Town of Lakeshore Service
Delivery Review

Final Report
September 14, 2020

Town of Lakeshore Service Delivery Review

Contents
Page

Executive Summary

3

Background to the Review

7

Overview of the Town

13

Financial Indicators and Benchmarking

18

Key Themes

37

Service Based Opportunities for Consideration

42

Process Based Opportunities for Consideration

52

Next Steps

89

Appendix A – Municipal Services Profiles
Appendix B – Implementation Tools

© 2020 KPMG LLP, a Canadian limited liability partnership and a member firm of the KPMG network of independent member firms affiliated with KPMG International Cooperative
(“KPMG International”), a Swiss entity. All rights reserved. The KPMG name and logo are registered trademarks or trademarks of KPMG International.

2

Town of Lakeshore Service
Delivery Review

Executive
Summary

Town of Lakeshore Service Delivery Review

Executive Summary
KPMG LLP (“KPMG”) has been retained by the Town of Lakeshore (the “Town”) to undertake a municipal service delivery review. As outlined in the terms of
reference for our engagement, the overall goal of the service review is to better understand the relevance, effectiveness and efficiency of services offered by the
Town and to identify opportunities consistent with the objectives established by the Town.
A.

Background to the Review

The terms of reference for our engagement were established in KPMG’s engagement letter dated January 15, 2020. Based on the Expression of Interest document
issued by the Town, for the Town, the objectives for the review were as follows:
•

A review of mandatory and discretionary services and service levels;

•

An assessment of the Town’s capacity to achieve the current service levels;

•

Recommendations regarding any combination of the following:

•
B.

•

Reductions in costs associated with service delivery;

•

Realignment of organizational structure to achieve service delivery; and

•

Improved revenue opportunities in service delivery.

Identification of ways to enhance the efficiency and effectiveness of the delivery of Town services
Key Themes

During the course of our review, a number of common themes emerged with respect to the Town, its services and processes.
•

From an overall perspective, the majority of the Town’s municipal services are either mandatory in nature (i.e. required by legislation) or essential. The Town
does not have any discretionary services which therefore, limits Council’s ability to reduce the overall municipal levy.

•

Generally, the Town’s financial indicators compare favorably to the selected municipalities included in our comparative analysis. Based on the 21 municipal
benchmarking indicators used, the Town is the lowest for four indicators with the majority trending toward the low end or the average.

•

While the Town’s complement of services and financial performance appear to be consistent with similarly sized municipalities, there are areas where the Town
may need to make investments in the short and long-term.
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B.
•

Key Themes
While there are a number of positive aspects of the Town’s municipal service delivery, our review has identified a number of issues that constrain operating
efficiencies and increase the amount of time required by staff to complete processes:
•

The Town’s processes appear to be heavily reliant on paper, as opposed to electronic formats;

•

Despite the utilization of computer systems for most services delivered by the Town, its processes continue to be primarily paper-based, including work
order management, various financial transactional services and the production of Council agenda.

•

One area that the Town may want to focus on in the short term is the development of key performance indicators (‘KPIs’) as an analytical tool to assist in its
decision making processes.

•

As part of the upcoming organizational review, Town may want to consider examining the concepts of strategic versus operational management and review of
roles and responsibilities across the organization to ensure they align with current roles and responsibilities and demonstrate balance

C.

Service-Focused Opportunities for Consideration

Our report outlines the potential opportunities for the consideration of the Town and they generally fall into one of four categories:
•

Operating efficiencies, with the anticipated benefit of (i) enhanced decision making and service delivery, (ii) potential capacity gains, and/or (iii) potential cost
savings while maintaining current service levels;

•

Service level adjustments, representing either (i) the discontinuance of the Town’s involvement in a non-core service; or (ii) a reduction in the level of service
provided;

•

Alternate service delivery, which involves changing the Town’s delivery model for a service (e.g. exploration of using a blend of own resources versus third party
providers); and

•

Revenue generation. These opportunities seek to reduce the municipal levy by identifying alternate means of funding municipal services through user fees and
other cost recovery methods.
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D.

Process Based Opportunities for Consideration

Our report outlines the potential process based opportunities for the consideration of the Town where KPMG identified process inefficiencies, which may include
duplication of efforts, manual vs. automated processes and the performance of work with nominal value.
E.

Acknowledgement

We would like to take the opportunity to acknowledge the assistance and cooperation provided by staff of the Town that participated in the development of the
service profiles and the service review. We appreciate that reviews such as this require a substantial contribution of time and effort on the part of Town employees
and we would be remiss if we did not express our appreciation for the cooperation afforded to us.
As the scope of our review is intended to focus on areas for potential efficiency improvements and/or cost reductions, we have not provided commentary on the
numerous positive aspects of the Town’s operations identified during the course of our review.
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Background to the Review
Terms of Reference
The terms of reference for our engagement were established in KPMG’s engagement letter dated January 15, 2020. Based on the Expression of Interest document
issued by the Town, for the Town, the objectives for the review were as follows:
•

A review of mandatory and discretionary services and service levels;

•

An assessment of the Town’s capacity to achieve the current service levels;

•

Recommendations regarding any combination of the following:

•

•

Reductions in costs associated with service delivery;

•

Realignment of organizational structure to achieve service delivery; and

•

Improved revenue opportunities in service delivery.

Identification of ways to enhance the efficiency and effectiveness of the delivery of Town services

With respect to this engagement, KPMG’s specific role includes:
•

Assisting the Town with the establishment of a methodology for the review;

•

In conjunction with the Town’s staff, undertaking an analysis of services, internal processes, service and equipment levels and associated costs and funding;
and

•

Summarizing the results of our analysis and presenting potential opportunities to the Town.
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Background to the Review
Review Methodology
KPMG’s engagement letter dated January 15, 2020 described the approach to be used to provide the Town with a service delivery review. The seven phase
workplan for the review was as follows:
Project Initiation
•

An initial meeting was held with the Chief Administrative Officer (the ‘CAO’) and the Director of Finance to confirm the terms of the review including the
objectives, deliverables, methodology and timeframes.

Current State Assessment
The purpose of the second phase assessed the current state of the Town and its departments. To achieve this, the following took place:
•

Information concerning the Town’s operations, staffing and financial performance were reviewed and summarized in order to identify the types of services
delivered, the associated level of resources (personnel and financial) and the method of funding.

•

In advance of the first set of meetings with Town personnel, KPMG developed a series of municipal service profiles. The service profiles illustrate the services
offered by the Town, the rationale for service delivery, and service delivery model, financial performance, and benchmarking information.

•

Group meetings were held with municipal staff to discuss the draft service profiles provided as well as the rationale for the Town’s involvement in the delivery of
these services and the method of delivery.

•

All members of Council were interviewed to gain their perspective on the review, services provided by the Town and potential areas of interest

•

On April 7th, KPMG provided Town Council with an interim presentation as to the status of the service review.

Review of Current Service Delivery Models
•

As noted within the previous phase, KPMG developed a series of municipal service profiles. Those profiles were then shared with the Town for commentary to
ensure the profiles accurately reflected the services provided by the Town. This review took place as part of a second set of meeting between KPMG and the
Town’s staff.

•

During these meetings, Town staff and KPMG had discussions about to identify and discuss the potential for change within their respective areas.
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Review Methodology
Review of Current Service Delivery Models
Operational Process Mapping
•

During this stage of our work, an analysis of the current procedures and practices was performed. In conjunction with various municipal departments, key
processes were mapped out, analyzed and reviewed to ensure compliance. Those processes included:
•

Agenda preparation

•

Budget

•

Property taxation

•

Payroll processing

•

Purchasing

•

Use of credit cards

•

Recording of transactions

•

Payments

•

Facility bookings

•

Bylaw enforcement

•

Planning

•

Drainage

•

Building permits

•

Work order management

Jurisdictional Analysis
•

Discussions were held with municipal representatives to determine appropriate municipal comparators that would be utilized during the course of the review.
Municipal comparators were selected on the basis of governance structure (lower tier), similar household and population, and typical comparators for the Town.
Please note that the comparator municipalities selected do not share the same geographic size of the Town and no other suitable comparators of the same
physical size could be found for comparative purposes. Based on those considerations, the following municipalities were chosen:
1

Municipality

Upper Tier

Population

Lakeshore

Essex

38,000

14,533

Simcoe

36,566

14,875

Leamington

Essex

32,991

10,925

St. Thomas

Not Applicable – Single Tier

38,909

17,114

Stratford

Not Applicable – Single Tier

31,465

14,302

Tecumseh

Essex

23,229

8,884

Woodstock

Oxford

40,902

17,976

Innisfil

Households

1
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Background to the Review
Review Methodology
Opportunity Identification
•

During the second and third phases of the review, discussions were held to identify potential opportunities for enhancing efficiencies, reducing operating costs
and increasing non-taxation revenues, as well as the potential implementation issues and risks associated with each opportunity

•

Summaries of each opportunity were developed and reviewed with municipal management to ensure the accuracy of the information presented, the
reasonableness of the estimated savings and implementation issues

Reporting
•

The opportunities and final report were then presented to Council along with potential strategies for implementation during an open meeting of Council on
October 6, 2020
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Restrictions
This report is based on information and documentation that was made available to KPMG at the date of this report. We had access to information up to June 15,
2020 in order to arrive at our observations but, should additional documentation or other information become available which impacts upon the observations
reached in our report, we will reserve the right, if we consider it necessary, to amend our report accordingly. This report and the observations and recommendations
expressed herein are valid only in the context of the whole report. Selected observations and recommendations should not be examined outside of the context of
the report in its entirety.
Our observations and full report are confidential and are intended for the use of the Town. Our review was limited to, and our recommendations are based on, the
procedures conducted. The scope of our engagement was, by design, limited and therefore the observations and recommendations should be in the context of the
procedures performed. In this capacity, we are not acting as external auditors and, accordingly, our work does not constitute an audit, examination, attestation, or
specified procedures engagement in the nature of that conducted by external auditors on financial statements or other information and does not result in the
expression of an opinion.
Pursuant to the terms of our engagement, it is understood and agreed that all decisions in connection with the implementation of advice and opportunities as
provided by KPMG during the course of this engagement shall be the responsibility of, and made by, the Town of Lakeshore. Accordingly, KPMG will assume no
responsibility for any losses or expenses incurred by any party as a result of the reliance on our report.
This report includes or makes reference to future oriented financial information. Readers are cautioned that since these financial projections are based on
assumptions regarding future events, actual results will vary from the information presented even if the hypotheses occur, and the variations may be material.
Comments in this report are not intended, nor should they be interpreted, to be legal advice or opinion.
KPMG has no present or contemplated interest in the Town of Lakeshore nor are we an insider or associate of the Town of Lakeshore or its management team.
Our fees for this engagement are not contingent upon our findings or any other event. While KPMG does provide auditing and other professional services to the
Town of Lakeshore, the Engagement Manager for the review is not involved in the provision of these services. Accordingly, we believe we are independent of the
Town of Lakeshore and are acting objectively.
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Overview of the Town
A.

Community Demographics

Population Trend

Town Demographics

Based on analysis of information obtained through Statistics Canada’s Census,
the Town’s population was 36,611 with 13,900 private dwellings in 2016. Over
the twenty years or five Census reporting periods (1996 to 2016), the Town’s
population has grown by over 10,000 residents or by slightly over 40%. The
Town has experienced consistent growth over the five reporting periods with
higher levels of growth between 1996 to 2001 (10.0% growth) and 2001 to 2006
(15.7%). Overall, the Town’s population has increased in each Census reporting
period by an average of 8.9%. In contrast to the Town’s population growth,
growth within the County of Essex has increased by an average of 3.3% over
the same time period.

The demographics of the Town of Lakeshore appear to be consistent with
demographic trend of the Province in one aspect but differs in another. The
demographic trend of the Town appears to be similar to that of the Province’s
whereas the majority of its residents are older – 37.6% of the Town’s residents
are 50 years or older whereas it is 38.2% for the Province. Where there is a
difference between the two demographic curves is the Town’s population aged
from 0 to 19 years comprises 26.1% versus the Province’s 22.5% and for those
aged 20 to 39 years, the Province’s composition was 25.8% where it was 21.0%
for the Town.

18.0%

Town

16.0%

County

9.0%
8.0%
7.0%

14.0%

6.0%
12.0%
5.0%
10.0%

4.0%

8.0%

3.0%

6.0%

2.0%

4.0%

1.0%

2.0%

0.0%

0.0%
-2.0%
-4.0%
2001

2006

2011

2016

Average

Lakeshore

Ontario

Source: Statistics Canada – Census Profile for the Town of Lakeshore
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B.

Organizational Structure and Staffing

From an organizational perspective, the Town is organized into four program areas (Engineering and Infrastructure Services, Community and Development
Services, Finance and Legislative and Legal Services) with four direct reports to the Office of the Chief Administrative Officer. Overall, the Town’s services are
provided by 104.4 budgeted full-time equivalents excluding the eight members of Council (the Town also budgets for approximately 227.6 part time and 37.4
students) with $47.5 million of budgeted operating expenditures.

Office of the Chief
Administrative Officer
(2.0 FTEs)

Engineering and
Infrastructure Services
(53.1 FTEs)

Community and
Development Services
(31.4 FTEs)

Responsible for:
•

Strategic initiatives

Legislative and Legal
Services
(13.0 FTEs)

Finance
(18 FTEs)

Responsible for:

Responsible for:

Responsible for:

Responsible for:

•

Roads and
infrastructure

•

Development services

•

Municipal finance

•

•

Information technology

Engineering

Building inspection
services

•

•
•

Water/Wastewater

•

•

Municipal Drainage

•
•
•

Council support

•

Legislative services (inc. licensing)

•

Real estate

Bylaw enforcement

•

Legal services

•

Recreation

•

Fire services

Park maintenance

•

Atlas Tube Centre

•

Emergency management

Facility maintenance

•

Marina

•

Animal control (inc. dog pound)

•

Communications

•

Police

•

Accessibility

•

Human resources

•

Health and safety

•

Crossing guards

Solid waste

•

Purchasing
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C.

Town Services

For the purposes of our review, we have classified the Town’s services into one of four categories based on the rationale for the Town’s delivery of the service.
•

Mandatory services are those services that are required to be delivered by regulation or legislation.

•

Essential services are those services that, while not mandatory, are required to be delivered in order to ensure public health and safety and/or the effective
functioning the Town from a corporate perspective.

•

Traditional services are those services that are not mandatory or essential but which are typically delivered by municipalities of comparable size and
complexity and for which a public expectation exists that the service will be provided.

•

Discretionary services are those services that are delivered at the direction of the Town without a formal requirement or expectation, including services that
may not be delivered by other municipalities of comparable size and complexity.

Municipal Services by Category – Budgeted Operating Expenditures

Municipal Services by Category

Essential
36%

Essential
26%

Traditional
19%

Traditional
18%

Mandatory
56%

Mandatory
45%
Discretionary
0%

Discretionary
0%
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D.

Financial Overview

The following chart is a breakdown of the operating revenues and expenditures of the Town’s departments based on the 2020 budget. Consistent with the municipal
sector, the Town’s largest operational spend exists within its Engineering and Infrastructure Services department which accounts for approximately 36% of the
entire operating budget. The Town’s Legislative and Legal Services (which includes the Town’s Fire Services and OPP policing contract) and Community and
Development Services are the next two largest departments from an operational spend perspective, approximately 27.9% and 27.5% respectively. With respect to
overall costs, the Town’s single largest expenditure is in relation to the provision of wages and benefits to Town employees which comprises 41% of the operating
budget.
Department

Governance

Operating Revenue

$60,000

Office of CAO

Legislative and
Legal Services

Community and
Development
Services

$270,760

$3,834,046

$602,480

$1,446,000

-

Engineering and
Infrastructure
Services (exc.
Water and
wastewater)

Finance

Operating Expenditures (exc. Capital expenses and transfers to own funds)
Wages and
Benefits

$261,205

$335,116

$2,184,273

$4,828,917

$3,366,459

$1,608,973

$86,140

$20,000

$320,459

$321,690

$147,800

$252,640

-

$15,000

$5,384,886*

$138,800

$2,132,175

$37,600

Other Operating
Costs

$37,625

-

$627,915

$3,085,513

$5,240,565

$53,500

Total

$384,970

$370,196

$8,517,533

$8,374,920

$10,886,999

$1,952,713

Office Expenses
Professional
Services

* - includes police contract

Source: KPMG Analysis of Town 2020 Budget
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Financial Indicators and Benchmarking
In order to provide additional perspective on the Town’s financial performance and position, we have included in this chapter an analysis of financial indicators for
the Town and other comparative municipalities.
In Canada, the development and maintenance of principles for financial reporting fall under the responsibility of the Accounting Standards Oversight Council
(‘AcSOC’), a volunteer body established by the Canadian Institute of Chartered Accountants in 2000. In this role, AcSOC provides input to and monitors and
evaluates the performance of the two boards that are tasked with established accounting standards for the private and public sector:
•

The Public Sector Accounting Board (‘PSAB’) establishes accounting standards for the public sector, which includes municipal governments; and

•

The Accounting Standards Board (‘AcSB’), which is responsible for the establishment of accounting standards for Canadian entities outside of the public sector.

In May 2009, PSAB released a Statement of Recommended Practice that provided guidance on how public sector bodies should report on indicators of financial
condition. As defined in the statement, financial condition is ‘a government’s financial health as assessed by its ability to meet its existing financial obligations both
in respect of its service commitments to the public and financial commitments to creditors, employees and others’. In reporting on financial condition, PSAB also
recommended that three factors, at a minimum, need to be considered:
•

Sustainability. Sustainability is the degree to which the Town can deliver services and meet its financial commitments without increasing its debt or tax burden
relative to the economy in which it operates. To the extent that the level of debt or tax burden grows at a rate that exceeds the growth in the Town’s assessment
base, there is an increased risk that the Town’s current spending levels (and by association, its services, service levels and ability to meet creditor obligations)
cannot be maintained.

•

Flexibility. Flexibility reflects the Town’s ability to increase its available sources of funding (debt, taxes or user fees) to meet increasing costs. Municipalities
with relatively high flexibility have the potential to absorb cost increases without adversely impacting on affordability for local residents and other ratepayers. On
the other hand, municipalities with low levels of flexibility have limited options with respect to generating new revenues, requiring an increased focus on
expenditure reduction strategies.

•

Vulnerability. Vulnerability represents the extent to which the Town is dependent on sources of revenues, predominantly grants from senior levels of
government, over which it has no discretion or control. The determination of vulnerability considers (i) unconditional operating grants such as OMPF; (ii)
conditional operating grants such as Provincial Gas Tax for transit operations; and (iii) capital grant programs. Municipalities with relatively high indicators of
vulnerability are at risk of expenditure reductions or taxation and user fee increases in the event that senior levels of funding are reduced. This is particularly
relevant for municipalities that are vulnerable with respect to operating grants from senior levels of government, as the Municipal Act does not allow
municipalities to issue long-term debt for operating purposes (Section 408(2.1)).
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As a means of reporting the Town’s financial condition, we have considered the following financial indicators (*denotes PSAB recommended financial indicator).
Financial Condition Category

Financial Indicators

Sustainability

1.
2.
3.
4.

Financial assets to financial liabilities*
Total reserves and reserve funds per household
Total operating expenses as a percentage of taxable assessment*
Capital additions as a percentage of amortization expense

Flexibility

5.
6.
7.
8.
9.
10.

Residential taxes per household
Total long-term debt per household
Residential taxation as a percentage of average household income
Total taxation as a percentage of total assessment*
Debt servicing costs (interest and principal) as a percentage of total revenues*
Net book value of tangible capital assets as a percentage of historical cost of tangible capital assets*

Vulnerability

11. Operating grants as a percentage of total revenues*
12. Capital grants as a percentage of total capital expenditures*

A detailed description of these financial indicators is included on the following pages, including a comparison of the Town’s performance and position against other
municipalities noted in the previous chapter.
As noted on the following pages, the Town’s financial indicators appear to demonstrate the Town does not appear to have issues with the three financial condition
categories. From an overall perspective, we note that:
•

The Town does not appear to be facing a significant affordability constraint, with taxation levels consistent with or lower than the comparator municipalities;

•

The Town’s financial position indicators are generally consistent with and/or more favourable than the comparator municipalities with the exception of debt
servicing costs.

© 2020 KPMG LLP, a Canadian limited liability partnership and a member firm of the KPMG network of independent member firms affiliated with KPMG International Cooperative
(“KPMG International”), a Swiss entity. All rights reserved. The KPMG name and logo are registered trademarks or trademarks of KPMG International.

20

Town of Lakeshore Service Delivery Review

Financial Indicators and Benchmarking
FINANCIAL ASSETS TO FINANCIAL LIABILITIES
This financial indicator provides an assessment of the Town’s solvency by comparing financial assets (including cash, investments and accounts
receivable) to financial liabilities (accounts payable, deferred revenue and long-term debt). Low levels of financial assets to financial liabilities are
indicative of limited financial resources available to meet cost increases or revenue losses.

TYPE OF INDICATOR


Sustainability
Flexibility
Vulnerability

FORMULA

POTENTIAL LIMITATIONS

FIR Schedule 70, Line 9930,
Column 1 divided by FIR
Schedule 70, Line 9940,
Column 1

•

Financial assets may include investments in government business
enterprises, which may not necessarily be converted to cash or yield
cash dividends

•

Financial liabilities may include liabilities for employee future benefits
and future landfill closure and post-closure costs, which may (i) not be
realized for a number of years; and/or (ii) may not be realized at once
but rather over a number of years

4.0
3.5
3.0
2.5
2.0
1.5
1.0
0.5
0.0
Lakeshore

Innisfil

Leamington

St. Thomas

Stratford

Tecumseh
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Town of Lakeshore Service Delivery Review

Financial Indicators and Benchmarking
TOTAL RESERVES AND RESERVE FUNDS PER HOUSEHOLD
This financial indicator provides an assessment of the Town’s ability to absorb incremental expenses or revenue losses through the use of reserves and reserve
funds as opposed to taxes, user fees or debt. Low reserve levels are indicative of limited capacity to deal with cost increases or revenue losses, requiring the
Town to revert to taxation or user fee increases or the issuance of debt.

TYPE OF INDICATOR


Sustainability
Flexibility

FORMULA

POTENTIAL LIMITATIONS

FIR Schedule 70, Line 6420,
Column 1 divided by FIR
Schedule 2, Line 40, Column 1

•

Reserves and reserve funds are often committed to specific projects or
purposes and as such, may not necessarily be available to fund
incremental costs or revenue losses

•

As reserves are not funded, the Town may not actually have access to
financial assets to finance additional expenses or revenue losses

Vulnerability

$6,000
$5,000
$4,000
$3,000
$2,000
$1,000
$0
Lakeshore

Innisfil

Leamington

St. Thomas

Stratford

Tecumseh

Woodstock
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Town of Lakeshore Service Delivery Review

Financial Indicators and Benchmarking
TOTAL OPERATING EXPENSES AS A PERCENTAGE OF TAXABLE ASSESSMENT
This financial indicator provides an assessment of the Town’s solvency by determining the extent to which increases in operating expenses
correspond with increases in taxable assessment. If increases correspond, the Town can fund any increases in operating costs without raising
taxation rates.
TYPE OF INDICATOR
Sustainability



Flexibility
Vulnerability

FORMULA

POTENTIAL LIMITATIONS

FIR Schedule 40, Line 9910,
Column 7 less FIR Schedule
40, Line 9910, Column 16
divided by FIR Schedule 26,
Column 17, Lines 9199 and
9299

•

As operating expenses are funded by a variety of sources, the Town’s
sustainability may be impacted by reductions in other funding sources
that would not be identified by this indicator.
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Financial Indicators and Benchmarking
CAPITAL ADDITIONS AS A PERCENTAGE OF AMORTIZATION EXPENSE
This financial indicator provides an assessment of the Town’s solvency by assessing the extent to which it is sustaining its tangible capital
assets. In the absence of meaningful reinvestment in tangible capital assets, the Town’s ability to continue to deliver services at the current
levels may be compromised.
TYPE OF INDICATOR
Sustainability



Flexibility
Vulnerability

FORMULA

POTENTIAL LIMITATIONS

FIR Schedule 51, Line 9910,
Column 3 divided by FIR
Schedule 40, Line 9910,
Column 16

•

This indicator considers amortization expense, which is based on
historical as opposed to replacement cost. As a result, the Town’s
capital reinvestment requirement will be higher than its reported
amortization expense due to the effects of inflation.

•

This indicator is calculated on a corporate-level basis and as such, will
not identify potential concerns at the departmental level.
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Financial Indicators and Benchmarking
RESIDENTIAL TAXES PER HOUSEHOLD
This financial indicator provides an assessment of the Town’s ability to increase taxes as a means of funding incremental operating and capital
expenditures.
TYPE OF INDICATOR

FORMULA

POTENTIAL LIMITATIONS

Sustainability

FIR Schedule 26, Line 0010
and Line 1010, Column 4
divided by FIR Schedule 2, Line
0040, Column 1

•

Flexibility



Vulnerability

This indicator does not incorporate income levels for residents and as
such, does not fully address affordability concerns.
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Financial Indicators and Benchmarking
RESIDENTIAL TAXATION AS A PERCENTAGE OF HOUSEHOLD INCOME
This financial indicator provides an indication of potential affordability concerns by calculating the percentage of total household income used to
pay municipal property taxes.
TYPE OF INDICATOR

FORMULA

POTENTIAL LIMITATIONS

Sustainability

FIR Schedule 26, Line 0010 and
Line 1010, Column 4 divided by
FIR Schedule 2, Line 0040,
Column 1 (to arrive at average
residential tax per household).
Average household income is
derived from the National Housing
Survey.

•

This indicator considers residential affordability only and does not
address commercial or industrial affordability concerns.

•

This indicator is calculated on an average household basis and does
not provide an indication of affordability concerns for low income or
fixed income households.
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Financial Indicators and Benchmarking
TOTAL LONG-TERM DEBT PER HOUSEHOLD
This financial indicator provides an assessment of the Town’s ability to issue more debt by considering the existing debt loan on a per household
basis. High debt levels per household may preclude the issuance of additional debt.
TYPE OF INDICATOR

FORMULA

POTENTIAL LIMITATIONS

Sustainability

FIR Schedule 70, Line 2699,
Column 1 divided by FIR
Schedule 1, Line 0040, Column
1

•

Flexibility



Vulnerability

This indicator does not consider the Provincial limitations on debt
servicing cost, which cannot exceed 25% of own-source revenues
unless approved by the Ontario Municipal Board
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Financial Indicators and Benchmarking
TOTAL TAXATION AS A PERCENTAGE OF TOTAL ASSESSMENT
This financial indicator provides an indication of potential affordability concerns by calculating the Town’s overall rate of taxation. Relatively high
tax rate percentages may limit the Town’s ability to generate incremental revenues in the future.

TYPE OF INDICATOR

FORMULA

POTENTIAL LIMITATIONS

Sustainability

FIR Schedule 26, Line 9199
and Line 9299, Column 4
divided by FIR Schedule 26,
Line 9199 and 9299, Column
17.

•

Innisfil

St. Thomas



Flexibility
Vulnerability

This indicator considers the Town’s overall tax rate and will not address
affordability issues that may apply to individual property classes (e.g.
commercial).
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Financial Indicators and Benchmarking
DEBT SERVICING COSTS (INTEREST AND PRINCIPAL) AS A PERCENTAGE OF TOTAL REVENUES
This financial indicator provides an indication as to the Town’s overall indebtedness by calculating the percentage of revenues used to fund long-term debt
servicing costs. The Town’s ability to issue additional debt may be limited if debt servicing costs on existing debt are excessively high.

TYPE OF INDICATOR

FORMULA

POTENTIAL LIMITATIONS

Sustainability

FIR Schedule 74C, Line 3099,
Column 1 and Column 2
divided by FIR Schedule 10,
Line 9910, Column 1.

•

Innisfil

St. Thomas



Flexibility
Vulnerability

No significant limitations have been identified in connection with this
indicator
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Financial Indicators and Benchmarking
NET BOOK VALUE OF TANGIBLE CAPITAL ASSETS AS A PERCENTAGE OF HISTORICAL COST OF TANGIBLE CAPITAL ASSETS
This financial indicator provides an indication as to the extent to which the Town is reinvesting in its capital assets as they reach the end of their
useful lives. An indicator of 50% indicates that the Town is, on average, investing in capital assets as they reach the end of useful life, with
indicators of less than 50% indicating that the Town’s reinvestment is not keeping pace with the aging of its assets.
TYPE OF INDICATOR

FORMULA

POTENTIAL LIMITATIONS

Sustainability

FIR Schedule 51A, Line 9910,
Column 11 divided by FIR
Schedule 51A, Line 9910,
Column 6.

•

This indicator is based on the historical cost of the Town’s tangible
capital assets, as opposed to replacement cost. As a result, the Town’s
pace of reinvestment is likely lower than calculated by this indicator as
replacement cost will exceed historical cost.

•

This indicator is calculated on a corporate-level basis and as such, will
not identify potential concerns at the departmental level.

Flexibility



Vulnerability
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Financial Indicators and Benchmarking
OPERATING GRANTS AS A PERCENTAGE OF TOTAL REVENUES
This financial indicator provides an indication as to the Town’s degree of reliance on senior government grants for the purposes of funding
operating expenses. The level of operating grants as a percentage of total revenues is directly proportionate with the severity of the impact of a
decrease in operating grants.
TYPE OF INDICATOR

FORMULA

POTENTIAL LIMITATIONS

Sustainability

FIR Schedule 10, Line 0699,
Line 0810, Line 0820, Line
0830, Column 1 divided by FIR
Schedule 10, Line 9910,
Column 1.

•

Flexibility
Vulnerability



To the extent possible, the Town should maximize its operating grant
revenue. As such, there is arguably no maximum level associated with
this financial indicator.
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Financial Indicators and Benchmarking
CAPITAL GRANTS AS A PERCENTAGE OF TOTAL CAPITAL EXPENDITURES
This financial indicator provides an indication as to the Town’s degree of reliance on senior government grants for the purposes of funding capital
expenditures. The level of capital grants as a percentage of total capital expenditures is directly proportionate with the severity of the impact of a
decrease in capital grants.
TYPE OF INDICATOR

FORMULA

POTENTIAL LIMITATIONS

Sustainability

FIR Schedule 10, Line 0815,
Line 0825, Line 0831, Column
1 divided by FIR Schedule 51,
Line 9910, Column 3.

•

Flexibility
Vulnerability



To the extent possible, the Town should maximize its capital grant
revenue. As such, there is arguably no maximum level associated with
this financial indicator.
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Town of Lakeshore Service Delivery Review

Financial Indicators and Benchmarking
In addition to the corporate-level financial indicators presented in this chapter, we have also undertaken benchmarking for selected municipal services based on
comparisons to similar-sized municipalities.
Each service was benchmarked against six comparator municipalities and those municipalities were selected on the basis of being lower tiers, traditional
comparators to the Town, and respective population and number of households. The comparator municipalities were:
•

Innisfil

•

Leamington

•

St. Thomas

•

Stratford

•

Tecumseh

•

Woodstock

The service-level comparative analysis, which is based on a comparison of 2020 municipal budgets, is intended to provide perspective on the relative cost of
delivering services. However, it is important to recognize potential limitations with respect to the analysis:
•

Differences in organizational structure and resource allocations can complicate a municipal-to-municipal comparison as the structure of budgets may not yield
an apples-to-apples comparison. In certain instances, we have attempted to adjust for these differences by aggregating same or similar services to a level that
allows for a reasonable comparison. However, in certain cases the requisite information was not available to KPMG for the purposes of our review.

•

In a number of instances, the allocation of costs can vary significantly, impacting any comparison of financial indicators. For example, the treatment of corporatetype costs such as insurance, information technology and financial support can differ, with some municipalities allocating these costs to individual departments
while others budget for them as a central cost. Similarly, different approaches to the allocation of fleet expenses (operating only, operating plus capital,
operating plus capital plus corporate costs) have the potential to skew the financial analysis.

•

The financial benchmarking is independent of any adjustment for service levels. Accordingly, the comparative position of any municipality included in our
analysis does not necessarily reflect operating efficiencies but may be due to higher or lower levels of service.

In light of the above, financial indicators are not available for all of the Town’s services.
A summary of our service-level financial benchmarking is provided on the following pages.
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Financial Indicators and Benchmarking
Service

Indicator

Comparator Municipalities
Lakeshore
Low

Office of the CAO

Operating costs per household

Finance Services

Finance – Operating costs per household

Community and Development
Services

Average

$26.63

$17.95

$73.24

$47.40

$103.27

$56.57

$134.94

$107.57

Information Technology – Operating costs per
household

$60.74

$41.72

$108.84

$72.70

Development Services – Operating costs per
household

$52.33

$30.69

$86.37

$57.33

Development Services – Level of cost recovery
generated through user fee

11.0%

4.2%

38.6%

21.7%

Building/Bylaw Services – Net operating costs per
household

$19.24

$2.61

$42.12

$21.07

$155.55

$75.69

$268.91

$181.57

Recreational Facilities – Level of cost recovery
generated through user fees

59.2%

38.4%

64.6%

47.2%

Recreational Programs – Net operating costs per
household

$40.12

$8.22

$38.85

$19.79

Recreational Programs – Level of cost recovery
generated through user fees

46.6%

32.3%

66.8%

49.7%

$344.36

$164.88

$528.29

Recreational Facilities – Net operating costs per
household

Engineering and Infrastructure
Services

High

Public Works – Operating costs per household

$361.24

Source: KPMG Analysis of Municipal Budgets
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Financial Indicators and Benchmarking
Service

Indicator

Comparator Municipalities
Lakeshore
Low

Engineering and Infrastructure
Services

Legislative and Legal Services

Solid Waste Management – Net operating costs per
household

High

Average

$91.89

$9.77

$163.81

$104.33

Solid Waste Management – Level of cost recovery
generated through user fees

50.8%

8.0%

$93.8%

41.1%

Engineering – Operating costs per household

$63.95

$99.97

$148.52

$128.00

Drainage – Net operating costs per household

$22.71

$16.74

$19.82

$18.28

Drainage– Level of cost recovery generated through
user fee

54.4%

23.8%

86.5%

55.1%

Facilities – Operating costs per household

$46.52

$20.68

$51.42

$30.26

Parks – Operating costs per household

$94.30

$139.81

$185.60

$162.27

Operating costs per household

$122.11

$95.24

$150.85

$119.18

Fire – Operating costs per household

$144.72

$154.64

$290.97

$215.27

Police – Operating costs per household

$347.80

$375.98

$927.20

$654.89

Source: KPMG Analysis of Municipal Budgets
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Financial Indicators and Benchmarking
Service

Comparator Municipalities
Lakeshore
Low

High

Average

Median

Office of the CAO

2.0

2.0

7.0

3.7

2.0

Finance Services

13.0

9.0

16.0

11.3

10.0

Information Technology

5.0

4.0

6.0

4.8

4.7

Legislative and Legal Services

5.0

4.0

11.0

7.9

7.4

Human Resources

2.0

1.6

7.0

3.9

2.0

Planning Services

5.0

3.1

6.6

5.2

5.0

53.05

46.25

87.5

60.8

54.0

10.0

4.6

20.0

9.9

9.0

6.0

4.3

6.0

5.2

6.0

16.4

5.0

20.0

14.4

16.4

Public Works
Building and Bylaw Services
Fire Services
Recreational Services

Source: KPMG Analysis of Municipal Budgets
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Town of Lakeshore Service Delivery Review

Key Themes
During the course of our work, KPMG undertook a review of the Town’s services and processes, the intention of which was to identify areas for potential
improvement from the perspective of increasing the overall operating effectiveness and efficiency of the Town. Based on our review of the Town’s services and
associated processes, we noted a number common themes that reflected same or similar findings that were identified in multiple instances, either within the same
process or across different processes, and which include the following.
1.

From an overall perspective, the majority of the Town’s municipal services are either mandatory in nature (i.e. required by legislation) or essential.
The Town does not have any discretionary services which therefore, limits Council’s ability to reduce the overall municipal levy.
In the development of the Town’s municipal service profile, all municipal services were categorized into one of four categories:
•

Mandatory – Services that are required to be delivered by regulation or legislation

•

Essential – Services that, while not mandatory, are required to be delivered in order to ensure public health and safety and/or the effective functioning of the
Town as a corporate body

•

Traditional – Non-mandatory, non-essential services that are typically delivered by municipalities of comparable size and complexity and for which a public
expectation exists that the service will be provided

•

Other Discretionary – Services that are delivered at the direction of the Town without a formal requirement or expectation, including services that may not
be delivered by other municipalities of comparable size and complexity

Based on the application of our approach, 81% of the Town’s services fall into the categories of mandatory and essential. Further to this, the balance of the
Town’s services (19%) were defined as traditional whereas the services provided by the Town are consistent with similarly sized municipalities.
While the absence of discretionary services may limit Council’s ability to reduce the overall municipal levy (e.g. outright service elimination), the Town still has
the potential to reduce costs and increase upon its effectiveness and efficiency in service delivery based on the opportunities identified later within the report.
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Key Themes
2.

Generally, the Town’s financial indicators compare favorably to the selected municipalities included in our comparative analysis.
For the purposes of the review, 21 municipal benchmarking indicators were developed with the Town’s services being compared against six similar
municipalities in Ontario. Based on the results of the comparative analysis, the majority of the Town’s financial indicators place the Town at either the low end
or the average of the comparative group. Three financial indicators (operating costs per household for engineering services, fire services and parks) were
lower than the comparator group.
Please note that municipal comparisons do not provide for absolute results with respect to service delivery for the purposes of the review. The comparative
analysis provides the ability to compare financial performance and determine where they may be opportunities to adjust service levels to the common standard
which may increase operating costs if the Town is the low cost service provider and there is evidence of services/operations not currently being delivered
and/or decrease operating costs if a service is brought in line with the comparator group.

3.

While the Town’s complement of services and financial performance appear to be consistent with similarly sized municipalities, there are areas
where the Town may need to make investments in the short and long-term.
•

Technology – Related to the Town’s use of technology, the Town utilizes several software programs across multiple departments. In some cases,
departments are maximizing the capabilities of their current software packages (Public Works and Recreation) while other departments appear to be in
need of software upgrades to allow for increased automation and the elimination of manual processes as well as greater integration of information shared
across multiple departments (Finance and Human Resources as examples). The Inability of municipal software to “speak” each other provides for the
potential of duplication of efforts and/or an increased risk for errors in data entry.

•

Service gaps – The Town appears to rely on third party service providers within its Engineering and Infrastructure Division whereas the opportunity may
present itself to increase the Town’s internal capacity while reducing overall operating costs including increasing project and asset management capacity
and wastewater services. There are other areas of the Town’s operations where as services evolve, there may be the need for additional investments over
a longer term – customer service and economic development.
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Key Themes
4.

5.

While there are a number of positive aspects of the Town’s municipal service delivery, our review has identified a number of issues that constrain
operating efficiencies and increase the amount of time required by staff to complete processes:
•

The Town’s processes appear to be heavily reliant on paper, as opposed to electronic formats, with associated inefficiencies (and costs) in terms of the
movement and storage of documents;

•

Despite the utilization of computer systems for most services delivered by the Town, its processes continue to be primarily paper-based, including work
order management, various financial transactional services and the production of Council agenda. The process maps have identified instances where the
Town continues to use hard copies of various municipal documents for the purposes of municipal service delivery. For example, the continued use of hard
copy agenda for elected officials increases operating costs associated with printing and distribution of documents as well as the risk of loss of information
while at the same time diverting staff resources from other activities.

One area that the Town may want to focus on in the short term is the development of key performance indicators (‘KPIs’) as an analytical tool to
assist in its decision making processes:
•

At the time of the review, the Town does not appear to rely upon KPIs to benchmark internal service delivery on an annual basis. As part of the service
profile development phase, suggested KPIs for each service were provided. The suggested KPIs consist various measurements including Town’s
compliance with provincial legislation and/or regulations and/or financial performance (cost recovery for services where operating revenues are generated
through user fees and service charges.). As an initial start in the development of KPIs, the Town may want to take an incremental approach whereas
service areas are not responsible in developing more than two KPIs. This incremental approach allows for the Town to build KPIs, determine their suitability
on an annual basis and not intended on diverting more resources to measurement/analysis opposed to service delivery.
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Key Themes
6.

Beyond the development of KPIs, the Town has expressed its intention to conduct an organizational review in the near future, the Town may want to
consider the following:
•

Strategic versus operational management – A common challenge within the municipal sector is the ability for municipal management to serve in a strategic
capacity versus providing operational support to their respective departments. As part of the organizational review, the Town may want to investigate this
concept and determine how to address the challenge.

•

Review of roles and responsibilities across the organization to ensure they align with current roles and responsibilities and demonstrate balance – Over
time, positions within the organization can evolve and as a result of that natural resolution, additional roles and responsibilities can emerge across the
organization. The challenge this can present to the organization but more specifically, positions within is an unbalanced workload.
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Town of Lakeshore Service Delivery Review

Service Based Opportunities for Consideration
This section presents the opportunities identified during the course of the service delivery review. The opportunities contained within the report are considered to be
described at a high level and as such, the potential financial and non-financial benefits were determined on an incremental basis.
From our perspective, we suggest that the potential benefits from these opportunities could be in the form of either capacity benefits or financial benefits:
•

Capacity benefits result from workload reductions achieved through efficiency gains, allowing Town personnel to focus on other activities. Given that this
results in a redirection of staff, as opposed to a reduction in staff, capacity benefits do not result in direct cost savings.

•

Financial benefits refer to efficiency gains that provide incremental cost savings to the Town through reductions in operating costs as well any opportunities
that may provide the Town increases in other revenue sources (e.g. user fees).

For the purposes of the reader, the opportunities presented in the following table are not presented in any prioritized order.
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Service Based Opportunities for Consideration
Nature of the Opportunity

Opportunity

Rationale

Operating Efficiency

Review the Town’s current approach
to issues management/customer
service

One area identified within the review was a service gap was the
Town’s approach in customer service.

Anticipated
Benefit

The Town may wish to give some consideration as to how to
improve upon this through the following:


Explore changing how residents can access municipal services
via its telephone service;



Ensure all communications tools are being utilized to maximize
opportunities to engage with the public and vice versa;



Explore the potential of the development of a customer service
cluster comprised of all front-line municipal staff along with
enhanced cross training to allow them to potentially address
more questions at the first point of contact;



Ensure that the Town review and adhere to a customer service
policy for both internal and external communications (e.g. all
communications are acknowledged within 24 hours of receipt);



As this service evolves, there may be the need for additional
resources in the form of customer service representatives. This
is a common practice in the municipal sector including within the
comparator group who have customer service capacity; and



Longer term, the Town may want to review the suitability of the
physical environment which may place barriers to effective and
efficient customer service including both layout as well as
available physical space.
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Service Based Opportunities for Consideration
Nature of the Opportunity

Opportunity

Rationale

Operating Efficiency

Explore the potential for a continuous
improvement pilot project

At the time of the review, the Town does not appear to be invested
in continuous improvement initiatives (e.g. Lean Six Sigma
expertise).
Establishing continuous improvement allows the Town to have
access to resources who are then tasked with identifying areas of
interest and assisting staff in acting upon the results with the
intended goal of increasing the effectiveness and efficiency in
service delivery on an ongoing basis.

Operating Efficiency

Operating Efficiency

Develop and monitor key
performance indicators across the
organization

As part of the municipal service profile development, a series of key
performance indicators (‘KPIs’) were suggested for the Town’s
consideration going forward. At the time of the report, it did not
appear that the use of KPIs was consistent across the organization.
The identification and development of one or two relevant KPIs will
assist the Town in demonstrating service performance opposed to
volume based statistical information. KPIs may also assist in
identifying areas that require further investigation and/or investment.

Explore the development of a
delegation of authority bylaw

To ensure that the Town’s level of delegation of authority is
appropriate given the size of the municipality and provides the
opportunity for more effective and efficient decision making.
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Service Based Opportunities for Consideration
Nature of the Opportunity

Opportunity

Rationale

Operating Efficiency

Explore the increased use of
technology across the organization
including but not exclusive to Finance
Services, Public Works, and Human
Resources

Based on analysis conducted as part of the workflow process
mapping workshops, the Town’s current software packages does
not appear to support effective and efficient operations and/or
service delivery. As noted in a subsequent chapter of the report, the
Town’s software packages do not appear to be fully integrated
which leads to inefficiencies (duplication of efforts, potential
increased risk of errors, manual processes vs automated, and
workarounds). The Town may want to explore the acquisition of new
software packages that provide for full integration and greater
access across the organization.

Potential
capacity gains
within the
organization

Explore the potential of financial
service delivery to external agencies,
boards and committees

Currently, the Town provides financial services to the Town’s
Business Improvement Area (‘BIA’) at no charge. The Town may
want to explore the potential of either developing a fee for services
provided or no longer providing service to the BIA. Municipalities
may charge for the provision of these services to various agencies,
boards and commissions.

Potential
capacity gains
within the
organization

Ensure the integration of corporate
communications with respect to
corporate activities

The integration of corporate communications across the
organization is considered to be a municipal common practice.
Based on information gathered during the review, corporate
communications appear to be fragmented. To reduce the potential
for inconsistent and/or a duplication in efforts in relation to
communications to the public, the Town may want ensure practices
that ensure corporate communications are integrated across
departments.

Enhanced
decision-making
and service
delivery

Service Level Adjustment

Operating Efficiency
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Service Based Opportunities for Consideration
Nature of the Opportunity

Opportunity

Rationale

Operating Efficiency

The Town’s approach to economic
development

One potential gap in municipal service delivery within the Town’s
current complement is economic development. Municipalities of
similar size (including those within the comparator group) have
developed capacity to deliver upon economic development activities
(dedicated resources, municipal departments or economic
development corporations). Based on a review of the Town’s 2020
budget document, the Town has approved an economic
development position. Prior to moving forward, the Town may want
to determine what the economic development goals are of the
organization and how to structure economic development within the
organization to potentially provide for more effective and efficient
use of the resource.

Enhanced
decision-making
and service
delivery

Many municipalities will seek out advertising revenues within
municipal spaces as well as the potential for corporate naming
rights of facilities.. The Town’s approach in seeking out this type of
revenue does not appear to be guided by a standard operating
procedures (‘SOP’). In the absence of SOPs, there exists the
potential for ineffective and inefficient decision making. The Town
may want to consider the development of SOP to sets out how and
where the Town will seek out advertising and sponsorship
opportunities.

Potential
revenues
cannot be
reasonably
determined

Operating Efficiency

Operational approach to
advertising/sponsorship programs
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Service Based Opportunities for Consideration
Nature of the Opportunity

Opportunity

Rationale

Service Level Adjustment

Explore the potential of redeveloping
the Town’s approach to solid waste
management

Currently, the Town provides for solid waste collection services in
one area of the municipality where residents receive collection
services twice a week which they pay for through area rating.
Additionally, the Town does not have a bag limit across the
municipality which allows for residents to place an unlimited amount
of waste at the curb for collection. The Town may want to explore
the potential of changing its approach to solid waste management to
be more consistent with municipal common and best practices
which would include weekly collection for the entire municipality and
the establishment of a bag limit. Given the nature of service delivery
through a third party contractor, any potential cost savings would be
discussed at that level. The Town may also want to approach this
on an incremental basis including identifying its intended goal (i.e. 1
bag per week) and associated timeframe (i.e. over three years).

Potential cost
savings cannot
be reasonably
determined

At the time of the report, the Town’s third party service provider
provides the Town with wastewater related services. Many
municipalities of similar size will approach water and wastewater
related services with a blended service delivery model where the
third party provider maintains the water and wastewater treatment
plants and the municipality oversees the distribution and collection
network. The Town currently oversees the water distribution
network. In advance of the Town tendering for water and
wastewater services, the Town may want to explore the financial
impact of shifting wastewater collection services from its current
contracted service to an internal function. The shift may also
provide for additional operational capacity and an enhanced level of
service.

Potential cost
savings cannot
be reasonably
determined

Alternate Service Delivery

Explore the potential of developing
wastewater collection capacity within
Public Works
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Service Based Opportunities for Consideration
Nature of the Opportunity

Opportunity

Rationale

Operating Efficiency

Use of third party service providers –
Engineering Services

Currently, the Town appears to heavily rely on third party
engineering services. Based on information shared over the course
of the review, the Town has on average $1.9 million over the past
three years in engineering related consultancy. While the Town will
require external engineering expertise at various times, the town
may wish to consider the following.
Based on various aspects of the review (Town financial analysis
and municipal benchmarking), the Town may want to reduce its use
of third party engineering services providers and build internal
capacity including the potential for an Engineering Technologist,
Project Engineer and a Project Manager – all three positions are
commonly found within organizations of similar size across Ontario
and would provide for the ability of the Town to increase its focus on
strategic asset management.

Potential
capacity gains/
Potential cost
savings in
excess of
$250,000
annually

Over the past 10 years, the Fire Service has performed just under
2,200 fire inspections with over 5,700 deficiencies identified. While
the number of fire inspections has remained relatively consistent
over that time period, the Town continues to grow. In addition to
inspections, the Town’s overall complement of buildings and types
of buildings has changed as well. In light of growth and the current
service delivery model, the Town may want to conduct a full scale
review of its fire services to ensure that the Town’s approach is
consistent to the current and future state of the Town.

Potential
capacity gains
within the
organization;
Risk mitigation

Operating Efficiency

Conduct a Fire Services Review
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Service Based Opportunities for Consideration
Nature of the Opportunity

Opportunity

Rationale

Operating Efficiency

Facility rationalization

As a by-product of its creation via amalgamation in 1999, the Town
assumed a number of municipal facilities. Based on the Town’s
most recent asset management plan, the majority of its facilities
(90%) have at least 10 years of useful life remaining. However, the
remaining 10% were classified as poor (approximately 6%) to very
poor (4%) with a valuation of over $6 million as per the asset
management plan. Going forward, the Town may wish to continue
on an approach by which buildings are evaluated based on current
service delivery and utilization along with a determination of multiple
services being housed in one facility and therefore, eliminating a
“one for one” replacement approach. An example of this approach
was the former Belle River Arena and its repurposing as an
operational facility for Engineering and Infrastructure Services.
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Service Based Opportunities for Consideration
Opportunities in Progress
Opportunities were identified by KPMG that over the course of the review were initiated by Town staff or scheduled to commence in the short-term. For the
purposes of the Town, the opportunities are noted below:
Nature of the Opportunity

Opportunity

Rationale

Revenue Generation

Review of the Town’s overall approach to
user fees (Scheduled for 2021)

Based on information provided as part of the review as well as financial
analysis, it would appear that the Town would benefit from undertaking a
comprehensive user fee review with a focus on ensuring that services
provided within Engineering and Infrastructure (including Municipal Drainage)
and Community and Development Services and the associated user fees and
service charges are reflective of the operating costs associated with growth.

Operating Efficiency

Centralize grant programs pursuits and
applications (Currently underway)

The centralization of grant applications is considered to be a municipal
common practice. Currently, the Town’s approach to pursuing and applying for
various grants appears to occur on a departmental basis with the involvement
of Finance and Legal Services occurring on an inconsistent basis.
Centralization would allow for the organization to ensure that the Town is
minimizing risk when seeking grants.

Operating Efficiency

Operational approach to special events and
festivals – coordination of resources and
overall delivery (Currently underway)

Municipalities host and/or support a variety of special events and festivals in
any given year. The Town’s approach in how these events and festivals are
organized internally do not appear to be guided by standard operating
procedures (‘SOPs’). In the absence of SOPs, there exists the potential for
ineffective service delivery and decision making. The Town may want to
consider the development of SOPs to potentially allow for more effective
coordination and collaboration of resources for these events and festivals.

Operating Efficiency

Review and refresh the Town’s
procurement policy (Currently underway)

Based on analysis conducted as part of the workflow process mapping
workshops, the Town may want to review its procurement policy to ensure that
the limits established within remain relevant and do not place barriers on
effective and efficient decision making at both the operational and strategic
level.
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Process Based Opportunities for Consideration
This chapter presents the current state of selected workflow processes identified during the course of the service review. Upon verification of the current state
process maps, KPMG provided a series of potential process improvements to enhance the Town’s effectiveness and efficiency in its service delivery For the
purposes of presenting our findings, we have structured the chapter as follows:
•

provides the current state process maps for work processes associated with the delivery of municipal services; and

•

potential courses of action for the Town’s consideration.

During the process mapping exercises, the following department provided prepared process maps for the purposes of reviewing workflow process with KPMG.
Those services and processes were as follows:
•

Land use planning – Town staff provided physical and electronic copies of process maps for an Official Plan Amendments/Rezoning application, a subdivision
process, a minor variance application, site plan control process and a consent application process;
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Agenda Preparation
17 days prior to
Council meeting,
reports must be
uploaded to eScribe

Council meeting occurs (as
per schedule approved by
Council in accordance with
Procedural By-law or based
on special meeting call by
Mayor)

During Week Prior to
Meeting- Director, CAO and
Mayor meet to discuss
upcoming agenda and
future meetings (to forecast
full agenda)

Mgr of Leg Services
publishes to site 4
days prior to meeting
(less if emergent
special meeting)

Mgr creates agenda
from approved reports

Addendum?

Mgr and Director review the
agenda for order of reports,
formatting issues, consider
possible alternative
resolutions, impact to length
of meeting

Director approves
agenda for printing

Courier delivers each
copy to Council Member
day prior to the
publication of the
agenda to the public

LS Admin prints agenda;
Legal Assistant prints
closed agenda (similar
approval process for
closed)

P1

Typically emailed to
each member to avoid
courier costs

During Council
meeting, resolutions
and Council
direction is provided
2 days Post-Meeting:
SMT meets to discuss
previous meeting and
discuss action items

Day After Meeting
Mgr Leg Services
reviews and double
checks for accuracy

Mgr Leg Services
identifies the resolutions
and any new business-issues task through
agenda software

Manager of LS updates list of
upcoming reports is revised to
include new reports generated
from Council meeting or other
Council report needs and
estimated timelines attached to
reports

Next SMT Meeting
SMT discuss what is
required and when
reports are required

LS Admin Assistants
prepare
correspondence is
managed at this time
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Agenda Preparation
Risk

Process

Description of Risk and/or Inefficiency

Potential Course of Action

P1

Agenda
Preparation

Risk and Inefficiency: Currently, the Town prints
and delivers a copy of the agenda to all members of
Council. The Town has the capabilities of producing
electronic agenda for Council’s purposes and by
doing so, reduces the costs associated with Council
meetings (courier services) and potential risks
associated with the potential loss of confidential
materials

The Town may want to consider shifting to an electronic
agenda for Council’s purposes. This is considered to be
a municipal best practice.
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Property Taxation – Assessment and Mailing (Interim Bil s)
Receipt of assessment
from MPAC

Asst Tax Collector
(‘ATC’) provides bills
to master mailer
company (pick up)

Master Mailer sends
the interim bills to
property owners

Supervisor of
Revenue (‘SR’)
uploads assessment
into Vailtech

SR reviews
information in
comparison to OPTA
data

Interim rate
calculation (done in
Excel) and rates
entered into Vailtech

ATC physically print
all interim tax bills
(approx. 3 days)

SR prepare interim
tax bills

Billing calculations
done in Vailtech February and April
billing

Interim property Tax
bills are issued

© 2020 KPMG LLP, a Canadian limited liability partnership and a member firm of the KPMG network of independent member firms affiliated with KPMG International Cooperative
(“KPMG International”), a Swiss entity. All rights reserved. The KPMG name and logo are registered trademarks or trademarks of KPMG International.

56

Town of Lakeshore Service Delivery Review

Property Taxation – Assessment and Mailing (Final Bil s)
Approval of final taxes
- Council approves
(usually part of budget)

SR uploads County and
educational tax rates
into Vailtech; ensure
revenue matches

SR reviews
information in
comparison to OPTA
data

Drain Maintenance
SR, Drge, GIS - SR
determine charges for billing
purposes; any debentures Manager of Accounting
P1

Garbage
SR - new garbage rates
are loaded along with
reconciliation - ensure all
are billable
P2

P3

ATC provides bills to
master mailer
company (pick up)

ATC physically print
all final tax bills
(approx. 3 days)

Master Mailer sends
the final bills to
property owners

Final property Tax bills
are issued

SR prepare final tax
bills

Billing calculations
done in Vailtech July and October
billing
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Property Taxation – Assessment and Mailing (Final Bil s)
Risk

Process

Description of Risk and/or Inefficiency

Potential Course of Action

P1

Property
Taxation –
Assessment
and Mailing
(Final)

Inefficiency: Currently, the software being utilized
by the Town does not appear to be user friendly; the
system provides for only single access at one given
time and locating information is not easily done. The
system also does not integrate with the Town’s
accounting software.

The Town may want to consider exploring other
software solutions which would allow expanded access,
easier access to information and to provide for
streamlining, the ability to integrate with the Town’s
accounting software to reduce duplication in
efforts/inefficient use of resources.

P2

Property
Taxation –
Assessment
and Mailing
(Final)

Inefficiency: Currently, the Town’s Assistant Tax
Collector physically prints all tax bills on behalf of the
Town which may take up to three days.

Potentially outsourcing the production of tax bills would
create additional capacity within the department

P3

Property
Taxation –
Assessment
and Mailing
(Final)

Inefficiency: The Town prepares all bills and mails
out a hard copy to each property. Recently, changes
to provincial legislation allows for municipalities to
make use of other methods to send tax bills out
(email).

In light of the recent legislative changes, the Town may
want to implement a program by which property owners
can opt in to have their tax bills sent electronically
versus physically.
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Property Taxation - Payment
P1

Yes

Property owner
receives bill

Property
owner
pays?

Post dated cheques,
online banking,
physical payment at
Town Hall, cash, @
bank

Online - go into
banking everyday
and download file

Physical payment goes into system and
receipt is generated

Upload file into
accounting software

Next day - balance
the cash, cheques
and debits

No

ATC generates
interest and penalties
- after 3 days of
deadline

ATC mails out
reminder notice after
interest and penalties
is complete

Property
owner
pays?

Cheques are
scanned into banking
software for deposit;
Cash goes into drop
off bag for weekly
pick up

Yes

No

Payment is captured
in accounting system

P2

ATC generates
additional interest
and penalties

ATC mails out
reminder notice after
interest and penalties
is complete

If no payment is made,
tax registration is
pursued - internal (no
use of third parties)
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Property Taxation - Payment
Risk

Process

Description of Risk and/or Inefficiency

Potential Course of Action

P1

Property
Taxation –
Payment

Inefficiency: Currently, the software being utilized
by the Town does not appear to be user friendly; the
system provides for only single access at one given
time and locating information is not easily done. The
system also does not integrate with the Town’s
accounting software.

The Town may want to consider exploring other
software solutions which would allow expanded access,
easier access to information and to provide for
streamlining, the ability to integrate with the Town’s
accounting software to reduce duplication in
efforts/inefficient use of resources.

P2

Property
Taxation –
Payment

Inefficiency: The Town begins tax sale registration
process after three years of tax arrears. Recently,
changes to provincial legislation allows for
municipalities to proceed after two years.

In light of the recent legislative changes, the Town may
want to shift from three to two years to proceed with the
tax sale process. The Town may want to examine the
impact the shift may have on interest revenues as well
as the efforts required.
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Budget
P1

Finance meets with all
managers to provide
timeline and
associated materials

Dept managers
review base budgets
and identify any
changes

Directors review
and submit
changes to
Finance via email

Finance
reviews/analyzes/p
rioritize all changes

Finance analysis - levy
impact, funding
availability and reserve
fund allocations

Finance revises
the budget based
on SMT discussion

Finance and SMT
determine what changes
are necessary (what
stays, goes, defers)

CAO provides
group with
Council's direction
on budget

Finance provides
Draft budget that
goes to SMT for
review

Draft budget
developed based on
full acceptance of all
proposed changes

P2

Finance prepares 2nd
version of the budget for
Council review
(recommended budget)

Provided to Council two
weeks in advance of
budget meeting dates
(previously established)

Finance provides Council
with a high level summary of
budget impacts - report
accompanies with high lev
info

Budget meeting
takes place

Budget deliberations
During that meeting, go
through the budget by
department session with
dept mgrs in attendance

P3

At the following
Council meeting,
Council adopts the
budget

Finance prepares report
summarizes changes
from draft to final budget
for Council

Council is provided
with overall summary
of the final budget is
and levy impact

Yes

After 3 days,
budget
approved?

Council changes are
tracked and updating
figures live - Finance can
demonstrate impact

No

Distribution of
approved budget
documents to
management team

Council schedules
another meeting
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Budget
Risk

Process

Description of Risk and/or Inefficiency

Potential Course of Action

P1

Budget

Inefficiency: The Town has a budget policy which
oversees the budget process and while Council
establishes the direction, it does not appear to
consistently take place at the beginning of the
budget process.

The budget sets out the priorities of the Town for the
year. The Town may want to review the process and
implement a step at the beginning that seeks official
direction from Council as to what their priorities are for
the upcoming year.

P2

Budget

Inefficiency: The Town’s Finance Department
develops and presents a draft budget to the Senior
Management Team. Changes to the previous
version are not consistently communicated to the
Town’s management team.

The Town may want to implement a mechanism by
which Town management are advised of subsequent
changes to the budget to ensure that all are on the
same page.

P3

Budget

Inefficiency: While the budget process is conducted
in open meetings, there is not a formal mechanism
by which the public can become engaged in the
process.

Similar to Council’s involvement, the Town may want to
implement a workstep by which the public can
participate in the budget process.
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Payroll
Full time-unionized
& Full time
Management, council

Water distribution, PW,
parks, ATC all send
summarized time sheet
by employee via email

Payroll goes through
checklist to make sure
every employees
timesheet has been
submitted

All other full time
unionized send in their
own timesheets
signed by supervisor

All
timesheets
received?

If employee timesheet
not received payroll
checks with HR if they
should have got one

No

Yes
If one should have been
submitted payroll follows
up with supervisor/
employee

Accounting clerk looks
for exceptions in
hours and notes on
timesheet

Create a control record
into Vailtech, beginning
and end of pay period,
date money will be
deposited

Accounting Clerk
will close data entry
batches that get
processed

Exceptions in hours,
rates, clothing
allowance,
reimbursements get
entered into Vailtech

Payroll processed

Print payroll journal,
which provides summary
of total payroll and by
department

Compare payroll
journal to original
timesheet
submissions

Accounting clerk will enter
OT, sick time and vacation
into excel spreadsheet. All
exceptions are also noted on
excel spreadsheet

Errors?

P1

Yes

Go back to exceptions
in hours and rates and
accounting clerk will
make adjustment

No

Next
page
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Payroll
Create EFT file

Payroll clerk will do first
authorization. Funds going out
agree to total on payroll journal.
Wendy does second
authorization (always have to
have 2 authorizations

Confirmation from
bank saying file has
been accepted or
rejected

Yes
Rejected

Find out why and go
back to create EFT

No

Confirmation sent to
Director of Finance

Paystubs are printed
electronically and
disbursed only to
lakeshore.ca accounts

Clerk will print and save
all source deduction
reports, union dues,
direct deposits, receiver
general report

Print and save copies
electronically of GL
report and payroll
journal
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Payroll
Risk

Process

P1

Payroll

Description of Risk and/or Inefficiency
Inefficiency: The Town’s current approach has
several manual processes.

Potential Course of Action
The Town may want to explore the acquisition of
software which allows for more automation of the
process including no longer requiring the manual
submission of timesheets and manual entry of
information throughout.
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Accounts Payable – Purchasing
Manager or director
identifies a need

Purchase
below
$5,800

Yes

Source direct by
department, outside
procurement
process

To Accounts
payable recording

No

Purchase
between
5,800 and
$23,400

Yes

No
Yes
Purchase
between
23,400 and
40,900

No

Receive three
informal quotes,
phone call to three
vendors

Manager goes with
lowest quote

Receive three formal
quotes, request for quotes
and advertise, department
puts together request for
tender

Tender goes to
purchasing
coordinator for
review

Uploaded to bids
and tender
(electronic
procurement)

Both department head
and PC sign off to
proceed with awarded
tender (does not go to
council)

Tenders are
reviewed on day of
closing

Lowest bidder
awarded the tender
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Accounts Payable – Purchasing (Continued)
Requires formal
request for tender

Tender goes to
purchasing
coordinator for
review

Uploaded to bids
and tender
(electronic
procurement)

Lowest bidder
awarded the tender

Both department head
and PC sign off to
proceed with awarded
tender (does not go to
council)

Tenders are
reviewed on day of
closing

Department
attempts to prepare
RFP and sends to
PC for review

RFP issued on bids
and tenders

All bids are
evaluated by
committee following
close of proposal

RFP awarded

Both department
head and PC Agree
to successful
proponent

After evaluation
successful proposal
is determined

RFT
Purchase
between
40,900 and
87,000

Yes

Is it RFP or
RFT

RFP

No

Requires formal
request for
proposal, and
drafted
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Accounts Payable – Purchasing (Continued)
Requires formal
request for tender
RFT
Over 87,000
goes to
council for
approval

Yes

Uploaded to bids
and tender
(electronic
procurement)

Tenders are
reviewed on day of
closing

Is it RFP or
RFT

If Council approves,
tender is awarded; if
not, process restarts

RFP

Requires formal
request for proposal

Department
attempts to prepare
RFP and sends to
PC for review

RFP awarded

Goes to Council to
authorize award of
RFP

RFP issued on bids
and tenders

After evaluation
successful proposal
is determined
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Evaluation
committee is created

All bids are
evaluated by
committee following
close of proposal
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Accounts Payable – Use of Credit Cards
Employee or
Manager identifies
purchase to be made
by credit card

Accounting clerk
reviews for
completeness and
checks GL codes

Purchase is made
following bylaws

Signed statements and
supporting
documentation are
sent to accounting
clerk

Go back to filling
out excel file with
updated GL coding

Yes
Approved?

Statements come in
and employee
reconciles
statements

Fill out excel file for
GL coding and
attach supporting
documents/ receipts

Director or above
role approves
statement

Cardholder signs
statements

Provide more
supporting
documentation/
reimburse town if
denied

Errors
noted in
GL
coding?

Yes

Purchaser maintains
supporting
documents

Upload batch into
Vailtech

Batch reports printed
with JE numbers and
filed

Credit cards
automatically paid on
due date
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Accounts Payable – Recording
Invoices come into
AP through email,
mail

Errors?

AP Clerk stamps
invoice for date
received

AP Clerk scans
invoice and enters
them into common
folder on server

Clerk will print copy of
batch for managerial
review to review coding
and clerical checks

Accounting clerk will enter
invoice into Vailtech (batch
system) also checks coding,
revisions to payment terms are
made, invoices are moved into
temporary batch in folder on
common server

Files are renamed with
vendor number and
invoice number

Yes

Properly
coded?

Distributed to person who
has to code and sign
(manager/ director/
supervisor) following signing
authority bylaw

Supervisor, manager,
director get invoice code
and approve. Approval then
sits in folder until AP checks
folder to see if approved

No
P1

Goes back to
manager/ supervisor
to be properly coded

No

Yes

Goes back to
accounting clerk for
corrections

Posting is authorized
to GL/ journal approval
in Vailtech

Accounting clerk posts
batch to GL

Copy of journal is
printed and digital
copy is also saved,
electronic copy is filed
under journal number.
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Accounts Payable – Recording
Risk

Process

Description of Risk and/or Inefficiency

P1

Accounts
Payable –
Recording

Inefficiency: Approval process is time consuming,
not always approved in timely manner; Weekly
emails are sent out reminding of invoices to approve;
Coding done right on PDF of invoice and approval
stamp, errors on coding and inconsistent coding

Potential Course of Action
The Town may want to ensure that all managers
understand the importance of proper coding invoices.
Additionally, the Town may want to explore software
which has the potential of removing the manual
worksteps within.
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Accounts Payable – Payment
Vendor
on PAP

Cheque run done
every Friday

No

Function in Vailtech
that calculates due
date of invoice based
on setup of vendor

Creates a cheque
batch

Create PDF version
of cheques

Assign cheque
numbers within
Vailtech

No
Cheque
over
$100K?
Yes

Only one signature
added and left blank
for Director to sign

Yes

Cheque gets
printed with two
signatures

Mostly utilities and
cell phone bills,
VISA credit cards,
source deductions

Done on a weekly basis.
Bank statement
downloaded, highlight
what has been paid on
PAP

Pull specific vendors
by due date or
invoice

Report then reviewed
by management,
checking payments
to invoice

Print the pdf of the
cheques but do not
apply signatures and
save electronically

Assign a manual cheque
number outside range of
normal cheque number.
Ensure date is Friday of that
week and last day of the
month

Post cheque batch
to GL on the Friday
of each week

Director signs report

Scanned cheques
get filed
electronically on
treasury drive

Cheques scanned
and distributed and
cheque batch is
recorded into GL

AP cheque listing
gets emailed to
council, redacting
for privacy

Report produced for Director,
outlines vendor, cheque
number, description of invoices
being paid and amounts.
Journal is printed physically and
electronically.
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Water Meter Reads and Bil ings
Remote Reads (Public
Works)
Monthly – Dept will read one
area and then the following
month the other area

Manual Reads
3rd Party Provider
does manually reads
meters (5,000 meters)

P1

Read uploaded into
Neptune system
(only used on one
main computer)

Uploaded from
Neptune into
accounting
software

Billing and Collections
Clerk does a review of
information for
inconsistencies line by
line

Yes
No

Billing and
Collections Clerk
prints out all
information

BCC generates
the bills in the
software

P2

P3

BCC contacts
facility staff to
physically bring
them to post office

Inconsistency

BCC prints and
stuffs the
envelopes - use of
a folding machine

BCC gets the bills
into envelopes

© 2020 KPMG LLP, a Canadian limited liability partnership and a member firm of the KPMG network of independent member firms affiliated with KPMG International Cooperative
(“KPMG International”), a Swiss entity. All rights reserved. The KPMG name and logo are registered trademarks or trademarks of KPMG International.

Bill is higher than
normal, BCC will contact
customer - phone or by
letter (regular mail)

Interaction
between BCC and
customer

Options are provided:
Tools to remedy problem
and/or including
contacting a plumber

If Plumber involved,
bylaw provides the
quals for a rebate
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Water Meter Reads and Bil ings
Risk

Process

Description of Risk and/or Inefficiency

Potential Course of Action

P1

Water Meter
Reads and
Billings

Inefficiency: The Town uses a third party for
manual reads.

The Town may want to fully convert all remaining
meters to allow all water meters to be read remotely
and no longer requiring the need of third party
resources.

P2

Water Meter
Reads and
Billings

Inefficiency: Billing and Collections Clerk prints out
all the information in regards to water meter reads.

The Town may want to explore the acquisition of
software that removes the need for this manual
process.

P3

Water Meter
Reads and
Billings

Inefficiency: Billings and Collections Clerk prints
out and manually prepares all water bills.

The Town may want to shift away from paper billings
and make use of electronic transmission of bills.
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Work Order Management (Water)
Call for service occurs
(resident, broken hydrant,
broken service, water
meter issue)

Admin Asst
typically create
work order in
CityWorks

Water Operations
receive notification from
CityWorks or someone
sends an email

Water Operations
review work and
determines whether
work is required

Priority/Work
needs to be
completed

Yes

Operator fills out
paper work order

Work is completed

Operator picks up
work order

Work is assigned work order is
printed
P1

Operator returns to
Admin Asst

Admin Asst enters
all information into
CityWorks

Admin Asst for Water
closes all work orders
or remains open for
future work

Every 2 weeks,
update meeting to
review all outstanding
work orders
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Work Order Management (Water)
Risk

Process

Description of Risk and/or Inefficiency

Potential Course of Action

P1

Work Order
Management
(Water)

Inefficiency: Operators work from physical work
orders which are then required to be printed, picked
up and completed manually.

The Town may want to expand its use of tablets to
allow for operators to receive work orders electronically
and complete them electronically as well. This would
also reduce time lost in completing work orders and
allow them to be uploaded to CityWorks. Based on
information shared, the Town may also need to expand
on the number of licenses to allow for this.
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Work Order Management (Roads)
Call for service
occurs
(resident)

Admin Asst receives
call for service and
priority is assigned by
system

On site
determination

Yes

Admin Asst create
work order in
CityWorks

Manager receives
notification from
CityWorks

Admin Asst closes
out service
request in
CityWorks

Work is assigned
by email

No

Inform resident of
decision on work

Road Patrol

Road Patrol
provides paper
copy of what was
identified

Admin Asst enters
info into
CityWorks

P1

Admin Asst for
closes all work
orders or remains
open for future work

Work is
completed

Admin Asst enters
info into
CityWorks
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Operator fills out work
order - some will email
or some will print and
return hard copy
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Work Order Management (Roads)
Risk

Process

P1

Work Order
Management
(Roads)

Description of Risk and/or Inefficiency
Inefficiency: There does not appear to be a
workstep by which the department reviews open
work orders

Potential Course of Action
The Town’s Water department has a workstep that
every two weeks the team will review all open work
orders. This practice could be replicated within the
Roads department to ensure that all open work orders
are reviewed.
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Work Order Management (Parks)
Call for service from
resident

AA's typically not notified
about completed works;
will follow-up if needed;
currently no Parks
Manager

Routine Scheduled
Maintenance, etc

AA receives call for
service and priority is
assigned by system Parks almost always a
WO, not service request

Work is completed

On site
determinatio
n - almost
always
requires WO

Work is assigned

Operator calls or
emails information to
AA, if warranted

AA create work order
in CityWorks, if
warranted

Not logged in
CityWorks; tracked on
iPads via Survey 123

P2
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Work Order Management (Parks)
Risk

Process

Description of Risk and/or Inefficiency

Potential Course of Action

P1

Work Order
Management
(Parks)

Inefficiency: There does not appear to be a
workstep by which the department reviews open
work orders

The Town’s Water department has a workstep that
every two weeks the team will review all open work
orders. This practice could be replicated within the
Parks department to ensure that all open work orders
are reviewed.

P2

Work Order
Management
(Parks)

Inefficiency: Engineering and Infrastructure
Services make use of one system while Community
and Development Services use another. The two
systems are not integrated which creates
inefficiencies in service delivery.

The Town may wish to explore software solutions which
would allow for the two departments to integrate
systems to potentially increase operating efficiencies
and prevent fragmented service delivery.
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Work Order Management (Facilities)
Call for service from
staff member or on the
recommendation from
the JHSC

AA receives
call/request for service
and priority is assigned
by system; Always a
WO

Operator performs
task and closes own
WO
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Building Permits
Permit application
form is submitted to
Town online

Applicant contact Town
office inquiring about a
building permit

Building coordinator
will review
submission for
general compliance

Permit
complete?

No

Send application
back to applicant

Yes

Building inspector/
Plans examiner will
review larger projects
and commercial

Permit
deficiencies

Building coordinator
will review decks,
fences and pools
(smaller permits)

Added to the system
and have 10 business
days to complete (20
days for commercial)

Permit is approved

Everything is sent
back to applicant
electronically

Applicant comes into
Town and pays for
permit

Inspection process
started, usually within
a week

Permit is posted
onsite

Permit is sent
electronically to
applicant

No
Yes

List generated for
deficiencies and
provided to the
applicant. Emailed to
applicant

Applicant completes
deficiencies and
sends back

Cannot submit permit
until ERCA, Union Gas,
Lower Thames Valley
Conservation Authority,
County of Essex
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Drainage - Maintenance
Property owner on
the drainage makes a
request

Admin sends out
invite for an on site
meeting for all
assessed on drain

Links to Property
taxation process

On site meetingDrainage
Superintendent and
all who are assessed
on the drain

Year end (Dec. 31)
– all charges are
applied to
appropriate drains

If work needs to
occur, apply for
ERCA permit

Project is tendered

Work is completed

Contract is awarded
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Drainage - Construction
Request by one
individual under s.
78(4)

Concerns?

ERCA permit is
applied for

Under Drainage Act,
30 day waiting period
- for comments prior
to on site meeting

Drainage
Superintendent
appoints an
engineer

On site meetingDrainage
Superintendent and
affected landowners

Affected landowners
can present any
concerns

Invitation only
meeting is held with
Drainage Board

Sent to all people for
assessed for the
works

Engineers report is
completed

After 30 days,
another meeting
with Drainage Board
(Court of Revision)

Affected landowners
can discuss costs at
this meeting

Tender issued
Yes

Report referred back
to Engineer if the
Board deems it
necessary

Issues
with
costs

No

Work is completed
Yes

Can go to the
tribunal to dispute

Tribunal issues an
order
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Links to
construction billing
stream
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Drainage – Construction (Bil ings)
Once project is
complete, Drainage
advise Finance of this

Sent to Drainage;
Drainage inputs into
Drain Tracker using
assessment schedule
from engineer report

Mgmt function
produces Excel
spreadsheet schedule
summarizes all costs

Process Ends

Yes

Payment
made

EIS Coordinator
produces and prints bills
via Drain Tracker

EIS Coordinator sends
invoices and Drain
Tracker assessment
schedule to Finance
electronically

Due date passed;
Finance reviews
physical binders to
determines who has
paid

Finance photocopy
invoices for 3 copies in
Revenue - 2 for Town;
1 to property owner

Interest accrues from
due date to
debenture date (July
1)

Finance determines
annual payment

No

Financing fee applied
to tax account
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Drainage - Grants
Construction
Begin once assessment
schedule and bills are
created in Drain Tracker

Supervisor of Revenue Applications are done on
an individual for each
drain with supporting
documentation

Director of Finance
reviews the application

Submitted directly to
the Province

Process Ends

Maintenance
Links to who gets billed
for what in drain using
Drain Tracker schedule

Supervisor of Revenue –
develops application

Director of Finance
reviews the application

Journal entries are
captured in the GL
and those entries
balance
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Facility Bookings
FSC check for
availability
through ActiveNet

Birthday party
only
FSC#1 receives
request

FSC creates
permit through
ActiveNet

FSC receives
payment (cash,
cheque,
debit/credit)

Baseball
FSC#2 receives
request

Resident/Customer
inquiry - phone/in
person/email

Filed into a binder
by date

Ice related
FSC#3 receives request
(long-term)
One-offs FCS#1 or 2 can
do those too

Aquatics
Reviews the binder as to
any requirements for the
weekend coming up

FSC#3 receives pool rentals
(birthdays and custom),
pavilion/community centres
and marina bookings

Permits are printed
into a paper copy (work order-like)
inc. set up details

FSC#3 and Supervisor
Review the binder to
determine needs for the
week or more

Receipt is
automatically
generated and
emailed to client
Link to permit is
automatically
generated and
emailed to client

FSC
Pull items for the next day
for Operator to set things up;
Plus follow up for any rentals
during the day

Each day recap of all set
ups needed in the
building for Facility staff planning for the day

The daily facility
room set up sheet
is placed onto
clipboard

Event happens

Set up occurs

Operator requests
set up based on
the daily facility
room set up sheet

P1

Daily sheets are
then returned and
scanned for future
reference

Scheduled clean
up post-event
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Work Order Management (Water)
Risk

Process

P1

Facility
Bookings

Description of Risk and/or Inefficiency
Inefficiency: The daily sheet that is created for
every booking does not include instructions for post
event activities including clean up and future set up
instructions.

Potential Course of Action
The Town may want to review and redevelop the daily
sheets to ensure that they provide direction as to end of
event clean up as well as provide the potential of future
set up requirements in any given room.
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Town of Lakeshore Service Delivery Review

Next Steps
Upon the acceptance of the final report and as the Town moves forward with the implementation of opportunities identified through the review, the Town may wish
to consider the following:
1.

The Municipal Service Review Becomes a Standing Item on Council’s Agenda Going Forward

As Council moves into its new role of implementation, the Town has an opportunity to ensure that the results of the municipal service review become part of
Council’s agenda on a go-forward basis and to accomplish this, the Town may wish to considering having the service review as a standing item on Council’s
meeting agenda for the foreseeable future. This practice assists in maintaining momentum but also provides an opportunity for Council and the community at large
to be kept up to date as to the progress of the opportunities identified within the review. Ultimately, it has the potential keep everyone who invested resources into
the process to remain engaged.
2.

Establishment of Project Sponsorship

In our experience, a number of transformational projects do not achieve their expected results due to the absence of support from those tasked with governance,
which in the case of the Town means Council. In order to ensure that the Town maintains direction with respect to the implementation of the review findings, it may
wish to consider the establishment of project sponsorship. There is a variety of approaches to accomplishing this and can range from one person inside the
Corporation serving as the Project Sponsor (the CAO may be a logical choice but consideration to current workload may need to be taken into account to ensure
there is sufficient capacity) to the establishment of a Committee of Council. Regardless of the approach, the mandate of which should include:
•

Receiving reports from staff as to the progress of implementation activities, which we suggest occur on a monthly basis – these would logically flow into the first
item identified;

•

Providing approval for specific implementation plans

•

Reporting to Council on the progress of transition activities

•

Providing guidance and advice (as requested) to staff in support of transition activities.

We suggest that the Town first establish terms of reference that outline the responsibilities of the Project Sponsor, including a delineation of responsibilities between
Council and staff (recognizing that staff have an operational responsibility for the implementation activities).
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Next Steps
3.

Prioritization of Opportunities

With regard to anything that may bring upon change, there is the potential for “decision paralysis” whereas Council may find it difficult to prioritize one opportunity
over another and as a result, opportunities may not be implemented. To assist in the potential implementation of opportunities and to assist Council in its decision
making process, the Town may wish to consider the development of opportunity ranking criteria. This criteria allows for Council to assess opportunities through a
number of lens including but not exclusive to:
•

Financial Impact – What would the impact of this opportunity be to the Town’s in terms of cost savings, revenue gains and capacity increases?

•

Customer Service – Does this opportunity allow the Town to better respond to the needs of its residents/customers?

•

Impact on the Public – How would the public be impacted by this opportunity? Would this opportunity enhance or reduce public health and safety and quality of
life? Does this opportunity benefit or adversely impact vulnerable segments of the community?

•

Implementation Timeline – In what approximate time frame could this idea be feasibly implemented?

•

Consistent with Municipal Best/Common Practices – Is the opportunity consistent with best/common practices for similar-sized municipalities?

•

Effort and Cost to Implement – How much effort, primarily in terms of cost, will be required to implement this opportunity? What are the ongoing costs to
maintain this opportunity?

•

Regulatory Compliance – Will the opportunity result in the Town being non-compliant with respect to Provincial or Federal legislation or regulation?

A sample prioritization scorecard can be found in Appendix B of the report.
4.

Develop Implementation Plans

Once the Town has prioritized the opportunities, the next step is the development of implementation plans. The requirement for implementation planning and the
associated level of detail will vary depending on the nature of the opportunity and its inherent complexity. Notwithstanding differences in detail, we suggest that a
standardized template for implementation activities be developed so as to ensure that all important factors are considered as well as to facilitate communication with
the Council committee and the community at large.
Upon completion of the implementation plans, the plans would be presented to the Council for their review and approval. Upon approval, staff would then execute
the plans, revising the approach as circumstances warrant.
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Next Steps
5.

Monitor and report on outcomes

The final component of the implementation process should be the monitoring and reporting on implementation outcomes, the purpose of which is to communicate
the overall impact and/or benefits of the implementation process and any ‘lessons learned’ that may be relevant to other transition activities.
In reporting on implementation outcomes, we suggest that the following areas be addressed:
•

Actual implementation activities vs. planned activities

•

Actual implementation timeframes vs. planned timeframes

•

Actual financial benefits (cost reductions) vs. planned benefits

•

Actual one-time costs vs. planned one-time costs

•

Outcomes of public meetings (if any)

•

Major challenges experienced during the implementation process

•

Implications for future/other transition initiatives (i.e. lessons learned)

Ongoing monitoring and reporting activities link back to the first point in this section – the establishment of the service delivery review as a standing item on
Council’s agenda.
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Appendix A –
Municipal
Service
Profiles

Town of Lakeshore Service Delivery Review

Introduction to the Service Profiles
Initially developed in the early 1990’s to support information technology strategic planning and e-projects, the MRM has evolved into a framework for describing and
analyzing municipal operations and providing the understanding necessary for service reviews and other change-management initiatives. It applies a set of
concepts and tools that can help municipalities define and describe their business in terms of the programs and services that they provide in a way that is most
meaningful to municipal clients, residents, taxpayers and stakeholders.
•

A Program is a group of Services that addresses one of the primary purposes of local government. To achieve its vision/mission, a municipality will offer a
number of programs, each with its own goal. For example, a municipality might offer a public safety program with a goal of making the community a safe place to
live, work, play and visit. The services associated with a program provide the outputs to help to achieve this goal. In this case, the municipality might have a fire
rescue service where firefighters reduce the loss of lives and property due to fires and other life threatening incidents.

•

A Service delivers an output (product) that meets the needs of a client or target group. Municipal services are broken down into external and internal services.
External services deliver value to named customers, such as issuing business licenses or providing registration for municipal recreation classes. Internal
services deliver value to employees who deliver public services. For example, a fleet management service maintains Town vehicles and equipment, while a
payroll service compensates municipal employees.

•

A Sub-service exists where a Service can be categorized as having different outputs, clients or both.

The purpose of the service profiles is to present information on each of the Town’s services, allowing the reader to understand:
•

What does the service entail?

•

What is the value provided by the service?

•

What is the rationale for the Town’s delivery of the service?

•

How does the Town compare to other municipalities?

•

Who are the direct and indirect customers for the service?

•

What are the outputs of the service?

An overview of the service profile format is provided on the following pages.
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Introduction to the Service Profiles
2

1.

Information concerning the organizational hierarchy,
service type (external vs. internal), 2020 budget
information and full-time equivalent employees
(“FTE’s”).

2.

Information concerning the nature of the service
provided, including the type of programming offered by
the Town.

3.

Information concerning the way in which the service
addresses the client’s needs, including the public policy
issues addressed by the service.

4.

The rationale for the Town’s involvement in the service,
based on the following categories:

1
3
5

•

Mandatory – Services that are required to be
delivered by regulation or legislation

•

Essential – Services that, while not mandatory,
are required to be delivered in order to ensure
public health and safety and/or the effective
functioning the Town as a corporate body

•

Traditional – Non-mandatory, non-essential
services that are typically delivered by
municipalities of comparable size and complexity
and for which a public expectation exists that the
service will be provided

•

Other Discretionary – Services that are delivered
at the direction of the Town without a formal
requirement or expectation, including services that
may not be delivered by other municipalities of
comparable size and complexity

4

5.

A comparison of performance indicators for the service for the Town against selected municipal
comparators.
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Town of Lakeshore
Municipal Service Profile
OFFICE OF THE CHIEF ADMINISTRATIVE OFFICER
Program
Administration

Service Overview
The Office of the Chief Administrative Officer ('CAO') provides
operational leadership and direction to the organization. The CAO
is the most senior employee within the Town and is the
connection between Council as a governance body and municipal
staff responsible for operational functions. The Office of the CAO
is also responsible for the administrative support of Council in its
decision making and representation functions.

Organizational Unit
Office of the CAO

Basis of Delivery

Mandatory

Essential

Traditional

Discretionary

Type of Service

Service Value

Internal and External

Budget (in thousands)
Operating Costs

$

370

Revenues

$

-

Net Levy

$

370

FTE's

The Office of the CAO focuses and aligns all activities to the
vision, mission and focus areas of the Town Council’s strategic
plan. The Office of the CAO serves residents by ensuring the
delivery of a well-managed municipal government and ensuring
the provision of municipal services to its residents.

Performance and Benchmarking
For the purposes of potential key performance indicators, we suggest that the Town monitor
outcomes in relation to the Town's strategic plan and a measurement of the CAO's annual work plan
items that have been completed.
In comparison to the selected comparator municipalities (Innisfil, Leamington, St. Thomas, Stratford,
Tecumseh, and Woodstock), the Town's Office of the CAO has the second lowest operating cost per
household ($26.63 vs. an average of $47.40 for the comparator municipalties)

2.0

Basis for Delivery
Essential – Pursuant to Section 229 of the Municipal Act,
municipalities may (but are not required) to appoint a CAO.
However, the senior leadership requirements associated with
large municipalities requires the appointment of a CAO

Potential Single Service Delivery Model (County or Lower Tier)
The Office of the CAO is typically specific to the municipality with a number of examples across
Ontario where a CAO is shared amongst municipalities.

Town of Lakeshore
Municipal Service Profile
OFFICE OF THE CHIEF ADMINISTRATIVE OFFICER
Profile Component

Definition

Direct Client

A party that receives a service output and a service value.

Indirect Client

A set of parties that benefits from a service value without receiving
the service output directly.

Service Output

The output of a service that fulfills a recognized client’s need.



Town Council



Town management



Town employees, who may not necessarily interact with the CAO but are impacted by
corporate decisions

 Residents of the Town who benefit from the services provided
(1) Strategic and operational decision making and problem resolution
(2) Linkages between Council's strategic plan and the Town's operations
(3) Intergovernmental relations
(4) Council support

To be populated based on activity based information information provided by the Town
Information could include:

Service Output Level

The quantum of service outputs provided to direct clients.

Primary Delivery Model

How the service is predominantly delivered, recognizing that a
combination of delivery models may be used.

Work plan items identified
Number of meetings attended
Number of memberships with various organizations

Own Resoures - The Office of the CAO is provided with internal resources.

Town of Lakeshore
Municipal Service Profile
OFFICE OF THE CHIEF ADMINISTRATIVE OFFICER
Financial Information (2020 Budget)
Sub-Service/Process

Basis for Delivery

Delivery Model

Non-Taxation
Revenue

Operating Costs
Office of the CAO

Essential

Own Resources

$

370,196

$

-

Net Levy
Requirement
$

$

370,196

$

-

370,196

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$
Total

FTEs

$

2.0

370,196

2.0

Town of Lakeshore
Municipal Service Profile
ENGINEERING AND INFRASTRUCTURE SERVICES
Program
Engineering and Infrastructure
Services

Service Overview
This division is responsible for the review and inspection of all
development proposals and site plans and all other planning
applications to ensure compliance with the Town’s Development
Standards. Staff provide engineering technical support, review
and coordinate comments from the various EIS divisions on all
planning applications and respond to external agencies and
utilities on various special projects to be completed by those
agencies and utilities. This division also assists with the updating
of the Town’s infrastructure asset inventory by coordinating and
storing the record drawing information and ensuring that the
material is available for use by all Town Staff. Engineering and
technical support is provided to the EIS divisions on all municipal
capital works projects.

Organizational Unit
Engineering and Infrastructure
Services

Basis of Delivery

Mandatory

Essential

Traditional

Discretionary

Type of Service

Service Value

Internal and external

Budget (in thousands)
Operating Costs

$

Revenues

$

(36)

Net Levy

$

853

FTE's

889

7.5

Effective planning contributes towards the effectiveness,
efficiency and sustainability of the Town's infrastructuredependent services by ensuring that the Town's infrastructure
has the necessary capacity to support the delivery of municipal
services. In doing so, Engineering and Infrastructure Services
contributes towards the health and well-being of the Town's
residents by ensuring compliance with established regulations,
the Town's economic competitiveness by providing required
servicing and the overall quality of life for Town residents.

Basis for Delivery
Essential - Infrastructure planning capabilities are seen as
necessary to the long-term management of municipal
infrastructure, which in turn support the delivery of a range of
services to residents and other customers.

Performance and Benchmarking
The potential performance indicators for this profile would be monitoring the number of capital
projects that are completed on an annual basis.
In comparison to the selected comparator municipalities (Innisfil, Leamington, St. Thomas, Stratford,
Tecumseh, and Woodstock), the Town's engineering services is the lowest operating cost per
household ($63.95 vs. an average of $128 for the comparator municipalties).

Potential Single Service Delivery Model (County or Lower Tier)
There may be opportunities for aspects of engineering and infrastructure related services to be
delivered more collaboratively but each municipality is responsible for their own infrastructure.

Town of Lakeshore
Municipal Service Profile
ENGINEERING AND INFRASTRUCTURE SERVICES
Profile Component

Definition

Direct Client

A party that receives a service output and a service value.

Indirect Client

A set of parties that benefits from a service value without receiving
the service output directly.

Service Output

The output of a service that fulfills a recognized client’s need.



Town departments that utilize municipal infrastructure for the delivery of services



Development Services, which receive input on development applications



Town residents and other parties that receive infrastructure-supported services

(1) Policy development

(7) Transportation planning

(2) Short and long-term planning

(8) Utility permits

(3) Development application review
(4) Project management
(5) Asset management
(6) Technical support
To be populated based on activity based information provided by the Town
Information could include:

Service Output Level

The quantum of service outputs provided to direct clients.

Primary Delivery Model

How the service is predominantly delivered, recognizing that a
combination of delivery models may be used.

Number of capital projects average 25 projects annually for Public Works & WaterWastewater plus
the additional average annual support activities as follows:
1) 10 - Policy & Standards Updates/Development
2) 12 - Short and long-term planning task activity i.e. secondary plans, studies, master plans, etc.
3) 28 - Development Applications ( avg 7 subdivisions and 21 site plans)
4) 6 - Transportation planning task activity i.e. traffic studies, TMP, etc.
5) 76 - Utility Consent permits/reviews (include quarterly Utility Coordination Meetings)
6) 1,000 - Technical Support task requests activity to other internal Divisions/Depart’s
Own Resoures - Engineering and Infrastructure Services are predominantly provided with the use
of the Town's own resources.

Town of Lakeshore
Municipal Service Profile
ENGINEERING AND INFRASTRUCTURE SERVICES
Financial Information (2020 Budget)
Sub-Service/Process

Basis for Delivery

Delivery Model

Non-Taxation
Revenue

Operating Costs
Engineering and Infrastructure Services

Essential

Own Resources

$

888,856

$

(36,000)

Net Levy
Requirement
$

$

888,856

$

(36,000)

852,856

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$
Total

FTEs

$

7.5

852,856

7.5

Town of Lakeshore
Municipal Service Profile
DRAINAGE
Program
Engineering and Infrastructure
Services

Service Overview
Management of the creation, improvement and upkeep of all
Municipal Drains under the Drainage Act of Ontario.
Primary responsibilities include receiving and researching
drainage requests, correspondence with consultants, conducting
site meetings, obtaining permits, initiating drainage board
processes under the act, project tendering, and site inspection.

Basis of Delivery

Mandatory

Essential

Organizational Unit
Drainage

Traditional

Discretionary

Type of Service

Service Value

External

The overall management of municipal drains is to ensure effective
water management within the municipality and reduce the
associated risks.

Budget (in thousands)
Operating Costs

$

692

Revenues

$

(376)

Net Levy

$

316

FTE's

Performance and Benchmarking
The potential performance indicators for this profile would be monitoring compliance with provincial
legislation and regulations associated with municipal drains
In comparison to the selected comparator municipalities (Innisfil, Leamington, St. Thomas, Stratford,
Tecumseh, and Woodstock), the Town's drainage services is the highest net operating cost per
household ($22.71 vs. an average of $18.28 for the comparator municipalties) with the Town's cost
recovery being the median (54.4% vs an average of 55.1%)

2.5

Basis for Delivery
Mandatory The maintenance of municipal drains is established
through the Drainage Act of Ontario.

Potential Single Service Delivery Model (County or Lower Tier)
The maintenance of municipal drains is typically delivered by the municipality where the service exists.

Town of Lakeshore
Municipal Service Profile
DRAINAGE
Profile Component

Definition


Direct Client

A party that receives a service output and a service value.

Indirect Client

A set of parties that benefits from a service value without receiving
the service output directly.



Properties that have municipal drains

Town residents and visitors to the Town who benefit from effective water management

(1) Maintenance of municipal drains
(2) Inspection of municipal drains
Service Output

The output of a service that fulfills a recognized client’s need.

(3) Liase with various agencies (DFO, MNR, ERCA)
(4) Drainage Board management and oversight
(5) Oversee Pump Commissioners
(6) Oversee the Tile Loan Program
To be populated based on activity based information provided by the Town
Information could include:
Annual average number of municipal drain activitied related to inspections and maintenance is as
follows:
1) Total Inventory of 650 of Municipal Drains & 60 Pumping stations representing 1040 km of drains
2) 85 Municipal Drain Maintenance work activities (clean outs, pump repairs, phragmites, end
wall/bank repairs, culverts, catch basins, and flushing cleaning)

Service Output Level

The quantum of service outputs provided to direct clients.

3) 40 Drains inspections (i.e. Call outs to assess / investigate, either flooding, pumping issues,
blockages in grates/outlets)
4) Avg 25 Capital Drain Projects
5) Avg. 55 Drainage Reports for Maintenance projects about 55
6) Avg. 72 Drainage Meetings including 12 Drainage Board meetings and other drain On-site project
meetings
7) 12 Tile Loan applications

Primary Delivery Model

How the service is predominantly delivered, recognizing that a
combination of delivery models may be used.

Own Resoures - Drainage services are predominantly provided with the use of the Town's own
resources.

Town of Lakeshore
Municipal Service Profile
DRAINAGE
Financial Information (2020 Budget)
Sub-Service/Process

Basis for Delivery

Delivery Model

Non-Taxation
Revenue

Operating Costs
Drainage

Mandatory

Own Resources

$

691,952

$

(376,280)

Net Levy
Requirement
$

$

691,952

$

(376,280)

315,672

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$
Total

FTEs

$

2.5

315,672

2.5

Town of Lakeshore
Municipal Service Profile
FACILITIES
Service Overview
Facilities is responsible for the preventative maintenance, repair
and safety of all municipal faciliites except for the ATC.

Basis of Delivery
Ba

Program
Engineering and Infrastructure
Services

Mandatory

Essential

Organizational Unit
Facilities

Traditional

Discretionary

Type of Service

Service Value

Internal

Facilities management contributes towards the Town's delivery of
services in a cost efficient and effective manner by maintaining
Town facilities.

Performance and Benchmarking
The potential performance indicators for this profile would be monitoring compliance with respect to
provincial legislation and regulations (health and safety) and the time required to complete and clear
work order requests.

Budget (in thousands)
Operating Costs

$

Revenues

$

Net Levy

$

FTE's

In comparison to the selected comparator municipalities (Innisfil, Leamington, St. Thomas, Stratford,
Tecumseh, and Woodstock), the Town's facility maintenance is the second highest operating cost
per household ($46.52 vs. an average of $30.26 for the comparator municipalties).

1,707
(24)
1,683
1.3

Basis for Delivery
Essential - Facilities management is essential for ensuring that
the Town can deliver municipal services as planned.

Potential Single Service Delivery Model (County or Lower Tier)
The maintenance of municipal facilities is typically delivered by the municipality where the service
exists.

Town of Lakeshore
Municipal Service Profile
FACILITIES
Profile Component

Definition

Direct Client

A party that receives a service output and a service value.

Indirect Client

A set of parties that benefits from a service value without receiving
the service output directly.



Town employees and departments housed in municipal facilities



Town residents and visitors to the Town who benefit from the municipal services delivered out
of municipal facilities

(1) Routine maintenance
(2) Preventative maintenance
Service Output

The output of a service that fulfills a recognized client’s need.

(3) Overall management of municipal facilities
(4) Overall management of capital projects for municipal facilities

To be populated based on activity based information provided by the Town
Information could include:

Service Output Level

The quantum of service outputs provided to direct clients.

Primary Delivery Model

How the service is predominantly delivered, recognizing that a
combination of delivery models may be used.

Total Number of facilities is 34
Avg. 45 Annual Number of work orders on facility maintenance requests
Avg. 12 Annual Number of capital projects for municipal building facilities

Own Resoures - Facility maintenance services are predominantly provided with the use of the
Town's own resources.

Town of Lakeshore
Municipal Service Profile
FACILITIES
Financial Information (2020 Budget)
Sub-Service/Process

Basis for Delivery

Delivery Model

Non-Taxation
Revenue

Operating Costs
Facilities

Essential

Own Resources

$

1,707,065

$

(24,100)

Net Levy
Requirement
$

$

1,707,065

$

(24,100)

1,682,965

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$
Total

FTEs

$

1.3

1,682,965

1.3

Town of Lakeshore
Municipal Service Profile
SOLID WASTE
Service Overview
The Town oversees the management of the third party contract of
garbage collection and disposal services to households and
commercial customers that can be serviced curbside. Curbside
collection of residential is performed on a weekly basis with the
exception of one area of the Town which receives collection
services twice a week from April to September. Residents also
receive yard waste collection services on a bi-weekly basis.

Organizational Unit
Solid Waste

Basis of Delivery
Ba

Program
Engineering and Infrastructure
Services

Mandatory

Essential

Traditional

Discretionary

Type of Service

Service Value
Garbage Collection and Disposal contributes to the health of the
environment and the citizens of the community through the
appropriate collection and management of household waste.

External

Budget (in thousands)
Operating Costs

$

2,596

Revenues

$

(1,319)

Net Levy

$

1,277

FTE's

Performance and Benchmarking
For the purposes of potential key performance indicators, the Town could use the key performance
indicators and activity measures as required by the Resource Productivity and Recovery Authority
("RPRA") datacall, which collects data on solid waste management and diversion for Ontario
municipalities.
In comparison to the selected comparator municipalities (Innisfil, Leamington, St. Thomas, Stratford,
Tecumseh, and Woodstock), the Town's solid waste management is the median net operating cost
per household ($91.89 vs. an average of $104.33 for the comparator municipalties) with the Town
also being the median for cost recovery (50.8% vs an average of 41.1%)

0.1

Basis for Delivery
Essential – The provision of household waste collection and
disposal is essential for public health of residents.

Potential Single Service Delivery Model (County or Lower Tier)
Solid waste management could potentially be explored as a single service delivery model.

Town of Lakeshore
Municipal Service Profile
SOLID WASTE
Profile Component

Definition

Direct Client

A party that receives a service output and a service value.

Indirect Client

A set of parties that benefits from a service value without receiving
the service output directly.



Households that receive garbage collection



Non-residential customers disposing of waste



Town residents and organizations who benefit from effective garbage collection and
management

(1) Contract administration - garbage collection and disposal
(2) Public education
Service Output

The output of a service that fulfills a recognized client’s need.

(3) Customer service

To be populated based on activity based information provided by the Town
Information could include:
Volume of waste collected
Service Output Level

The quantum of service outputs provided to direct clients.

1) Regular solid waste curb side collection is picked weekly for entire municipality
2) Special area rated service is provided to communities of Comber, Stoney Point & Lighthouse
Cove for 2 pickups of curbside solid waste collections for the months of July and August
3) Organic waste collections of leaf & yard waste is collected bi-weekly on Saturday for the months of
April to October for entire municipality.

Primary Delivery Model

How the service is predominantly delivered, recognizing that a
combination of delivery models may be used.

Contracted out - Solid waste management services are predominantly provided with third party
providers with the Town overseeing the contract.

Town of Lakeshore
Municipal Service Profile
SOLID WASTE
Financial Information (2020 Budget)
Sub-Service/Process

Basis for Delivery

Delivery Model

Non-Taxation
Revenue

Operating Costs
Solid Waste

Essential

Contracted Out

$

2,596,417

$

(1,319,100)

Net Levy
Requirement
$

$

2,596,417

$

(1,319,100)

1,277,317

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$
Total

FTEs

$

0.1

1,277,317

0.1

Town of Lakeshore
Municipal Service Profile
WATER
Program
Engineering and Infrastructure
Services

Service Overview
The overall responsibility of the Water Division is to ensure the
treatment, storage and distribution of safe, reliable drinking water
which meets or exceeds Provincial quality standards. The division
oversees responsibility of the Town’s Drinking Water Quality
Management System (DWQMS) in addition to the operation and
maintenance of two water treatment plants, four water distribution
systems, two water towers and two reservoir and pumping
stations.

Organizational Unit
Water

Basis of Delivery

Mandatory

Essential

Traditional

Discretionary

Type of Service

Service Value

External

Budget (in thousands)
Operating Costs

$

9,574

Revenues

$

(9,574)

Net Levy

$

FTE's

The provision of safe, reliable potable water services contributes
to the health of the Town’s residents, the protection of property
through fire suppression activities and economic activity by
ensuring sufficient water supply for commercial, industrial and
institutional customers.

-

Performance and Benchmarking
The potential performance indicators for water services is the level of cost recovery and compliance
with provincial legislation.

In comparison to the selected comparator municipalities (Innisfil, Leamington, St. Thomas, Stratford,
Tecumseh, and Woodstock), the Town's water and wastewater services are consistent with the
comparator group whereas all operate on a full cost recovery basis.

24.1

Basis for Delivery
Mandatory – The provision of drinking water is critical to
ensuring the public health and safety of residents as well as
contributing towards economic activity in the community. All major
urban Ontario municipalities are responsible for drinking water
systems and must conform to the requirements of all applicable
legislation and regulations including the Safe Drinking Water Act,
and it’s related regulations, most notably Ontario Regulation
188/07: Licensing of Municipal Drinking Water Systems, Ontario
Regulation 169/03: Water Quality Standards, Ontario Regulation
170/03: Drinking Water Systems and Ontario Regulation 128/04:
Certification of Drinking Water System Operators and Water
Quality Analysts.

Potential Single Service Delivery Model (County or Lower Tier)
There exists the potential of water services being delivered a single service delivery model. Single
delivery model for only Water Treatment and Trunk Water Supply Transmission. Smaller local water
distribution water mains remain at local municipal level. Alternatively for entire single delivery model
would involve creation of one regional Water Utility (PUC).

Town of Lakeshore
Municipal Service Profile
WATER
Profile Component

Definition

Direct Client

A party that receives a service output and a service value.

Indirect Client

A set of parties that benefits from a service value without receiving
the service output directly.



Residential and ICI customers



Ministry of the Environment (recipient of drinking water quality reporting)



Town residents and organizations who benefit from access to potable water

(1) Distribution of potable water
(2) Water system maintenance
Service Output

The output of a service that fulfills a recognized client’s need.

(3) Water servicing connections
(4) Distribution network repairs
(5) Emergency response to network needs
Volume of water treated and distributed is 3,972,640 m3 serving an estimated population 35,585
with 14,290 water customer accounts. Operation of 2 Water Treatment Plants plus a total
distribution length of 605.5 km's of watermains.
There are approximatly the following annual maintenance activities:
1) 20 annual watermain break repairs
2) Avg. 760 water meter repairs/replacements
3) Avg. 3,740 Utility Locate Tickets (140 were Emergency Locates) locating 19,150 infrastructure
features
4) 17 Valve Repairs, 60 Curb Box Repairs, 50 Hydrants Repairs

Service Output Level

The quantum of service outputs provided to direct clients.

5) 8 Hydrant Flow Tests
6) 10 Frozen Meters
7) 14 Leaking water meter
8) 32 Low Water pressure/no water
9) 41 water service connection repairs
10) 140 water service connection shut offs/turn on
11) 60 Miscellaneous water leak call out investigations
12) 6 water fill station repairs
13) 22 water service connection tap ins to main
14) 10 watermain construction related issues
Own Resources - Water services are predominantly provided with the Town's own resources.

Primary Delivery Model

How the service is predominantly delivered, recognizing that a
combination of delivery models may be used.

Town of Lakeshore
Municipal Service Profile
WATER
Financial Information (2019 Budget)
Sub-Service/Process

Basis for Delivery

Delivery Model

Non-Taxation
Revenue

Operating Costs
Water

Total

Essential

Own Resources

$

$

9,573,895

9,573,895

$

$

(9,573,895)

(9,573,895)

Net Levy
Requirement

FTEs

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

24.1

24.1

Town of Lakeshore
Municipal Service Profile
WASTEWATER
Program
Engineering and Infrastructure
Services

Service Overview
The Town is responsible to ensure that wastewater is properly
treated before it is released into the environment. The Town's
wastewater treatment and pumping systems are operated by the
Ontario Clean Water Agency ('OCWA') on behalf of the
municipality. Currently the Town is serviced by five wastewater
treatment and collection systems.

Basis of Delivery

Mandatory

Essential

Organizational Unit
Wastewater

Traditional

Discretionary

Type of Service

Service Value

External

Budget (in thousands)
Operating Costs

$

6,111

Revenues

$

(6,111)

Net Levy

$

-

FTE's

Wastewater management contributes towards the environmental
health of the Town by ensuring the effective treatment of
wastewater flows prior to discharge into the environment. This
provides public health protection to residents by effectively
managing waterborne contaminants and facilitates the future
growth of the Town by ensuring the availability of infrastructure
and capacity.

Performance and Benchmarking
The potential performance indicators for wastewater services is the level of cost recovery and
compliance with provincial legislation.
In comparison to the selected comparator municipalities (Innisfil, Leamington, St. Thomas, Stratford,
Tecumseh, and Woodstock), the Town's water and wastewater services are consistent with the
comparator group whereas all operate on a full cost recovery basis.

0.3

Basis for Delivery
Essential – The provision of effective wastewater management is
critical to ensuring the public health and safety of residents.
Under the Municipal Act, there is no requirement for
municipalities to maintain wastewater management systems.
Where municipalities choose to maintain these systems,
Provincial legislation and regulation dictate service level and
operational requirements for municipalities.

Potential Single Service Delivery Model (County or Lower Tier)
There exists the potential of wastewater services being delivered a single service delivery model.
There exists the potential of wastewater services being delivered a single service delivery model
including an entire single delivery model which would involve creation of one regional Wastewater
Utility (PUC).

Town of Lakeshore
Municipal Service Profile
WASTEWATER
Profile Component

Definition

Direct Client

A party that receives a service output and a service value.

Indirect Client

A set of parties that benefits from a service value without receiving
the service output directly.



Residential and ICI customers



Town residents and organizations who benefit from the Town's wastewater management
activities

(1) Contract administration - wastewater treatment and pumping and sewer collection systems
(2)
Service Output

Support from Public Works on sanitary service connection service requests

The output of a service that fulfills a recognized client’s need.

To be populated based on activity based information provided by the Town
Information could include:

Service Output Level

The quantum of service outputs provided to direct clients.

Volume of wastewater treated 5,049,105 m3 at 5 Facilities consisting of 1 tertiary treatment plant, 2
Package Plants and 2 Sewage Lagoons. The sanitary collection system consists of 163.2 Km's of
sewer piping. There are a number of sewage bypass events at the main tertiary treatment plant with
a total of 37,737 m3 of flows that bypass.
Additional maintenance activity include the following:
1) 10 - New sanitary connection installation requests
2) 33 - Sanitary private connection backups/blockage call outs
3) 21 - Sanitary service connection repairs

Primary Delivery Model

How the service is predominantly delivered, recognizing that a
combination of delivery models may be used.

Contracted Out - Wastewater services are predominantly provided through the use of a third party
provider.

Town of Lakeshore
Municipal Service Profile
WASTEWATER
Financial Information (2019 Budget)
Sub-Service/Process

Basis for Delivery

Delivery Model

Non-Taxation
Revenue

Operating Costs
Wastewater

Total

Essential

Contracted Out

$

$

6,110,694

6,110,694

$

$

(6,110,694)

(6,110,694)

Net Levy
Requirement

FTEs

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

0.3

0.3

Town of Lakeshore
Municipal Service Profile
PUBLIC WORKS
Program
Engineering and Infrastructure
Services

Service Overview
Public Works Services is responsible for the administration and
supervision of the maintenance of municipal infrastructure
systems including roads, storm sewers, bridges and culverts,
signs, sidewalks, safety devices and street lights. They also
perform Winter Control Operations on all local roads within
Lakeshore. Finally, they are also responsible for all routine
maintenance on the equipment used in the day-to-day
operations.

Organizational Unit
Public Works

Basis of Delivery

Mandatory

Essential

Traditional

Discretionary

Type of Service
External

Budget (in thousands)
Operating Costs

$

Revenues

$

Net Levy

$

FTE's

12,491
(139)
12,352

Service Value
The Town's Public Works function contributes towards the
overall delivery of public works functions, including transportation
and environmental services in a manner that ensures public
health and safety in Lakeshore. Public Works also contributes
towards the community's economic development by ensuring the
supporting services are provided on a reliable and cost effective
and cost effective basis.

Performance and Benchmarking
The potential performance indicators for this profile would be monitoring performance against its
internal service level standards in order to ensure compliance with the established service level
standards.

Basis for Delivery

Potential Single Service Delivery Model (County or Lower Tier)
The administration of a service is typically delivered by the municipality where the service exists.

In comparison to the selected comparator municipalities (Innisfil, Leamington, St. Thomas, Stratford,
Tecumseh, and Woodstock), the Town's public works is the median operating cost per household
($344.36 vs. an average of $361.24 for the comparator municipalties).

14.5

Mandatory – Various aspects of the Town's public works
function are required by Provincial legislation. Provincial
regulation also governs how essential non-mandatory services
are delivered by the Town.

Town of Lakeshore
Municipal Service Profile
PUBLIC WORKS
Profile Component

Direct Client

Indirect Client

Definition

A party that receives a service output and a service value.

A set of parties that benefits from a service value without receiving
the service output directly.



Town Council




Town departments
County of Essex - Connecting Link Agreements



Users of the Town's road network



Town residents and other parties that benefit from effective transporation

(1) Overall management and administration of public works activities
(2) Overall management and administration of parks division activities
Service Output

The output of a service that fulfills a recognized client’s need.

(3) Overall management and administration of municipal building facitilies division activities

Number of lane kms maintained: 405 Km paved road centre line & 142 Km gravel road centre line
Additional Infrastructure maintained are as follows:
1) 116 Bridge & Culverts greater than 3m span width
2) 6.5 km of Regional Road under Connecting Link Agreement with Essex County
3) 105,387.26 m2 of concrete sidewalks
4) 131,590.58 m2 of Recreational pathways and trails
Service Output Level

The quantum of service outputs provided to direct clients.

5)

6 Traffic Signals

6)

104 km of storm sewers

7)

36 storm pump stations

8)

3,450 street light units

9)

3,781 Roadway signage units

10) 35 pieces of Light, medium and heavy fleet vehicle units maintained (All except Fire Depart.)
11) 22 pieces of public works machinery and equipment units maintained

Primary Delivery Model

How the service is predominantly delivered, recognizing that a
combination of delivery models may be used.

Own Resoures - Public Works services are predominantly provided with the use of the Town's own
resources.

Town of Lakeshore
Municipal Service Profile
PUBLIC WORKS
Financial Information (2019 Budget)
Sub-Service/Process

Basis for Delivery

Delivery Model

Non-Taxation
Revenue

Operating Costs
Public Works

Mandatory

Own Resources

$

12,490,640

$

(138,900)

Net Levy
Requirement
$

$

12,490,640

$

(138,900)

12,351,740

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$
Total

FTEs

$

14.5

12,351,740

14.5

TOWN OF LAKESHORE
Municipal Service Profile
PUBLIC WORKS - OPERATIONS
Program
Engineering and Infrastructure
Services

Service Overview
Operations encompasses the maintenance of the Town's road
network, including but not limited to (i) winter control (patrol,
sanding, salting, snow removal); (ii) roads and bridge repair
(pothole patching, utility cut repairs, limited resurfacing); (iii)
culvert maintenance and repairs; (iv) sideway maintenance
(summer and winter); (iv) roadside maintenance (brushing,
ditching); and (v) trafffic signal maintenance.

Organizational Unit
Public Works - Operations

Basis of Delivery

Mandatory

Essential

Traditional

Discretionary

Type of Service
External

Budget (in thousands)
Operating Costs

$

-

Revenues

$

-

Net Levy

$

FTE's

-

Service Value
The Town's Public Works function contributes towards the overall
delivery of public works functions, including transportation and
environmental services in a manner that ensures public health
and safety in Lakeshore. Public Works also contributes towards
the community's economic development by ensuring the
supporting services are provided on a reliable and cost effective
and cost effective basis.

Performance and Benchmarking
The potential performance indicators for this profile would be monitoring performance against its
internal service level standards in order to ensure compliance with the established service level
standards.
In comparison to the selected comparator municipalities (Innisfil, Leamington, St. Thomas,
Stratford, Tecumseh, and Woodstock), the Town's public works is the median operating cost per
household ($344.36 vs. an average of $361.24 for the comparator municipalties).

-

Basis for Delivery
Mandatory – Section 44(1) of the Municipal Act establishes the
Town’s responsibility to keep highways or bridges under its
jurisdiction “in a state of repair that is reasonable in the
circumstances”. Ontario Regulation 239/02: Minimum
Maintenance Standards for Municipal Highways (which has been
amended by Ontario Regulation 47/13) provides further
clarification by establishing minimum maintenance standards for a
range of road network maintenance activities.

Potential Single Service Delivery Model (County or Lower Tier)
There may be the potential of a single service delivery model for public works services but this
would be dependent on capacity and geography. This could include the exploration of which tier is
responsible for road maintenance to increase upon operating efficiencies.

TOWN OF LAKESHORE
Municipal Service Profile
PUBLIC WORKS - OPERATIONS
Profile Component

Definition

Direct Client

A party that receives a service output and a service value.

Indirect Client

A set of parties that benefits from a service value without receiving
the service output directly.

Service Output

The output of a service that fulfills a recognized client’s need.



Users of the Town's road network



Pedestrians using the Town's sidewalk network



Town residents and other parties that benefit from effective transportation (e.g. individuals
requiring ambulance services)

(1) Winter roads maintenance

(7) Fleet maintenance

(2) Summer roads maintenance

(8) Traffic signal maintenance

(3) Roadside maintenance
(4) Bridge maintenance
(5) Drainage maintenance
(6) Sidewalk maintenance
The Town's road network is comprised of 405 centre lane kilometres of paved roadway and 142
kilometres of gravel roadways which are maintained based on maintenance routes established by
the Town.
The Town has 10 routes for the purposes of road maintenance which can range between 35 - 45
kilometres (urban) and 67 - 76 kilometres (rural)
The following is some additional public works activities on annual basis:
1) Avg. 70 Pothole repairs

Service Output Level

The quantum of service outputs provided to direct clients.

2) Avg. 115 Catch Basin repairs and issues
3) Avg. 7 Gravel road grading maintenance issues
4) Avg. 12 Storm Pump Station maintenance issues and repairs
5) Avg. 62 private sewer connections mini camera inspections
6) Avg. 33 Sanitary Sewer Back-ups investigations & maintenance call outs
7) Avg. 43 Sidewalk Inspections, investigations & repairs
8) Avg. 45 Tree Trimming, removals invetsigations and maintenance

Primary Delivery Model

How the service is predominantly delivered, recognizing that a
combination of delivery models may be used.

Own Resources - Operations are undertaken predominantly through the Town's own resources,
with the Town sometimes utilizing outside contractors (sidewalks, private roadways, fleet
maintenance) and rented equipment.

TOWN OF LAKESHORE
Municipal Service Profile
PUBLIC WORKS - OPERATIONS
Financial Information (2020 Budget)
Sub-Service/Process

Basis for Delivery

Delivery Model

Non-Taxation
Revenue

Operating Costs

Total

$

-

$

-

FTE's

Net Levy
Requirement
$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

-

Town of Lakeshore
Municipal Service Profile
PARKS
Program
Engineering and Infrastructure
Services

Service Overview
The Parks budget centre includes the maintenance of municipally
owned parks and sports fields to the highest quality standards
within budget guidelines, to keep them playable and safe for all
users and to make our signature parks inviting to all residents,
neighbouring communities, and other visitors.

Basis of Delivery

Mandatory

Essential

Organizational Unit
Parks

Traditional

Discretionary

Type of Service

Service Value

External

Budget (in thousands)
Operating Costs

$

Revenues

$

Net Levy

$

FTE's

1,634
(27)

Parks contributes to a beautiful, vibrant community for residents,
visitors, businesses and potential new business to the
community. The provision of safe, clean parks and open space
systems through proactive and effective property management
strengthens the livability and vibrancy of the community while
contributing towards a healthy lifestyle for residents.

1,607

Performance and Benchmarking
The potential performance indicators for this profile would be monitoring compliance with provincial
legislation and regulations associated with park maintenance and playground inspection and
maintenance, respectively.
In comparison to the selected comparator municipalities (Innisfil, Leamington, St. Thomas, Stratford,
Tecumseh, and Woodstock), the Town's parks service is the lowest operating cost per household
($94.30 vs. an average of $162.27 for the comparator municipalties).

3.0

Basis for Delivery
Traditional - The maintenance of parks and open spaces is a
typical municipal function.

Potential Single Service Delivery Model (County or Lower Tier)
The maintenance of parks is typically delivered by the municipality where the service exists.

Town of Lakeshore
Municipal Service Profile
PARKS
Profile Component

Definition

Direct Client

A party that receives a service output and a service value.

Indirect Client

A set of parties that benefits from a service value without receiving
the service output directly.



Residents using the Town's parks and other related facilities



Town residents and visitors to the Town

(1) Maintenance of parks and playgrounds
(2) Grounds management for the Town
Service Output

The output of a service that fulfills a recognized client’s need.

Service Output Level

(3) Maintenance of sports fields and other recreational outdoor facilities

1) 38 Total Parks Varrying in heirarchal structure from Regional, Community, Neighbourhood and
sports fields, small parkette`s
2) 260 Acres in total recreational park land (green space) maintained
3) 16 pieces of parks division machinery and equipment units maintained
4) 11 Public washroom buildings located in parks
5) 22 Playround Equipment
6) 17 Baseball sports fields; 38 Soccer sports fields; 2 Football sports fields; 5 track and field
7) 17 Green space trails approx. 30 km in length
The quantum of service outputs provided to direct clients.

8) 6 basketball courts; 7 tennis courts; 5 sand volleyball courts
9) 2 splashpad site features
10) 2 skateboard site equipment; 12 bicycle racks
11) 91 park benches; 141 park picnic tables; 16 park open burning BBQ units
12) 16 bleacher stands
13) 182 total waste and recycling containers
The following is some additional parks activities resulting in work orders from public and user calls on
annual basis:
1) 18 - Issues related to Parks/Ball Diamonds/Beach
2) 7 - Issues related to Park Trails and Pathways

Primary Delivery Model

How the service is predominantly delivered, recognizing that a
combination of delivery models may be used.

Own Resoures - Parks services are predominantly provided with the use of the Town's own
resources.

Town of Lakeshore
Municipal Service Profile
PARKS
Financial Information (2020 Budget)
Sub-Service/Process

Basis for Delivery

Delivery Model

Non-Taxation
Revenue

Operating Costs
Parks

Traditional

Own Resources

$

1,634,069

$

(27,300)

Net Levy
Requirement
$

$

1,634,069

$

(27,300)

1,606,769

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$
Total

FTEs

$

3.0

1,606,769

3.0

Town of Lakeshore
Municipal Service Profile
DEVELOPMENT SERVICES
Program
Community and Development
Services

Service Overview
Development Services provides professional planning advice to
Council, the public and Council endorsed committees on a wide
variety of development applications and policy related issues. The
division is accountable for protecting provincial policy interest as
set out in the 2014 Provincial Policy Statement (PPS) and for
ensuring conformity with the Town and the County’s Official
Plans. Development Services carries out plan review and
approval responsibilities and provides for the delivery of the
following municipal services as mandated under the Ontario
Planning Act and subsection 15.1(3) 15.6(1) of
the Ontario Building Code Act (Property Standard Appeals):
Committee of Adjustment, land use planning and long range
planning.

Organizational Unit
Development Services

Basis of Delivery

Mandatory

Essential

Traditional

Discretionary

Type of Service

Service Value

Performance and Benchmarking

Internal and External

The Town's Development Services promotes strategic growth and
policy through land use planning, community and strategc
planning, and incentive programs.

Potential performance indicators could be: monitor the time from receipt of completed application to
approval, with a service level standard that indicates the percentage of applications to be approved
within the established time frame (e.g. 90% of Official Plan Amendment applications to be completed
within xx days) and the level of cost recovery through planning fees.

Budget (in thousands)
Operating Costs

$

727

Revenues

$

(80)

Net Levy

$

647

FTE's

In comparison to the selected comparator municipalities (Innisfil, Leamington, St. Thomas, Stratford,
Tecumseh, and Woodstock), the Town's Development Services is the median operating cost per
household ($52.33 vs. an average of $57.33 for the comparator municipalties) and the Town has the
second lowest operating cost recovery (11% vs an average of 22% for the comparators).

5.0

Basis for Delivery
Mandatory – The Planning Act establishes the responsibility for
municipalities to make local planning decisions that will determine
the future of their community. The Planning Act also requires
municipalities to ensure planning decisions and planning
documents are consistent with the Provincial Policy Statement
and are in conformity with the municipal official plan.

Potential Single Service Delivery Model (County or Lower Tier)
Given the nature and relationship between the County and the local area municipalities, there exists
the potential of greater collaboration in its service delivery.

Town of Lakeshore
Municipal Service Profile
DEVELOPMENT SERVICES
Profile Component

Definition

Direct Client

A party that receives a service output and a service value.

Indirect Client

A set of parties that benefits from a service value without receiving
the service output directly.

Service Output

The output of a service that fulfills a recognized client’s need.



Members of the development community



Town departments involved in or affected by planning and growth issues



Residents of the Town who benefit from a comprehensive and planned approach to growth in
the community


(1) Approvals of applications under the Planning Act
(2) Coordination and support of other Town departments re: planning and growth
(3) Current and long range planning

To be populated based on activity based information provided by the Town
Information could include:
Number of applications

Service Output Level

Primary Delivery Model

The quantum of service outputs provided to direct clients.

How the service is predominantly delivered, recognizing that a
combination of delivery models may be used.

Consent
Minor Variance
Site Plan
OPA
ZBA
Subd./Condo
Part Lot
Telecommunication
Sub/Development/Agreement
CIP Application/Heritage Des.

2019
38
44
12
1
25
5
1
1
0
4

2018
53
33
18
2
26
2
0
0
2
4

2017
65
53
20
2
20
1
2
2
2
1

Number of appeals - average of 2 - 4 per year
Own Resoures - Development services are provided by predominantly with the Town's own
resources.

Town of Lakeshore
Municipal Service Profile
DEVELOPMENT SERVICES
Financial Information (2020 Budget)
Sub-Service/Process

Basis for Delivery

Delivery Model

Non-Taxation
Revenue

Operating Costs
Development Services

Mandatory

Own Resources

$

727,336

$

(79,900)

Net Levy
Requirement
$

$

727,336

$

(79,900)

647,436

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$
Total

FTEs

$

5.0

647,436

5.0

Town of Lakeshore
Municipal Service Profile
BUILDING
Program
Community and Development
Services

Service Overview
The Building Division is responsible for the provision of timely
inspections which helps to promote a safe and healthy
environment.

Basis of Delivery

Mandatory

Essential

Organizational Unit
Building

Traditional

Discretionary

Type of Service

Service Value

External

Building Approvals contributes towards the protection of public
health and safety by ensuring compliance with the Building Code
Act, Ontario Building Code and other applicable law primarily in
support of a reliable infrastructure.

Budget (in thousands)
Operating Costs

$

Revenues

$

Net Levy

$

FTE's

Performance and Benchmarking
Potential performance indicators could be: monitor the time from receipt of complete applications to
approval, with a service level standard that indicates the percentage of applications to be approved
within the established time frames and the level of cost recovery through building permit fees.
In comparison to the selected comparator municipalities (Innisfil, Leamington, St. Thomas, Stratford,
Tecumseh, and Woodstock), the Town's building/bylaw is the median net operating cost per
household ($19.24 vs. an average of $21.07 for the comparator municipalties).

1,086
(818)
268
10.0

Basis for Delivery
Mandatory – Pursuant to Section 3.1 of the Building Code Act
(“BCA”), municipalities are mandated the responsibility to enforce
the BCA and in doing so, are required to appoint a Chief Building
Official ('CBO') and such inspectors under Section 3(2) of the
BCA. Consistent with other Provincial legislation, the BCA does
allow for collaboration and joint enforcement involving two or
more municipalities (Section 3(3))

Potential Single Service Delivery Model (County or Lower Tier)
There exists the potential of sharing building resources but it is dependent on internal capacity as
well as the volume of work for each participating municipality.

Town of Lakeshore
Municipal Service Profile
BUILDING
Profile Component

Direct Client

Indirect Client

Definition


Individuals or companies undertaking construction, renovation or other building related
projects that require permits



Individuals purchasing homes directly from developers/contractors



Individuals purchasing homes on the resale market



Title insurers who rely on building approvals



Final occupancy inspections

A party that receives a service output and a service value.

A set of parties that benefits from a service value without receiving
the service output directly.

(1) Permit reviews
(2) Inspections - 3,655
Service Output

The output of a service that fulfills a recognized client’s need.

(3) Zoning Letters - 94

To be populated based on activity based information information provided by the Town
Information could include:

Service Output Level

The quantum of service outputs provided to direct clients.

Primary Delivery Model

How the service is predominantly delivered, recognizing that a
combination of delivery models may be used.

Number of applications
2019 - 782 issued with 175 for dwelling units
2018 - 940 issued with 222 for dwelling units
2017 - 1,134 issued with 306 for dwelling units
Own Resoures - Building services are provided by predominantly with the Town's own resources.

Town of Lakeshore
Municipal Service Profile
BUILDING
Financial Information (2020 Budget)
Sub-Service/Process

Basis for Delivery

Delivery Model

Non-Taxation
Revenue

Operating Costs
Building

Mandatory

Own Resources

$

1,085,790

$

(818,300)

Net Levy
Requirement
$

$

1,085,790

$

(818,300)

267,490

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$
Total

FTEs

$

10.0

267,490

10.0

Town of Lakeshore
Municipal Service Profile
BYLAW
Program
Community and Development
Services

Service Overview
Timely By-Law compliance with satisfactory outcomes to all
interested parties is also a prime responsibility that seeks
compliance over enforcement, but enforcement if necessary.

Basis of Delivery

Mandatory

Essential

Organizational Unit
Bylaw

Traditional

Discretionary

Type of Service

Service Value

External

By-law Enforcement and Property Standards contributes towards
health and safety, consumer protection, nuisance control and
quality of life. All citizens benefit from the enforcement of by-laws
as the result is an increased level of public safety, neighbourhood
satisfaction, community pride and an overall positive impact on
quality of life.

Budget (in thousands)
Operating Costs

$

-

Revenues

$

-

Net Levy

$

-

FTE's

Performance and Benchmarking
Potential performance indicators could be: monitor the time from receipt of bylaw related matter
(e.g.a complaint) to resolution, with a service level standard that indicates the percentage of
complaints resolved within the established time frames.
In comparison to the selected comparator municipalities (Innisfil, Leamington, St. Thomas, Stratford,
Tecumseh, and Woodstock), the Town's building/bylaw is the median net operating cost per
household ($19.24 vs. an average of $21.07 for the comparator municipalties).

-

Basis for Delivery
Essential – By-law enforcement and property standards
contribute towards the health and safety of residents, as well as
the protection of property.

Potential Single Service Delivery Model (County or Lower Tier)
There exists the potential of sharing bylaw resources but it is dependent on internal capacity as well
as the volume of work for each participating municipality.

Town of Lakeshore
Municipal Service Profile
BYLAW
Profile Component

Direct Client

Indirect Client

Definition


Residents lodging complaints with respect to by-law non compliance



Residents and visitors who benefit from by-law compliance

A party that receives a service output and a service value.

A set of parties that benefits from a service value without receiving
the service output directly.

(1) Bylaw enforcement

Service Output

The output of a service that fulfills a recognized client’s need.

To be populated based on activity based information provided by the Town
Information could include:

Service Output Level

The quantum of service outputs provided to direct clients.

Primary Delivery Model

How the service is predominantly delivered, recognizing that a
combination of delivery models may be used.

Number of complaints
2019 Complaints in Que: 67
Complaints in Progress: 24
Complaints Closed: 340
2018 Complaints - 348
2017 Complaints - 321
Own Resoures - Bylaw services are provided by predominantly with the Town's own resources.

Town of Lakeshore
Municipal Service Profile
BYLAW
Financial Information (2020 Budget)
Sub-Service/Process

Basis for Delivery

Delivery Model

Non-Taxation
Revenue

Operating Costs

Total

$

-

$

-

Net Levy
Requirement

FTEs

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

-

Town of Lakeshore
Municipal Service Profile
COMMUNITY AND DEVELOPMENT SERVICES - ADMINISTRATION
Program

Service Overview

Community and Development
Services

The Community and Development Services is a customer focused
department comprised of several divisions: Development,
Building, Recreation and Leisure and Communications and
Strategic Initiatives. The department is responsible for providing
oversight for development and use of property, coordinator of
recreation services, and managing public and internal
communications.

Organizational Unit

Basis of Delivery

Mandatory

Essential

Traditional

Community and Development
Services - Administration
Discretionary

Type of Service

Service Value

External

Community and development services contribute towards the
overall quality of life for residents as well as the attractiveness of
the community for new residents.

Budget (in thousands)
Operating Costs

$

Revenues

$

-

Net Levy

$

386

FTE's

Performance and Benchmarking
Potential performance and benchmarking indicators for this profile would be linked to the indicators
for the divisions within.
Based on the structure of municipal budgets, recreational services are aggregated to the level of
recreation.

386

2.0

Basis for Delivery

Potential Single Service Delivery Model (County or Lower Tier)

Essential – The coordination of the department's customer
service focussed department is essential given the nature of the
four divisions (building, communications, planning and recreation)

The overall administration of a department is typically specific to each municipality and therefore, it is
not commonly delivered by one municipality in a shared service delivery model.

Town of Lakeshore
Municipal Service Profile
COMMUNITY AND DEVELOPMENT SERVICES - ADMINISTRATION
Profile Component

Definition


Direct Client

A party that receives a service output and a service value.

Indirect Client

A set of parties that benefits from a service value without receiving
the service output directly.



Town employees involved in the delivery of community and development services

Residents and visitors to the Town who utilize community and development services

(1) Overall management of the department
(2) Communications and strategic initiatives
Service Output

The output of a service that fulfills a recognized client’s need.

To be populated based on activity based information provided by the Town
Information could include:
Number of community engagements: 6 Engagements in 2019:
1. Lighthouse Cove Secondary Plan - 2 meetings
2. Shoreline Plan
3. Employment Lands Strategy
4. Cannabis
5. Official Plan Review
Service Output Level

The quantum of service outputs provided to direct clients.

Primary Delivery Model

How the service is predominantly delivered, recognizing that a
combination of delivery models may be used.

Number of ongoing strategic projects: 11
- Lighthouse Cove Secondary Plan
- Wallace Woods Secondary Plan
- West Beach / Marina / Lakeview Park
- ATC Master Plan
- 2 Community Improvement Plans
- 2020 Roads Program
- 5 Year Roads Plan
- Shoreline Management Plan
- DC & Reserves
- Service Delivery Review
- Community Survey
Own Resoures - The administration of the Community and Development Services is provided with
internal resources.

Town of Lakeshore
Municipal Service Profile
COMMUNITY AND DEVELOPMENT SERVICES - ADMINISTRATION
Financial Information (2020 Budget)
Sub-Service/Process

Basis for Delivery

Delivery Model

Non-Taxation
Revenue

Operating Costs
Community and Development Services Administration

Essential

Own Resources

$

386,039

$

-

Net Levy
Requirement
$
$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$
Total

$

386,039

$

-

FTEs

386,039

$

2.0

386,039

2.0

Town of Lakeshore
Municipal Service Profile
ATLAS TUBE CENTRE (ATC)
Program
Community and Development
Services

Service Overview
The Atlas Tube Centre ('ATC') is a multi-purpose recration facility
including 3 ice pads, Aquatic centre, dance studio, gymnasium,
tennis courts, multi-use courts, soccer fields and outdoor
splashpad.. The ATC also houses the Essex-Toldo Library.

Basis of Delivery

Mandatory

Essential

Organizational Unit
Atlas Tube Centre

Traditional

Discretionary

Type of Service

Service Value
Community centres provide accessible, inclusive, welcoming,
quality spaces for community recreational programming,
activities, rentals/events and neighbourhood gatherings.

External

Performance and Benchmarking
Potential performance and benchmarking indicators for this profile may be the level of cost recovery
achieved by the facility as a whole and by specific function and level of utilization of the facility as a
whole and by specific function.

Budget (in thousands)
Operating Costs

$

5,293

Revenues

$

(2,162)

Net Levy

$

3,131

FTE's

Based on the structure of municipal budgets, ATC operating costs are aggregated to the level of
recreation complex costs. In comparison to the selected comparator municipalities (Innisfil,
Leamington, St. Thomas, Stratford, Tecumseh, and Woodstock), the Town's recreational complex
net operating costs are the third lowest ($155.55 vs. an average of $170.69 for the comparator
municipalties) with the Town's cost recovery being second highest (59.2% vs an average of 46.4%)

10.4

Basis for Delivery
Traditional – The operation of community centres is a typical
service offered by municipalities.

Potential Single Service Delivery Model (County or Lower Tier)
The provision of access to recreational facilities can be explored as a shared service/single service
opportunity but it is dependent on the complement of services offered within the area.

Town of Lakeshore
Municipal Service Profile
ATLAS TUBE CENTRE (ATC)
Profile Component

Definition

Direct Client

A party that receives a service output and a service value.

Indirect Client

A set of parties that benefits from a service value without receiving
the service output directly.



Individuals utlizing the facility




Community groups utilizing the facility
Other parties who may offer programming at the facility



Residents and visitors who attend events and programs offered at the Town's facility

(1) Access to the facility for leisure and recreational purposes
(2) Building maintenance
Service Output

The output of a service that fulfills a recognized client’s need.

(3) Facilty scheduling and bookings
(4) Customer service
(5) Canteen operations
To be populated based on activity based information provided by the Town
Information could include:
Number of hours of use by facility:
Recreation Programs - 3,721; Day Camps - 620; Aquatic Programs - 6,928 = 11,269 hours

Service Output Level

The quantum of service outputs provided to direct clients.
Number of scheduled events:
4 Special events organized
7 Special Events hosted
4 Special Programs
Own Resoures - The operation of the ATC is provided with the Town's own resources.

Primary Delivery Model

How the service is predominantly delivered, recognizing that a
combination of delivery models may be used.

Town of Lakeshore
Municipal Service Profile
ATLAS TUBE CENTRE (ATC)
Financial Information (2020 Budget)
Sub-Service/Process

Basis for Delivery

Delivery Model

Non-Taxation
Revenue

Operating Costs
Atlas Tube Centre

Traditional

Own Resources

$

5,293,219

$

(2,162,116)

Net Levy
Requirement
$

$

5,293,219

$

(2,162,116)

3,131,103

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$
Total

FTEs

$

10.4

3,131,103

10.4

Town of Lakeshore
Municipal Service Profile
AQUATICS
Program
Community and Development
Services

Service Overview
Aquatics delivers programming utilizing the Town's three indoor
pools. Aquatics programming is used by residents (infants to
seniors), school boards, swim clubs and athletes.

Basis of Delivery

Mandatory

Essential

Organizational Unit
Recreation Services - Aquatics

Traditional

Discretionary

Type of Service

Service Value
Aquatics enhances the quality of life for residents by providing
fitness and socialization opportunities. Aquatics also contributes
to the preservation of life by teaching individuals to swim plus life
saving skills.

External

Budget (in thousands)
Operating Costs

$

-

Revenues

$

-

Net Levy

$

-

FTE's

Performance and Benchmarking
Potential performance and benchmarking indicators for this profile may be the level of cost recovery
achieved by programming

Based on the structure of municipal budgets, ATC operating costs are aggregated to the level of
recreation complex costs. In comparison to the selected comparator municipalities (Innisfil,
Leamington, St. Thomas, Stratford, Tecumseh, and Woodstock), the Town's recreational complex
net operating costs are the third lowest ($155.55 vs. an average of $170.69 for the comparator
municipalties) with the Town's cost recovery being second highest (59.2% vs an average of 46.4%)

-

Basis for Delivery
Traditional – The provision of aquatics programming is a typical
municipal function.

Potential Single Service Delivery Model (County or Lower Tier)
The provision of access to recreational services can be explored as a shared service/single service
opportunity but it is dependent on the complement of services offered within the area.

Town of Lakeshore
Municipal Service Profile
AQUATICS
Profile Component

Definition

Direct Client

A party that receives a service output and a service value.

Indirect Client

A set of parties that benefits from a service value without receiving
the service output directly.



Residents enrolled in aquatics programming



Residents using aquatic facilities independently



Residents and visitors who use the Town's aquatic facilities

(1) Aquatic programming
(2) Access to aquatics without programming
Service Output

The output of a service that fulfills a recognized client’s need.

(3) Scheduling and bookings
(4) Customer services
(5) Community awards
To be populated based on activity based information information provided by the Town
Information could include:

Service Output Level

The quantum of service outputs provided to direct clients.

Primary Delivery Model

How the service is predominantly delivered, recognizing that a
combination of delivery models may be used.

Number of programs offered: 1,123
Number of users: 3,452

Own Resoures - Recreational services are provided by with the Town's own resources.

Town of Lakeshore
Municipal Service Profile
AQUATICS
Financial Information (2020 Budget)
Sub-Service/Process

Basis for Delivery

Delivery Model

Non-Taxation
Revenue

Operating Costs

Total

$

-

$

-

Net Levy
Requirement

FTEs

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

-

Town of Lakeshore
Municipal Service Profile
RECREATION SERVICES
Program
Community and Development
Services

Service Overview
The Recreation Services division plans, organizes and leads
leisure activities for the enjoyment of Lakeshore's residents and
community groups. The division also oversees two community
centres which provides access opportunities for community
groups/individuals. The division is also responsible for a number
of committees including the Arts Advisory Committee, Mayor's
Arts Committee, Yourth Advisory Committee and Community
Service Advisory Committee.

Organizational Unit
Recreation Services

Basis of Delivery

Mandatory

Essential

Traditional

Discretionary

Type of Service

Service Value
Community centres provide accessible, inclusive, welcoming,
quality spaces for community recreational programming,
activities, rentals/events and neighbourhood gatherings.

External

Performance and Benchmarking
Potential performance and benchmarking indicators for this profile may be the level of cost recovery
achieved by programming as a whole and by specific function and level of utilization of recreational
programming as a whole and by specific function.

Budget (in thousands)
Operating Costs

$

Revenues

$

(486)

Net Levy

$

558

FTE's

In comparison to the selected comparator municipalities (Innisfil, Leamington, St. Thomas, Stratford,
Tecumseh, and Woodstock), the Town's recreation programs are the highest net operating cost per
household ($40.12 vs. an average of $19.79 for the comparator municipalties) and the Town has the
second lowest operating cost recovery (46.6% vs an average of 49.7% for the comparators).

1,044

3.5

Basis for Delivery
Traditional – The operation of recreational programming is a
typical service offered by municipalities.

Potential Single Service Delivery Model (County or Lower Tier)
The provision of access to recreational services can be explored as a shared service/single service
opportunity but it is dependent on the complement of services offered within the area.

Town of Lakeshore
Municipal Service Profile
RECREATION SERVICES
Profile Component

Definition

Direct Client

A party that receives a service output and a service value.

Indirect Client

A set of parties that benefits from a service value without receiving
the service output directly.



Individuals utlizing the recreational programming



Community groups utilizing recreational programming



Residents and visitors who attend programs offered at the Town's facility

(1) Recreational programming
(2) Day camp operations
Service Output

The output of a service that fulfills a recognized client’s need.

(3) Scheduling and bookings
(4) Customer services
(5) Special events
(6) Cultural and community committees
To be populated based on activity based information provided by the Town
Information could include:

Service Output Level

The quantum of service outputs provided to direct clients.

Primary Delivery Model

How the service is predominantly delivered, recognizing that a
combination of delivery models may be used.

Number of programs offered: 429
Number of users: 4,310
Number of special events: 4

Own Resoures - Recreational services are provided by with the Town's own resources.

Town of Lakeshore
Municipal Service Profile
RECREATION SERVICES
Financial Information (2020 Budget)
Sub-Service/Process

Basis for Delivery

Delivery Model

Non-Taxation
Revenue

Operating Costs
Recreation

Traditional

Own Resources

$

1,044,104

$

(486,405)

Net Levy
Requirement
$

$

1,044,104

$

(486,405)

557,699

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$
Total

FTEs

$

3.5

557,699

3.5

Town of Lakeshore
Municipal Service Profile
MARINA
Program
Community and Development
Services

Service Overview
The Belle River Marina, in the Town of Lakeshore is adeep water
marina with over 250 seasonal and transient docks. Facilities
include a restaurant, gas (including diesel), pump-out facilities, 24
hour security, gated docks, pavilion, double access boat ramp,
and washrooms with private showers.

Basis of Delivery

Mandatory

Essential

Organizational Unit
Marina

Traditional

Discretionary

Type of Service

Service Value
Marina services provide accessible and quality services to the
community and visitors for the enjoyment of local waterways.

External

Budget (in thousands)
Operating Costs

$

713

Revenues

$

(620)

Net Levy

$

FTE's

Performance and Benchmarking
Potential performance and benchmarking indicators for this profile may be the level of cost recovery
and utilization achieved at the marina.
Based on the nature of the municipalities' operations, there is not sufficient information available to
effectively benchmark marina operations.

93
0.5

Basis for Delivery
Traditional – The operation of a municipal marina is a typical
service offered by municipalities.

Potential Single Service Delivery Model (County or Lower Tier)
The provision of access to the marina can be explored as a shared service/single service opportunity
but it is dependent on the complement of services offered within the area.

Town of Lakeshore
Municipal Service Profile
MARINA
Profile Component

Definition

Direct Client

A party that receives a service output and a service value.

Indirect Client

A set of parties that benefits from a service value without receiving
the service output directly.



Individuals utlizing the marina



Residents and visitors who attend activities at the marina

(1) Marina operations
(2) Customer service
Service Output

The output of a service that fulfills a recognized client’s need.

(3) Scheduling and bookings
(4) Security

To be populated based on activity based information information provided by the Town
Information could include:
Number of annual users: Seasonal Registrants - 252; Transient Registrants - 92 = 344
Service Output Level

The quantum of service outputs provided to direct clients.

Primary Delivery Model

How the service is predominantly delivered, recognizing that a
combination of delivery models may be used.

Own Resoures - Marina operations are provided by with the Town's own resources.

Town of Lakeshore
Municipal Service Profile
MARINA
Financial Information (2020 Budget)
Sub-Service/Process

Basis for Delivery

Delivery Model

Non-Taxation
Revenue

Operating Costs
Marina

Total

Traditional

Own Resources

$

$

712,735

712,735

$

$

(619,865)

(619,865)

Net Levy
Requirement

FTEs

$

92,870

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

92,870

0.5

0.5

Town of Lakeshore
Municipal Service Profile
CORPORATE COMMUNICATIONS AND STRATEGIC INITIATIVES
Program
Community and Development
Services

Service Overview
Corporate Communications develops communications strategies
to inform and engage the community about key initiatives, and
creates the tactics to execute those strategies. This can include
websites, social media, media releases, public events and
announcements, and media relations. The Town's
communications function is also responsible for issues
management through daily media scans, policy development
pertaining to social media, media relations and visual
identification (branding)

Organizational Unit
Corporate Communications and
Strategic Initiatives

Basis of Delivery

Mandatory

Essential

Traditional

Discretionary

Type of Service
Internal and external

Budget (in thousands)
Operating Costs

$

-

Revenues

$

-

Net Levy

$

-

Service Value
Corporate Communications informs and engages residents on
civic and Council projects and initiatives and acts as a sounding
board for community responses and feedback. In doing so,
Corporate Communications helps to promote transparency,
openness and community engagement

Performance and Benchmarking
One potential performance indicator could be the Town monitors any results from citizen
satisfaction surveys.

Based on the nature of the municipalities' operations, there is not sufficient information
available to effectively benchmark communications..

FTE's

Basis for Delivery
Traditional – Similarly sized municipalities typically maintain a
corporate/strategic communications function.

Potential Single Service Delivery Model (County or Lower Tier)
The administration of corporate communications is typically specific to each municipality and
therefore, it is not commonly delivered by one municipality in a shared service delivery model.

Town of Lakeshore
Municipal Service Profile
CORPORATE COMMUNICATIONS AND STRATEGIC INITIATIVES
Profile Component

Definition

Direct Client

A party that receives a service output and a service value.

Indirect Client

A set of parties that benefits from a service value without receiving
the service output directly.



Town staff and elected officials (internal communications)




Town residents (external communications)
Media



Not applicable

(1) Communications and information dissemination with respect to City services, initiatives
and other matters (traditional and non traditional)
Service Output

The output of a service that fulfills a recognized client’s need.

(2) Internal policy development
(3) Community engagement
(4) Brand compliance

Service Output Level

The quantum of service outputs provided to direct clients.

Primary Delivery Model

How the service is predominantly delivered, recognizing that a
combination of delivery models may be used.

(5) Issues management
Number of social media views:
Facebook: April 7, 2020 - 5,166 likes; Dec. 31, 2019 - 4,905 likes; Jan., 2019 3,838 likes
Twitter followers: April, 2020 - 1,314; July, 2019 - 980
Number of website hits: Page visits April 6, 2020 - 513; week of March 30 - 1,197; last 30 days
- 28,695

Own Resources - Corporate communications and strategic initiatives are provided primarily
with internal resources but the Town may purchase specialized communication services when
needed (i.e. graphic design)

Town of Lakeshore
Municipal Service Profile
CORPORATE COMMUNICATIONS AND STRATEGIC INITIATIVES
Financial Information (2020 Budget)
Sub-Service/Process

Basis for Delivery

Delivery Model

Non-Taxation
Revenue

Operating Costs

Total

$

-

$

-

Net Levy
Requirement

FTEs

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

-

Town of Lakeshore
Municipal Service Profile
ACCESSIBILITY
Program
Community Development and
Enterprise Services

Service Overview
The Accessibility Advisory Committee ('AAC') is responsible for
the review of municipal policies, programs and services pertaining
to accessibility as well as with the identification, removal and
prevention of barriers faced by persons with disabilities.

Basis of Delivery

Mandatory

Essential

Organizational Unit
Accessibility

Traditional

Discretionary

Type of Service
Internal and external

Budget (in thousands)
Operating Costs

$

-

Revenues

$

-

Net Levy

$

FTE's

-

Service Value
Town of Lakeshore Council recognizes that improving
accessibility is important to all residents. Approximately 15.5% or
1.85 million people in Ontario have a disability –
that’s one in seven. That number is expected to grow significantly
in the next 20 years as the population ages.
The Corporation of the Town of Lakeshore is committed to
meeting the accessibility needs of persons with disabilities in a
respectful, equitable and timely manner and will do so by
preventing and removing barriers to accessibility and meeting
accessibility requirements under the AODA.

Basis for Delivery
Mandatory – The City’s responsibilities with respect to
accessibility are mandated by the Accessibility for Ontarians with
Disabilities Act.

Performance and Benchmarking
One potential performance indicator is to monitor compliance with provincial legislation and
the requirements of AODA.

Based on the nature of the municipalities' operations, there is not sufficient information
available to effectively benchmark accessibility

Potential Single Service Delivery Model (County or Lower Tier)
Accessibility is typically specific to each municipality and therefore, it is not commonly delivered
by one municipality in a shared service delivery model.

Town of Lakeshore
Municipal Service Profile
ACCESSIBILITY
Profile Component

Definition

Direct Client

A party that receives a service output and a service value.

Indirect Client

A set of parties that benefits from a service value without receiving
the service output directly.



Anyone accessing Town services



Town employees



Anyone accessing Town services

(1) Policy and procedure development
(2) Assessment of compliance with legislative requirements
Service Output

Service Output Level

The output of a service that fulfills a recognized client’s need.

The quantum of service outputs provided to direct clients.

Upgrades of park facilities for accessible purposes - addition of accessible swings
2020: New playground equipment and accessible surfacing for River Ridge Park
2019: Node on Earth Walk Trail including benches and trees
New accessible playground equipment (Optimist Park)
Accessible swing - Comber Community Park
New accessible website
Community Living Youth in Action Summer Work Experience Program
Veteran Parking signs

Own Resources- Accessibility-related matters are delivered by the Accessibility Advisory
Committee, an internal resource for the Town.
Primary Delivery Model

How the service is predominantly delivered, recognizing that a
combination of delivery models may be used.

Town of Lakeshore
Municipal Service Profile
ACCESSIBILITY
Financial Information (2020 Budget)
Sub-Service/Process

Basis for Delivery

Delivery Model

Non-Taxation
Revenue

Operating Costs

Total

$

-

$

-

Net Levy
Requirement

FTEs

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

-

Town of Lakeshore
Municipal Service Profile
FINANCE
Program
Finance Services

Service Overview
Finance Services is responsible for customer service related to
the billing and collection of all property tax, accounts receivable,
water and wastewater accounts including meter reads and
scheuduling meter replacements. Other services include accounts
payable, payroll, cash management, investments, grant claims,
general ledger account reconciliations and balancing, financial
statement preparation, statutory reporting and budgeting. This
service area is also responsible for budget monitoring as well as
asset inventory and management coordination and financial
analysis support. This area is also responsible for procurement
practices for the Town. This function is currently delegated to the
Director of Finance.

Organizational Unit
Finance

Basis of Delivery

Mandatory

Essential

Traditional

Discretionary

Type of Service

Service Value

Performance and Benchmarking

Internal and External

Finance contributes to financial sustainability and flexibility by
undertaking financial planning and analysis in connection with
municipal decisions and strategies. Finance contributes to the
safeguarding of the Town’s financial assets by ensuring policies,
procedures, and internal controls are effective. Through it's
purchasing function, Finance contributes towards the delivery of
municipal services through the acquisition of goods and services
on a timely and effective basis while at the same time maximizing
value for ratepayers.

The potential performance indicators for this profile would be:
Invoice processing time (percentage of invoices processed within xx days of receipt)
Financial statement reporting timeframes (internal and external reporting)
Percentage of purchases subject to fomal procurement mechanisms (e.g. PO's, RFP's, tenders)
In comparison to the selected comparator municipalities (Innisfil, Leamington, St. Thomas, Stratford,
Tecumseh, and Woodstock), the Town's Finance Services has the second lowest operating cost per
household ($103.27 vs. an average of $107.57 for the comparator municipalties)

Budget (in thousands)
Operating Costs

$

1,436

Revenues

$

(1,446)

Net Levy

$

FTE's

(10)
13.0

Basis for Delivery
Mandatory – Pursuant to Section 286(1) of the Municipal Act,
2001, all Ontario municipalities are required to appoint a treasurer
“who is responsible for the handling of all financial affairs of the
municipality on behalf of and in a manner directed by the council
of the municipality”. Section 270 (1) of the Municipal Act, 2001,
requires Ontario municipalities to adopt a policy for the
procurement of goods and services.

Potential Single Service Delivery Model (County or Lower Tier)
There may be opportunities for aspects of financial related services to be delivered more
collaboratively but each municipality is responsible for their own financial service needs.

Town of Lakeshore
Municipal Service Profile
FINANCE
Profile Component

Direct Client

Indirect Client

Service Output

Definition

A party that receives a service output and a service value.

A set of parties that benefits from a service value without receiving
the service output directly.

The output of a service that fulfills a recognized client’s need.



Town Council



Town departments and employees




Essex County
Third parties involved in financial transactions with the Town



Third parties receiving financial reporting from the Town




Town residents who benefit from the financial decision making undertaken by the Town
Other levels of government

(1) Financial policy, planning and analysis

(7) Water meter replacement scheduling

(2) Financial transaction processing

(8) Third party benefits administration

(3) Financial reporting

(9) Water Meter reads

(4) Procurement management

(10) Drainage billings

(5) Advice to other departments
(5) Asset management
To be populated based on activity based information information provided by the Town
Information could include:

Service Output Level

The quantum of service outputs provided to direct clients.

Primary Delivery Model

How the service is predominantly delivered, recognizing that a
combination of delivery models may be used.

Number of cheques processed
Number of T4s issued
Number of purchase orders issued (the town does not operate a PO system yet)
Number of RFP/Tenders issued - the town does not issue many RFP's. it's moslty tenders for now
Own Resoures - Financial Services are predominantly provided with the use of the Town's own
resources.

Town of Lakeshore
Municipal Service Profile
FINANCE
Financial Information (2020 Budget)
Sub-Service/Process

Basis for Delivery

Delivery Model

Non-Taxation
Revenue

Operating Costs
Finance

Total

Mandatory

Own Resources

$

$

1,435,519

1,435,519

$

$

(1,446,000)

(1,446,000)

Net Levy
Requirement

FTEs

$

(10,481)

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

(10,481)

13.0

13.0

Town of Lakeshore
Municipal Service Profile
INFORMATION TECHNOLOGY
Program
Financial Services

Service Overview
Information Technology Services is responsible for the planning,
management and support of the Town’s information technology,
including hardware, software, network, printing, development,
enterprise and business applications, core systems, GIS, service
desk, data services, mobility, messaging and information security.

Basis of Delivery

Mandatory

Essential

Organizational Unit
Information Technology

Traditional

Discretionary

Type of Service

Service Value
ITS provides cost effective information technology related
services to staff of the Town that allows them to be effective and
innovative in their jobs.

Internal

Performance and Benchmarking
The potential performance indicators for this profile would be monitoring the percentage of closed
tickets and measure the average time required to close tickets (tickets could be split out from routine
issues and those require more resources).

Budget (in thousands)
Operating Costs

$

844

Revenues

$

-

Net Levy

$

844

FTE's

In comparison to the selected comparator municipalities (Innisfil, Leamington, St. Thomas, Stratford,
Tecumseh, and Woodstock), the Town's Information Technology has the third lowest operating cost
per household ($60.74 vs. an average of $72.70 for the comparator municipalties)

5.0

Basis for Delivery
Essential – Information technology is critical to the effective and
efficient delivery of municipal services.

Potential Single Service Delivery Model (County or Lower Tier)
There may be opportunities for aspects of information technology related services to be delivered
more collaboratively but each municipality is responsible for their own information technology service
needs.

Town of Lakeshore
Municipal Service Profile
INFORMATION TECHNOLOGY
Profile Component

Definition

Direct Client

A party that receives a service output and a service value.

Indirect Client

A set of parties that benefits from a service value without receiving
the service output directly.



Town departments and employees



Residents



Town residents who benefit from the services delivered by the Town

(1) Planning
(2) IT systems management and support
Service Output

The output of a service that fulfills a recognized client’s need.

(7) GIS

(3) IT security
(4) Advice and assistance to other departments
(5) Information data management
(6) IT infrastructure and technologies
To be populated based on activity based information information provided by the Town
Information could include:

Service Output Level

The quantum of service outputs provided to direct clients.

Primary Delivery Model

How the service is predominantly delivered, recognizing that a
combination of delivery models may be used.

Number of physical infrastructure (work stations, laptops, printers, etc)
Number of tickets

Own Resoures - Information Technology Services are predominantly provided with the use of the
Town's own resources.

Town of Lakeshore
Municipal Service Profile
INFORMATION TECHNOLOGY
Financial Information (2020 Budget)
Sub-Service/Process

Basis for Delivery

Delivery Model

Non-Taxation
Revenue

Operating Costs
Information Technology

Essential

Own Resources

$

844,254

$

-

Net Levy
Requirement
$

$

844,254

$

-

844,254

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$
Total

FTEs

$

5.0

844,254

5.0

Town of Lakeshore
Municipal Service Profile
Fire - Incident Response and Operations
Program
Legislative and Legal Services

Organizational Unit
Fire - Incident Response and
Operations

Service Overview
The Fire Services Division provides fire suppression and
emergency response services to the municipality. The
department also provides medical support to the Land
Ambulance Service through a tiered response agreement. With
40 kilometres of 401 highway dividing Lakeshore, the department
also provides emergency services to that portion of the 400
series highway. Incident response and operations is focused on
the delivery of emergency fire protection, emergency medical
care, motor vehicle extraction and related emergencies to the
residents of the Town. These efforts are led by 1 Chief, 1 Deputy
Chief and 2 Assistant Deputy Chiefs along with approximately 96
volunteer firefighters and supported by 1 Administrative
Assistant.

Basis of Delivery

Mandatory

Essential

Traditional

Discretionary

Type of Service
External

Budget (in thousands)
Operating Costs

$

Revenues

$

Net Levy

$

FTE's

2,012

Service Value
Incident response and operations prevent loss of life and injury to
citizens and visitors to the Town, as well as the prevention and
reduction of property loss due to fires and natural disasters.
Service includes assisting EW-EMS under the Tiered Response
Agreement.

Performance and Benchmarking
Potential key performance indicators and activity measures as required by the Office of the
Fire Marshal.

Basis for Delivery

Potential Single Service Delivery Model (County or Lower Tier)
Fire services typically have shared services within them - mutual aid agreements - so it is
common for each municipality to have its own fire service. There may exist opportunities to
explore extending a municipal service and/or exploring fire be delivered at the County level.

(36)
1,976

In comparison to the selected comparator municipalities (Leamington and Tecumseh) and
additional similiarly sized municipalities (Fort Erie and Lasalle) with a volunteer based fire
service, the Town's fire services are the lowest operating cost per household ($144.72 vs. an
average of $215.27 for the comparator municipalties).

6.0

Mandatory – Section 2(1)(a) of the Fire Prevention and
Protection Act (the ‘FPPA’) requires every municipality to provide
such fire protection services as it determines may be necessary
in accordance with its needs and circumstances.

Town of Lakeshore
Municipal Service Profile
Fire - Incident Response and Operations
Profile Component

Definition


Direct Client

Indirect Client

Service Output

A party that receives a service output and a service value.

A set of parties that benefits from a service value without receiving
the service output directly.

The output of a service that fulfills a recognized client’s need.

Service Output Level

The quantum of service outputs provided to direct clients.

Primary Delivery Model

How the service is predominantly delivered, recognizing that a
combination of delivery models may be used.



Property and car owners, including owners of properties adjacent to the site of a
structural fire or car owners travelling the same city street or highway
Incident victims (property fire or motor vehicle collision)



Recipients of mutual aid



Families of individuals involved in fires, motor vehicles accidents or other incidents




Insurance companies that insure properties and vehicles
Property and car owners in general, due to better valuation of properties or lower
insurance rates, based on overall benchmarking for the City




Recipients of mutual aid
Occupants of properties where fire/emergency affects operations

(1) Fire and rescue incidents mitigated
Total calls received and estimated loss
2017 - 578 and $2.31 million = 79 fire response calls and 499 non-fire response calls
2018 - 551 and $1.33 million = 79 fire response calls and 472 non-fire response calls
2019 - 550 and $3.25 million = 50 fire response calls and 500 non-fire response calls

Internal - The administration of the Town's incident response and operations are
predominately delivered through internal resources (volunteer firefighters)

Town of Lakeshore
Municipal Service Profile
Fire - Incident Response and Operations
Financial Information (2020 Budget)
Sub-Service/Process

Basis for Delivery

Delivery Model

Non-Taxation
Revenue

Operating Costs
Fire

Total

Mandatory

Own Resources

$

$

2,011,571

2,011,571

$

$

Net Levy
Requirement

FTEs

(36,000)

6.0

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

(36,000) $

-

6.0

Town of Lakeshore
Municipal Service Profile
FIRE - Prevention and Education
Program
Legislative and Legal Services

Organizational Unit
Fire - Prevention and Education

Service Overview
The Town conducts Fire Code inspections, educates the customer, coaches for
compliance and if non-compliance continues or there is a violation of significant
life safety will initiate steps to prosecute. Fire issues Provincial Offences Part 1
tickets for non-working smoke alarms during a fire event, investigates the cause
and origin of fires and delivers public education programs, investigates open
burn complaints and will initiate charges under the Open Burn By-law if required.
This division performs fire investigation services as well.
Fire Code inspections and plans review are conducted by 1 full time Fire
Prevention Officer with the assistance of an Assistant Deputy Chief as overseen
by the Deputy Chief.
The Town's Fire Department conducts an annual public education campaign
that includes a substantial youth education campaign through the schools and
several open houses. These are conducted through a combination of full time
staff and volunteer firefighters with volunteer firefighters performing the
education campaigns in the schools.

Basis of Delivery

Mandatory

Essential

Traditional

Discretionary

Type of Service
External

Service Value
Fire Prevention and Education contributes towards improving
behaviours with respect to fire safety so as to reduce loss of life,
injury to citizens and visitors to the Town, and the loss of
property due to fire.

Budget (in thousands)
Operating Costs

$

-

Revenues

$

-

Net Levy

$

-

FTE's

Performance and Benchmarking
Potential key performance indicators and activity measures as required by the Office of the
Fire Marshal. The Town may also want to monitor inspection program reflects the increase in
building stock growth.
In comparison to the selected comparator municipalities (Leamington and Tecumseh) and
additional similiarly sized municipalities (Fort Erie and Lasalle) with a volunteer based fire
service, the Town's fire services are the lowest operating cost per household ($144.72 vs. an
average of $215.27 for the comparator municipalties).

-

Basis for Delivery
Mandatory – Section 2(1)(b) of the FPPA requires every
municipality to establish a program in the municipality which must
include public education with respect to fire safety and certain
components of fire prevention.

Potential Single Service Delivery Model (County or Lower Tier)
Fire services typically have shared services within them - mutual aid agreements - so it is
common for each municipality to have its own fire service. There may exist opportunities to
explore extending a municipal service and/or exploring fire be delivered at the County level.

Town of Lakeshore
Municipal Service Profile
FIRE - Prevention and Education
Profile Component

Direct Client

Definition

A party that receives a service output and a service value.



Property owners that are subject to fire inspections



Fire Prevention Division provides service to the Community at large




Indirect Client

A set of parties that benefits from a service value without receiving
the service output directly.

Neighbouring property owners to properties where there is a fire risk due to open burns
Property owners conducting renovations/building new buildings receiving plans reviews



Occupants of properties that are subject to fire inspections



Insurance companies that insure properties subject to fire inspections



Employees of companies in fire safety and code compliance

(1) Fire inspections (Fire code compliance)
(2) Fire investigations
Service Output

The output of a service that fulfills a recognized client’s need.

(3) Fire Code prosecutions
(4) Public education sessions
(5) Site plan reviews for Fire Code implications

Service Output Level

The quantum of service outputs provided to direct clients.

Primary Delivery Model

How the service is predominantly delivered, recognizing that a
combination of delivery models may be used.

(6) Burn permit inspections
Fire inspections - 2016 - 245; 2017 - 249; 2018 - 242
Deficiencies reported - 2016 - 837; 2017 - 908; 2018 - 808
Public education sessions - 2016 - 588; 2017- 613.5; 2018 - 413.25
Burn permit issued - 2017 - 487; 2018 - 461; 2019 - 459

Internal - The administration of the Town's fire prevention and education services are
predominately delivered through internal resources

Town of Lakeshore
Municipal Service Profile
FIRE - Prevention and Education
Financial Information (2020 Budget)
Sub-Service/Process

Basis for Delivery

Delivery Model

Non-Taxation
Revenue

Operating Costs

Total

$

-

$

-

Net Levy
Requirement

FTEs

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

-

Town of Lakeshore
Municipal Service Profile
EMERGENCY MANAGEMENT
Program
Legislative and Legal Services

Service Overview
Emergency Management provides leadership, guidance and
direction to ensure the safety of the community by engaging in
mitigation, prevention and preparedness for an emergency.
Emergency Management is a legislative service that focuses on
(i) emergency operations and training (response plans,
infrastructure, best practices, training); and (ii) business
continuity, public education, awareness and notification.

Organizational Unit
Fire

Basis of Delivery

Mandatory

Essential

Traditional

Discretionary

Type of Service

Service Value

External

Emergency Management contributes towards the safety of
residents of the community through prevention mitigation and
response to community risks and emergencies. In addition,
Emergency Management also works to ensure the continuity of
Town services in the event of a disruption, ensuring that physical
locations, business practices and continuity of government is
maintained during disruptions and emergency events.

Budget (in thousands)
Operating Costs

$

-

Revenues

$

-

Net Levy

$

-

FTE's

Performance and Benchmarking
Potential performance indicators could be compliance with the legislation
Based on emergency management being integrated inside the fire service, the benchmarking
analysis could not be completed.

-

Basis for Delivery
Mandatory – Section 2.1 of the Emergency Management and
Civil Protection Act requires all municipalities to develop an
emergency management program that involves an emergency
plan, training programs, public education and other elements as
required by the Province.

Potential Single Service Delivery Model (County or Lower Tier)
There exist elements of emergency management that may be potentially shared across municipal
boundaries - training and tabletop exercises as examples.

Town of Lakeshore
Municipal Service Profile
EMERGENCY MANAGEMENT
Profile Component

Direct Client

Indirect Client

Definition

A party that receives a service output and a service value.

A set of parties that benefits from a service value without receiving
the service output directly.



Town Council




Town employees
Residents of the Town



Emergency response partners



Residents of the Town

(1) Emergency response planning
(2) Incident management system
Service Output

The output of a service that fulfills a recognized client’s need.

(3) Traning for Town personnel and response partners
(4) Public education and awareness for residents
(5) Emergency operations centre
To be populated based on activity based information information provided by the Town
Information could include:
Number of exercises

Service Output Level

The quantum of service outputs provided to direct clients.

Primary Delivery Model

How the service is predominantly delivered, recognizing that a
combination of delivery models may be used.

Own Resoures - The administration of the Town's emergency management is provided through the
use of the Town's own resources.

Town of Lakeshore
Municipal Service Profile
EMERGENCY MANAGEMENT
Financial Information (2020 Budget)
Sub-Service/Process

Basis for Delivery

Delivery Model

Non-Taxation
Revenue

Operating Costs
$

Total

$

-

$

-

-

Net Levy
Requirement

FTEs

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

-

Town of Lakeshore
Municipal Service Profile
Secretariat Support
Program

Service Overview

Legislative and Legal Services

The Town Clerk is the corporate secretary to Town Council,
ensuring that all Council Agendas, Minutes of proceedings,
resolutions, decisions, voting, records are recorded, documented
and certified.
The Legislative Services division oversees the Town’s records
from creation through retention to disposition. The Clerk manages
the documentation execution process for all formal documents.
This division provides a significant amount of records retrieval and
location services for Administration. Part of the records
management function includes processing and managing the
Town's access to information process.
Legislative Services provides corporate secretarial services to the
Police Services Board as well. This division books travel and
manages the budget for Police Services Board activities.

Organizational Unit
Legislative Services

Basis of Delivery

Mandatory

Essential

Traditional

Discretionary

Type of Service

Service Value

Internal

Corporate secretariat support contributes towards the efficiency,
effectiveness and transparency of governance and Administration
by maintaining appropriate records and documentation of
governance decisions and providing necessary transparency by
providing access to records while protecting personal information.

Budget (in thousands)
Operating Costs

$

-

Revenues

$

-

Net Levy

$

-

FTE's

Police services board secretariat support contributes toward
achieving effective oversight of Town policing activities.

Performance and Benchmarking
At a minimum,one suggested performance indicator is to monitor compliance with provincial
legislation with respect to meeting requirements.
Based on the structure of municipal budgets, all legal and legislative costs (including Human
Resources) are aggregated to total departmental costs. In comparison to the selected
comparator municipalities (Innisfil, Leamington, St. Thomas, Stratford, Tecumseh, and
Woodstock), the Town's net operating costs are the second highest ($122.11 vs. an average of
$119.19 for the comparator municipalties).

-

Basis for Delivery
Mandatory – The Municipal Act establishes the requirement for a
Municipal Clerk. The Town is required to have a municipal clerk to
manage records and Council requires an administrative group to
respond to the obligations of the Municipal Freedom of Information
and Protection of Privacy Act.

Potential Single Service Delivery Model (County or Lower Tier)
Given the nature of legislative services, there exists the potential of the service being shared
among municipalities but it would be dependent on a variety of a factors including the capacity
and needs of each organization.

Town of Lakeshore
Municipal Service Profile
Secretariat Support
Profile Component

Direct Client

Definition

A party that receives a service output and a service value.



Town Council



Town Management



Residents of the Town



Members of the Police Services Board



Persons filing access to information requests


Indirect Client

A set of parties that benefits from a service value without receiving
the service output directly.

Residents, property owners and business owners and employees of the Town

(1) Clerical and administrative support for Council meetings and committees
(2) Records of all meetings of Council and other governance bodies
Service Output

The output of a service that fulfills a recognized client’s need.

(3) Communication of governance matters to the general public and civic administration via
agendas, minutes, and correspondence
(4) Compliance to public accountability and transparency matters
(5) Records management

Service Output Level

The quantum of service outputs provided to direct clients.

Open Meetings:
2017 – 28 agendas for 22 meetings (includes multi-day budget meeting)
2018 – 28 agendas for 22 meetings (includes multi-day budget meeting)
2019 – 39 agendas for 35 meetings (includes one Joint Council meeting with Tecumseh, as
well as Budget meeting – one meeting/agenda over three days and 3 days of CAO Hiring
Committee meetings)
2020 – 12 agendas for 9 meetings
Closed Meetings: 2017 – 19; 2018 – 17; 2019 – 27; 2020 – 7
By-laws Produced: 2017 – 97; 2018 – 149; 2019 – 137; 2020 – 39
Resolutions emanating from Open meeting: 2017 – 552; 2018 – 984; 2019 – 588; 2020 –
109
Resolutions emanating from Closed meeting: 2017 – 60; 2018 – 65; 2019 – 124; 2020 – 19
FOI requests: 2017 – 24; 2018-25; 2019-39; 2020 (thus far) - 6
PSB Agendas/Meetings Hosted: 2018-4; 2019-5; 2020-3

Own Resources - Secretariat support is provided with the Town's own resources.
Primary Delivery Model

How the service is predominantly delivered, recognizing that a
combination of delivery models may be used.

Town of Lakeshore
Municipal Service Profile
Secretariat Support
Financial Information (2020 Budget)
Sub-Service/Process

Basis for Delivery

Delivery Model

Non-Taxation
Revenue

Operating Costs

Total

$

-

$

-

Net Levy
Requirement

FTEs

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

-

Town of Lakeshore
Municipal Service Profile
Corporate Risk and Legal
Program

Service Overview

Legislative and Legal Services

Legislative Services provides corporate reception services,
corporate supply purchasing and shipping, insurance renewal and
claims administration, corporate subscriptions, fleet registration
and administrative management, property services, and the
Director acts as general counsel to the Corporation for the
provision and retention of legal services.
Furthermore, Legislative Services is responsible for further
increasing the accountability and transparency of the Town.
Finally, Legislative Services manages the Town's crossing guard
program and the OPP contract.

Organizational Unit

Basis of Delivery

Mandatory

Essential

Traditional

Legislative Services
Discretionary
Type of Service

Service Value

Internal

Budget (in thousands)
Operating Costs

$

Revenues

$

Net Levy

$

FTE's

1,339
(45)
1,294
5.0

Providing responsive and personable customer service in a
manner that meets the needs of the growing population
Ensuring responsible management of surplus property
Ensuring accountability and transparency of governance and
operations
Managing the Town's risk in an efficient, cost-effective and
principled manner
High quality, responsive and cost effective legal services ensure
that the interests of the Town are protected. Legal Services
supports Administration to ensure it operates in a lawful manner
while also managing legal risk.

Basis for Delivery
Essential – Effective legal services and risk management are
essential to the Town’s ability to manage financial impacts
resulting from claims and manage internal compliance.
Corporate purchasing, mail administration and shipping are
essential for the operation of the Corporation.
Crossing guards are essential for the safe passage of children.

Performance and Benchmarking
Potential performance measures may include compliance with provincial legislation.
Based on the structure of municipal budgets, all legal and legislative costs (including
Human Resources) are aggregated to total departmental costs. In comparison to the
selected comparator municipalities (Innisfil, Leamington, St. Thomas, Stratford,
Tecumseh, and Woodstock), the Town's net operating costs are the second highest
($122.11 vs. an average of $119.19 for the comparator municipalties).

Potential Single Service Delivery Model (County or Lower Tier)
Risk management services could be provided internally, as a shared employee or
purchased through a regional consortium.
Given the nature of legal services, there exists the potential of the service being
shared among municipalities but it would be dependent on a variety of a factors
including the capacity and needs of each organization and the ability to avoid conflicts
of interest as between municipalities. As the need for by-law compliance services
increase, so does the need for prosecution services and there may be an opportunity
to procure prosecution services in collaboration with other municipalities.

Town of Lakeshore
Municipal Service Profile
Corporate Risk and Legal
Profile Component

Direct Client

Indirect Client

Definition

A party that receives a service output and a service value.

A set of parties that benefits from a service value without receiving
the service output directly.



Town Council




Administration
Residents of the Town



Users of Town facilities



Schoolchildren



Taxpayers



Users of Town facilities


(1) Legal servicces
(2) Insurance

Service Output

The output of a service that fulfills a recognized client’s need.

(3) Real estate
(4) Oversight of accountability and transparency
(5) Corporate reception and shipping services
(6) Crossing guards
Insurance Claims
2017 – 9
2018 – 7
2019 – 11
2020 - 1

Service Output Level

The quantum of service outputs provided to direct clients.
Ombudsman (not closed meeting) early resolution inquiries: 2018-1, 2019-2, 2020
(thus far)-0

Primary Delivery Model

How the service is predominantly delivered, recognizing that a
combination of delivery models may be used.

Cominbed - These services are predominantly provided by the Town with internal
resources. External legal resources are utilized for specific matters where services
cannot be provided internally, for example LPAT hearings, prosecutions and particular
development matters.

Town of Lakeshore
Municipal Service Profile
Corporate Risk and Legal
Financial Information (2020 Budget)
Sub-Service/Process

Basis for Delivery

Delivery Model
Operating Costs

Legislative and Legal Services

Total

Mandatory

Own Resources

$

$

1,339,318

1,339,318

NonTaxation
Revenue
$ (44,860) $

$

Net Levy
Requirement

FTEs

1,294,458

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

(44,860) $

1,294,458

5.0

5.0

Town of Lakeshore
Municipal Service Profile
Vital Statistics and Licensing
Program

Service Overview

Legislative and Legal Services

Legislative Services manages the lottery and marriage licencing
and vital statistics programs in accordance with provincial
directives. The Clerk is responsible for the registration of deaths
occurring in the municipality, as well as the issuance of marriage
licences.This division is also responsible for the issuance of taxi
licences pursuant to the Town's Taxi and Vehicle for Hire By-law.

Basis of Delivery

Mandatory

Essential

Organizational Unit

Traditional

Legislative Services
Discretionary

Type of Service

Service Value

Internal

To provide efficient and personable licencing and solemnization
services in accordance with municipal and provincial directives.

Based on the structure of municipal budgets, all legal and legislative costs (including
Human Resources) are aggregated to total departmental costs. In comparison to the
selected comparator municipalities (Innisfil, Leamington, St. Thomas, Stratford,
Tecumseh, and Woodstock), the Town's net operating costs are the second highest
($122.11 vs. an average of $119.19 for the comparator municipalties).

Budget (in thousands)
Operating Costs

$

-

Revenues

$

-

Net Levy

$

-

FTE's

Performance and Benchmarking
Potential performance measures may include compliance with provincial legislation.

-

Basis for Delivery
Essential - Vital Statistics-Local municipalities are required to
issue death registrations and burial permits.
The Town is not required to provide a lottery licencing regime but
desires to do so in order for charitable organizations in the
community to generate revenues from lotteries. Similarly, the
Town choose to regulate taxis for the safety of its residents and
visitors.

Potential Single Service Delivery Model (County or Lower Tier)
Given the nature of this service, it is typically delivered by each municipality.

Town of Lakeshore
Municipal Service Profile
Vital Statistics and Licensing
Profile Component

Direct Client

Indirect Client

Definition

A party that receives a service output and a service value.



Funeral homes and families of deceased persons




Charitable organizations
Residents and vistors



Licence Recipients



Beneficiaries of charitable organizations

A set of parties that benefits from a service value without receiving
the service output directly.
(1) Death registration
(2) Issuance of licenses (marriage, burial, taxi, lottery)

Service Output

The output of a service that fulfills a recognized client’s need.

(3) Marriage solemnization

Marriage Licences Issued: 2017 – 119; 2018 – 78 (Tecumseh started to issue
Marriage licenses); 2019 – 64; 2020 (thus far) – 11
Death Registrations: 2017 – 66; 2018 – 64; 2019 – 76; 2020 (thus far) – 29
Lottery Licencing: 2017 - 101; 2018 - 103; 2019 - 93; 2020 (thus far) - 22
Service Output Level

The quantum of service outputs provided to direct clients.

Own Resoures - Licencing services are delivered by internal resources.
Primary Delivery Model

How the service is predominantly delivered, recognizing that a
combination of delivery models may be used.

Town of Lakeshore
Municipal Service Profile
Vital Statistics and Licensing
Financial Information (2020 Budget)
Sub-Service/Process

Basis for Delivery

Delivery Model
Operating Costs

Total

$

-

NonTaxation
Revenue

$

-

Net Levy
Requirement

FTEs

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

-

Town of Lakeshore
Municipal Service Profile
Animal Control
Program

Service Overview

Legislative and Legal Services

Legislative Services manages and administers the Town's animal
control function including:
--retention and management of the Animal Control Officer,
--administration of the Animal Control By-law including the
issuance of dog tags annually, and
--the planning, operation and maintenance of the Lakeshore Dog
Pound which is operated for several local municipalities and
governed by a Dog Pound Committee comprised of municipal
council appointees. Legislative Services provides corporate
secretariat services to the Dog Pound Committee as well.

Organizational Unit

Basis of Delivery
Mandatory

Essential

Traditional

Legislative Services
Discretionary

Type of Service

Service Value

Internal

The Town pursues the well-being of animals through the
regulation of exotic and domestic animals, including licencing and
limiting the number of dogs and managing the dog population in
Lakeshore in a humane manner.

Budget (in thousands)
Operating Costs

$

81

Revenues

$

(51)

Net Levy

$

FTE's

Performance and Benchmarking
Potential performance indicators may include the Town monitor compliance with provincial legislation
pertaining to animals.
Based on the structure of municipal budgets, all legal and legislative costs (including Human Resources)
are aggregated to total departmental costs. In comparison to the selected comparator municipalities
(Innisfil, Leamington, St. Thomas, Stratford, Tecumseh, and Woodstock), the Town's net operating costs
are the second highest ($122.11 vs. an average of $119.19 for the comparator municipalties).

30
-

Basis for Delivery
Traditional-Canine animal control is a traditional service of lower
tier municipalities.

Potential Single Service Delivery Model (County or Lower Tier)
Pound operation could be contracted out to a private contractor or other organization.
Dog licencing is generally managed through voluntary compliance. Compliance could be increased by
contracting with a service provider to sell licences door to door. Multiple municipalities could leverage a
larger contract for such activities.

Town of Lakeshore
Municipal Service Profile
Animal Control
Profile Component

Definition


Direct Client

Indirect Client

A party that receives a service output and a service value.

A set of parties that benefits from a service value without receiving
the service output directly.

Town Council



Town management



Residents of the Town



Animal owners resident in the Town or nearby



Neighbours to dog owners

(1) Dog licencing
(2) Dogs sheltered
Service Output

The output of a service that fulfills a recognized client’s need.

Dog Tags:
Dog Days:
Service Output Level

The quantum of service outputs provided to direct clients.

Primary Delivery Model

How the service is predominantly delivered, recognizing that a
combination of delivery models may be used.

Own Resoures - The Dog Pound is managed and operated by the internal resources.
External Resources - Animal control services are performed by an independent contractor retained by the
Town and managed by Legislative Services.

Town of Lakeshore
Municipal Service Profile
Animal Control

Sub-Service/Process

Basis for Delivery

Delivery Model
Operating Costs

Animal control

Traditional

Shared service

$

Financial Information (2020 Budget)
NonNet Levy
Taxation
Requirement
Revenue
81,050 $ (51,400) $
29,650
$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$
Total

$

81,050

$

(51,400) $

FTEs

29,650

-

Town of Lakeshore
Municipal Service Profile
HUMAN RESOURCES
Program

Service Overview

Legislative and Legal Services

Human Resources is responsible for the strategic provision of
human resource services to the Corporation. This includes labour
relations, occupational health & safety, wellness program
development, monitoring staffing, disability management,
performance management, wellness programming, organizational
design, pension & benefits, compensation management &
recognition, succession planning, and maintenance of employee
files and corporate learning. Human Resources provides support
in relation to recruitment, attendance management, internal
divisional training and discipline.

Organizational Unit

Basis of Delivery

Mandatory

Essential

Traditional

Human Resources
Discretionary

Type of Service

Service Value

Internal

Budget (in thousands)
Operating Costs

$

Revenues

$

-

Net Levy

$

358

FTE's

358

Human Resources is responsible for maintaining an appropriate
staffing level and assist departments in managing a productive
workforce, by providing programs and supports to the employees
of the Corporation. It ensures legislative compliance in the areas
to include Ontario Human Rights, Labour Relations, ESA,
Occupational Health & Safety and the OMERS Act, WSIA , Pay
Equity Act.

2.0

Basis for Delivery
Essential – An effective human resources function is recognized
as essential to ensure that the needs of both employees and the
Corporation are met, allowing it to deliver services to residents.

Performance and Benchmarking
Potential performance measures may include the HR staffing ratio (the industry standard is 1
HR employee per 100 employees); HR costs (HR salaries and benefits) per FTE; recruitment
time-to-fill (duration of time to fill positions directly corresponds to HR staffing ratios);operating
cost per Hire; and HR expense ratio (HR expense / total operating expense).
Based on the structure of municipal budgets, all legal and legislative costs (including Human
Resources) are aggregated to total departmental costs. In comparison to the selected
comparator municipalities (Innisfil, Leamington, St. Thomas, Stratford, Tecumseh, and
Woodstock), the Town's net operating costs are the second highest ($122.11 vs. an average of
$119.19 for the comparator municipalties).

Potential Single Service Delivery Model (County or Lower Tier)
Group benefits and are currently procured through a regional consortium brokered by AON.
This model could be extended to include the procurement of the Employee Assistance Plan
and other wellness services.
All of the local municipalities encounter difficulties recruiting in the same areas

Town of Lakeshore
Municipal Service Profile
HUMAN RESOURCES
Profile Component

Direct Client

Indirect Client

Definition

A party that receives a service output and a service value.



Town employees (for personal employee matters)



Town management (for corporate human resource support)



Collective bargaining units



Other agencies and boards that receive HR support



Residents of the Town, who benefit from the work undertaken by Town employees

A set of parties that benefits from a service value without receiving
the service output directly.
(1) Recruitment and retention

Service Output

Service Output Level

Primary Delivery Model

The output of a service that fulfills a recognized client’s need.

The quantum of service outputs provided to direct clients.

How the service is predominantly delivered, recognizing that a
combination of delivery models may be used.

Employee engagement

(2) Labour relations

Learning and development

(3) Occupational health and safety

Pension and Compensation Mgmt

(4) Employee and client relations

Policy development and enforcement

(5) Benefits adminstration

Performance management

(6) Wellness programming

Succession planning

(7) Attendance management

Org development and planning

(8) Return to work
Number of collective barganing units/agreeements - 3
Number of recruitments
2017 - 79; 2018 - 92; 2019 - 89; 2020 (to date) - 26
Number of grievances
2017 - 6; 2018 - 3; 2019 - 0; 2020 (to date) - 0
Number of WSIB/STD/LTD related claims
2017 - 6; 2018 - 6; 2019 - 5; 2020 (to date) - 4

Combined - Human resources related services are mainly provided by the Town with their own
resources. Group benefits are procured as part of a shared service and the department will rely
on external legal for specific matters.

Town of Lakeshore
Municipal Service Profile
HUMAN RESOURCES
Financial Information (2020 Budget)
Sub-Service/Process

Basis for Delivery

Delivery Model

Non-Taxation
Revenue

Operating Costs
Human Resources

Essential

Own Resources

$

358,008

$

-

Net Levy
Requirement
$

Total

358,008

$

-

358,008

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$

-

$
$

FTEs

$

2.0

358,008

2.0

Town of Lakeshore Service
Delivery Review

Appendix B –

Implementation
Tools

Town of Lakeshore Service Delivery Review

Implementation Tools
Potential Prioritization Scorecard

Criteria

Description

Financial Benefits

What would the impact of this opportunity be to the Town’s in terms of cost savings, revenue gains and capacity
increases?
•
•
•
•
•

Public Impact

Scoring Range

Minimal impact
Incremental impact of less than $25,000
Incremental impact of $25,000 to $49,999
Incremental impact of $50,000 to $99,999
Incremental impact of more than $100,000

Customer Service

Significant positive public impact could be expected for multiple and/or vulnerable constituent groups
Positive public impact could be expected for some constituent groups
Minimal public impact
Adverse public impact expected for some constituent groups
Significant adverse public response expected for multiple and/or vulnerable constituent groups

Significant enhancement in customer service, addresses major customer need(s)
Some contribution to enhanced customer service, addresses secondary customer need(s)
No impact on customer service (positive or negative)
Opportunity will result in some deterioration in customer service
Opportunity will have a major negative impact on customer service (timeliness, access)

0

+70

-40

+40

-10

+10

+40
+20
0
-20
-40

Does this opportunity allow the Town to better respond to the needs of its customers?
•
•
•
•
•

High

0
+5
+15
+35
+70

How would the public be impacted by this opportunity? Would this opportunity enhance or reduce public health and
safety and quality of life? Does this opportunity benefit or adversely impact vulnerable segments of the community?
•
•
•
•
•

Low

+10
+5
0
-5
-10
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Implementation Tools
Potential Prioritization Scorecard

Criteria

Description

Time to Implement

Scoring Range

In what approximate time frame could this idea be feasibly implemented?
•
•
•
•

Before end of 2020
Before end of 2021
Before end of 2022
2023 and subsequent years

Is the opportunity consistent with best/common practices for similar-sized municipalities?
• Consistent with best/common practices
• Unknown
• Inconsistent with best/common practices

Effort and Cost to
Implement

How much effort, primarily in terms of cost, will be required to implement this opportunity? What are the ongoing
costs to maintain this opportunity?

Regulatory
Compliance

Minimal implementation costs
Implementation costs less than 50% of expected levy impact
Implementation costs of 50% to 100% of expected levy impact
Implementation costs in excess of 100% of expected levy impact

-5

+5

-5

+5

-10

0

-5

0

+5
0
-5

0
-4
-7
-10

Will the opportunity result in the Town being non-compliant with respect to Provincial or Federal legislation or
regulation?
•
•

High

+5
+3
0
-5

Consistency With
Best/Common
Practices

•
•
•
•

Low

No potential challenges with respect to non-compliance with legislation or regulation
Potential challenges with respect to immaterial non-compliance with legislation or regulation
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The information contained herein is of a general nature and is not intended to address the circumstances of any particular
individual or entity. Although we endeavour to provide accurate and timely information, there can be no guarantee that
such information is accurate as of the date it is received or that it will continue to be accurate in the future. No one should
act on such information without appropriate professional advice after a thorough examination of the particular situation.
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