
 

TO: CHAIR AND MEMBERS 

FINANCIAL MANAGEMENT COMMITTEE 
DATE: 2019 Janaury 16 

 

FROM: DIRECTOR FINANCE 

CHIEF INFORMATION OFFICER 
FILE: 

 

7810-01 

 

 

SUBJECT: MY PROPERTY PORTAL  

 

PURPOSE: This report is provided as an overview of the new My Property portal being 

available to citizens on 2019 February 01. 

 

 

RECOMMENDATION: 

 

1.      THAT  the Financial Management Committee recommend Council receive this report 

for information purposes. 

 

REPORT 

 

1.0 BACKGROUND 

 

The City has now gone live with the new Tempest Property Tax System. The initial deployment 

includes 12 of the system’s 20 modules, with the remaining modules scheduled to be made fully 

available to users between now and the end of the year, as required to meet scheduled Tax Office 

functions. One such module is the new My Property portal, which is to be made available to the 

public on 2019 February 01.  

 

A standard option available with the Tempest product, the My City portal (branded for Burnaby as 

the My Property portal) provides customers with out of the box, user friendly functionality that 

requires minimal configuration by the City. The City is deploying the latest version of the portal 

software, with branding and colour schemes edited to align with other existing external facing 

applications. The portal offers the following key services to customers: 

 Access to account information, anytime, anywhere 

 The ability to view utility and property tax balances including recent payments 

 Access to property legal description, assessment history, and property tax levy data 

 Provides users with the ability to sign up for e-billing services, to receive bills via email 

 Allows users to download and print bills 

 Allows users to claim their Home Owner Grant 

 Once the module is live, will show commercial customers details consumption 

information for Metered Water and Sewer Accounts 
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2.0 POLICY SECTION 

 

Goal 

 

 A Connected Community 

o Digital Connection –  

Provide online access to core City services and information 

 

 A Thriving Organization 

o Financial Viability –  

Maintain a financially sustainable City for the provision, renewal and enhancement 

of City services, facilities and assets 

 

o Human Resources – 

Foster an environment for teamwork, efficiency and excellence to deliver customer 

service in alignment with our core values 

 

o Communication –  

Practice open and transparent communication among staff, Council and the 

community 

 

o Reliable Services, Technology and Information –  

Protect the integrity and security of City information, services and assets 

 

o Technology and Innovation – 

Support technology development and innovation to empower staff and to advance 

community objectives 

 

 

 

3.0 MY PROPERTY PORTAL 

 

The following is an overview of the new portal and key customer related changes: 

 

Profile Registration – First-time users are required to create a profile before they can access their 

account information. The profile creation step simply requires the user to enter a valid email 

address and create a password. The system will then send the user an email to confirm validity of 

the email address, through which their profile is then activated. 
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Figure 1: Portal Registration 

 

 
 

 

Linking Accounts and Account Numbers – Once a profile has been activated, the next step is for 

customers to link a Utility or Tax Account. In February, customers will receive their Annual 

Utility Notice, the first bill to be generated from the new system. Under the new system the City is 

moving away from a combined Tax and Utility Account, to a two account concept. As such Utility 

Accounts are to be treated separately to Taxes. While the Roll Number will remain as the account 

number for taxes, but now referred to as the Folio Number, a new seven (7) digit account number 

will be used for utilities. When linking a Utility Account, the new 7 digit Account Number and 

Access Code is required. This information appears at the top of each notice.  
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Figure 2: Account Registration 
 

 
 

This concept is the same when linking a tax account, however the system will suggest accounts to 

link based on the contact / owner and address information being the same. Below the system is 

suggesting a tax account to link. 
 

Figure 3: Linking Accounts 
 

 
 

Ability to Link Multiple Accounts – For people with multiple properties, or responsibility for 

managing the accounts for others, the system offers the ability to link more than one account. To 

do this, customers require the Account Number / Folio Number and Access Codes for each 

account. 
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Figure 4: Account Listing 
 

 
 

Account Information – Once an account has been linked, customers can access a variety of 

information, including transactional details, civic legal address and owner data, account balances, 

assessments, and levy details. Planned for future deployment is the ability for customers to sign up 

to the Pre Authorised Withdrawal Plan via the portal, and the ability to make payments via credit 

card for Utility Accounts. 

 
Figure 5: Example, Utility Data 
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Figure 6: Example, Tax Data 

 

 
 

 

Access to eBills – The current service provided through Canada Post for the delivery of electronic 

bills from the City of Burnaby has now ended. All subscribers to the e-post service are due to 

receive a notification in late January informing them of the new My Property portal. Historic bills 

are available via e-post until customers unsubscribe their accounts, and will be retained by the City 

on an ongoing basis. From the time of first billing in Tempest, users will have access to 2019 and 

all future bills for as long as they have a relationship to the property for which the account is 

registered. ebills appear as a PDF link on their account, as demonstrated below. 
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Figure 7: eBill Link 

 

 
 

 

Each time a new bill is generated by the City, customers who have signed up to the email delivery 

process will also receive a PDF copy of their bill via email once billing has been completed.  

 

 

Home Owner Grants – The My Property portal also serves as the means by which customers will 

claim their Home Owner Grant online. The existing City web interface for this service has now 

been discontinued. The new system allows the City to capture information in the required format 

for the Province, without the need for the customer to go to a separate website. Once complete, the 

customer’s account is updated in real time, with staff also able to see transactions as soon as they 

occur. This real time entry and update greatly reduces customer uncertainty around claiming 

online; and it is hoped will reduce the volume of enquires on Home Owner Grant payment 

confirmations made to the City. 
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Figure 8: Home Owner Grant Screen 
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Guidance – Information regarding the My Property portal will be included in the 2019 Utility 

Brochure, available on the City’s external website and through various other means, including 

video and social media. Procedures are in place to manage the transition to the new platform, with 

the majority of enquiries anticipated around the time customers will be completing their Home 

Owner Grant Application. It is hoped that through driving traffic to the My Property portal in 

February for Utility billing and payment, customers will feel comfortable with the system by the 

time they receive their Tax Notices in early June. 

 

 

Figure 9: 2019 Utility Charges Brochure 

 

 
 

 

Alterntive provisions have been made to assist those customers who wish to claim their Home 

Owner Grant online but may have difficulty setting up a profile.  
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Increasing Online Uptake – Currently the City receives over 31,200 Home Owner Grant 

applications online, out of 46,500. At around 67%, it is hoped that that this percentage can be 

increased.  At the same time, only a relatively small number of customers receive their bills 

electronically through e-post, around 3,000 out of 80,000 accounts. By driving traffic to My 

Property, it is anticipated that this number will increase, which in turn will reduce printing and 

postage costs, provide customers with more timely information, and avoid dependancies on other 

service delivery methods. 

 

 

4.0 SUMMARY 

 

Roll out of the My Property portal is a significant step forward in providing improved customer 

service. The current customer uncertainties about items such as payments, grant claims and 

missing bills, that result in customer queries by email or phone should reduce significantly with 

time. It is however anticipated that there will be an initial learning curve for both customers and 

staff as we become accustomed to the new system. With additional items such as Metered Water 

billing information due to come online through the portal in the next two months, staff also believe 

the new application will provide the opportunity to better assist customers with items such as leak 

detection and billing enquiries.  

 

 

5.0 RECOMMENDATION 

 

It is recommended that the Financial Management Committee recommend Council receive this 

report for information purposes. 
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