
Shrinking budgets. Burgeoning workloads. Such are the ongoing challenges 

faced by most publicly-funded organizations today. While these hurdles 

present themselves at all levels of government, they are especially apparent at 

the municipal level: this is the jurisdiction that oversees services such as police, 

fire, public health, building inspection, transit operation—community-based 

services whose front-line work tends to be hands-on and travel-

intensive.

These are the very reasons why municipal government workers gain               

some of the most marked operational improvements through wireless 

adoption: public health nurses, for instance, who can access medical databases 

and update patient records during home visits; food inspectors able to print 

and transmit reports while standing in a restaurant kitchen; building inspectors 

who can relay inspection results straight from the subdivision; police 

dispatchers with systems that can automatically assign emergency calls—as well 

as allow field officers to search databases, submit reports and call for back-up 

instantly and securely.  
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Efficiency and economy make a compelling case for wireless adoption,
but a user-centric approach is what ultimately determines acceptance.



While the need to do more with 
less is what drives the creation of 
these applications, their 
successful adoption comes only 
when they are designed with a 
user-centric approach—in other 
words, when the end-users 
themselves have contributed to 
the development of the system. 
“Wireless is a wonderful 
enabler,” says Lawrence Surtees, 
IDC Canada’s Director of 
Telecommunications and 
Internet Research. “Like any 
technology, however, there must 
be an effective marriage between 

       the application and the user.”  

In the area of wireless, such a 
marriage is particularly important: 
first, because the technology is, in 
North America, still in its infancy 
(Europe and Asia, by comparison, 
have much higher saturation levels); 
and second—and more importantly 
—because the applications often 
involve users who traditionally don’t 
use computers in the field.  

A case in point is the xwave
computer-aided dispatch (CAD) 
solution now in use by police in 
Brandon, Manitoba. The solution 
involves state-of-the-art GPS/AVL 
(Automatic Vehicle Location) 
dispatching software, along with an 
in-car component installed on touch-
screen laptops. Making use of 
powerful 1x digital wireless 
transmission (1x cellular networks 
allow for rich multi-device, multi-
vendor interoperability), the solution 
gives dispatchers in Brandon a real-
time bird’s-eye view of the 
department’s entire fleet of cruisers—
not to mention highly automated 
location and assignment capabilities. 
The dispatcher can, for example, 
issue a dispatch ‘ticket’ electronically 
and silently; thereby avoiding the use 

of voice channels and potential 
interception by analog radio scanners. 
As well, calls for service can 
automatically be assigned to the 
cruisers closest to where the calls 
originated. (Alternatively, the 
dispatcher can override the system 
and assign the calls manually.)  

Police Inspector Harley Bryson—the 
officer heading up the Brandon  
implementation—has expressed 
obvious enthusiasm for the 
technology, citing benefits such as 
increased efficiency (no more waiting 
for radio airtime to become available 
to make calls) and improved accuracy 
(all the details of a particular call—
names, addresses, license numbers—
appear on-screen in the cruiser). 

Bryson also observes that despite 
officers’ willingness to adopt the 
system, the fact that they had 
previously communicated solely by 
radio resulted initially in a marked 
learning curve.  

That curve would likely have been 
steeper had the application not been 
as relevant and task-specific as it is: 

xwave, which built the solution, has 
been developing wireless technology 
solutions for public safety 
organizations since 1989, and has 
worked closely with agencies such as 
the RCMP to ensure its software 
addresses real-word policing needs. 

Currently, the organization’s Remote 
Office and Dispatch System 
(ROADS) is installed in 
approximately 2,000 police vehicles 
across Canada. 

One of the agencies using the 
ROADS technology is the Cornwall 
Community Police Service (CCPS); 
officers there have been using the in-
car component for about two years.  

xwave’s Remote Office 

and Dispatch System is 

installed in approximately 

2000 police vehicles 

across Canada.



In describing the various vendor 
demonstrations prior to choosing the  

xwave system, Norm Boucher, 
Information Services Manager at the 
CCPS, recalls: “One vendor showed 
us an in-car system that required a 
mouse.”

Which reinforces the point made 
earlier by Lawrence Surtees, and 
reiterated by Andrea Tait, Manager of 

xwave’s  Municipal Government 
practice : a wireless application may 
have an impressive ‘wow’ factor, but 
the system’s on-the-job usability is 
what will ultimately determine its 
success.

With that in mind, xwave has, over 
the years, developed a project-
management methodology that 
guides the design and implementation 
of all its wireless solutions. Called 
Xway, the methodology parallels the 

organization's own plan/design/build/ 
operate strategy applied to all 
implementations. To illustrate how it 
works, Andrea Tait describes it in the 
context of a pilot wireless AVL 

system that xwave is deploying for a 
municipal transportation provider. 

The Xway wireless-
implementation methodology: 

Plan
This stage involves fundamental 
requirements-analysis, during which 
the core of the project team—a 
programmer, a business analyst and, 
in this case, a bus driver—determines 
exactly what users need from the 
proposed system. The programmer 
and analyst work alongside the end 
user to assess factors such as task 
repetition and ergonomics. Due to 
the evolutionary nature of these types 
of IT initiatives, the analysis is an 
iterative process—one that is 
revisited and refined continuously 

throughout the lifecycle of the 
project. 

Design
The design document is established; 
this document restates and validates 
the system’s requirements, and is 
reviewed by all key stakeholders. 

Build
An installation plan is developed, and 
the software itself is designed and 
built. Prior to fielding, the system is 
submitted to extensive user-
acceptance testing. 

Operate
The solution is deployed, and user-
level point-of-contact is established. 
In the case of the transportation 
system, accessible help-desk support 
is put in place, ensuring bus drivers 
can get help whenever they need it. 

Other Xway-based implementations 
include an application recently 
developed for municipal building 
inspectors. Typically, explains Andrea 
Tait, inspectors can spend up to a 
third of their workday at their desks 
keying inspection information into 
their computers. With wireless 
capabilities, however, they can access 
and input up-to-date property 
information right in the field—
eliminating extra travel and 
administration, and completing more 
inspections, all without incurring 
additional costs. Desk time is 
reduced. Travel time is halved. And 
ultimately, the faster building 
information is relayed to a municipal 
inspection office—and is approved—
the sooner building crews can move 
on to the next phase and complete 
the construction. “The closer you 
look at it,” says Andrea Tait, “the 
more apparent the gains become, for 
both the building community and the 
inspectors who monitor it.” 





<<
  /ASCII85EncodePages false
  /AllowTransparency false
  /AutoPositionEPSFiles true
  /AutoRotatePages /All
  /Binding /Left
  /CalGrayProfile (Dot Gain 20%)
  /CalRGBProfile (sRGB IEC61966-2.1)
  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)
  /sRGBProfile (sRGB IEC61966-2.1)
  /CannotEmbedFontPolicy /Warning
  /CompatibilityLevel 1.4
  /CompressObjects /Tags
  /CompressPages true
  /ConvertImagesToIndexed true
  /PassThroughJPEGImages true
  /CreateJDFFile false
  /CreateJobTicket false
  /DefaultRenderingIntent /Default
  /DetectBlends true
  /ColorConversionStrategy /LeaveColorUnchanged
  /DoThumbnails false
  /EmbedAllFonts true
  /EmbedJobOptions true
  /DSCReportingLevel 0
  /EmitDSCWarnings false
  /EndPage -1
  /ImageMemory 1048576
  /LockDistillerParams false
  /MaxSubsetPct 100
  /Optimize true
  /OPM 1
  /ParseDSCComments true
  /ParseDSCCommentsForDocInfo true
  /PreserveCopyPage true
  /PreserveEPSInfo true
  /PreserveHalftoneInfo false
  /PreserveOPIComments false
  /PreserveOverprintSettings true
  /StartPage 1
  /SubsetFonts true
  /TransferFunctionInfo /Apply
  /UCRandBGInfo /Preserve
  /UsePrologue false
  /ColorSettingsFile ()
  /AlwaysEmbed [ true
  ]
  /NeverEmbed [ true
  ]
  /AntiAliasColorImages false
  /DownsampleColorImages true
  /ColorImageDownsampleType /Bicubic
  /ColorImageResolution 300
  /ColorImageDepth -1
  /ColorImageDownsampleThreshold 1.50000
  /EncodeColorImages true
  /ColorImageFilter /DCTEncode
  /AutoFilterColorImages true
  /ColorImageAutoFilterStrategy /JPEG
  /ColorACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /ColorImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000ColorACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000ColorImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasGrayImages false
  /DownsampleGrayImages true
  /GrayImageDownsampleType /Bicubic
  /GrayImageResolution 300
  /GrayImageDepth -1
  /GrayImageDownsampleThreshold 1.50000
  /EncodeGrayImages true
  /GrayImageFilter /DCTEncode
  /AutoFilterGrayImages true
  /GrayImageAutoFilterStrategy /JPEG
  /GrayACSImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /GrayImageDict <<
    /QFactor 0.15
    /HSamples [1 1 1 1] /VSamples [1 1 1 1]
  >>
  /JPEG2000GrayACSImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /JPEG2000GrayImageDict <<
    /TileWidth 256
    /TileHeight 256
    /Quality 30
  >>
  /AntiAliasMonoImages false
  /DownsampleMonoImages true
  /MonoImageDownsampleType /Bicubic
  /MonoImageResolution 1200
  /MonoImageDepth -1
  /MonoImageDownsampleThreshold 1.50000
  /EncodeMonoImages true
  /MonoImageFilter /CCITTFaxEncode
  /MonoImageDict <<
    /K -1
  >>
  /AllowPSXObjects false
  /PDFX1aCheck false
  /PDFX3Check false
  /PDFXCompliantPDFOnly false
  /PDFXNoTrimBoxError true
  /PDFXTrimBoxToMediaBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXSetBleedBoxToMediaBox true
  /PDFXBleedBoxToTrimBoxOffset [
    0.00000
    0.00000
    0.00000
    0.00000
  ]
  /PDFXOutputIntentProfile ()
  /PDFXOutputCondition ()
  /PDFXRegistryName (http://www.color.org)
  /PDFXTrapped /Unknown

  /Description <<
    /FRA <>
    /ENU (Use these settings to create PDF documents with higher image resolution for improved printing quality. The PDF documents can be opened with Acrobat and Reader 5.0 and later.)
    /JPN <FEFF3053306e8a2d5b9a306f30019ad889e350cf5ea6753b50cf3092542b308000200050004400460020658766f830924f5c62103059308b3068304d306b4f7f75283057307e30593002537052376642306e753b8cea3092670059279650306b4fdd306430533068304c3067304d307e305930023053306e8a2d5b9a30674f5c62103057305f00200050004400460020658766f8306f0020004100630072006f0062006100740020304a30883073002000520065006100640065007200200035002e003000204ee5964d30678868793a3067304d307e30593002>
    /DEU <>
    /PTB <>
    /DAN <>
    /NLD <>
    /ESP <>
    /SUO <>
    /ITA <>
    /NOR <>
    /SVE <>
  >>
>> setdistillerparams
<<
  /HWResolution [2400 2400]
  /PageSize [612.000 792.000]
>> setpagedevice




