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Mission Statement 

The Information Technology (IT) Division’s mission statement provides general understanding and guidance around priorities, actions, and responsibilities
To Enable Our Customers to Achieve Their Business Goals Through the Identification, Development, and Support of Proven Information Technologies.

Vision Statement

The IT Division’s vision statement serves to be an inspirational driver toward what the IT Division is striving to achieve.

To be recognized as NTPC’s leader in value creation.
Goals

Manageable stepping stones to achieve the mission, make the vision a reality, and navigate the course we have set for the IT Division.

1. Contribute to the safe work practices of NTPC employees.

2. Provide corporate leadership in information technology solution identification and planning; 
3. Develop and maintain robust, reliable, cost effective and secure information technology solutions;
4. Deliver best practice information technologies that support NTPC’s strategic direction;
5. Be a leader in customer service; 

6. Enable improved workflow, communication and collaboration throughout our diversified organization;

7. Improve corporate decision making through intelligent business reporting;

8. Support the exploration and introduction of new operational efficiencies;
9. Identify and control risks associated with NTPC’s use of information;

10. Attract, develop, and retain quality information technology professionals.
Information Technology Division Strategy and 3-Year Plan
The 2016 version of the Information Technology (IT) Division Strategy delivers a 3 year plan of prioritized initiatives to be implemented to support the strategic goals of NTPC. The IT Strategy is meant to communicate to the organization the rationale used to set the priorities for the allocation of NTPC’s IT resources.  
As primarily a service based entity, the IT Division’s strategy is influenced heavily by the direction of the company and the functional units within.    Specific attention has been made to the Corporate Strategic Plan that includes Corporate Long Term Goals, Corporate Strategic Pillars and Elements, and Corporate Initiatives.  The IT Strategy also analyzes changes in technology that could present opportunities for NTPC and considers issues and challenges in NTPC’s operating environment, specifically those impacting the IT Division.

The intention is that the IT Strategy be reviewed and adjusted annually to ensure that the strategy is in alignment with corporate and other functional level strategies of NTPC.  
Corporate Strategy Summary
Corporate Long Term Goals 

The Corporate Strategy goes beyond improving just what the company aims to complete today and envisions a utility that includes several long term goals:  

· Zero lost time injuries

· Make the top 100 employers list in Canada

· Meet or exceed CEA reliability

· Transmission interconnection to the south

· Reduce diesel usage by 50%

· #1 in alternative energy implementation within Canada on a per capita basis

· 25% increase in customer base

· Cut the margin between NWT electricity rates and Canadian average index rate by 25%

· Supply 3 new mine/industrial customers

· 100% Intelligent Metering implementation
Corporate Strategic Pillars
NTPC’s current corporate business strategy strives to achieve its Long Term Goals and create optimum shareholder value through a balanced focus on its defined strategic pillars of:

1.
Reliability 
Increase reliability of our core operations using sound and cost effective practices that ensures long term sustainability. 

2.
Cost Effectiveness
Improve efficiency in order to control costs over the long term while not exposing the Corporation to adverse risk.

3.
Meeting Commitments
Match or exceed performance commitments in all aspects of our operations.

Corporate Strategic Elements
The pillars of Reliability, Cost Effectiveness and Meeting Commitments are supported through the achievement of excellence in the core strategic elements of Employee Excellence, Operational Excellence, Customer Service Excellence and Financial Excellence.  
Key components identified as being areas of importance for achieving success within the four corporate level strategic elements are listed below. 

Employee Excellence

· Safety is Top Priority
· Leadership Development
· Clear Roles, Responsibilities and Accountability

· Promote Career Development

· Empower Employees

· Positive & Healthy Team Environment

· Culture of Continuous Improvement

· Workplace Encourages Open Dialogue

Operational Excellence

· Legislative Compliance

· Efficient and Effective Planning

· Interdepartmental Coordination

· Adopt Best Practices

· Benchmark Against Leading Utilities

· Protect the Environment

· Effective Risk Management

· Exceptional Asset Management

Customer Service Excellence

· Commitment to Public Safety

· Increase Reliability

· Provide Cost Effective Power

· Effective Customer Communications

· Efficient Customer Processes
Financial Excellence

· Efficient Use of Resources

· Projects within Scope, Schedule & Cost
· Clean External Audit

· High Ethical Standards

· Effective Internal Controls

· Effective Budgeting Processes

[image: image2]
Corporate Strategic Initiatives

Initiatives that support the long term goals and overall corporate strategy have been identified and included in the Corporate Strategic Plan.  These are categorized using the Corporate Strategic Elements.
Employee Excellence:

· Employee Development

· Improve Communications with Employees

· Improve Safety Culture

· Improve Contractor Safety

· Human Resources 5 Year Comprehensive Plan

· Successful Collective Bargaining
· OCI Measurement and Improvement

Operational Excellence:

· Implement Divisional/Departmental Level Strategic Planning Across the Organization

· CMMS Cultural Adoption & Integration

· Asset Management Framework

· Battery Energy Storage System

· Yellowknife 1MW Solar

· Snare Wind (7-10MW)

· Storm Hill Wind (3-5 MW)

· Organic Rankine Cycle (ORC) Inuvik

· Fort Simpson LNG Design Approvals

· Variable Speed Generator Pilot

· Bluefish Redevelopment / Expansion Study

· GNWT Solar Projects

· Transmission Interconnection Study

Customer Service Excellence:

· Customer Service 5 Year Plan

· South Slave Electric Heat

· Stakeholder Engagement

· Hay River Franchise

· North Slave Resiliency Study Support

· Intelligent Metering Hub

· NTPC-PWS Coordination of Roles and Responsibilities

· Expression of Interest Solar and Wind Generation in North Slave Region

Financial Excellence:

· PSAS Cultural Integration

· 2017 GRA Success

· Risk Registry

· CMMS Financial Integration

· Development of 5,10, and 20 Year Capital Plans (From Power System Plan)

Environmental Analysis
Trends and Opportunities

An awareness of industry trends and opportunities in the IT industry and NTPC’s operating environment allows the IT Division to produce relevant, value added solutions for its customers.  Some of these trends and opportunities identified by the IT Division are described below. 

Telecommunications

Telecommunications will continue to be the backbone of Information Technology for the foreseeable future.  As data networks continue to grow in reach and capacity, business systems become more connected and information is presented at a faster pace.  Improvements in this area will continue to revolutionize the industry and bring operational benefits to NTPC. 

Recent rulings by the CRTC have opened the door for other voice and data providers in the NWT.  This increased competition may create more competitive data and voice offerings.  Northwestel has traditionally operated as a monopoly for these services in the NWT.   The CRTC has also mandated that NWTel invest more of its profits into data infrastructure improvements.  
The Government of the NWT is seeking to improve telecommunications in the Territory by establishing its own fibre-optic channel through the Mackenzie Valley and into Northern Alberta.  This will provide high-speed data communications to the communities along this circuit and increase redundancy in conjunction to existing NWTel channels.  As the GNWT is the primary shareholder for NTPC, there may be an opportunity for NTPC to share usage of the Mackenzie fibre and bring an increased level of IT services to communities at a reduced expense.
New wireless technologies that provide TCP/IP services over radio waves (RF), cellular signals, and satellite technologies will provide increased options for delivering mobile and remote information systems.  Cellular service coverage within the NWT has doubled within the last couple of years and is now available in all communities that NTPC operates in.

Mobile Computing 

Technology advancements that facilitate the use of mobile technology continue to revolutionize IT and business environments.  Mobile devices will continue to be become more powerful and capable of performing an increased number of business and IT functions.  A growing number of applications will need to be programmed to optimize presentation and functionality on these mobile devices. Networks must be designed to handle the increased demand for wireless connectivity while considering the increased security risks associated with the flexibility. 
Infrastructure 

With developing telecommunications, server, and storage facilities and technologies, internet based “Cloud” services and Software as a Service (SaaS) are becoming attractive options for businesses looking to improve business continuity, time-to-deployment, and scalability while achieving cost reductions.  Cloud service acceptance for corporate information technology services has gained considerable momentum and has become common in many industries resulting in a reduced investment in on-premises physical servers, data and applications.
Desktop virtualization which serves to move desktop processing to servers and transform the desktop to a “thin-client” platform, has the potential to drastically reduce the TCO of desktop computing.  Hardware, maintenance and other associated costs can be reduced substantially.  While not a new technology, improvements in related offerings will increase the potential for successful adoption by businesses. Platform independency for Operating Systems and devices (Apple, Windows, Android, etc.) is a reality through desktop virtualization therefore increasing flexibility and ease of deployment to mixed platforms.
Cybersecurity

Security and intrusion risks continue to grow in frequency and impact within the computing industry.  Increased network data transmission and growing mobility demand act to further increase the potential risks of attack and data loss.  Robust security design is generally required to combat intrusion and protect systems for essential service utilities like NTPC.  Increased attention to protection of NTPC’s data and systems may be required in order to reduce organizational risk. 

Business Systems
Social media has established itself as a new electronic medium for information presentment.  While initially social medial channels were dominated by consumer usage, penetration into the business world is the new reality.  With millions of people using social media such as Facebook, Twitter and YouTube daily, businesses are no longer recognizing a strategic advantage by adopting into their operations; instead, use of social media for branding, customer engagement, and recruitment is a new requirement.  
Email proliferation has become a daunting challenge for both users and IT departments to effectively manage.  There are some beliefs that email usage will start to decrease with more predicted usage of text and chat based conversations.  While it’s difficult to anticipate a decrease in email usage, IT and business will see an increase in text, video and chat communications and should consider how to effectively manage an additional communication type.
Collaboration based productivity applications are becoming increasingly popular due to advancements in application design and shared storage mechanisms like the Cloud.  Along with this there is an increasing amount of integration between productivity applications like Outlook and SharePoint.  With these changes comes a heightened importance of systems thinking within IT departments and increased attention principles of the systems development lifecycle.  Systems developers must demand well defined business processes through application development in order for the systems to provide a positive return on investment.

Internet of Things

Consumer demand for increased control, monitoring and general connectivity to their assets combined with the maturity of mobile systems is prompting a new computing era defined as the Internet of Things.  From home door locks to washing machines, people are now connecting to these devices through the internet.  This may translate to increased demand for connectivity to power utility products such as meters or even opportunities beyond the meter. As has been a trend with recent computing technologies, consumer demand will also migrate to the business world and likely a more connected office will emerge.
Service Demand

The combination of increased mobile computing, increased SCADA data demand and reach, and dependence on off-hour maintenance of IT systems (data replication; backups; updates), has put pressures on increased system availability and IT support for NTPC.  In addition to this, IT creep is a reality for NTPC as more service requests for new applications, information and process automation are occurring.
Data and Information Management
Growing demand for more storage and digital content management will continue into the future as new types of digital information is created.   Managing and discovery of relevant information in the exponentially growing amount of electronic data will be crucial for businesses.  Robust records management policies and systems that are in tune with the proliferation of electronic data are required in order to meet the storage, access and processing demand. Rouge mechanisms for accessing and storing corporate data should be identified and addressed. Protecting corporate information and intellectual property increases in importance and strategies that support this should be identified.

Issues and Challenges
NTPC and the IT function within must consider issues and challenges that have the potential to limit the achievements of IT supported initiatives and negatively impact the strategic goals of NTPC.  A number of key issues and challenges are readily apparent.
Bandwidth and data rates in the NWT are known to be amongst some of the highest priced in the world partially because of the monopolized private ownership; partially because of the distributed, challenging and rural environment of the NWT which reduces opportunity for profitable telecommunication development.  In addition to cost, access to larger bandwidth or throughput is limited and backbone redundancy does not exist in some cases. Combined, this will continue to limit the North’s ability to access emerging technologies that depend on fast, robust and cost effective communication networks unless NWT communication providers can further develop their network and control prices.  
Demand continues to increase for organizational IT services in quantity, type and performance. Information technologies continue to grow in both offerings and complexity.  Keeping on top of and adopting new technologies to accommodate business demand is becoming increasingly challenging especially for small IT organizations.  The IT Division and NTPC must be able to accommodate the demand through agile provision of resources and by realizing increased development, administration and support efficiencies.  Increased staff training and development combined with augmentation of the traditional IT service model are also important in delivering value.
Currently NTPC’s IT Division operates with a colloquial understanding of many stakeholder computing requirements and expectations.  In many cases IT customers have difficulty in defining their service requirements.  Lack of clarity creates deficiencies or inefficiencies in IT service provision.  Internal Service Level Agreements (SLAs) and an agreed upon service catalogue established between IT and the internal business units would help manage and plan programs to better match business expectations.  

There is a lack of documented IT processes and policies for employees within the IT Division who are supporting the business applications of NTPC.  This is causing inconsistent service and product delivery and frustrations for both IT and non-IT employees.  The lack of documented processes increases IT operational risk especially that associated with turnover.   Reviewing and validating any developed processes and policies is important to ensure relevancy especially in the continually evolving IT discipline.
Recent internal IT customer satisfaction surveys have indicated that there are some concerns with turnaround time for correction of more complex incidents and in fulfilling development requests. This may be related to second tier support staff also carrying roles and responsibilities related to system administration, system development and project management.  In can be difficult to respond to support requests when also engaged with maintaining core infrastructure and meeting project commitments.  
Rogue IT solutions being introduced into the organization without structured analysis and system development can cause increased operational risks.  The consumerization of IT and the proliferation of IT solutions in general is leading to an increased number of applications not supported by the IT Division.  Defining roles of IT and others Divisions with respect to identification, development and support of information technologies can help reduce operating risks, improve return on IT solution investment, and ensure IT resources are focused on corporate strategies.

The IT Division was at one time a corporate leader in asset management programs and systems.  With a recent maturity of the NTPC’s Operations and Asset Management Divisions’ asset management programs, the IT Division is now lagging behind the corporate expectations and needs to play catch-up.     

Information Technology Division’s Strategic Outcomes

In consideration of NTPC’s current Corporate Strategic Plan, Corporate Long Term Goals, Corporate Strategic Initiatives, Trends and Opportunities, and Issues and Challenges facing NTPC and the IT Division, thirteen strategic outcomes have been identified by the IT Division.  These outcomes are best thought to summarize elements that will bring success for the IT Division in producing value to its NTPC customers while supporting the organization’s strategic direction.  
	
	IT Strategic Outcomes

	1
	Improve IT Organizational Structure 

	2
	Develop Core IT Policies, Processes and Standards 

	3
	Enhance Network Performance and Reliability

	4
	Streamline Corporate Workflow and Approval Processes

	5
	Mature IT Asset Management Program

	6
	Enhance Corporate Collaboration and Communication 

	7
	Support Improvement of Corporate Safety Culture

	8
	Increase Return on ERP Investment

	9
	Improve Corporate Information Management 

	10
	Improve Corporate Reporting and Analytics 

	11
	Support a Mobile Workforce

	12
	Enhance Systems Support Processes

	13
	Refresh Computing Infrastructure


Prioritized Initiatives
The IT initiatives that are predicted to have the biggest positive impact in supporting the IT Division’s strategic outcomes were identified and prioritized over the 3 year term of the IT Strategic Plan.  The list of initiatives are categorized into the identified IT strategic outcomes with an indication of benefits and human resources required. Further analysis and consultation with process owners will be completed prior to initiative undertakings to ensure the best return for the investment and to match budgetary resources.
	Strategic Outcome:  Improve IT Organizational Structure 
	
	
	

	
	2017
	2018
	2019

	Description:
	Review IT Division roles and responsibilities and develop an organizational structure that is best suited to providing maximum IT value to NTPC.
	Initiatives:
	· Development of IT Staff Resource and Augmentation Plan

· Assessment of Cloud and Off-Premise Managed Services

· Alignment of Administration, Development and Support Responsibilities
	· Delineation of IT and Technical Services Roles and Responsibilities

· Creation of Employee Development Plans
· Development of Off-Premise Managed Services
	· Migration of relevant information systems to Cloud

	Benefits:
	Increased agility; improved solution development; improved system support; improved accountability; improved understanding of roles and responsibilities.
	
	
	
	

	HR Required:
	IT Division; Technical Services
	
	
	
	


	Strategic Outcome:  Develop Core IT Policies, Processes and Standards

	
	2017
	2018
	2019

	Description:
	Identify and develop operational policies, processes and standards that provide direction, consistency and improved level of service.
	Initiatives:
	· Develop Core Process Documentation

· Development of Change Management Programs

· Development of Project Management and System Development Standards
	· Standards for As Built, Network Diagrams and System Documentation


	· Improvements to Corporate IT Cost Allocations

	Benefits:
	Improved alignment with expectations; improved employee satisfaction; error reductions; increased system performance and reliability
	
	
	
	

	HR Required:
	IT Division
	
	
	
	


	Strategic Outcome:  Enhance Network Performance and Reliability

	
	2017
	2018
	2019

	Description:
	Proactive supply and management of reliable and effective data and voice networks.
	Initiatives:
	· Complete Network Growth Forecast Study and WAN Analysis

· Install Taltson to Smith Wireless Link

· Upgrade Snare Interplant Fibre Optic Cabling 

· Install Snare to Jackfish Telecom Link and Snare LAN Redundancy

· Install Fort Resolution to Pine Point Communications Backhaul 

· Deploy Corporate Wi-Fi Solution

· Pilot WAN Optimization

· Upgrade Inuvik Internet Link

· Address Gaps from Cybersecurity Audit
	· Complete NERC Telecommunications Impact Study
· Enhance network monitoring and reporting capabilities

· Leverage Mackenzie Valley Fibre Network 

	· Core switch replacements

	Benefits:
	Increased networked application performance; reduced downtime; improved productivity; control related costs.
	
	
	
	

	HR Required:
	Consulting; IT Division; Technical Services.
	
	
	
	


	Strategic Outcome:  Streamline Corporate Workflow and Approval Processes

	
	2017
	2018
	2019

	Description:
	Improve productivity and reporting through reduction in administration effort and errors associated with manual business processes.
	Initiatives:
	· Development of General Electronic Workflow and Approval System

· Development of Expense and Travel Claim Workflow Solution

· Development of Customer Service Order Workflow Solution
	· Development of Outage Reporting Application & Database
	

	Benefits:
	Increased productivity; error reductions; improved process monitoring; improved reporting and analytics; increased employee satisfaction.
	
	
	
	

	HR Required:
	IT Division; Process Owners
	
	
	
	


	Strategic Outcome:  Mature IT Asset Management Program

	
	2017
	2018
	2019

	Description:
	Improve procedures and tools used for the management and maintenance of IT assets.
	Initiatives:
	· Improvements to IT Asset Management Policies, Procedures and Tools

· Development of Asset Maintenance Plans
· Development of Integrated Asset and Systems Management System
	· IT integration with corporate CMMS

· Improved IT asset lifecycle costing reporting 
	

	Benefits:
	Reduce costs; improved reliability
	
	
	
	

	HR Required:
	IT Division; AME Division
	
	
	
	


	Strategic Outcome:  Enhance Corporate Collaboration and Communication

	
	2017
	2018
	2019

	Description:
	Improve quality of information communication amongst distributed employees while reducing costs associated with meetings travel.
	Initiatives:
	· Implementation of Electronic K-Plant Meeting Space 

· Implementation of Engineering Boardroom Interactive Meeting Space

· Implementation of Hay River Chairman's Office Digital Meeting Space

· Implementation of Scotia Boardroom Meeting Space
· Installation of Internal Electronic Billboards for Customer Service
	· Introduction of collaborative productivity software
· Implement Project Portfolio Management Software
	

	Benefits:
	Cost reductions; improved dissemination and uptake of information; improved decision making; increased employee satisfaction.
	
	
	
	

	HR Required:
	IT Division
	
	
	
	


	Strategic Outcome:  Support Improvement of Corporate Safety Culture

	
	2017
	2018
	2019

	Description:
	Improve safe work practices by IT staff and contractors, and provide technology solutions to improve the general corporate adoption of HSE programs.
	Initiatives:
	· Implementation of HSE Workflow and Approval Solutions

· Improve IT Understanding and Compliance with Safe Work Practices
	· Implementation of Electronic Work Permits
· Investigate HSE Mobile App for Forms, Policies and Guidelines
· Implementation of HSE Workflow and Approval Solutions
	· Implementation of HSE Workflow and Approval Solutions

	Benefits:
	Safe and healthy workforce
	
	
	
	

	HR Required:
	IT Division; HSE Division
	
	
	
	


	Strategic Outcome:  Increase Return on ERP Investment
	
	
	

	
	2017
	2018
	2019

	Description:
	Further development and improvement of the Dynamics environment to align with NTPC’s evolving business processes.
	Initiatives:
	· Improvements to Accounts Payable System 

· Design and Development of CMMS Financial Integration

· Complete Data Errors Corrections

· Deployment of eBilling / Communications

· Deployment of Electrical Meter Management (Old Filemaker Conversion)

· Improvements to Meter Data (NUL Meters, Command Center etc)

· Improvements and corrections to Payroll Setup / Processes 

· Re-mapping of Project/GL 

· Update Dynamics SQL Drives 

· Development of Dynamics Enhanced Notes
	· Implementation of CMMS Integration
· Deployment of Agency Portal

· Deployment of Construction Management (Meters and Type 6/7)

· Develop CSM Archive of Records


	

	Benefits:
	Error reductions; productivity improvements; improved customer satisfaction; improved decision making.
	
	
	
	

	HR Required:
	IT Division; Asset Management and Engineering; Finance; Customer Service; Human Resources.
	
	
	
	


	Strategic Outcome:  Improve Corporate Information Management

	
	2017
	2018
	2019

	Description:
	Protect NTPC’s records and information while improving general ease of access to corporate documents.
	Initiatives:
	· Develop and Implement iManage Improvement Plan

· Improve CSR Document Management Processes
	· Analyze Vital Record Storage Procedures and Locations
· Investigate Cloud document storage options
· Address use of Rogue Document Storage Options
	· Implement Cloud document storage solution

	Benefits:
	Improved access to information; improved decision making; protection of information assets.
	
	
	
	

	HR Required:
	IT Division; Customer Service Division
	
	
	
	


	Strategic Outcome:  Improve Corporate Reporting and Analytics

	
	2017
	2018
	2019

	Description:
	Improve the reporting and analytics of business and financial 
	Initiatives:
	· Development of Master User Records Database and Reporting

· Development of Reporting Library

· Development of Systems Catalogue

· Advanced CMMS Corporate Reporting 
	· Mobile Device Report Presentment

· 
	

	Benefits:
	Improved decision making; improved access to information; increased productivity.
	
	
	
	

	HR Required:
	IT Division; Financial Reporting; Asset Management and Engineering
	
	
	
	


	Strategic Outcome:  Support a Mobile Workforce
	
	
	

	
	2017
	2018
	2019

	Description:
	Increase productivity through development of mobile computing based systems.
	Initiatives:
	· Implementation of Mobile Device Management System
	· Introduction of mobile work order submission solution
	

	Benefits:
	Improved efficiency in device management; increased security; increased user productivity
	
	
	
	

	HR Required:
	IT Division
	
	
	
	


	Strategic Outcome:  Enhance Systems Support Processes
	
	
	

	
	2017
	2018
	2019

	Description:
	Improve perceived value of IT incident and service request responses.
	Initiatives:
	· Development of Internal Service Level Agreements 

· Introduction of Work Order Completion Satisfaction Surveys

· Development of Core System Performance Measures

· Development of Incident Management and Escalation Procedures

· Standardize the IT Knowledge Base

· Review and Document Help Desk Processes
	· Introduce System Certifications During Employee Onboarding
	

	Benefits:
	Improved alignment with customer support expectations; improved customer service; reduced user downtime.
	
	
	
	

	HR Required:
	IT Division
	
	
	
	


	Strategic Outcome:  Refresh Computing Infrastructure
	
	
	

	
	2017
	2018
	2019

	Description:
	Replace end of life computing infrastructure.
	Initiatives:
	· Replacement of Desktop and Mobile Computing Equipment

· Replacement of Network and Telephony Equipment

· Replacement of Server and Storage Equipment

· Replacement of Ft Smith Data Centre UPS 

· Replacement of Jackfish Plotter 

· Replacement of Billing Printer 

· Productivity Software Licensing Reserve

· Retire AS/400 Through Development of User Reports

· Install Thermal Plant Inverters

· Replace Hay River Data Centre Fire Suppression System
	· Replacement of Desktop and Mobile Computing Equipment

· Replacement of Network and Telephony Equipment

· Replacement of Server and Storage Equipment
· Install Hydro Plant Inverters

	· Replacement of Desktop and Mobile Computing Equipment

· Replacement of Network and Telephony Equipment

· Replacement of Server and Storage Equipment



	Benefits:
	Increased productivity; increase reliability; control costs 
	
	
	
	

	HR Required:
	IT Division
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