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City of Airdrie

• 70,564 residents in 2019

- 34,116 residents in 2008

• Annexed 12,000 acres in 2012



What is Cityworks?

• Azteca software implemented 

by Esri Canada 

- “…manage, track, analyze and 

score your infrastructure assets”

• Used to track service requests, 

work orders, and inspections 

for City assets



Why implement a CMMS?

• Airdrie has a Council endorsed Asset Management Program

- AM is “the process of making decisions about the use and care of 

infrastructure to deliver services in a way that considers current and 

future needs, manages risks and opportunities and makes the best 

use of resources.”

• Using data & analysis to help guide asset investment planning 

and decision making



Why Cityworks?

• Airdrie sent out an RFP

- GIS-centric 

- Handle linear and non-linear assets

- Mobile solution

• Cityworks chosen as the successful 

solution to be implemented by Esri 

Canada

System of 
Engagement

System of 
Record

System of 
Insight



Our Cityworks Team

• Project Manager

• Cityworks Specialist from Esri 

• Three Asset Management Specialists

• One Application Support Specialist

• Cityworks Working Group (Post-implementation)



What has Cityworks 

done for us?



16,000 SRs

16,000 WOs

30,000 INs

Water

Sanitary

Storm

Parks

Roads

W&R

119 active 

users

138 trained 

users

$14,000,000 

work tracked

V 15.3.3

SR API

INS API

October 

2017 go-live



Transitioned from multiple systems to one 

across several departments

• Parks – carbon copy paper based 

system

• Roads and Water Services –

custom database solution with no 

service request/work order 

distinction, not GIS-centric



Empowered end users to take ownership of their GIS 

data and identify gaps/errors

• Cityworks map interface that 

allows interaction with GIS data

• Ability to allow attribute and/or 

geometry edits



Allowed field crews to operate fully mobile

• 40+ LTE enabled iPads running Tablet mode

• Respond to service requests and complete work orders and 

inspections in the field

• iPad also being used to run Collector



Improved coordination within and between 

departments

• Field crews log in and plan day 

based off inbox

• Ability to coordinate work 

between departments 



Increased accountability to residents through 

tracked service requests

• All calls tracked as service requests

• Ability to review historical requests and work in any given area

• Enable call takers to better process requests by being 

informed about current work



Track inspections digitally against assets vs. 

paper based

• ~200 inspection templates

• Report on observations and 

create work orders as required

• Easily accessible to 

management, field crews, 

insurance, etc.



Bill for cost recovery from actual work 

performed

• Invoices previously manually generated

- Now a report from Cityworks ELM

• Work performed on behalf of a 

developer

• Insurance and Risk Management 

recovering costs

- 140+ claim numbers referenced in 

Cityworks



Process automation

• Locates service request 

generation from XML through API

- 4,700 SR generated since April 1

• Inspection generation from 

Access DB through API

- In development



Tips for Success

• Identify and engage your champions

• Prepare for ongoing support

- Partner with IT

• Strive for consistency wherever possible

- Standardize workflow where possible

- Template naming conventions

- Common security/permission model

- GIS asset hierarchy 



Future Plans

• Continue to create lifecycle management data

- Work tracking

- Condition assessments

- Data updates

• Automate On Call process using service request API

• Expand to other departments

• Integrate with other City software

- RoadMatrix, GraniteNet



Questions?

warren.newcombe@airdrie.ca

deanne.vanharen@airdrie.ca

mailto:warren.newcombe@airdrie.ca
mailto:deanne.vanharen@airdrie.ca
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