
 
	

 
CityLAB Hamilton Challenges - August 1, 2018 

 
Note: Faculty, please get in touch directly with the staff member contact listed (unless otherwise noted) to suggest a partnership. 
These challenges serve as a starting point, feel free to suggest new ideas as well! 

 

Strategic Priority Problem Challenge Contact 

Municipal Excellence 
 
Community 
Engagement and 
Participation 
 
Built Environment and 
Infrastructure 

As recommended in the 10-year 
local transit strategy, the HSR is 
reviewing the design of the 
transit network to ensure it is 
serving the needs of our 
customers. We may no longer 
have a transit system that is 
designed to take customers 
where they want to go, when 
they want to go there.  

Using Hamilton’s Engagement 
Charter (2015) and the new 
Corporate Public Engagement 
Policy & Toolkit (2018) as the 
basis for public engagement, 
create and execute an 
unconventional engagement 
strategy to capture the voices of 
HSR customers and potential 
customers. 

Dennis Guy 
Manager of Customer 
Experience and Innovation, 
Transit (HSR)  
 
Lisa Zinkewitch 
Program Manager, Corporate 
Initiatives 
 
*please email 
Patrick.Byrne@hamilton.ca 
before August 20th to express 
your interest in this challenge 

Municipal Excellence 
 
Community 
Engagement and 
Participation 

The City of Hamilton is 
committed to improving its 
approach to public 
engagement, from the 
perspective of staff, who 
organize and run engagement 
activities, and from the 
perspective of the citizen, who 
want to ensure their input is 
valued. Although recent strides 
have been achieved towards 
setting a consistent approach 
through the endorsement of 
Hamilton’s Engagement Charter 
(2015) an the new Corporate 
Public Engagement Policy & 
Toolkit (2018), opportunities 
exist around ensuring processes 
are efficient i.e. there is not a 
repository of engagement tools, 
reference documents/checklists, 
and that creative forms of 
engagement can be supported 
i.e. on-line engagement. 

Through interviewing Subject 
Matter Experts, identify 
engagement processes/tools 
currently used and determine 
potential opportunities for 
enhancements/improvements to 
simplify and create more 
satisfying citizen experiences. 
 

Lisa Zinkewitch 
Program Manager, Corporate 
Initiatives 
 
*please email 
Patrick.Byrne@hamilton.ca  
before August 20th to express 
your interest in this challenge 



 
	

Strategic Priority Problem Challenge Contact 

Municipal Excellence 
 
Community 
Engagement and 
Participation 

The HSR has seen many 
changes to their demand-
response service in the past few 
years, including AODA 
legislation, fleet composition, 
and service demand. We 
currently have more than 200 
policies guiding the service, 
which is provided by DARTS. 
The Advisory Committee for 
Persons with Disabilities (ACPD) 
transportation working group 
reviews 2 policies per year. At 
this pace it would take more 
than 400 years for a complete 
policy review. 

Prioritize, review, and revise 50 
policies in 4 months, focusing on 
those that are customer-facing. 
Create, design, and distribute 
policies and policy implications 
to more than 8000 customers, 
using print, digital, and 
emerging communication 
channels. 

Dennis Guy 
Manager of Customer 
Experience and Innovation, 
Transit (HSR) 
 
*please email 
Patrick.Byrne@hamilton.ca  
before August 20th to express 
your interest in this challenge 

Municipal Excellence   
 
Community 
Engagement & 
Participation 
 

 As the world is becoming 
increasingly digitized, the City of 
Hamilton is looking to improve 
connectivity and make better 
use of data for informed 
evidence-based decision making 
and improved service delivery. 
As this is a relatively new area 
for the City, there are a number 
of opportunities available to 
explore possibilities and 
understand needs. 

  
 

  
 

1. How can the City of Hamilton 
use vehicle location data to 
improve service delivery e.g. to 
optimize travel routes for city 
vehicles? 
2. Map the location of fiber-
optic cables close to City-
owned, publicly accessible 
properties that may have the 
potential to offer cost-effective 
free WIFI zones.  
3. What are the barriers people 
face to accessing City-provided 
free WIFI zones?  
4. What are the social, health, 
and economic benefits to the 
community if the City were to 
invest in a digital inclusion 
strategy centered on cost-
effective availability of high 
speed networks and internet 
access for underserved 
populations?  
5. How can the City of Hamilton 
use artificial intelligence 
technology for improved service 
delivery that may be able to 
reduce costs, identify 
preventative maintenance 
solutions, or be used as a 
knowledge base for service 
delivery, etc. 

Andrea McKinney, 
Chief Digital Officer 
Andrea.McKinney@hamilton.ca 
 
Maria McChesney 
Director of Information 
Technology 
Maria.McChesney@hamilton.ca 
 



 
	

Strategic Priority Problem Challenge Contact 

Municipal Excellence 
 
Our People and 
Performance 

The City of Hamilton offers a 
wide variety of seniors’ 
programming across many 
different departments that are 
not necessarily aligned. Seniors 
accessing City services are faced 
with confusing and 
uncoordinated age requirement 
policies for discounted services. 
 
 
 
 
 
 

1. Develop a business case to 
understand the financial impact 
of synchronizing age 
requirements for seniors at the 
City. 
 
2. What are the social and/or 
health implications of offering 
seniors’ discounts? 
 
3. What are current best 
practices around seniors’ 
policies in other Canadian and 
international cities? 
 

Sheila DuVerney 
Service Channel Specialist, 
Customer Service 
Sheila.DuVerney@hamilton.ca 
 

Healthy 
Neighbourhoods 
 
Healthy and Safe 
Communities 

As a result of the complex risk 
profile of the City of Hamilton, 
the Fire Department responds 
to a large variety of calls for 
assistance. Traditional 
approaches to prevention and 
public education regarding fire 
safety, emergency management, 
and general public safety are 
siloed and often overlook 
opportunities to collaborate with 
other City services and 
community partner agencies to 
augment messaging. 

What integrated and 
collaborative strategies can be 
developed for the Hamilton Fire 
Department that will allow us to 
engage with Hamilton residents 
to change risk behaviours and 
promote safety? 

Carla MacDonald, Assistant 
Deputy Chief, Hamilton Fire 
Department 
Carla.MacDonald@hamilton.ca 
 

Healthy 
Neighbourhoods  
 
Culture and Diversity   
 
Economic Prosperity 
and Growth 

Hamilton is home to over 4000 
international students per year 
and it's growing. Our post-
secondary institutions are 
actively attracting talent from all 
over the world and once they 
have been educated by our 
institutions, they leave (and take 
their knowledge away from) 
Hamilton. 

What are some ideas and/or 
strategies to retain international 
students in Hamilton? 

Tammy Hwang, Business 
Development Officer, Global 
Hamilton 
Tammy.Hwang@hamilton.ca 
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