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Proposed corporate-wide process for continued improvement of the
Indemnified Contractor experience

Through the Business Advisory Committee (BAC), Administration was asked to find ways to improve
Indemnified Contractors’ (ICs) experience. Thus far, through this process, an improved dialogue has been
initiated with the ICs by providing check-ins, updates on the internal changes and identification of further
improvement opportunities. As such, several opportunities have been investigated and implemented in
both the short and long-term by the Water Utility and have shown significant progress to alleviating ICs
concerns.

To fully streamline the IC experience across the corporation, there is a need for a coordinated approach,
which will require various Business Units to engage and work together. The following approach is
proposed.

PROPOSED APPROACH

The proposed, innovative process for improving ICs experience will take a design-thinking lens to explore
and surface new possibilities. This approach looks at the following:

e Solve the Right Problem - allows for deep exploration, surfacing new possibilities and latent needs,
and re-framing issues to ensure we are solving the right problem

e Integrate Diverse Perspectives - feedback from all groups working towards our solutions

e Test Assumptions - prototype and test ideas quickly, which allows for a process to fail efficiently and
for the solution to be modified to get to the best, lasting result.

This approach includes delegates from the IC community in collaboration with representatives from Water

Services, Water Resources, Roads and other Business Units all working together to improve processes at
The City. Overall, we anticipate that this process will take nine months to undertake with a final report back
to the BAC in June 2020.

Specifically, the following groups will be playing the following roles in this proposed approach:

Role Group
Coordination Business and Local Economy Team
Facilitation Civic Innovation Lab
Participants in the continued - Delegates from the IC community
improvement Indemnified - Water Services, Drinking Water Distribution
Contractors experience process - Water Resources, Infrastructure Delivery

- Roads, Traffic

- Planning

- Other BU’s as identified
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THE PHASES

G Indemnified Contractor Involvement
UNDERSTAND

The Civic Innovation YYC team alongside working group members will dive
into researching the Indemnified Contractor’s relationship with The City of
Calgary processes. We will utilize a variety of sources to explore best
practices and to better understand the topic we are exploring.

EMPATHIZE

We will use qualitative research methodologies to understand our target
stakeholder’s needs and wants. This is where we observe, engage and
immerse with participants (internal City employees, Indemnified Contractors,
possibly Developers) to understand their needs.

DISCOVER

DEFINE

We will work closely with members of the working group to unpack empathy
research findings into needs and insights to refine the challenge space
parameters. This is where we will look for patterns and themes, question our
assumptions and frame our scope.

IDEATE

We will generate as many ideas as possible for a solution to the challenge. We
may utilize a Sprint format (two to five day concentrated design process) in
this phase to accelerate our response and may lean into Indemnified
Contractor participation, if the group deems that an advantage.

PROTOTYPE

We will get the solutions out of our heads and bring it to reality in a cost-
effective and efficient way. We test our concepts and processes in quick
cycles of iteration with real people to learn efficiently before making substantial
time and resource investments. Think big, act small.

DESIGN

TEST

Here we get the Indemnified Contractors to interact with the prototypes to
gather feedback, refine the solution and continue to learn about their needs.
Fail fast, learn from the end users (Indemnified Contractors) and iterate.

LAUNCH

Approve the final iteration and refine the solution to a state where it can be
implemented. This is where the working group will launch the final solutions
within the corporation and for the Indemnified Contractors. Then, continue to
evaluate, learn, and iterate.

DELIVER
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