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Introduction

Economic Development
Committee

Purpose of Presentation:

« Overview of City’s strategy for improving customer
service to businesses through electronic service delivery

Outline:

1. eCity Strategic Framework

eService Initiatives Underway/completed

Toronto Business Portal

Toronto Employment & Labour Market Information Portal
Social Media Case Study
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eCity Strategic Framework

Dave Wallace, Chief Information Officer
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Customer Trends

Economic Development
Committee

« The way customers access their governments is
changing:
— 62% used more than one channel to address their needs
— 56% used the Internet during their most “recent experience”

— Internet use is almost on par with visits to offices and
telephone use

— But the telephone is still the most common channel
* Three revolutions:

— Technology revolution

— Demographic revolution

— Social revolution
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Customer Expectations
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Committee

» Good government includes relevant, accessible
services

« Governments should embrace “people-centric”
approaches to service delivery

« Customers should be able to access services through
the channel of their choice

« Funding challenges means leveraging and planning
will be essential in maximizing existing resources
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eCity Visionary Goals

Your local government anytime, anywhere

* Provide simple and easy access to services
and information that meet People’s needs

Open and - Establish the City of Toronto as an accountable
Accessible and transparent government committed to
Participation openness and access to government

Reliable anad - Use shared services and technology to
SHERINOEIEN Il  strengthen customer service, operational and
Excellence workforce excellence
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Develop a
Culture of
Service

Excellence

Invest in

Common

Enabling
Components

eService
Strategy

eService Principles

Bundle
Services for

People

Centricity Adopt a

Language of
Services

Leverage
Existing
Initiatives &

Govern for Approaches

“Acting as
One”
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“Toronto at Your Service”

Vision:
Provide excellent customer service to meet
customer expectations.

Mission:
Make observable and measurable
improvements in customer service
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Accomplishments to Date

Economic Development
Committee

v Customer Service Policies
— Complaint Management
— Customer Service Improvement
— Training
— Engagement Strategy

v Service Delivery Strategy
— 311 Contact Centre
— Customer Service Improvement Teams
— Channel Assessment Tool
— “MyToronto” Portal

— Counter Strategy o
) [l ToronTo



311 Contact Centre
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Committee
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A new service hotline

One easy-to-remember telephone number to access
City infarmation and non-emergency senices on a
24/T basis.
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Committee

- Recent eService Enhancements to

Toronto Businesses

v BizPal Portal

v 311
v On-
v On-
v On-

Service Requests

ine Film Permit Applications

ine Building Permit Applications
iIne Business License Renewals

v License Look-up
(www.toronto.ca/licencestatus)

v License Services On-line Payments
v  Toronto Employment Portal

12
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oo susiwess

RESOURCES FOR
BUSINESSES
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Licences

HOME CONTACT US  HOW DO 1.7 mncH:| ﬂ

Business permits and licences

D Ewery effart is made to ensure

the accuracy of the content; it

DD remains the business persaon's
i responsibility to abtain all

D D- BIZ PaL required permits and licences,

Governments working together for business

OMNLIMNE BUSINESS PERMITS AND LICEMCES - WELCOME

welcome to the Online Business Permits and Licences Service, This service is the result of strong
collaboration between the government of Canada and participating provincial/territorial, regional,
and municipal governments, including the City of Toronto.

This service asks vou to answer a short series of questions about the nature and scope of your
current or proposed business, Based on vour answers, you will be provided with a custormized list of
potential permits and licences that you may require to operate your business.

Please note that all of the information that vou provide is done so anonyrously, and that you may
sawve, print or e-mail your results for future reference.

Ewvery effort is made to provide vou with correct and complete information regarding permits and
licences; however, making sure that all required permits and licences are obtained remains the
responsibility of the business person. If you notice any omissions or errars in the information
provided on BizPal, please contact us,

Click to get started &

Search specific permits & licences 2

Contact us 2

BizPal: Online Business Permits and

Toronto



Current eService Initiatives
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Toronto ESD Program

Economic Development

Comittse (Electronic Service Delivery)
A
/ / Service Toronto Resident
/ Bundling B%S(;ﬂglss Portal

/ A

Personalization

Visitor Portal

A

“mytoronto”

Client Trust

~ Authentication
I

Your local government anytime, anywhere ll]_ﬂ]llllll]l\lll]
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On-line Business Renewals

Jim Hart, Executive Director,
Municipal Licensing and Standards

1l ToronTO




Business Renewal Enhancements
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Committee

On-line Business Licensing

No. of Business Licenses Renewals 20,024 8,400
On-line Business License Renewals* 2,928 1,614
% of On-line Renewals* 13% 19%
Wait Time (%) 39.1% 47.5%

(20 min or less) (20 min or less)
Licenses Issued % 52.79% 59.75%

(20 bus. days or less)

*On-line license renewals commenced in June 2010. 2010 figures represent 6 months; 2011
figures are as of February 2011.

Remote Computing
= Average completion times improved by 24%.
= |nitial response times improved by 37%.
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Toronto Business Portal Project

Jim Hart, Executive Director,
ni Toronp L'CENSIng and Standards




Vision — Toronto Business Portal

Economic Development
Committee

 Reduce burden for Business Clients when
dealing with government;

« Automate government services online;
« Streamline internal processes

* Provide a central one-window online portal for
access to information and web-enabled
government services;

« Adopt the Single Business Number identifier
to allow for government-to-government
transactions;
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Business Challenge

“Don’t make me enter my basic

business information more than once”

“Don’t make me print out forms, fill
them in, and mail them”

“Don’t make me search through
multiple government websites to pull
together everything | need for my
business”

“Don’t make me provide information
about my business over and over
again to find what | need”

“I am having trouble keeping track of

all my accounts with the government”

“I can’t remember all of my
government numbers”

“I am having trouble keeping track of
when | have to renew things, pay
things or even what the status of the
last thing | sent in is”

20

How Toronto Business
Portal Delivers

Eliminates need to re-enter the same info across
many forms.

Eliminates the need to print and mail in forms.

Custom searches based on the information about
the business that gets them just what they need
for their specific circumstance.

Enables users to create a profile that can be
stored and re-used for multiple searches — rather
than being entered each time.

Provides a single secure consolidated view of a
businesses government accounts/relationships.

Provides businesses a way to track the progress
of their interactions with government from one
place.

Provides service alerts, reminders and links to
transactional services.

- How Toronto Business Portal will
Address Business Challenges

Feature

Online Forms Creation
and Submission

Customized Consolidated
Search Across Multiple
Program Areas

A Secure Consolidated
Account View

Status Tracking and
Alerts
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Toronto Business Portal
S lesl Business Driven — Technology Enabled

Committee

For Business For Public
- Enhance customer service - Effective use of tax $$$
- One-window access to government services | - Meets expectations

and information - Builds confidence and trust
- Lower entry cost of doing business in Toronto | _ Accountability

- “Services-My-Way”

Government
Web-Enabled

Services

For Government For the Economy

- Promotes leadership and innovation - Jobs creation

- Cross-Collaboration - Leverage all levels of government

- Adaptive - Reduce duplication of effort

- Increased efficiency and compliance - Remove barriers and attract investment
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Other Governments Respond to
Business Needs

Economic Development
Committee

Business starts here
cITY ONLINE BUSINESS )
PROPERTIES PERMITS & LICENSE = 311 - Winnipeg at Your
FOR SALE SERVICE OPPORTUNITIES Service

® Pusiness Assessment

5 h
With an ethnically diverse population of 706,900 Winnipeg is the ninth S

largest city in Canada and dominates the Manitoba economy. Indeed,
Winnipeg is open for business, Boasting the most diverse economy in = g-CIS - Electronic
Canada, with competitive operating costs, and among the lowest Citizens Information
hydro rates in Morth America, its location in the centre of the continent SENCE

means that the city benefits from being in North America’s central time = Graffiti Control By-Law

Zone, = Parking Ticket Payments

= Business Licences

visitors  Government @ Office of the Mayor

Sign up for Email Upd ates

Search NYC.gov for CURRENT NYC RFPs

Advanced Search
Support for Business

Permits, Licenses, and
Regulations

Taxes and Payments
Financing and Incentives
Contracting with MvC
Employer Information

NYC Business Environment

Infrastructure Resources

} DDC: Reguirernents
Contract for Five
Engineering- and
Construction-Relsted Design
Services for Renowation
Projects

¥ DEP: Environmental Audit
of Water Pollution Control
Plants and Combined Sewer
Cuerflow Facilities

¥ DOT: Design, Inspection
and Resident Engineering

Advertising
Assessment

Bid Opportunities
Business Resources
City Properties for Sale

City Services Simplified

Services

¥ HHC: Backup Diagnostic
Services for Sea View

Hozpital
Wiew Full RFP List
RESOURCES
FHYC Business Express
F MYC Business Solutions

P US Srmall Business
Adrninistration

b Internal Revenue Service

Eilm & Special Events

Health Inspections
License Services

Materials Management

= Permits Online -
Beqistered Contractors

Sponsorship Program

Tendering, RFP's 8 RFQ's

Zoning

BizPal

Fermits Online

Chamber of Commerce
Assiniboia Chamber

JCI - Junior Chamber
International

St. Boniface Chamber
Winnipeg Chamber
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Toronto Employment and Labour Market
Information Portal

-Joe Manion, Director, Employment

1l ToronTo
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Economic Development B ac kg ro u n d

& Culture Committee

24

In 2008, TESS received seed funding from the Province to
create a one-stop Labour Market Information portal

The business goal was to integrate labour market planning
information for job and career seekers, employers and those
involved in workforce development at the local level.

TESS developed the portal in partnership with Economic
Development & Culture (EDC), City Planning (CP), and Social
Development Finance and Administration (SDF&A).

The new portal, the Toronto Employment & Labour Market
Information (TELMI) , was launched in late Sept. 2010 (it resides
in the “Living in Toronto” section of the City's website )

0l ToRoNTo



Economic Development
& Culture Committee

Web Traffic
Weblink hits: 218,106

Number of Visits to the
web portal: 26,431

International visits since
Jan. 1,2011: 4148

Most popular viewed
pages:

» Career & Job Seekers
» Job Boards

« Job Fairs & Career
Events

25
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The TELMI Website

b ToronTo

Toronto Employment &

Home | Research & Data =

[ 1

Search TELMI

Highlights
Job Resources
Mature Workers
Mewcomers
Fersons with Disabilities
Youth

| (Toronto
Ecaonomic
Indicators

Toronto
= Employment|
@y SLINVEY

ot

) ToRonTo

City of Toronto

Divisional Partners
City Planning
Economic Development &
Culture
Social Development,
Finance & Administration

Employers = | Career & Job Seekers » | Community Resources =

Employment Ontario

Home = Employers More LMI Resources

Self-Assessment Tools

Employers

US Department of Labor

; Working In Canad.
Programs and Services i et

Labour market programs and services that assist employers in improving the competitiveness of
their businesses, help employers find new employees, develop and recognize employee’s
existing skills and provide fraining options to enhance skill sets. See more ...

Economic Activity

Arange of economic indicators and activities that provide a gauge ofthe current state of the
economy and in turn may have an important influence on future business decisions. See more ..

Legislation

Aninventory of resources providing guidelines on workplace legislation for both employees and
employers that ensure a healthy, safe workplace. Information on temporary financial assistance
for employees who have lost employment or cannot work due to prescribed reasons. See more ..

Employment Trends

Links to information on demographic, economic, educational and social trends affecting the
labour market, influencing the likelinood of employment and business growth. See more ...

Employer Supports
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e BUIldING An Employment Gateway

& Culture Committee

Next phase of TELMI — Piloting an Employment Gateway that
provides an interactive online presence in Toronto’s downtown east
community to engage job seekers, employers and showcase city
employment services.

Features:

1) Virtual hub - highlights local employment initiatives,
employment supports and training programs.

2) Interactive site - allows employers to post jobs and job seekers
to apply for jobs online with access to recruitment services.

3) One-stop training & job fair calendar - integrates event
information from multiple sources.
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swmoeoms  EMployment Gateway con...

& Culture Committee

[ Harme Iar.m1 Us ] Contact [ Fsd Page ] Boakmark I Print [Rasﬁzlng IHnrm icon [ Fag | Logew ]

D Downtown Toronto East
Employment Gateway Picture
4) Employment Blog |
- promotes community [ oo | T [ emom | e | S [ oo

engagement by Sharlng Iabour [ search site ] ::;:oc;;Z:;::unities System/Child site
market information news & Quici Links ] [Pt o0 oo —

«  Local Em et Requires login proceas Password:

trends and best practices. R e —

= Video Gallory
« Partnarship to Remamber me I:I

Advance Youth

Employment
View listing of training/Workshops available

5) Social Media Profiles - e
- uses current social media e SEST
| RODN

applications as an effective g . —

Bt =_:;-:','.': Community Events

way of reaching out to more Camires = é R

= (Thert Grats Batevet
Dixon Hall Cionm Oica:

employers, job seekers, & N || [

Ermployment Centre
Reques! a-news leed,

community members. . el

I wou Fave any abbwer
What do you want? guestions on our

WAYS@TESS Frad Wictor = Link to thed training or TESS® staff ingast services, please
infonmation inio database (risk, if inputted incorrectly). contact (416) 392-8602
Require Social or through our e-mail

Assistance - address at Emplovment
Exti - Follow Us on: S e

or apply anling

Lt |

Created date: Do, 2000
Sacial Madia Terms of Lse |Accrssibiity | Privacy | Copyrighh@ 2010 | Disclaimer | Soie Map Last reviewed date: Des, 2010
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Social Media Case Study

- Marilyn Nickel, Manager EDC Event Marketing
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How we leveraged social media to engage
and activate a population



Before Social Media
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* 96% of the world’s
population under 30 have
joined a social network females
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* Fastest growing segment on
Facebook is 55-65 year-old

e 2.5 million people in the GTA under the age of 30 are members

of a social media site (Twitter, MySpace, Facebook etc)



Worldwide Facebook Users: 500,000,000+
- Over 700 billion minutes spent per month

Worldwide Twitter Users: 156,000,000+
- 5.4 Billion+ updates per month
- 300,000 new users every day

Canadian Activity
70% of Canadians use social media
47% of Canadians use Twitter

Last year, Toronto had more than
500,000 Facebook users, while
New York had 200,000 and
London had 360,000
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Our challenge:

* Build on existing traditional marketing
campaigns to reach new audiences

* Use new tools to:
— Provide deeper context
— Encourage engagement
— Build goodwill among key publics
— Interact in real time

— Provide a platform for feedback & response
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The new reality

Facebook pages ® Engagement ads e Google search ads ¢ Youtube videos e Flickr pools e
Online forums e Engagement strategies ® Facebook events e Call for photos ® Nuit Narrators
e Share Your Night ® Mobile access e Interactive maps ¢ iphone/BB/Android Apps ¢ Twitter

facebook Search
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What did we achieve?

 Unique visitors to website on event weekend: 213,198
= 44% increase over 2009

‘ * Facebook was the #1 referral site to our home page,
« 550 online mentions — 80% increase over 2009 .

* Increased Twitter followers by 185%
* Increased impressions on Twitter by 1 1(10%

I -
o

‘  Increased Facebook fans by 65% -

- highest number of any event in.Canada
e - nearly 57,000 visits to our Facebook page in September




How did we do it?

* 7 key strategies building on traditional
campaign tools and resources to:

1. Maintain an existing home base
Create support channels

Leverage new tools and tactics
Provide relevant information & context
Engage online

Engage in real life

N o U s W N

Measure successes



1. Create a Home Base

scotiabank NUit blanche toronto Login | Search.. Ql

(OSSR e 4l B
B e ) SR

Home | About | 2010 Event | Connect | Share Your Night | Plan Ahead | Scotiabank Info Centres | Travel Packages

o

£ Il

Shareyou rn |g ht - Send your event photos and messages

a free all-night contemporary art event
October 2,2010  6:57pm to sunrise

g ready for #snbto
Toronto's annual sunsetto sunrise celebration of . twitter

contempaorary art returns to mark a five-year milestone. 0T
Discover artin galleries, museums and unexpected places.
Muit Blanche! Everybody go to the Spoke Club for Chance
Encounters in the Uncanny Cityl #snbTO

twitter

From building facades and city parks to alleyways and
heritage buildings, choose from more than 130 destinations
and chart your own path.

!

»2010 Event

Three zones featuring more than 130 projects to explore. Off to wander the streets of Toronto into the night as | rock my fifth

straight Nuit Blanchel #snbTO I'd miss my own wedding for this.

»Night Navigator app LOL

Cownload the free iPhone, Android & BB apps now! .
twitter

»Share Your Night

e DGR e momeants. If you're visiting Lower Bay station like | will, use the Bay St.

enfrance (on the west side of Bay). #snbTO
twitter

»Scotiabank People's Choice
WIN* 1 of 6 Apple iPads!

35 mins til Muit Blanche. Have already seen a preview of some of
the exhibits! Will attempt to tweet and post pics all night! #snbTO
twitter

Lliiel -

Recent Tweets
By @=BMuitBlancheTO

contactus e-newsletter media how to participate

follow us on:  facebook twitter




2. Create Channels /=

wall Info Photos Links Video Discussions  » 4

Home  Profile  Account v

scotiabank NUIt blanche e

R

attach: #1

o gm

Sign In - Help

Scotiabank Nuit Blanche Want to see 12 hours of art condensed
intn 60 seconds? We're loving this video!

f I i c k r 4;vwm!_ “ou arent sic

Home  The Tour Sign Up Explore Upload

Edit Page
Promate with an Ad

Nuit Blanche 2010 In 60 Seconds
. . I Wi, youtibe, com
< Scotiabank Nuit Blanche Photo Stream's photostream oo = SUaestio Brends Sexy Dragen Production was at Nut Blanche en Oetober 2, 2010

Sets Galleties Tags People Archives Favorites Prafile o cover this free al-nicht celebration of contemporary art. If
oulike Sexy Dragon Production ko filn your event: please

Seatiabank Hui: Blanche is contact business@sexydragonproduction.com or visit
- Toronto's free city-wide sunset- hittp: fiSexyDragonProduction, comy
Pine Cone Colony - Campbell to-sunrise celebration of
House Museum 2010_ZoneB_25_ contemporary art. Post Insights not yet avalable, please check back later

[ about an hour ago -+ Comment: * Like * Share - Promate * Flag

The 2010 edition is Octaber 2.
s, scotlabarknutblanche. ca
Twitter: @sbruitblancheTor & 18 peopke ke the.

Wrike  commert. .,

Information
2010_ZoneB_16_ ” Patrick Roscoe 5o, a few days ago, | had 3 fantastic time at
1 photo Founded: "nocturne: art at night" in halifax, and i kept thinking that nuit blanche
2006 ' could really learn a thing or two from the way halifax does this: despite its
incredible popularity, there were na line ups at any of the exhioits, the whole
Insights thing was strongly characterized by genui...
see Al See More
Tuesday st 12:04am * Comment * Like * Flag
0 comments u noct 3, 2010 2010 Event General 25,653 % Morthly Active Users
0 comments 3 4% Daily e Likes 3w Scotiabank Nuit Blanche Nocturne sounds great! The more al-

“o=. night art celebrations across Canada, the better!

2,749 & Daily Post Yiews
% about an hour ago * Lke

224 Daily Post Feedback

Under the Surface - Artist

Wrike & commert. .,

Insights are visble to page admins only.

You L [ | Search | Browse | Upload Create Account | Sign In

e _
Subscribe
toromosyents's Channel

13 Friends Like This
6 of 13 Friends See Al

B Lﬂ W

Robert Justin Tyce  Asad Raza

Scotiabank Nuit Blanche Did you catch the all-night chess match in

S hanour of John Cage and Marcel Duchamp in Zone B7 Here's a
TFX highlight!

The Scoop on Nuit Blanche, Reunion 2010
i, youtube, co
L0 edtor Jennifer Shahade and twa-tine Canadian Chess

Optirs

Create an ad

Soon To Be a x
Mommy?

Get absalutely free baby
samples and products from
some of the best brand-name
comparnizs! Delivered right to
wour doar - no catch!

Win a LeapFrog Prize x
2day

=

Enter the Dairy Ch! Curious
Minds Contest, and you could
win a LeapFrog® Tag™
Reading System with 5 books
every day.

Create the Funniest x
Fair

Can you clear this scary
Forest and build the Funiniest
Fait in the world? Play
RAVEMWOOD FAIR on
Facebook now!

Fashion Marketing %

ook Champ GM Pascal Charbonneau traveled to Tormoto fFor Muit Program
MeCkelland Blanche, 2010, an al-night contemporary art festival, This aodt.ca
year's event took place on October 2nd sundown 7 PM to 5]
L e e B Octaber 3 sunrise, 7 AM. Pascal and Jennifer participated in ru1

nuithlane el

twitterd h G ne  Profile

Agnes Winter,
Monument to Smile at
393 views - 2 morths ago

SB Nuit Blanche TO = sbruitblancheTO

@sbnuitblancheTO iPhone: 43.633140,79.418035
scotiobark nURDIaNChe o0 ntats all-night contemporary art thing. One night
X only. Al night long.
T \J hittp:#éwwenv scatiabanknuitblanche. ca

937 339 2,848

Tweets  Following | Followers

Following 339

~EIEEFA ™

0:06 /345

Info ¥ Favorite + Share * Playlists  * Flag

Edit your profile —

Timeline Fawrites Following  Followers  Lists Similar to You

heritagetoronto - Follow
TTDDOO Trinhi Theres Do 3 by shrut eT0 heritagetoronto
RT @UPerspectives Roads Shut Down for Toronta's Annual Art All-

Luminato - Follow

Nighter: http:/Awp.me/p1290t-31 @sbnuitlancheTC Lurninata

s agotoronto - Fallow
ArGalleyofOntario

the2scoops Jas

Mew blog post: Muit Blanche 2010 Part 1 = Fly By Might: SonyCentreTO - Follow

Recent Activity it it WD Y pAS #5ribto 2= Sony Centre

Ahout - Help * Blog - Status * Joks « Terms -
Businesses - Wedia - Developers - Widgets:

shnuitblancheTQ 56 it B
Congrats to #snbto 2010 Gerald Mchaster, just chosen to curate the
Sydney Biennale in 20121

7 0t

224

Listed

Followsrs 2,848

EICIEEE o e

Privacy - Sherteuts:
- @32010 Tuitter




3. Use New Tools & Tactics

Seesmic Deskiop

\ TTDDOO RT @lUPerspectives =
! Roads Shut Down for Toronta's
| Annual Art Al-MNighter:
hittp:ihwp el 2904 31
@shnuithlancheTo

A R Lt e et st e

8 nuit blanche (Twitter)

|_§| midiono link to Pegogy Baker & co.

nuit blanche time lapse
perfarmance, check it out.
hitp:tharnen. midionodera.combaar
dpressicategangfilmss #h

Ak i ELTuitter (via Search)

shareyOUIight
nuitnationlive - your event photos and messeges

powered by SCribibl

nuitNEWSilive - urticist cvent updates

dress warm kiddies, it's gonna be a wet n cold one #snhTO
twitter

Qh hoo. ( myfriend just cancelled on me for nuit Blanche #snhTO | hope he gets well soon.

twitter

Both MNuit Blanche and #snbto are trending in Canada right now. It seems Toronto is a bit excited for

our little art event tonight!
twitter

I can see my breath outside. Dress carefully for #snhTO, folks.

waork! yrog.com
twitter

The SYN (Share Your Night) team ard at

EF Prototype —
for Bcotiabank
0): Listen inon a
Erand creatio

d | Twitter (via

Pratatype —

for Bcotiabank
0): Listeninana
erand creatio...

d| Twitter (via

for Beotiabank

0y Listeninan a
erand creatio...

dien d | Twitter (via
Castyourvote for Scotiabank People's
D
8 o Choice for a chance to win an iPAD ar pre-
Listening to Gorgorath s_lnmp\t Satan to get me in the mood for #nuithlanche #hlackmetal #snbTO T paid Visa Cardl #snbTO P Profotype —
tuitter twitter for Seotiabank
0y: Listen inon a
rand creatio...
OMG Atom Egayan is @TIFF Bell Lightbox tn for #snbto - AHIL: bit.ky J
twitter _ d | Twitter (via
i RT @torantoist: Mare photos from today &
t‘v‘ﬁ\ vesterday, of Muit Blanche exhibits being set

First coffee ofthe night . plenty mare to come! I'm gonna need it #snbTO

twitter

Give me a shout ifyou're gonna be at Muit Blanche #snbto tanight!
twitter

. up: bit.ky #snhTO

frarittor

nuit n a rrato rs - reports from our citizen journalists

F Prototype —

=l AEP Prototype —

B #nuitblanche (Twitter) [AEIE I:n

M LemuelAdonisArt #Muithlanche
& Qh ago viaweb | Twitter(via Search)

futilites @Genevievelef Clest
=W guand on ditla vérité gue ca se
gate #MuitBlanche

18h ago via web | Twitter fvia Search)

SiHawkings Disappointed |
missed #nuithlanche in #rdg but
sadly | was otherwise engaged!
When will it be back?

22Zh ago via Echofon | Twitter (via
Search)

scottmyood .. Etles parents qui
sinvitent @ home a limproviste
ce soir. Bon hah, tonite working
#nuithlanche

23h ago via web | Twitter (via Search)

trolporteur @diamondine pour
L peu gue taies passé la nuit dans
14 :
2w tes drans en satin i onesla

*i:BlackB

nk Nuit blanche
S Sl

£T3 £ T
N RN

My Muit Blanche gear
iPhone

H goldmourn Muit Blan
= part 1 hitp#j.mpfdmH

B #snbTO (Twitter)

M goldmourn blog post!
Blanche 2010: part tw
hitg:f. mpiaEx228 #5
#aranto Fnuithlanche)

3d ago via Destroy Twitte
Search)

francavilla Sitting throf
presentations on Muit
research class #anhT|
#nuithlanche
44 ago wia Twitter for iPh
(wia Search)

{canfessions) though
frorm my night. #snhbT:
#nuithlanche #Horontol
5d ago via DestroyTwitte
Search)

MariusFrederick Hey
#snhTO needs volunb
Contact me ifyou wa
Blanche and sha
) hitp:ritl.gdiEajh 4
o via Twitter for iPh|
sarch)

anyel reading the
tteweets makes
uit Blanche alrea

o via web | Twitter

ellers Congrats!
ing. RT @JREER
lished phota in
ontRowhilag
Wbt 8 Za g fral

E—




4. Provide Relevant Information

Search

it~ 40 Artists in 40 Days

P
1

“l"“?ﬁ Back to Scotiabank, Muit Elanche

| Search Browse | Upload

You{{D) |

@ City of Toronto, Special Event's office - -
torontoevents's Channel Subscbe Uploads

| Discussion Board

Topic: 40 Artists in 40 Days

Displaving posts 1 - 30 ok af 40,

Scotiabank Nuit Blanche To help get you ready to plan your Muit on October 2, we
profiling the 40 curated exhibitions aver 40 days. Visit here daily for a behind the sce
profile of sorme of the world's most celebrated artists, as well as exciting ermerging a
from Toronto and beyond.

abouk 2 months ago © Delete Paost

Scotiabank Nuit Blanche The guides are coming in fast and
oeon fUrious! Check out BlogTo's guide for what vou need o know to make
1 the most of your night,
 hittp:/fwewew blogto,com/arts /201009 /uit_blanche_2010/

Muit Blanche 2010
i, blogko, com

Muit Blanche, Toronko's all night art expo, is just around the corner, As

usual there's a bit of everything in the mix, From sound art to light art to
dance, disco, performance art, all night film screenings and even some
shopping. This one night Festival was originally created in Paris. ..

11,267 Impressions @ 0,09%: Feedback,
ﬁl Sepkember 25 at 5:0Zpm * Comment * Like * Share * Promate * Flag

1100 /346 360p

Favorite Share Playlists Flag

[ W




5. Engage with the public

facebook

Needed: Nuit Narrators
by Scotiabank Muit Blanche on Wednesday, August 25, 2010 at 3:30pm

- Scotiabank Nuit Blanche Wow, all the feedback is amazing! We're
— e gathering it all, talking it out and making plans for improvements. We
ST love that you care enough about the event to invest your energy into it, and your
~ vaices are heard!
18,195 Impressions @ 0,12% Feedback

Cckober 5 ak &:26pm - Comment © Like - Promake

I 13 people like this,

Ewitkery ccoch €& Home Profile |

shnuitblancheTO =5 ruit Blanche TO CJ
e EricRosenlA Glad you enjoyed it - can't walt to see your coverage

~ of our fine cityl Safe travels!|
B Oct

sbnuitblancheTO =B ruit Blanche TO

”:\ @MichaelMus Great blog recapping wour #=nbTO experience!
s httpodbit kyfazeE DA
4 Oct

3 sbnuithlancheTQ =6 ruit Blanche TO
o e LOLUd! Very cleverl BT @torontoist: A night at Muit Blanche—

“~ hut this time, in cartoons! http: bty @HoRmMU #snbTO
5 Ot




ARE YOUR 777

6. Engage IRL eas:

& Nuit Nation
scotiabank NUIt blanche toronto
N w0 -

nuit nation live - your event photos and
messages

heading down to nuit blanche 2010 kekeke #snbto

Seems that all my friends have prepped for tonight by taking
a nap #oldfarts ;)

Aside from Lee Romaldo (obviously), is there anything | should

definitely check out at Nuit Blanche tonight? Anything "big"?

#5nbT0
apunski

I cant wait for this years event ||

d TITR 4 o
i g T

EMBLL: retdepies 20l pGAOS 10
TR R 0T

ARUDIRTE s g 3 Ve Skakiong,
e Vit e,




/. Measure Successes

Micha

Ti

(=

gpett.org

inpett's sermi-coherent mutterings

Nuit Blanche - top trending
topic in Canada now

Mice work Toronto. ¥our night of art is the top trending term on twitter right
now. Wish is was going to MNuit Blanche this weekend.

Twitter / Search — Muit Blanche.

Twitter Hashtag Impressions

1,800,000

A

1,600,000

1,400,000

1,200,000

@=g== nuit blanche

1,000,000

4 @@= nuitblanche

800,000

== sbnuitblancheTO

600,000

== snbTO

400,000

200,000
0
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Facebook Activity

30,000

27,500

25,000

f/‘\o

22,500

=== Monthly Active
/ Users

20,000

== Fans

17,500

15,000

People

12,500

10,000

7,500

5,000

2,500

23-Aug

6-Sep 20-Sep 4-Oct 18-Oct



Summerlicious & Winterlicious
6 key “firsts” on toronto.ca:

1. Sort Tool — sort restaurants by key word, price, neighbourhood and type of
cuisine to create a personalized list

2. AddThis social media widget added for quick sharing (a first for toronto.ca)
3. Facebook ‘Like’ button added to every page (a first for toronto.ca)
4. Integration of Twitter and Facebook Feeds

5. New Interactive Map using the City of Toronto's beta iMaplt 2 interactive
environment

6. The first mobile optimized web pages offered on toronto.ca
(for current BlackBerry, iPhone and Android models)



Winterlicious

sorting and sharing

DOTORONTD o oo wmoorr o

# L EVENTE

Winderilelons 2011

Prix Fixe Restaurants

A iz ot witter 11 Tara | TEGE SRVEEDE 0f 108 RrROIE VELE 20 SslUEhE D EEl -~
e menus offered 3t 150 of Taronio®s fop restaurants. Restauranis star tking Prix Fhe B in= K
TESSNERoNs saning January 13, 2011

Prix Fixs Restzurants
All Resturans Lt rua e s s
asrten Facasns v s

B rousonraceoon [ oiow guicusTo
Be ure 0 s3vour e tantastlc Cullnary Eems being offered

All Restaurants

Al

In 51 languages j

93 Harb
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Alice Fa

Ame (M

Search Keyword

e

Price
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TEmEiE
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O ownfown

I 22t Toroeo

I Ervertainment District

‘ r Wegetarian

aption

Sancel
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Winterlicious

sorting and sharing

an“nm HOME CONRACT S HOWDOI_.?  SEAR(H

LIVING IN TORONTO

SPECIAL EVENTS

Winterlicious 2011
About

E.A
Partners

Map

" Prix Fixe Restaurants
(Culinary Events

All Events

Map A highlight of winter in Toronto! Take sdvantage of the inoedible vy
e el =nd exclusive prix fixe menus offered at 150 of Toronto's top restaugiints.

All Restaurants Restsurants start taking Frix Fixe reservstions starting January 13, 2811.

Map

MNeighbourhood
Cuisine Be sure to savour the fantastic Culinary Events being offered this year!

B find us on Facsbook (B follow @LicigusTO

Price

Beversge Pairings
Contact Toronte
Special Events
Mesdia room

GOOGLE TRANSLATE

7 Numbers Danforth {Menu)

307 Danforth Avenus F'} Cianforth/Gresktown
4164555183 525
Dinner Itslizn
Msp Websits
93 Harbord (Menu)
53 Harbord Strest
Annsx
4158225914 525
F'} Dinner Middlz Essterm
Maoroccan
Msp Websits
Acquolina Ristorante {Menu)
TE0 5t Clair Avenus West ‘ Coreso Italia
415-858-0480 525
Cinner Itslizn

254 Adslaide Strest West

515 525 Entartainmeant District

Lunch Dinner Itslizn
Map F{esen'e Lunch Ressrve Dinner
Amaya's Bread Bar (Menu)
ey T $15 525 (T

Indizn




ﬂ]mT“Rn"m HOME CONTACTUS  EOWRGI.! SEARCH ﬂ

OuUsS.

R 7] Pl your Wiktzrikzious
b & | culinzry outing using e
W% | NEWU meap faature

FAQ Vinatyou ngsd
1o know bout the Pric
e restaurant
Celebrate! Explore! Saveur! InomORion

Winterlicious

Toromo's tvourie WInter gRstronoiils celebiration again offers TWO paputar

experiences faturing dherse slsine and notalile chets. JUsS
git-ghing, culk:

n time far nalldzy
e =S goon =30 Decemner 16 2010

PIOGIams for jou t0 Savour. DISCONET new SUOUrRE ressaurants by samplihg _ | vinterikious |
~ g | Summeriicious
. moue ring Bree-course prix flve menus 3% 150 of Toronio's fop nestauranis. \w Factaurant
Facebook & Twitter feeds L B e

Seanch TOMI'E
Fasthvals & Evants
calndar 290 0iET j0ur
osings

Priz Flzs ressrvations wil bs accspted starting January 13 2011
The prix flee menes are aallable 2% lanch and dinner 2t e illowing price
3 Tweet L]

5§15, 520 or §25 lunch menus* B e 22

8 4 b g o 3

T‘ At e e D s T

n Join Winerliclous on
525, 535 or 545 dinner menus* Faebook

2 raos Faraonsl

Fallow Winterliclous on

Fome neEt

7E 200N SEEENEIONE nEIOMTMETCE]

LT BN ONVET METUE INCICE SIEMET STINES E00 0REEEN SEUEEJEE TIEE .
and grauRy ane addRional LiciousTO

Corgrets 1 o e chcfs o v For
American Exprass® Cardmembers can go to the Front of The ey }
Ling® to book sarly rassrvations on January 11th and 12th-

T quaiity for Front of She Line. American Sxoress Cardmeibers must

2a7IETI ramiEretts Grant) o raganyetans med tn Ge e A e

Sizress Cand mUminar i maos T resemaTon SUnjen i esimoents
ey

52T a2

The chefa o gong downtion

WINTERLICIOUS RESTAURANT LIST 2011 other chcfa who finhc g

Fird e on Facebook

Winter/Summerlicious
i sl

Winter | Summeriiclous: Toos
ozl onl Whare 2re you Aning?

Winter/ Summeriiclous: koo Sl P Sokeds Zvaliatie for s
T2z f0d + OpErE pes

City | Toronto Style, Fashion. Gossin.
Farties, Sex and Food For Women

Winter | Summeriicious
fres Qe 00 Suncas
manu?

2 cmal] 3Tt In CEDO@gATAN IS Offaring
s i mRErilcoUs. Ane you GonnE pess

=l

Prodeced by T wWimSeriichous restsurant promotion ks
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mm Tan"m HOME CONTACT U5 BOWDOI.? SEARCH

LIVING 1N TORONTO

American Express peo

NTERLICIOUS

(Winterlicious 2041

Winterlicious £+ KL

Partners I A |
Map
L] L] - =
Winterlicious Ma
Interactive ma e -
All Events
sy With 150 of Toronte's top restaurants offering prix fixe menus and 14 m i
T e o  culinary events to choose from, winter in Torento is delicicus. Zoom into Ouw: (=
All Restaurants your favourite neighbourhood to see all of the scheduled Winterlicious

activities and then share your top pids with friends. Srowicn S s s reaee
find us on Facebook Bl follow @LiciousTO

BEe surs to savour the fantsstic Culinary Events being offersd this year!

Legend
Contact Toronto
Special Events W Frix Fooe Restsurants B Culinary Events
=peciEl Events

Media room

IOGLE TRANSLATE

in 51 Isnguagesj

IProduced by The Winterlizious restsursnt promotion is produced

Mmm by the City of Toronto.

ribe | Privacy statement




Licious Campaign Results

Events home page traffic during campaigns...
Summerlicious: 3.6 million Page Views
Winterlicious: 2.7 million Page Views

Summerlicious home page ranked #2 as most visited pages on toronto.ca
during our campaign. Only the main toronto.ca home page ranked higher.
Winterlicious home page ranked #3.

Winner of the Toronto’s Got IT Diamond Award of Excellence

“Everything you need to see is “The City of Toronto actually
on the website, from menus, to hosts a pretty cool and extensive
types of cuisine, to wheelchair site that allows you to choose an
accessibility. This website can also be establishment by restaurant name,
accessed on the go from your Android neighbourhood, cuisine and price.”
or iPhone....”

-CultureGET

-Lifestyle Magazine
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Any Questions?
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