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A Word from the President-

| Iam delighted to present you with the abridged version of the 1992-1996

Government Telecommunications Agency Business Plan, which defines the

_major objectives that GTA has set itself for the next few years.

The direction we have taken has of coutse been approved by the Government
Telecommunications Council and the Tel'ccommunicatibns Advisory Panel.

The Plan thus describes the current context in which our Agency operates, and
“the critical success factors that have been identified to ensure that we provide
value-added service des1gned to fully meet our customers'. expectations. The

- Business Plan summarizes the action plans that have been formulated for

management, common services delivery and the Architect Program. It also

includes a repblt on each product and the achievements,of the last ﬁséal year.

‘Needless to say, our accomplishments as a dynamxc orgamzatlon depend on’
mutual support and dlalogue

" 1 therefore invite Agency personnel to read this summary. I hope that it will help

you harmonize your activities with the "major orientations" adopted by GTA for
the next five years.

Best regards,

René Guindon
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This publication summarizes the Government Telecommunications Agency’s
1992-1996 Business Plan. However, all confidential 1nformat10n and financial
- projections have been omltted

_ The purpose of thls document is to present the outline of the activities, both

present and future, which attest to the dynamxcs of GTA = a value-added
organization.

The Federal Government

“The government S obJectlves for improved program delivery, increased
productivity, enhanced service to the public, decentralization and a modern civil
service characterized by managerial empowerment are all dependent in part on
communications and technology.

However, constitutional initiatives may result in the transfer of traditional federal

~ powers and program responsibilities to the provinces. Should this occur, there

would be a significant demand for new telecommunications services linking
federal and provmcml information handling systems. -

Major Govemment Telecommumcatlons Agency (GTA) customers, through the

_ Government Telecommumcatlons Council (GTC), have asked GTA to develop
_ services which will a331st them in re-engineering the business of govemment in
- particular as it relates to improving service to the public and increasing the

effectiveness and efficiency of government. The advent of open standards and
related services provides opportunities for redemgnmg government information
technology apphcatlons \

GTA has been asked by the GTC to plan and develop the Architect Program to
explmt these opportunities through interdepartmental cooperation and incréased
resources sharing. As managerial empowerment will give more autonomy to
managers in the choice of technology and services, the GTC and the’
Telecommumcatlons Advisory Panel (TAP) will play key roles in fostering
common approaches to safeguard economies of scale and in facﬂltatlng
interoperability of government systems.
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The development of common approaches and drrectrons for the evolutron of

govemment communrcatrons networks is coord1nated through the TAP workrng
groups.: GTA has been given, ultrmate management and funding respons1b111t1es
. for the Archltect Program Ongorng cooperatron between GTA andthe workrng
. groups”: departmental members has already set. the stage for further development

of the Government Enterprlse Network Archltecture (GENA) ST ,: e L

. enhanced functronalrty, 1mproved customer support systems management and
; umform avallabrlrty of services across the. country These incréasing’ ‘demands are o

bemg made at the:same- trme as departments are rev1ew1ng and ratrona11z1ng therr
commumcatlons budgets and are’ seek1ng ways to make more effectlve use of

:

-

Most GTA customers ate preparrng Informatron Management Plans that def1ne RN
their departmental objectlves for systems development and. wh1ch frequently call T T
for the integration of information Systems and ‘communications resources. GTA’ LT
customers expect the Agency s staff to.be knowledgeable of these plans andto .o -
actrvely work:to ensure that the requrred comimunications systems are. avarlable to L
- support the departments operatronal and management requrrements over the next‘_' SO
ﬁve to seven years 3 U - R

Total govemment telecommumcatrons expendrtures 1n 1990/91 were $887

“million, of which $494 2'million was: spent on either voice or data services. GTA
: captured 67.1% of th1s ‘market compared to approx1mately 62% in 1989/90 SoE
- Further analysrs shows a. hrghly concentrated market wrth 20 customers provrdrng‘f, AR
76% oftotal GTArev,enues B e et e e

o ~’r' N PR
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The busmess clzallenge facmg GTA zs threefold

(1 ) mcrease vozce and data revenues, o Sl

"

( 2 ) develop account plans and strategzes to address buszness 'opportunztzes L
through the use of GTA services and. to determme how GTA can assrst ltS
: clzents in the delzvery of thezr programs and s i

N ( /".«

( 3 ) ensure the orderly zmplementatlon of new servzces and the eﬁ’ectzve i ., '

zntegratzon of technologzes wzthzn customer departments

7
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Supply and Services
Canada (SSC)

 SSG is GTAS sixth largest customer with annual ,

Agency billings of $8.5 million representing

_approximately 4% of GTA's business. SSC is

working to upgrade numerous systems to an
interconnected environment. GTA's current
work with SSC on its router network service
requirements is a key part of this effort. -

' GTA challenge s to develop with SSC

telecommunications services megting its
specific needs in a timely fashion and
facilitating the implementation of key projects ,
such as the Common Department Financial

- System (CDFS) and the Public Service

Compensation System (PSCS).

Transport Canada (TC)

TG has a telecommunications budget of $49

million and a total of fifteen major networks
with its voice network representing 45% of the
overall expenditures. A network‘integration
feasibility study indicated potential savings in.

excess of $80 million over the next ten years

through optimizing and selectively integrating

. -certain networks.

GTA' challenge is fo work with TC to optimize

departmental networks in both populated and

remote parts of Canada, while maintaining
services of the highest qualily. '

Employment and Immigration
Canada (Elc)

With telecommunications expenses of $42 5
million annually, EIC is the third: Iargest
government telecommunications services user.
Its main thrust is to develop a strategy in -
response to departmental downsmng which

~ will increase the efficiency, improve the

economy and optimize the utilization of its
networks and services.

 GTA's challenge is o work with EIC in

developing common services focusing on

- videoconferencing, satellite sharing and ‘
management information services for automal/c

call dlstnbut/on systems

Royal Canadian
Mounted Police (RCMP)

GTA supplies approximately 20% of the

- RCMP’s voice communications services and Is

currently working with it to update and enhance
its major analogue-based backbone network.
The RCMP and GTA are jointly developinga -
network recommendation providing
cost-effective, high-quality famlltles to-over 900 -
Iocations

_' As part of this project, the chal/enge facing GTA

is to build a strong partnership with the RCMP
on the development and implementation of a
shared satellite service for use w1tlun

‘ govemment
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new video and h1gh-speed data services wrll be. implemented. . For example

i " with terrestrral services. They offer. s1gn1ﬁcant opportunrtres for economrcal PR

..‘,\

. ‘a maJor 1mpact on the 1ndustry Tt is ant1c1pated that maJor cable television -
e vcompames and Type 2 and 1nternatrona1 carriers. wrll now enter the market wrth a
Wt varrety of bas1c and value added servrces EE S AR L '

Drgrtrzatron of the telecommumcatlons networks has progressed to a pornt where T
s1gn1f1cantly new valued added services. are:becomirig a reality.” In partlcular, o 1

Electromc Funds Transfer (EFT) and. Electromc Data Interchange (EDD) .- ;0
technologres w111 ga1n wrdespread acceptance over the next three to ﬁve years R

Satelhte servrces have come of age in Canada and now: appear to be competrtrve IR ERN

~communications with' remote. areas and for cariiet-diversityin more populous A
“areas of the: country., Satetlite- servrce is’ 1deally posrtroned to’ meet S S
communrcattons needs for the government as the decentralrzatron process

ontmues dur1ng the next few years T T A

.'_»s.‘

Network prrces are dropp1ng and may well reach par1ty wrth U S. prrces Local
“rates- may increase.as‘a pamal offset to network prrcrng trends There will be ,
increased: opportunrty for. pr1vate networks to m1n1m1ze serv1ce r1sk through > ‘
carrrer d1vers1ty dur1ng the- 1990 'S The trend to outsourcrng 1nformat1cs serv1ces
to system 1ntegrators appears to be garnmg momentum 1n Canada TR 3
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New products and serv1ces are be1ng offered by compet1t1ve organlzatlons on a '; -
~more frequent basis.’ Management capablhty has been greatly. enhanced by the Vi
~ infroduction of network mariagement systems. -Growth of private VOice,: v1deo e
teleconferencmg and hlgh speed data networks has resulted i ina: demand for these
services. Enhancements 10 cellular technology, 1nc1udmg the use of cellular o,
telephony -baséd facs1m11e serviceand encryption; have resulted in expansron of ’,f bl
the radio’ market New developments in network management PBX technology, ) L
bu11d1ng witing and commtinicatioris- networks prov1de busrness opportunrtres and- 7 .
requrre the development of standards for govemment use, L e T X ,}‘;; '”55 o

. - ',. ,l. P
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The recent Canad1an Radro televrsron and Telecommunrcatlons Commrssron A
(CRTC) decrs1ons on Stentor s Competlttve Busrness Network (CBN-2) and S
Umtel S Mach IMI rate apphcatlons mark a step 1n the downward price: trend As :7 -,ﬁ D
for the CRTC decrsron on Unitel’s sw1tched VOoice servrce apphcatron it will have R

B




GTA’s Role

With lower network rates and catrier provided volume discounts available to
major customers, GTA will move quickly to research and develop value-added
services and deliver them to the market using bandwidth available to the Agency
under volume purchase agreements. Introduction of these new services will

offset anticipated reductions in revenues, resulting from planned camer and GTA .
price reduct10ns :

. - As the largest consumer of telecommunications services in Canada, the federal

government will be the target of organizations-competing in-the
telecommunications market. With GTA’s confirmed mandate as an optional
service provider, the competition will focus on the Agency’s established customer
base. GTA will work closely with its customers to ensure that services are
purchased at the best price on behalf of the government as a whole and that
significant value added is contributed to government networks by the Agency -
itself. The Agency will need to continue and enhance customer service programs
to ensure that services levels are equal to or better than those offered by .
competitors. The overriding ob]ect1ve isto prov1de the opt1mum level of value to

" the Crown.

GTA S Mandate and M:sscon

While the mandate of GTA is to act as the focal po1nt for the govemment
telecommunications architect function and the delivery of coinmon
telecommunications services within Canada, its mission is to bring information
and telecommunications products and services to the government for effective
delivery of services to Canadians. . o

- In fulfilling. its mission, GTA has developed a ser1es of key objectlves for the

organization. These are:

Q ‘to provide efficient and effective telecommunlcanns services offermg
better value for money; ‘

D w operate on a full cost-recovery basis;

[ to plan, design and develop the government teleeommunications network
architecture;- ‘



s A . - { :.._._: :
S D 'to develop and del1ver products and serv1ces to meet the ' _ R ' ; Sl
. el telecommumcatlons requrrements of customers and UL Sels T
'f: S ;"»T v_:E'I;’ to develop nauonal and reglonal busmess plans and prov1de servrces as PN
- ",'_close to the customer source as’ poss1ble IR Co A
(GTA’s Strengths e o : :;} ";, Sl f"* Suh ow e : T
o ;The Agency has a number of cr1t1ca1 strengths wh1ch enhance 1ts presence and SR
L Credrbrhty in'the marketplace As. demonstrated iri' the past year GTA wrll 2 w
|, continue to refine these and develop new strengths wh1ch wrll ass1st 1n the , SRRt

’ A".:’,.ﬂ_ach1evement of 1ts mandate. “The: key strengths of GTA are. A A,;i;"-‘-' S

- ',.J N

L )Entreprenearml Ortentatton GTA offers servrces to 150 federal government
. departments agencres comm1ssrons and crown. corporat1ons and has a portfoho
. ° of value-added: sérvices offermg lower costs to customer: departments GTA is-
.. ..placing increased emphasis on activities fostering development ofan - [ oo ot
T ;entrepreneurral culture within the Agency and- leadmg to-further opt1m1zat10n and L
. -7 use of the network 1tself Opportumtles to improve serv1ce to customers resultmg’ B
o from GTA’s Spec1al Operatmg Agency status wﬂl be explored dea T

e [N

b) Collegzalrty and Cooperatwn' The Govemment Telecommun1cat10ns Councrl’
- “has: been establrshed to serve'as a Board of- Drrectors for the Agency Comprrsmg
7. . seniOr executives from 'some twelve customer departments the Counc1l provrdes .
.-~ "~ advice and gu1dance on the strategtes ‘that should be followed by GTA to assist in* ‘}g o
R the ach1evement of. government—wrde efﬁcrencres and to enhance departmental i

: .gprogram dehvery PR . - : . R

LT .As for the Telecommumcat1ons Adv1sory Panel 1t prov1des GTA w1th techmcal '_
T ;;ass1stance and suggestrons in the’ spec1ﬁcatron of departmental requrrements as’ /,
I they relate to the development of shared telecommumcat1ons services. These. two- R
el jkey comrmttees together ‘with mterdepartmental user groups offer GTA a umque_(-; SR
f'iopportumty for dlalogue w1th customer departments ina sp1r1t of colleglallty and N

]

. ';cooperatron :j _'; L

P

‘,1.’» L ) " - ‘ e .
i

T Support for the. Archrtect Program by the user commumty was ev1dent at GTA’
."+ Forum on Open Archttectures Customer departments have also w1111ngly e
o R seconded staff to the Archttect Program and, i con]unctron with engmeers from S
Yo s L cthe private sector on 1ndustr1al ;exchange; have s1gn1f1cantly strengthened GTA’ o

o f;;resrdent engmeermg and development expertrse * : L LA

%
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] ‘ {;;,c) Regmnal Presence. GTA operates f1ve regronal ofﬁces and f1ve d1str1ct
' - offices across Canada ‘The conversion of GTA ] regrons into discrete busmeSs 3
- -, -units; wh1ch is cons1stent w1th the d1rectron and, operatmg pr1nc1ples of the

L ‘-',,j;‘ g Agency, 1s well under way Regronal user groups and telecommumcatrons




steering committees have been established to provide specific focus, advice and
suggestions to GTA management. Asa partner with customer departments, GTA
is uniquely positioned to assist in the government’s decentrahzatlon and
reglonahzatmn programs.

d) Strategic Alliances: The rapidity of technological change and the
globalization of markets have forced enterprises to Create alliances with former
competitors and other organizations possessing complementary skills. GTA has
experienced the need to find allies because it is relatlvely small and because
government in general is downsizing, ~

For example, an alliance with Training and Development Canada and the
Canadian Centre for Management Development to provide distance learning
services affords GTA the opportunity to develop new value-added applications
for contracted bandwidth. GTA.is also currently negouatmg Memoranda of
Understanding with Supply and Services Canada and Pubhc Works Canada

Opportunities for Improvement

The items listed below are areas for improvement to ensure that the Agency is

- well positioned to capitalize on business opportunmes tha! arise in both the near

and long terms.

a)-Special Operating Agency (SOA) — Concept.and Reality: GTA was
established as an SOA and provided with a framework for greater managerial
authority, including exemption from certain government controls. As a Special
Operating Agency, operating like private industry but as part of government,
adjustments in existing policy and procedures, especially those regarding human
resources, are required for GTA to fully achieve its business potential and to meet
its service objectives. ~ ‘

GTA is operating on a full cost-recovery basis and has generated surpluses which
have been returned to customers as rebates. As the Agency matures, reinvesiment
of operating surpluses in research programs, new service development initiatives
and equipment will be required, in order to finance an improved network and .
resolve increasingly complex program delivery problems for customers.

b) Culture: The traditional culture of GTA will be modified to reflect an updated
set of corporate values. These new values will be more consistent with the -
Agency’s role as an SOA, operating in a. highly competitive market. These
updated values must emphasize the provision of superior quality service and
customer satisfaction. They will focus attention on individual and global Agency
performance and foster creativity, innovation, entrepreneurship and \
professionalism in all areas of GTA.




c) Network Opttmtzation The GTA analogue backbone network was converted
: , -0 d1g1ta1 technology durrng the past year. In. addrtron, numerous departmental
P pomt-to-pomt services have also been converted orare 1n the~process of bemg
- «; o f‘ converted to: d1g1tal technology resultrng in a larger more d1verse network

- ,1. B
, v,,,.

Thrs entlre network is bemg opt1m1zed onh'an ongomg basrs Evolvmg

Agency and its customers. For example the Government D1g1tal Channel -
Servrce (GDCS), 1mplemented in'1991, prov1des a platform for the development

~of new. network services and applrcatrons A router—based network servrce is a’ B

R , key element 1n the development of these new serv1ces

- 7t v
S k) B b N

) d) Servwes Prtcmg Adoptron of a market—drlven approach to the pr1c1ng of
. Agency services has resulted in srgmﬁcant savings to most GTA customers
5w Volume sensitive d1scount1ng programs ‘have. also been 1ntroduced to prov1de 3
SR - additional savings tolarge. customers: : As competltron in the Canadian - s o
B telecommunlcatrons 1ndustry incredses and as new opportumtres present e
L themselves to GTA the Agency will review its rates on an “as requrred” basls to
L ensure contmued compet1t1veness of 1ts servrces Lt e '

’(—\ L . - A /._H “(

The crltrcal success factors set out’ last yean are strll relevant for the Plan perlod
To be successful GTA w1ll pay attentron to the followlng key factors ‘

(\’/V: . 3 o ‘; i N SeLoawe T, o / Lo co s '1 L . . s ’1" ol t; ‘b

Customer Satlsfactlon AT R R | -

: "_GTA wﬂl remam close to 1ts customers T )

r.‘ ; o T s ! -’ - 2o o .' ' N ‘,‘)’v .»\ v : ’ .

S j‘,a) Customer needs The Agency will emphasrze respons1veness to customer . Y )

Ll requrrements and the prov1s1on of 4 total servrce package whrch 1nc1udes pr1ce [N

[ tsuperror quahty and«value-added features S 7 L ST T )

e :_‘b) Regmnal presence Already known as astrength of the Agency, GTA L.

e regional offices will be | given. addltronal responsrbﬂrtres in order to keep pace - ®
R .w1th the growth in customer act1v1ty ;~>;‘;, SR g S

PRI

o ::,_"",c) Market mtelltgence GTA) wrll ma1nta1n a database of updated 1nformatron
regardmg the plans of customers and the capablhtles of competltors

- ‘telecommunications technologles and. products prov1de new opportun1t1es for the ’ ‘
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Techmcal Competence

Technology: Customers must feel comfortable when turmng to GTA for ,
technical advice, confident that they are dealing with professionals, who are fully
conversant with both the architecture of the government network and customers’
applications and operational requirements. '

Supporting Infrastructure

The ability of GTA to ensure a high level of customer satisfaction is dependent
on an effective infrastructure.

a) Competent staff: It is recognized that people are the snengm of the
organization. The Agency will enhance the ability of its personnel to respond to
and manage change effectlvely in the pursuit of service excellence

b) Capacity optzmtzatton: The Agency will continue to offer services at prices .
attractive to its customers, while ensuring effective and efficient use of the
“installed facilities and services, and contributing to savings in
telecommunications expenditures for the Government of Canada.

¢) Administrative support: The Agency will use policies, procedures and
information technology which will contribute to improved customer serv1ce, cost
containient and employee development.

d) Organizational optimization: The Agency will continue to make
organizational changes and implement specific mechanisms to more effectively
determine the needs of customers and to better monitor customer satisfaction.
Thesé measures will lead to a closer working relationship between GTA,
departments and service suppliers whrch in turn, will result in nnproved service
to GTA customers. : : ) N

e) Managerial excellence: The Agency will implement quality management end.
development programs for managers, designed to foster excellence in Agency
management practices.

Appropriate Alliances |

Alliances: The Agency will supplement its resources by forming strategic
- alliances with organizations that complement the strengths of GTA.
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GTA w1ll contmue to offer best value and opt1mum serv1ce to its customers To

-~ ensure that both obJect1ves are met, GTA has real1zed its organ1zat1onal structure
. and developed a series of action ‘plans that are cons1stent with the Agency s < {
. ‘mandate emerg1ng pr1or1t1es and comm1tments made 1n the 1990/91 Bus1ness ‘. L

. o ', - - T oo o 4 : " ; ‘(»'A 2
- ;Orgamzatlonal Reallgnment . ,;;'/, S "f’:”i e .ff,"":""v L

- (, . T

e ,f‘vThe Agency has now been funchonally restructured to 1mprove customer serv1ce -
“. increase focus on customers and maximize the contr1but1ons that can’ be made by

“all members of the organ1zat1on “The sectors: wh1ch const1tute the- Agency and

o7 their pr1nc1pal respons1b111t1es are"’ N S O

R ; Archztectare and Development—— Serv1ces des1gn development and

CI Marketmg — Ident1f1cat1on of requ1red products and serv1ces products -
', -and sérvices portfol1o management account management and customer
oo -jsatrsfact1on. T el e e s

'/ acquisition; management of the. Arch1tect Program standards and app11ed
o research and development AN I

oo LA L ’_ -

( . .
Is PR /.._‘

. Operatzons Implementatron and management of products serv1ces and

- V D Corporate Polzcy and Publzc Ajfazrs — Corporate pol1cy, 1ntegr1ty of
" GTA 1mage commumcatlons and pubhc relat1ons' performance mdlcators

i P anance and Admzmstratzon = Customer blllm g admm1strat1on ﬁnanc1al\ _

.'f.greportmg t; S L L T Lol e
NoR ; ’.-,‘ '\’ . f/‘ '(‘“ » , ";,;""’.,\_;"' ,'»J _l T |

,‘\),~:r

The Corporate Pohcy and Pubhc Affa1rs and the Arch1tect and Development

* - furictions are concentrated in the Ottawa headquartersl Elements. of Marketmg, o
- lOperatlons and F1nance and’ Adm1n1strat1on are performed in the reg1ons as a . ’

. functron of prov1d1ng serv1ce to the1r customersr , )
. 5 l - w . /'/, i ‘g L 2 - f ';’ - . ‘ .
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Action Plan

Management

. (1) Improve the effectiveness of the Agency through attention to
human resources and cultural issues.

GTA has nnplemented or\gamzatlonal changes and reassigned responsibilities in
order to focus on customer service and quality management. The Customer
Assistance Centre has been established to provide a centralized customer service
and assistance function. In-house sales seminars have been held, and the service
management function has been created to improve management of GTA products
and services. Internal communications programs promoting cultural change have
been implemented by the Corporate Policy and Public Affairs Directorate- ‘

- throughout the Agency

GTA will propose to the Council a human resources program which includes
training and compensation components designed to facilitate the development of
current staff and the external recruitment of personnel required by the Agency.
The intent of this program will be to provide GTA management with sufficient
latitude in the area of human resources to ensure the success of the Business Plan.

2) Defme the Agency’s earnings objectlves and pollcy regardmg
the ownership of assets. :

The Agency has historically operated on a full cost-recovery basis. In accordance
with Treasury Board directives, GTA has used its operating surplus to fund the
initial development of the Telecommunications Architect Program. It will be
‘advantageous for the Agency to target maximum savings for government and
surplus derived from operations and non-tax and non-traditional revenue sources.

Such profits could be invested in the Agency to finance the ongoing cost of the

* Architect Program, new products and services development and the acquisition of
selected telecommunications assets. In the services development areas, these .
assets include the Government Satellite Network (GSN) service and PBX-based
local services. Under the Government Architect Program, assets include

*" metropolitan aréa networks, an integrated switched network and the government
enterprise network.

(3) Promote further regional deveIOpinent and initiatives.
The role of GTA regional-offices has_béen eXpandi\ng to meet the needs of the

decentralization programs of government. Greater responsibility for regional
services development and provisioning, network management and pilot program

11




B -',..trrals has been unplemented th1s past year The reglonal off1ces wﬂl ensure that ~.
. customer needs are-met and will prov1de on an opt1ma1 basrs GTA serv1ces SRR
g P necessary to satlsfy spec1ﬁcdemands P G ;, G el el _‘-;_'*

A 'Strateglc alhances will be developed by reg1onal staff 10 supplement GTA s, v e

- ability | to deliver- spec1altzed products and-services to geographtcally dlspersed
“.. - markets,’ Reg10na1 organizations. will also be strengthened to prov1de greater
. "focus on marketmg, sales and customer serv1ce 1n1t1at1ves e

“q

;)‘(‘ R ) ‘4,_/_ ce

Common Serwces Dehvery Sl P

(4) Increase customer satlsfactlon by lmplementlng lmprovements: -

; . to the GTA blllmg process B ,’ PR ,
s Customer cr1t101sm of the GTA b1ll1ng process has resulted 1n substant1a1
R . developmenit-work dur1ng 1990/91: GTA has therefore undertaken to- 1mplement
o = .monthly’ b1111ng for 1nterc1ty (IX) services in the first quarter of 1992/93;.. coe e
oo . prov1d1ng a more easrly understood account of all charges for the serv1ce IR . o
I addrtron measures wﬂl be taken to make supportrng deta1l ava11able
electromcally and, on a timely bas1s GTA’s b1111ng process wrll be upgraded to R
) : prov1de customers w1th the level of detatl t1mehness and accuracy recelved from -
e '> . Jsuppllers of commercial serv1ces RIS I 2 Lol
(5) Increase market share and scope of market served ) Co
T E ". GTA s share of the government telecommunlcatrons market has 1ncreased to
IR shghtly more than 67% in.1990/91. The reahgnment of GTA, the éxpansion of .
-2/ the'sales force, improvemients in after-sales service, improved customer relatrons PR
o) and the 1ntroductron of new serv1ces have all contnbuted to further growth of ” .,
N L market share thrs year and hence sav1ngs to the Crown RN = -
GTA 1ntends to further 1ncrease its- share of the government market and its- - Sl
AR revenues within the government communlty, and also to explore other P ~' i i
e . opportunmes cdnslstent w1th 1ts mandate B N
7"‘«~ ». . '.‘ By ~/ » /'/.-" "';A»r‘i,' t , ’,"'\ _,ﬁ L \»': . ‘;":'\.“ ) '( g'\\: " >“/’l e
e (6) Enhance and expand the product portfollo B T

GTA is constantly assessmg evolv1ng customer needs and ant1c1pat1ng L

requrrements for new products.and services: To ensure the development of thé~

o requrred services, GTA has 1ntroduced an ongo1ng review process of its; serv1ces
v portfoho and will continué to apply a busiriess:case approach to,assess market
demand economrc v1ab111ty and techn1cal su1tab111ty of Agency serv1ce" ;lThe
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criteria used to assess potential new services include the level of savings to the

Crown, the degree of value added by GTA and the potentidl for revenue growth
and margin contribution.

All GTA services have been priced to provide significant savings over equivalent
commercial services. Enhancements, modifications and retirements will be
implemented to ensure customer satisfaction and maximum savings to
government. New technologies will be reviewed and services created with the
objective of providing customers with cost-effective innovative commumcatlons
solutions to their rnanagement problems

The new network services Will enable the development of new applications in
voice, data, image and video communications. The development of a hi gh—speed
multi-protocol service will pr0v1de for greater connectivity within the
government community. Based on router technology, it will link local area
networks, computer systems proprietary networks and common applications
among customers. . .

_ The Agency’s portfolio will be expanded to include services made possible by

advances in technology, such as national videoconferencing and distance learning -

services and enhanced satellite-based voice and data services. The introduction

of an enhanced facsimile service will reduce transmission costs and provide a

range of value-added functionality. The implementation of an OSI-based

backbone service for government-wide interconnection of E-mail systems will

provide the infrastructure for othér services such as electronic directories and :
Electronic Data Interchange. - |

(7) Enhance the capabllltles of the Agency b y contmumg to develop
strategic alliances.

The rapidity of technological change and the globalization of markets have forced .

enterprises to create alliances with former competitors and with organizations

possessing complementary skills. For example, current alliances with Training

and Development Canada, the Canadian Centre for Management Development,

Public Works and Supply and Services Canada are already proving beneficial to

GTA as it develops new video service offerings and new router technology. T

The Agency will actively search for alliances complementing GTA’s expertise in
telecommunications technology and offsetting any limitations resulting from its
relatively small employee population and limited resources base. It will therefore
develop alliances and memoranda of understanding with both public and private .
sector organizations, in order to better position GTA as the centre of expertise for
telecommunications and systems integration within government.
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Archltect Program

(8) Improve serwce to customers through lmplementatlon of
computerlzed systems L '; S R -

The Agency is plannrng the 1ntroduct10n of several computerrzed systems wh1ch

w111 enhance 1ts ab111ty to meet customer requ1rements These systems form a '

44444

the Agency S ab111ty 0 prov1de a superror level of customer serv1ce Among

these i»,v--; A el i e S

N

o~y :.n‘-'

EI The Consohdatron Management System (CMS) w111 be 1mp1emented 1n
"_the first quarter of 1992/93 with full national nnplementatlon to be

A new accounts payable system was 1mplemented durrng 1991/92 as part
. of an m1t1at1ve lead1ng to preparatron of Agency and product-hne ﬁnanc1a1
‘ -’statements ona rout1ne quarterly bas1s L ’_ c ; PR

:’L'El' fThe feasrb111ty of prov1d1ng an X SOO-based system for the ma1ntenance of .-

govemment telephone directories w111 be examrned and 1f feas1b1e the L

: system wrll be 1mp1emented w1th1n two years
Sy . 3 \ 2, X . [ . . e
l:l The prov1s1on of costed call detall 1nformat10n on’ a da11y ba31s to
Ve customers requiring.it, will be. examlned and 1mplemented in accordance

‘ ‘ w1th customer needs OVer ‘the next two years ‘ SRR

7“

D GTA’s local area networks wrll be 1nterconnected by a new GTA router b
’ servrce currently under development w1th1n the next two years i

l;l Where poss1b1e the use of EDI technology between GTA thefcamers and

J_completed by the last quarter of 1993/94 R R ﬂj‘ f

its: customers for | prov1sron of telecommun1catlons serv1ces wrll bev LT

mtroduced over the next two years LA T e

~ 4
L

: \'(,(9) Establ:sh in conjunctlon w:th the Government .
Telecommunlcatlons Counc:l and the Department of

" Communlcatlons a wable Iong-term approach to the fmancmg

of the. Archltect Program DR s _;_,,

ELTAThe Agency has been mandated by TB 10 plan manage and fund the development

~of the. government Architect Program.. The: ‘Program, in accordance w1th TB
directives, was to be funded from. the GTA revolv1ng fund in the 1990/91 and

g fl _ 1991/92 ﬁscal perlods e AT AN TP A
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Tn response to a request from the Council, the Agency has investigated numerous

approaches to providing ongoing funding for the Program. Due to the humber of
options available, the complexity of these alternatives and the implications for our
customers, the Agency proposes to address the funding issue with GTC as a
separate matter. GTA will develop and present to the Council, for discussion, the
viable options and a recommended course of action. -

(10) Manage the Telecommunications Architect Program on behalf of
the federal government.

The Government Telecommunications Architect Program, managed by GTA with
support from departments and the private sector, will concentrate on exploiting
and maximizing the benefits of information technology innovations and a
common architectural approach in the government.

The Program will focus on supporting departments, coordinating

government-wide initiatives for business re-engineering and for achieving -
PS 2000 objectives for managerial empowerment, while maximizing the benefits

of government-wide economies of scale, common information technology

services and pooling of expertise.

In consultation with GTC, TAP, departments, other interdepartmental committees

‘and central agencies, GTA will further develop its plans and processes in the

following areas:

Q) Identification and promotion of departmental cooperation to achieve the
above objectives. The process will include the review of departmental
Information Management Plans and the development of a government -
telecommunications assets management and utilization program. Pilot
apphcauons will be proposed and implemented.

O Coordination of the technlcal training of government telecommunications
personnel by reviewing with departments and appropriate agencies .
approaches to consolidate government telecommumcahons training.

Q Implementation ofa user-oriented R&D plan- and coordination of the
exploration of applications of network technologies and standards.
Emphasis will be on Canadian technologies and OSI applications.
Continued participation in an Industry, Science, and Technology Canada
program (CANARIE) to support its objective of fostering 1ndustry
development, research and education is also planned
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The Archrtect Program ongomg work 1tems as. 1dent1f1ed by TAP and approved "'j-{_! i A

by GTC w111 contlnue and 1nclude the followmg maJor undertaklngs S

o ‘,-‘ EJfDevelopment and evolutron of the Govemment Enterprlse Network EN , S

{_:;?;,Archrtecture (GENA) PR
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Q ,;Mamtenance ofa, coordmated planmng process (vra the use of workmgs S

. groups) for the establlshment of varlous components of the archltecture
EI' :'Provrsron of development plans and techmcal specrfrcatrons to enable the’ o
L “interconnection of dissimilar govemment networks and to fac111tate the .g o
m -m1grat10n to OSI-based networkmg G L S

.

- )?D,;,Management of Program commumcatlons - 'f'.v"_" R
bt - . ; " 7,-: "j:- : '( :y, )

., B .
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e GTA has undertaken to provxde annUally a report on the effectlveness of the

Agency to GTC and TAP; This: report will be. made ata: level thatis, meanmgful
" to GTA management and ‘will allow the Councﬂ and the Panel to form balanced
Judgemeuts on GTA’s performance : :

Global performance 1nd1cators representrng the collectlve efforts of GTA have
been examined and have. evolved under each of the twelve attrxbutes def1ned by -
- the Canadian Comprehensxve Aud1t1ng Foundatron (CCAF) Thrs approach
allows management to make- representatrons about its mtentxons results ach1eved
operatronal effect1veness soundness of GTA and progress of Busmess Plan '
strategres nnplementatlon T R I C

The followmg summanzes pr0posed global performance 1nd1cators for GTA
under each of the twelve attrlbutes of effectrveness ’ -

‘ .
Management Dlrectfon '_ e s e

D. Informatlon such as employee understandlng of GTA goals and strateg1es
and progress on natlonal account strategy nnplementatron R
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Relevance
L Measurements such as GTA’s share of defined rﬂarket and total savings to
government generated by the Agency’s business activities ’
Appropriateness

L2 Information such as network capacity utilization

Achievement of Intended Resulis
0 Reports such as progress on open systems implementation strategy and
the implementation of the Government Enterprise Network, as well as
progress on trials of Architect Program components and services
Acceptance
0 Measurements such as customer satisfaction with the quality and range of
GTA’s services and revenue trends by major customer/region versus target
Secondary Impacts

Q Information such as value of contracts by region

Costs and Productivity
0 Measurements such as GTA’s costs as percentage of cost of services sold
and usage units of networks and services per person-year
Responsiveness
(1 Measurements such as quality of after-sales support, by region and
Headquarters, and progress on CMS implementation
Financial Results

O Information such as a report on the managément of the Revolving Fund
and on late payment charges '

1
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L ;",Workmg Enwronment

. D Assessments such as value rankmgs and matchmg w1th 1ntended human
ST resource reahgnment and tra1n1ng program status

L ,,Protect:on ofAssets A ?’
ce L D Measurements of computer downtlme R
jMomtormgand Reportmg ;f Lo / P
EI Report on the status of GTA’ “Customer Proﬁle” automated market

mtelhgence system R LT e e s e
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L Reglonal Busmess Plans have been prepared by GTA Regronal Drrectors The
S following hrghhghts the proposed strategies (shghtly edlted) that will be pursued
-7 bythe regrons 1n support of the Agency & obJect1ves as a whole and of DOC in-

the reglon S L - oo

Atlantlc Reguon S RIS
‘ 1 o -The Atlantlc Reg1on w111 contmue to support the nat10na1 maJor account
T marketmg program. ‘This will ensure a level of customer focus and customer ,,‘«';) PR
e R -servxce consrstent w1th other regrons and the nat10na1 programs Lo

' ,'The reglon w111 also develop strateglc alhances at the local level de31gned to S

Lo increase its expertlse and posmon the Agency to- reahze new, busmess These will
“ .~ " “be with both government agencres and supphers of serv1ces that supplement

' ",»GTA’sportfoho v T e T T e

[

Vo

.The reglon is commltted to the ongomg opt1m1zat1on of regronal networks It wﬂl

",tvi_“}'contmue to upgrade the local network nodes and evaluate its Local Shared -
.- Services portfoho The opt1on of PBX purchase w1ll be exerc1sed where requrred
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The Atlantic Region will implement new services and features as well as develop
a pricing strategy designed to meet regional competition. Tt will also play a key
role in the nnplementatlon of the CMS.

Québec Region

After implementing its organizational structure, GTA’s Québec regional ofﬁce
- will continue to emphasize its dynamic marketing style, to offer its clients
solutions suited to their needs and to eliminate dissatisfaction with the billing -
process for local and intercity services. During the 1991792 fiscal year, the call
accounting module of the CMS software was tested in cooperation with EIC.

Three new consolidations were brought into service during 1991/92. The region

will maintain its expansion plans for shared services to maximize the savings

made possible by technology and CRTC tariff approvals. It will continue to

evaluate the impacts of new tariff filings and regional market trends, to closely

monitor digital, parallel or other facilities, and to deveIOp options for Opt1m1z1ng ‘
. the regional’ components of the network.

The-GTA Québec Reg1on will still develop strateg1c alhances with the provincial
government, suppliers of services and other agencies for the benefit of the federal
community in the region. The Government Telecommunications Forum, a
training seminar organized jointly with the Government of Québec’s Direction
générale des télécommunications, proved a success and, at the request of the
participants, will be repeated on a regular basis.

The regional team intends to maintain the development projects already begun,
namely cellular long-distance telephony and selling advertising in government
directories. The new projects that will be undertaken are implementation of a
government automated switchboard service, testing of a videoconferencing
service and evaluation of tools for managing telecommunications services.

Ontarlo Reglon

GTA Ontario Region will undertake major activities to meet the needs of the
clients and the goals of the organization.. \

It will establish consolidations and expand the reach of the GTA intercity service
-to meet the needs of its clients and.to ensure the cost-effectiveness of
telecommunications services to the Government of Canada. It also intends to
implement an automated order processing.and inventory control system to
improve customers’ access to information about their telephone services.
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_ The Ontano Re g1on w1ll negot1ate 1mproyed serv1ce levels from vendors and
' aggressively market GTA’s products and serv1ces to match or better the

: competltlon soffer1ngs T e

S The Ontarlo Reg1on wants to plan an approach to major customers in. accordance

.. with the GTA national account planning structure. Tt will i 1ncrease customer -
- awareness of GTA’s full product line. at all dec1s1on makmg levels in customer -
';organlzat1ons F1nally, it-will build on ex1st1ng customer ofies and act1vely seek

(Central Reglon - SRR

- "l;vThe Central Reg1on w1ll develop cl1ent prof11es and account plans and 1mplement
© o anew orgamzat1ona1 structure that w1ll better enable the region to meet customer =

new ones in the ﬁeld of data commumcatlons as authont1es are delegated

oS

o telecommunications needs and requ1rements for proact1ve marketmg and to
oo ”prov1de better after-sales serv1ce ’ o -

It w1ll aggress1vely pursue market opportun1t1es with new systems and

' ~appl1catlons compet1t1ve rates and well—tramed knowledgeable staff and

o ,1rr1tants partlcularly b1111ng, d1rector1es and CMS

\

R w1ll institute a publ1c relat1ons program us1ng customer v1s1ts the e
., ¢ Telecommunications User Groups (TUG) and the’ Reg1onal Telecommun1cat1ons S
'Steermg Comm1ttee (RTSC) to inform customers.on the role. of GTA, the array. of C

o ;products and serv1ces and the 1mpact of regulatory and tanff changes

I 1ntends toreview. ex1st1ng adm1n1strat1ve processes to determme how they can o

‘be streamlmed and/or automated mcludmg the billing and bookmg of |

‘ teleconference br1dge and the feas1b1hty of the suppher b1111ng for V01ce . .

f_Messagmg Serv1ce PR I jf

"The: Central Reg1on w1ll develop plans for expans1on of local service, vo1ce ma11 |

his 'automat1c call distribution management 1nformat1on systems network serv1ces

L vand data serv1ces Justlfled by busmess cases

. BCIYukon

" In support of the Telecommumcat1ons Arch1tect Program BC/Yukon Reglon w1ll o5

o
C g

Reglon

. continue it$ thrist towards the Reg1onal Telecommumcatlons Steering Commlttee
- under the auspices « of the. nat1onal Telecommun1cat10ns Adv1sory Panel. It w1ll
o d1ssem1nate 1nformat1on to senlor management of customer departments 1n1t1ate

A_)"<-,,‘

B0




customer 'ﬁérticipation in Government of Canada long-range telecommunications
planning at the regional level, and encourage customer input to the GTA regional
Business Plan through the Regional Telecommunications Steering Committee.

BC/Yukon Region will continue to support the develop_mentlof
telecommunications and financial information systems. Accurate, timely and
meanmgful information is required to enhance regional operations as well as -

~ support- the regional marketing m1t1at1ves

Cost savmgs and performance are still prime issues. BC/Y ukon Region w111
initiate network studies to optimize the regional segment of the IX Network,
continue to negotiate with suppliers for the implementation of new networking

" features and participate in the development of new technologies and apphcatlons

field trials, such as videoconferencing.

The expansion of the ex1st1ng service coverage and the implementation of new
features and enhanced services will continue to be the focus in Local Shared
Services. BC/Yukon Region will initiate feasibility studies to identify potential
consolidation sites and continue to upgrade the ex1st1ng Local Shared Services

. features.

BC/Yukon Region will continue to review the training requ1rements for the
regional staff and its orgamzatlonal structure. Additional resources will continue
to be assigned to Customer Services and marketing initiatives with emphas1s on
sensitivity to customer needs and resolving identified customer irritants,

This report on successes is divided into three main components of the Agency’s
activities: Management, Common Services Delivery and Architect Program. For
reasons of brevity, the information is presented in point form.

Management

Increased Revolvmg Fund Authortty Revolving fund increased to $64 million
resulting in improvements to the billing system and permmmg greater flexibility

“in GTA operatlons

Expendiiure Approval - Project approval procedure developed to graht GTA

~ expenditure authority for projects contained in its annual business plans.
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| Performance Indtcamis Global and 1nd1v1dual mdrcators coupled w1th an
~_integrated system for. reportmg on the Agency s overall effectrveness are bemg
_,-developed | o AT e ,} _ :

External and Internal Commumcattons Programs Developed frrst Annual
'-Report as an SOA; 1mplemented corporate commun1catrons mcludrng the

Architect Program newslétter-(Focal Pomt) and.the employee perrodrcal T

(Telemfo) and co- sponsored the Forum on Open Archrtectures I

;T -PartnershtpsandAllmnces -
. D CANARIE The Agency, in partnershrp w1th Industry Scrence and o
. “Technology-Canada, is providing project management services fof the - (R o
l'natronal research and development network ‘ a ; - L

SRR | :Dzstance Leammg Network Wlth the Canadran Centre for Management
. =" .- " Development and Training and Development Canada, the. Agency will . -~ -,

© .t o provide telecommunrcatrons services for the dehvery of distance, trarnmg IS

'.,and developmentactrvrtres T s S

e} 'Buzldmg Wzrmg The Agency, in conJunctron w1th Publrc Works
.- Canada, is developrng common. spec1f1catlons for telecommumcatrons
- wiring in federal burldrngs T S SO

+ .

N

Common Serwces Dehvery

'» '. Government Dtgztal Channel Servtce The ded1cated d1g1tal end t6- end servrce =
. 1 for data, image and integrated. applrcatrons was mtroduced and offers savmgs of -

- 35% to 80% below commercral rates S AU R S
3 : »Interaty Network Servrce offered at 37% below commercral long dlstance

* coverage expanded to include Alaska; Hawaii; Bermuda and the Canbbean, &

) 'off-net access: srmplrfled through the TeleCanada card :
B ,,Local Skared Servwes Negotrated rate reductrons in Ottawa Hull servrce
Co ,resultmg in $20 mrlhon savmgs over three years i >

| . 0verseas Callmg Servrce 1ntroduced m the Ottawa-Hull area resultmg 1n 25 %f S
' {.savmgs o

- GEMDES Servrce rates reahgned resultlng in 1mproved bllhng and addltlonal o
, savmgs to users R : > 0
" 'Blue Pages Revrsron to d1rector1es m Atlantrc and Ontarro reglons under way“ e T
I resultmg in nnproved pllbllC access to government programs ' o

P
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Customer Assistance Centre — Service established to provide a srngle point of
contact for billing and service enquiries. \

Major Sales Successes — Departments are relying increasingly on GTA to make

‘their program dollars go farther. ‘For instance, GTA’s share of the $450 million

government telecommunications services market grew from about 67% to
approximately 70%: Moreover, it is estimated that customers saved over $90
million by choosing GTA products and services during 1991/92.

Architect Program

Program Conception (1990/91) |

In 1990/91, the Program focuseduon its organization operationzil plan, and the
study and requirements of a government consohdated d1g1tal intercity
transmission network. :

Government Consolidated Digital Intercity Transmission Network — User
departments through TAP endorsed the study’s recommendation for a
government-wide digital network platform and subsequent deployment by GTA
of the Government Digital Network Service (GDCS). Two working groups were
established to coordinate departmental planning of government network
architecture matters. ' ‘

Program Progress/Ach:evements ( 1 99 1/92)
The year 1991/92 represented the first full year of Program operatlons

Government Enterprise Network Archttecture ( GENA ) —The overall

* architecture of GENA was defrned followed by plans for. developrng the various

components

Logical Network Development — Two interdepartmental focus groups were
established within the Core’OSI Communications Working Group - one for
Message Handling Services (MHS) and the other for the Internet (router
technology) Architecture. :

Major progress has been achieved in defining and implementing standard
approaches for networking of dissimilar networks within the government and
‘with external networks for various applications, 1nc1ud1ng

D Establishment of nam1ng and addressrng guidelines for government MHS
Systems. ‘
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2. Regional initiatives

3. Earnings objectlves and assets

4. Improved billing system
5. Increase market share and scope
8. 'Enhanc‘:e product portfolio

7. -Develop strategic alliances

9." Manage the Architect Program

ACTIVITY SCHEDULE

1992/93 - 1993/94

attention to human resources

ownershlp

8. Implement computerized systéms o

O Consolidation Management
. System

Customer Profile System

National netwofk
management -

Q  Telephone Directory X. 500
Standard

EDI
Daily call detail information

Router network -

o O o O

. @ “Interactive Voice Response
Attendant Services

Q  Enterprise Network
* Architecture, Plans and

1994/95

1. Improve effectiveness through - ’ -

1995/96

~ Revisions
O Internet (Router, MHS, etc)
- Infrastructure
Q  Internet (OSI/non- OSI)
Gateway(s) ”
M - Defined end-date project # — Ongoing activity -
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L A oSl Ftegrstratron Authonty
e -:El?Offrce Documént .- -

o ‘Phiysical Network -

e High- speed Wide- area

;Aéﬂ\({w scHEDULE:(com’.d)'

1 992!93

[N

1993/94

9 Manage the Archrtect Program 7
“(cont'd) - - LR

L C}_ "‘Govemment wrde Namlng
- and. Addressmg Schemes

DY-"?EDI Apphcatrons

L «’Archntecture Applrcatlons

o -Open Drstrrbuted Processrng
i "_‘AAppIrcatrons o

o Telecommunications Assets i
‘ Database and Apphcatrons

- Architecture, Plans and
';Revrsron '

o . Local Servrces Lol
. ‘,(PBX/Centrex) Plannlng
" Framework = =

Q "Metropolrtan Area Network R
 Infrastructure (Ottawa-Hull ..
+-area and Others) ' :

: Network lnfrastructure

-

199495 .

: W- befine’d end-date project

Qngoing‘aotitlity; .
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1995096
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* NEW SERVICES DEVELOPMENT

Network Services ‘

O High-speed (Wide-band)
Network and Services

O Internet (Router Network)
Services

Intélligent Network Servicés

O Virtual (Private) Network
Services ‘

O Network/Facility
Management Services

Q' Metropolitan Area Network

Enhanced Services

O  Video Communication -
- Services ‘

vEnhanced' Facsimile Service

Message Handling Services

'EDI Value-added and
Internet Services

0D 0O O O

(@]

‘Universal Access Services

Electronic Directory Services -

1992/93

1993/94

1994/95

5 — Ongoing activity’

1995/96

B - Defined end-date préject
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~These 4é‘re the ¢ major orzentatzons that the Govemment Telecommumcatlons
Agency has set for the 1992~ 1996 Business Plan period.. GTA and its partners are

' determmed to evolve m th1s d1rect10n Your cooperatlon 1s therefore v1ta1
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