a varied and comprehensive array of support 
options with the common goal of ensuring our customers are maximizing the benefit from their investment 
in CityView. Here all the measures we take to this end are described and a table detailing our standard 
Service Level Agreement is presented. 

Annual Software Maintenance Agreement             

CityView is constantly evolving. The nature of our relationship with our customers is an integral part of that 
development. The relationship begins with the mandatory Annual Software Maintenance Agreement (ASM). 
This agreement provides not only unlimited support to your System Administrators through our toll free lines 
but also includes all new releases, updates and enhancements to CityView at no extra charge. The 
development of CityView is funded directly from the ASM program. In addition, we rely on our customers to 
provide guidance in the area of future development for CityView. We maintain a comprehensive database of 
features that are requested by our customers and by our own staff and we base future versions of CityView 
on these suggestions.  

Suggestions for software enhancements are considered and may be incorporated into the software at no 
charge as part of the ASM. The scheduling and priority for the development of the enhancements are 
determined by the degree of benefit the enhancement will provide the entire user base.  

Software Maintenance                  

New releases of CityView are developed using our internal Research and Development Department. Each new 
release of CityView contains all the features included in previous releases. All releases are supplied as part of 
your mandatory Annual Software Maintenance Agreement (ASM). One release every six to ten weeks. 

New releases and maintenance updates to CityView are “backwards-compatible” with previous versions and 
have no effect on your existing tables, forms, reports or workflow. This is a clear advantage over the 
competition because it means you will never have to start from scratch again, re-purchasing new software or 
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paying a vendor to make changes. CityView releases and updates only affect the CityView program code, 
providing new features and functionality to the core product. Once your CityView software has been 
installed, you will have full access to these new features and functionality and can, at your discretion, make 
use of them with your existing tables, forms and reports without needing to alter your workflow in any way. 

CityView also offers additional services through different level agreements in addition to the standard 
Software Maintenance. Please refer to the chart below: 

Bronze 
Package 

Silver 
 Package 

Gold 
 Package 

Description Qty. Qty. Qty. 

User Conference pre-paid attendance (#)
1
 1 2 4 

Additional upgrades performed per year by 
Support (#)

2
 0 1 2 

Environment Health Checks 1 1 2 

Tailored remote (WebEx) training (hrs.)
3
 6 12 24 

Hands-on Support:  Scheduled Processes (hrs.) 0 16 16 

Other Services (configuration, report creation, 
customizations, etc.) (hrs.)

4
 

12 24 48 

    
Terms & Conditions   

 

1
Quantity (QTY) for User Conference indicates a number of prepaid registrations, otherwise Quantity 

(QTY) =1 unit or number of hours. 
2
 Quantity (QTY) is in addition to Standard Maintenance Agreement provision of 2 upgrades performed 

per year by Support. 
3
Remote Training is not generic; this is specific to your needs/environment. 

4
 Quantity/Hours cannot be exchanged for product or carried over into subsequent maintenance years. 

 

Annual CityView User Conference/User Groups/Forum          

Harris/CityView hosts an annual User Conference. This conference is an opportunity for users to talk about 
their implementation strategies and processes. It is a forum for sharing information, troubleshooting advice 
and peer interaction. It consists of workshops, open discussion and interactive presentations by other 
CityView users. It also provides an opportunity for CityView users to suggest new features that would benefit 
all customers.  In 2017, it was held in Atlantic City, NJ, and in 2018 it will be held in Chicago, IL. 

See what CityView customers had to say about the 2017 Harris Customer Training Conference: 

 “I loved the hygiene kits we put together; overall the conference was great. Thanks for your 
hard work in getting this conference put together so well.”  - Karen Saluone, City of Provo, UT 

 
 " I enjoyed the knowledge sharing."   – Stephanie Feist, City of Rogers, AR  

 
 " I liked the round table feedback session." – Jenny Williams, Chatham County, NC 

In addition, local User groups are administered and organized by customers with some support from 
CityView.    
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Customer Support                   

Support and maintenance for your system is handled from our head office in Victoria, British Columbia, 
Canada. You receive unlimited customer technical support as part of your Annual Software Maintenance 
Agreement (ASM). Additional support packages can be negotiated should there be a need. CityView offers 
several methods of accessing support described below: 

Web Support: Our web portal, (http://cityviewsupport.harriscomputer.com/connect), provides resources for 
customer self-service, and is comprised of an online searchable content management system, downloadable 
updates, and a web-enabled CRM that allows users to log new support incidents and check the status of 
previously submitted incidents on a 24 x 7 basis.  

Telephone Support: Telephone technical support is available between the hours of 8:30 a.m. and 8:30 p.m. 
EST on regular business days. In addition, upon your request, we will provide telephone technical support 24 
hours a day, 7 days a week for Priority 1 cases (there is an additional charge for this service). Customers can 
contact us toll-free at 1.866.988.8324.  

Hours of Coverage: Coverage hours are 8:30 a.m. and 8:30 p.m. EST from Monday through Friday, 
excluding CityView Technical Support observed holidays.  (Only those statutory holidays that coincide 
between the United States and Canada are observed by CityView Technical Support.) 

Auto Acknowledgement: We will send a computer-generated message that acknowledges receipt of the 
report that you filed electronically. This message will contain the details of your problem report as well as the 
support request tracking number.  Whenever the status of your incident changes, a notification will 
automatically be sent to the individual that opened the call. 

Request Response Time: We process requests in the order of their priority followed by order of submission.  

Resolution of Bug-Related Requests: We will keep your request open and follow up when a fix is available 
in a production release. We will also contact you if we post an experimental build that will help with your 
problem.  

Software Updates:  For Applications created on the CityView platform, upgrades released are picked up by 
end users automatically on login, without any required intervention by the user. An existing installation of the 
server components of CityView can be executed by a customer System Administrator in minutes. This is 
usually done during a maintenance window, but can be forced to occur at any time. 

We always suggest being on the most current version, however, we never force a customer to upgrade until 
they are ready.  We always take new customers live with the latest version. 

Standard Service Level Agreement               

The table on the following page details our Standard Service Level Agreement followed by a copy of our 
Support Level Agreement document.    
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5.2 Drug-Free Workplace Form 

Please find on the following page CityView’s completed Drug-Free Workplace Form.
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23 
 

DRUG-FREE WORKPLACE FORM 
 

The undersigned vendor in accordance with Florida Statute 287.087 hereby certifies that 
 

CityView, an unincorporated division of N. Harris Computer Corporation                                does: 
(Name of Business) 

 
1. Publish a statement notifying employees that the unlawful manufacture, distribution, 

dispensing, possession, or use of a controlled substance is prohibited in the workplace 
and specifying the actions that will be taken against employees for violations of such 
prohibition. 

 
2. Inform employees about the dangers of drug abuse in the workplace, the business’s 

policy of maintaining a drug-free workplace, any available drug counseling, 
rehabilitation, and employee assistance programs, and the penalties that may be 
imposed upon employees for the drug abuse violations. 

 
3. Give each employee engaged in providing the commodities or contractual services that 

are under bid a copy of the statement specified in subsection (1). 
 
4. In the statement specified in subsection (1), notify the employees that, as a condition of 

working on the commodities or contractual services that are under bid, the employee 
will abide by the terms of the statement and will notify the employer of any conviction 
of, or plea of guilty or nolo contendere to, any violation of Chapter 893 or of any 
controlled substance law of the United States or any state, for a violation occurring in 
the workplace no later than five (5) days after such conviction. 

 
5. Impose a sanction on, or require the satisfactory participation in a drug abuse 

assistance or rehabilitation program if such is available in the employee’s community, 
by any employee who is so convicted. 

 
6. Make a good faith effort to continue to maintain a drug-free workplace through 

implementation of this section. 
 
As the person authorized to sign the statement, I certify that this firm complies fully with the 
above requirements. 

 
 
 
 

 

Bidder’s Signature – Sean Higgin 
Executive Vice President, CityView 

              
              January 26, 2018 

 

Date 
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5.3 Certification of Compliance with Living Wage 

Per page 6 of the City’s RFP, this contract is not a covered service and the Certification of Compliance with 
Living Wage is not applicable.  Exhibit B, Exhibit C, and Exhibit D are not applicable and do not apply to this 
project.  
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Exhibit D 

 
 

LIVING WAGE COMPLIANCE 
See Living Wage Decision Tree (Exhibit C hereto) 

 

Check one: 
 

       Living Wage Ordinance does not apply 
(check all that apply) 
    Not a covered service 
□   Contract does not exceed $100,000 

□   Not a for-profit individual, business entity, corporation, partnership, limited 

liability company, joint venture, or similar business, who or which 
employees 50 or more persons, but not including employees of any 
subsidiaries, affiliates or parent businesses. 
Located within the City of Gainesville enterprise zone. 

 

Living Wage Ordinance applies and the completed Certification of Compliance with 
Living Wage is included with this bid. 

 
NOTE: If Contractor has stated Living Wage Ordinance does not apply and it is later 
determined Living Wage Ordinance does apply, Contractor will be required to comply with 
the provision of the City of Gainesville’s living wage requirements, as applicable, without 
any adjustment to the bid price. 
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5.4 Proposal Response Form (Exhibit E) 

Please find on the following page CityView’s completed Proposal Response Form.  
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5.5 Exceptions 

CityView respectfully takes exception to the following items and requests an opportunity should we be the 
chosen vendor of choice to negotiate mutually agreeable terms. 
 
SECTION V – GENERAL PROVISIONS 
 
B. GENERAL TERMS AND CONDITIONS 
 
Following are the General Terms and Conditions, supplemental to those stated elsewhere in the Request for 
Proposals, to which the Vendor must comply to be consistent with the requirements for this Request for 
Proposals. Any deviation from these or any other stated requirements should be listed as exceptions in a 
separate appendix of the proposal. 
 
4. Indemnification. The Contractor shall agree to indemnify and save harmless the City, its officers, agents, 
and employees, from and against any and all liability, claims, demands, fines, fees, expenses, penalties, suits, 
proceedings, actions and costs of action, including attorney’s fees for trial and on appeal, of any kind and 
nature arising or growing out of or in any way connected with the performance of the contract whether by 
act or omission or negligence of the Contractor, its agents, servants, employees or others, or because of or 
due to the mere existence of the Contract between the parties. 
Exception: Proposer’s standard policy is to agree to defend the City against any third-party lawsuit alleging 
violation of intellectual property right, or arising out of injuries to persons arising from the gross negligence 
or willful misconduct of Proposer and its employees, agents or independent contractors while on the 
customer’s premises. Proposer will pay costs and damages that a court finally awards in such suit or that are 
agreed upon in settlement thereof. If the City or any third party has caused or contributed to a third-party 
claim, then Proposer will only indemnify the City up to the amount Proposer is deemed responsible. In 
accordance with industry standards, the indemnification should be balanced by a limitation of liability clause 
to exempt both parties liability from indirect and consequential damages and to cap liability to a mutually 
agreed upon amount.  This cap on liability would not apply to Proposer’s intellectual property indemnification 
obligations, though Proposer’s obligation to indemnify the City harmless under is void if the claim of 
infringement arises out of or in connection with any modification made to the Software or any use of the 
Software not specifically authorized in writing by Proposer. 
 
5. Insurance. The Contractor shall furnish the City a certificate of insurance in a form acceptable to the City 
for the insurance required. Such certificate or an endorsement provided by the Contractor must state that the 
City will be given thirty (30) days' written notice (except the City will accept ten (10) days written notice for 
non-payment) prior to cancellation or material change in coverage. 
Exception: Only in the event that our Insurance Company cancels the Commercial General Liability policy, 
will 30 days written notice be given. Insurance Companies do not give notice for any other reason. 
 
7. Termination. The contract will provide termination by either party without cause upon  30  days prior 
written notice to the other party. In the event of termination, the Contractor will be compensated for services 
rendered up to and including the day of termination. 
Exception: Proposer  requests  a  more  detailed  termination  clause  be  drafted  taking  into  account 
reasonable  ‘cure periods’  (minimum of 30 days)  for  the  implementation of  the  software  and greater 
detail  regarding  termination  for  convenience  (minimum of 90 days),  including  license  rights  that may 

survive termination.   
 
 
As a final note the Proposer anticipates that the resultant agreement shall be based on Proposer’s and 
industry norm standard agreements for software licensing and maintenance and that the resultant agreement 
between the Proposer and the City should include provisions typically seen in these types of software 
agreements, including: limitation of liability (which will be at one (1) times the contract value, and shall not 
include damages related to indirect, consequential, special or aggravated), warranty (as per the restrictions 
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above), license use and restrictions (such as copying restrictions, User restrictions and reverse engineering 
type restrictions), mutually acceptable acceptance terms, payment terms (including the use of milestones for 
payment and license fees paid up front), maintenance terms, approved Statements of work, and other 
provisions typical in software license/support/service agreements and that the absence of any clauses in the 
City’s RFP will not affect Proposer’s ability to negotiate such clauses and to modify the standard contract as 
needed. 
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5.6 CityView Sample Contract 

Please find on the following page CityView’s sample Software Subscription Agreement as a reference and 
start point should CityView be chosen as the vendor of choice.  
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5.6.1 CityView Sample Software Subscription Agreement (Confidential under separate cover) 

Please find on the following pages a sample CityView Software Subscription Agreement.  

“This proposal contains trade secrets and/or confidential commercial or financial 
information that the Offeror believes to be exempt from disclosure under Florida’s Public 
Records Law (Chapter 119, Florida Statutes). The Offeror requests that this information not 
be disclosed to the public, except as may be required by law.” 

Our Software Subscription Agreement on the following pages is considered Confidential; 
unfair advantages could be obtained should a competitor have access to this information. 
 
For the reasons mentioned above, information on pages 166 – 184 is considered Proprietary and 
Confidential and has been removed and provided in a separate envelope per the RFP instructions. 
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5.7 OPTIONAL Selectron – IVR Software (Proprietary and Confidential under separate cover) 

“This proposal contains trade secrets and/or confidential commercial or financial 
information that the Offeror believes to be exempt from disclosure under Florida’s Public 
Records Law (Chapter 119, Florida Statutes). The Offeror requests that this information not 
be disclosed to the public, except as may be required by law.” 

Selectron pricing information on the following pages is considered Proprietary and 
Confidential; unfair advantages could be obtained should a competitor have access to this 
information. 
 
For the reasons mentioned above, information on pages 187 - 192 is considered Proprietary and 
Confidential and has been removed and provided in a separate envelope per the RFP instructions. 
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