
 
 
 

Online service to streamline citizen complaints  

iCARE allows residents to follow up on their file  
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K i r k l and  M a yor  Joh n  M eane y  
( r i gh t )  answ er s  que s t i ons  abo ut  a  
new  on l i ne  s er v i ce  f o r  c i t i z ens  
M onda y m or n i ng  a t  K i rk l and  T ow n 
Ha l l .  
 
BY ELYS E AM END  
e l ys e . am en d@ t r ans c on t i nen t a l . c a  

 
A r e  t he r e  t oo  m any  po t h o l es  on  
you r  s t r ee t ?  Have  s t r ay  c a t s  t ak en  
ove r  yo u r  bac k ya r d?  G r a s s  a t  you r  
l oc a l  pa r k  ge t t i ng  t oo  l ong?  
K i r k l and  r es i den t s  now  have  a n  
on l i ne  t oo l  t o  r eg i s t e r  t he i r  
c om p l a i n t s ,  r eques t s ,  and  
s ugges t i ons  w i t h  t he  t own ,  and  do  no t  eve n  ne ed  t o  wo r r y  abou t  wha t  pe r s on  o r  s ec t o r  
t o  add r es s  i t  t o .   
 
The  i CARE ( Com pu t e r  A u t om a t ed  R equ es t  Exc ha nge )  s ys t em ,  wh i c h  c an  be  ac c es s ed  
t h r ough  K i r k l and ’ s  o f f i c i a l  webs i t e ,  au t om a t i c a l l y  f o r wa r ds  t he  f i l e  t o  t he  app r o p r i a t e  
dep a r t m en t .  The  s ys t em  t hen  as s i gns  a  f i l e  m anage r  who  w i l l  f o l l ow  t he  cas e  f r om  
beg i n n i ng  t o  en d .   
 
i CARE a l s o  p r ov i des  r es iden t s  f i l i ng  c om p l a i n t s  i n  t he  s ys t em  w i t h  an  es t i m a t ed  da t e  
t he  p r ob l em  w i l l  be  s o l ved  an d  a  r e f e r enc e  num b er  wh i c h  c an  be  us ed  t o  f o l l ow  t he  
c as e ’ s  p r og r es s .   
 
“ Th i s  i s  an  i m po r t an t  s t ep  f o r  ou r  m un i c i pa l i t y , ”  sa i d  M ayo r  J ohn  M e an ey ,  add i ng  i t  
wou l d  o f t en  t ak e  r es i den t s  a  f ew  t r i es  t o  ge t  a  r es pons e  a f t e r  f i l i ng  c om p l a i n t s  ove r  t he  
pho ne ,  t h r oug h  m a i l ,  o r  i n  pe r s on .  “ The  i CARE s ys t em  i s  t he r e  t o  g i ve  r es i den t s  a  s o l i d  
f ee l i ng  t he i r  c om p l a i n t s  a r e  be i ng  f o l l ow ed  up . ”   
 
Deve l ope d  an d  i m p l em en t ed  by  bus i nes s  p r oc es s  m ana gem e n t  and  i n t e g r a t i on  
s o l u t i ons  s pec i a l i s t  Tec h t r a  I nc . ,  t he  $20 , 000  p r o jec t  wen t  t h r ough  a  t h r ee - m on t h  
i n t e r na l  t r i a l  pe r i od  i n  K i r k l and  be f o r e  be i ng  pub l i c l y  l aunc hed  a t  a  news  c on f e r enc e   
 
on  M on day .  I n  t hos e  t h r ee  m on t hs ,  t he  t own  l og ged  5 00  c om p l a i n t s  and  275  r eq ues t s .   
 
“ The r e  a r e  a l wa ys  t he  us ua l  c om p l a i n t s ,  bu t  t he r e  a r e  s om e  ve r y  un i qu e  o nes  .  .  .  and  
i t ’ s  i n t e r es t i ng  t o  s ee  how  t hey  a r e  f o l l owed  u p , ”  M ean ey  s a i d .   
 
K i r k l and ’ s  i n f o r m a t i on  t ec hno l og y  e xp e r t  Nab i l  Tak l a  dem ons t r a t ed  how  t he  i CARE 
s ys t em  wor ks :  r es i den t s ,  t own  em p l oy ees ,  and  e l ec t ed  o f f i c i a l s  r eg i s t e r  t he i r  
c om p l a i n t s  t h r ough  one  o f  f i ve  on l i ne  f o r m s  and  a r e  t hen  s en t  an  e - m a i l  c on f i r m a t i on  
w i t h  a  r e f e r enc e  num ber  and  a  we b  add r es s  whe r e  t hey  c an  f o l l ow  up  t he  p r og r es s  o f  



t he i r  r eques t .  The  f i l e  i s  au t om a t i c a l l y  s en t  t o  t he  pe r s on  r es pons i b l e  f o r  s uc h  
r eques t s ,  who  w i l l  r ec e i ve  an  e l ec t r on i c  no t i c e  t hey  ha ve  a  n ew  f i l e  t o  dea l  w i t h .   
 
The  i CARE s ys t em  i s  a l so  ope n  t o  non - r es i den t s  o f  K i r k l and ,  i n  c as e  t hey  have  a ny  
i n f o r m a t i on  r eques t s  o r  c onc e r ns  abou t  s om e t h i n g  i n  t he  m un i c i pa l i t y  t ha t  m i gh t  a f f ec t  
t hem .   
 
“W e ’ ve  go t  a  good  p r od u c t  he r e , ”  M eaney  s a i d ,  add i ng  t he  i CAR E s ys t em  i s  un i que  t o  
K i r k l and .  He  a l s o  po i n t ed  ou t   
 
t he  m ayo r s  o f  Beac ons f i e l d ,  Do l l a r d  des  O r m eau x,  Po i n t e  C l a i r e ,  and  M o n t r ea l  W es t  
a t t ende d  t he  p r es s  c on f e r enc e  t o  f i nd  ou t  m or e  abou t  t he  n ew  s ys t em .   
 
Peop l e  c an  ac c es s  i CARE 24  ho u r s  a  day ,  s even  day  a  we ek  f r om  K i r k l and ’ s  webs i t e  
www. v i l l e . k i r k l and . qc . c a )  t h r ough  t he  f r on t  pag e  i c on  o r  t he  “ on l i ne  s e r v i ces ”  t ab .  
Anyo ne  w i t ho u t  I n t e r ne t  ac c ess  c an  s t i l l  f i l e  t he i r  c om p l a i n t s ,  s ugges t i ons ,  o r  r eques t s  
by  t e l ep hon e ,  i n  pe r s on ,  o r  by  m a i l .  

 


