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Ottawa, the capital of Canada, is ranked as one of the world’s top
cities for quality of living. As Canada approaches its sesquicentennial
celebration, the population of this multicultural hub is expected to
surpass one million citizens, and the City’s leaders are dedicated
to bringing innovative thinking to this progressive city.

Highlights:
•

Transit-oriented development creates
neighbourhoods where citizens live, work
and play

•

Skilled marketing segmentation and
messaging attracts key constituents

•

Streamlined communications engage
stakeholders and accelerate the end-to-end
development process

•

Defining and measuring specific objectives
within a scorecard framework positions the City
for continuous improvement toward TOD goals

Ottawa was one of the 33 cities selected to receive a Smarter Cities®
Challenge grant from IBM in 2012 as part of IBM’s citizenship efforts
to build a Smarter Planet™. Since the programme’s inception in 2010,
64 cities have received Smarter Cities Challenge grants, and many of
these have already made great progress on the road to becoming more
instrumented, interconnected and intelligent (additional information
is available at www.smartercitieschallenge.org). During three weeks
in September 2012, a team of six IBM experts worked to deliver
recommendations to address the challenge identified by Mayor Jim
Watson and his senior leadership team: develop a cohesive, compelling
marketing and communication plan to support the City’s plan to transform
several communities through transit-oriented development (TOD).

The Challenge
The City of Ottawa is undertaking historic investment in public transit
with the implementation of a light-rail transit (LRT) project, for which
construction is set to begin in 2012. The Planning and Growth Management
Department is embarking on transit-oriented development (TOD) studies
for three of the planned LRT stations: Train, St. Laurent and Cyrville.
These studies will provide a blueprint to guide redevelopment and
growth in the vicinity of the stations and determine pedestrian
and cyclist connections.
Ottawa’s leadership is seeking to stimulate the redevelopment of
underutilised lands surrounding the LRT stations and build interest from
potential new residents to live, work and play in these new destination
neighbourhoods. Striving to promote the development potential within
the 800-metre radius defined by the TOD plan for the Train, St. Laurent
and Cyrville transit stations, the City must transform the current mixture
of industrial and retail land, which includes pockets of low-density housing
developments, into three pedestrian-friendly, mixed-use communities.
The IBM team’s mission was to create a communication and marketing
plan to promote development in these areas.
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Themes
The downtown area of Ottawa is surrounded by a natural
boundary – an expansive green belt, with hundreds of acres
of land and river frontage dedicated to parks and pathways
for citizens’ enjoyment. The City has been encouraging
population intensification during the last decade, since a
2001 amalgamation of the small townships and suburbs outside
the green belt into the City structure. The amalgamation was
focused on providing consistent City services, while maximising
efficiency and minimising duplication and costs.
As the population approaches one million, Ottawa’s leadership
is intent on bringing new amenities and transportation options
to citizens. With its state-of-the-art bus system at peak capacity,
the City initiated planning to develop light-rail transportation.
After several iterations, the Rail Planning Division settled on
an east-west route.
To date, the City’s messaging has focused on the rail system
itself, rather than the value that light-rail transportation
provides stakeholders.
Several City departments have invested heavily in the
development of transit-oriented development plans, which
build upon transit access points to stimulate development.
The development of mixed-use communities near these
access points, in which citizens can live, work and play, can
accommodate the type of smart growth that the City desires.
The three neighbourhoods selected for this IBM study are
within the green belt. They are sparsely populated with light
industrial and retail businesses, and an intersecting provincial
highway. The City’s plans will convert the existing bus terminals
into light-rail stations, and new pedestrian walkways will be
built to cross over the freeway. While these areas are a natural
expansion point for the growing population, these locations lack
distinct personalities that would attract developers, businesses
and citizens. Nonetheless, convenient locations and affordable
real estate offer great promise for these communities.

Recommendations
Ottawa has created a strong foundation for transit-oriented
development with its evolving transit network and populationintensification initiatives. The City should now develop
strong messaging within its departments and to all of its
stakeholders to communicate and inspire support for TOD.

Capturing the “live, work and play” theme, a City champion
must deliver to residents and the real-estate development
community a market-segmentation plan that shows how
the target communities can grow into mature, mixed-use
neighbourhoods. Using traditional and innovative brand
and social-media messaging, along with a strong vision,
the City should launch a marketing plan that will change
perceptions and the current development trajectory in
Cyrville, St. Laurent and Train.
City management can significantly improve its working
relationship with the real-estate development community.
Creating a process-based communication system with
documented exception handling will streamline the approval
process. Making information visible to stakeholders via a Web
interface will remove City employees from time-consuming,
interrupt-driven communications and will enhance developer
satisfaction. When the City then seeks to accelerate development
in the chosen communities with programmes to encourage
early entrants, a fast-tracked development process will result
in construction projects that break ground sooner.
Lastly, the City should augment its existing balanced
scorecard system with a TOD scorecard that itemises key
objectives and dates. Adding this objective to the City’s
continuous improvement system will insure that TOD
remains as an ever-improving strategy in Ottawa.
The recommendations in this report are intended to help
the City plan for and accelerate development of these new
communities, focused on four critical areas:
• Leadership – Select a strong, visible champion to serve
as the primary point of reference for TOD, along with
a day-to-day point person to maintain cohesion and
momentum across stakeholders and projects.
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•

Communication – Create a targeted communication
strategy that uses both traditional methods and social media to
provide a forum for all stakeholders to share information and
ideas. Implement a process-based communication system and
exception-handling process to provide a clear picture of
the development approvals and milestones.
Marketing – Conduct a series of activities to identify target
residents and businesses and provide an aspirational vision
of vibrant communities that meet their needs and desires.
Measurement – Extend the City’s existing scorecard process
to include TOD development activities to measure success
and enable course corrections.

Conclusion
Ottawa, like many other cities, is grappling with the issues
of how and where to accommodate a growing population,
while maintaining its character as both the nation’s capital
and a progressive city banded with a green belt. Many of the
pieces for success are in place and these recommendations
will help change the trajectory of existing development to
create attractive new communities where Ottawans can live,
work and play.

For more information
To learn more, send an email to ccca@us.ibm.com
or visit smartercitieschallenge.org
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