
PROGRAM NAME: CORPORATE  

“I WANT MUNICIPAL INTERNAL SERVICES THAT OPERATE EFFICIENTLY TO PROVIDE 

EFFECTIVE AND RESPONSIVE SERVICES; THAT PARTNER WITH EXTERNAL DIRECT 

SERVICE PROVIDERS TO SHARE RESPONSIBILITY FOR ACHIEVING PRIORITY RESULTS 

AND MEETING COMMUNITY NEEDS.” 
 

REQUEST FOR RESULTS 
 

RESULTS SUMMARY:  

This priority result area encompasses the planning and delivery of efficient, effective and 
responsive internal services, which enable public service providers to meet shared customer 
requirements, achieve Priority Results, and continuously improve. 

 

GUIDING PRINCIPLES:  
General Fund Long Term Financial Plan (2010) 

Long-Term Water and Sewer Financial Plan (2013) 

Long Term Facilities Master Plan (2014)  

10 year Facilities Maintenance and Repair Infrastructure Funding Plan 2012-2021  

Utility Efficiency Savings Reinvestment Strategy  

Lean Six Sigma Corporate Strategy  

CAO Corporate Goals 2014, 2015

 
 



 

EXECUTIVE SUMMARY  
The Corporate Program results area encompasses all the internal services that support 
municipal operations including Human Resources, Finance, Information, Improvement & 
Innovation (I,I&I), Legal Services, Fleet, and Building Services.   

Internal corporate services protect the organization by fulfilling core fiduciary responsibilities.  
Making sure employee relations, and payments and benefits meet union agreements and 
employment legislation for example.  Legal services protect the City from legal liabilities and 
ensure that the City meets its legal obligations.  Finance maintains strict accounting and 
financial controls to meet Provincial regulations and external audit requirements.  Fleet and 
Building Services protect and maintain physical assets owned by the City, and I,I&I protects data 
integrity and enhances information security.   

Internal services provide the necessary corporate framework for the organization to exist and 
meet its corporate objectives.  In that way corporate services provide protection from strategic 
risks by ensuring that all the necessary structure is in place for the organization to fulfill its 
mission, and that the City is guarded from risks that would otherwise prevent it from fulfilling 
its duty to citizens.   

Internal services protect the corporation from physical, legal, and financial risks through 
internal controls and accountability; and from strategic risks by delivering support services that 
enable direct external public service providers to operate effectively.   

Stewardship is a primary factor in providing effective internal services.  This is achieved by 
appointing professional management who deploy adequate internal controls and provide 
accountability.   Risk management plans must be in place that regularly identify and mitigate 
risks to assets and data, and that address corporate liabilities and regulatory requirements. 

Internal services are responsive when they partner with external service providers to achieve 
results that the community values.  There needs to be a balance between the prescriptive 
fiduciary controls and an advisory business support role.  An important objective is the 
reduction of complexity and barriers that external service providers face.  To achieve this, 
corporate services need to streamline core transactions and continuously improve to reduce 
red tape and complexity – to focus on rolling out the “Red Carpet” instead of the “Red Tape”.   

Professionally managed internal services must incorporate strategic business plans with clear 
purpose and goals, and performance measures.   

Internal services’ performance is evaluated in three key areas: how efficiently they operate, 
how effectively they support external service providers and provide strategic direction to 

2 
 



 

ensure a financially sustainable City.  Efficiency is measured by how thoroughly the Lean 6 
Sigma strategy has been employed by services to eliminate waste and improve customer value.  
Efficiency is also measured by benchmarking the cost of internal services with other 
organizations and with itself over time.  Financial sustainability is measured by adherence to 
the long-term financial plan polices and strategic plans (master, secondary, studies, etc). 

To check for effectiveness internal services are reviewed to ensure that they employ business 
plans with appropriate risk management strategies and that they have a medium term 
operating plan that includes input and collaboration from their external service partners.   

Corporate internal service providers must be future oriented and proactively collaborate with 
external service providers to understand shared customer needs in order to partner for service 
delivery and ensure external service providers consider long-term impacts so sustainability is 
maintained.  This allows internal services the opportunity to provide innovative business and 
decision support that enables transformation in the way external services are delivered and 
ensures long-term sustainability.   

Engaging staff by providing training in Lean 6 Sigma methods is a strategic objective aimed at 
increasing both service efficiency and responsiveness.   Managers should encourage staff to be 
involved in projects focused on internal services to eliminate waste and reduce red tape, but to 
also participate in projects focused on the services provided by external service providers.   

This helps internal services understand shared customers’ needs in order to enable 
transformation in the way services are delivered to citizens.   

Altogether these actions further the long-term sustainability of the City along with the 
corporate goals established by the Chief Administrative Officer in collaboration with Council.  
They have an impact on the community by partnering to achieve results that the community 
values, they improve fiscal sustainability and engage our people by encouraging them to 
identify and eliminate red tape and waste, and they help foster an atmosphere of mutual 
respect with Council by protecting the organizing from embarrassment, achieving priority 
results and long-term sustainability. 
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RESULTS CAUSE AND EFFECT MAP - KEY SUCCESS FACTORS 
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PROGRAM STRATEGIES – CRITERIA FOR SERVICE DELIVERY 
As indicated on the Results Cause and Effect Factor Map there are five primary factors that contribute to creating 
efficient, effective, and responsive internal services that partner with public service providers to share 
responsibility for achieving priority results and meeting community needs.  

The program strategy seeks offers for services that effectively contribute to those five factors and impact the 
program’s key performance indicators.  Service proposals will be evaluated on how well they meet the strategic 
objectives of the Corporate program and the corporate goals of the Chief Administrative Officer.   

STEWARDSHIP  
INTERNAL CONTROLS & ACCOUNTABILITY 
LEGAL, FINANCIAL, & STRATEGIC RISK MANAGEMENT 
PROTECTION OF ASSETS & DATA 
SUSTAINABILITY FOCUS 
It is important for internal services to manage risk and provide safe, secure and reliable methods, systems, and 
access to assets for public services, where assets including customer information are preserved, data integrity is 
maintained and risk is mitigated so there is no embarrassment to the City, loss or failures of assets, or harm caused 
to the customer.   

STRATEGIC OBJECTIVES – STEWARDSHIP 
i. Identify risks to assets and data, and regularly evaluate risk management plans. 

ii. Establish, maintain and update long-term financial plans, policies and forecasts. 
iii. Use/Integrate master plans, secondary, studies and other long-term strategic plans into decision making 

process for both Council and staff 

EFFICIENT PROCESSES 
STREAMLINE CORE TRANSACTIONS 
STANDARDIZE PROCESSES 
BENCHMARK EFFICIENCY 
CONTINUOUS IMPROVEMENT 
INTEGRATED SYSTEMS 
The City’s Quality Management System and focus on Lean 6 Sigma training and I,I &I  initiatives are key resources 
for internal services to draw on for documenting and streamlining business processes.  In addition to the technical 
elements of efficient processes, internal services are improved and become more efficient and effective when staff 
are immersed in a culture and management system that cultivates continuous improvement.  Staff make services 
become more efficient by either providing the same services with less waste and cost, or providing better or 
different services to enable customers to achieve their results. 

Processes and systems should be nimble, responsive and integrated to achieve efficient processes and meet public 
services’ results and shared customer needs. 

STRATEGIC OBJECTIVES – EFFICIENT PROCESSES 
i. Have a plan/system for managing people and processes. 
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ii. Establish benchmarks for each service. 
iii. Review one major core internal service/key process to achieve budget savings and build process capacity 

by streamlining core transactions and activities. 

PERFORMANCE MANAGEMENT 
STRATEGIC BUSINESS PLAN 
CLEAR PURPOSE AND GOALS 
PERFORMANCE MEASURES 
INTEGRATION & PROGRAM ALIGNMENT 
To be responsive to customers and effective at delivering value requires planning and performance management.  
Internal services that have a stated purpose and clear goals and objectives for service delivery can establish 
performance benchmarks, milestones and targets.   

Performance management for effective and responsive internal service delivery requires more than functional 
management of a business operation.   The business planning for services should include a review of their 
customers’ needs and alignment with their results.  

STRATEGIC OBJECTIVES – PERFORMANCE MANAGEMENT 
i. Have a business plan with clearly defined purpose and performance measures that are reviewed regularly. 

ii. Incorporate ways to monitor and use customer feedback. 
iii. Incorporate COA’s corporate objectives and consider alignment across organizational departments and 

results areas.  
iv. Ensure business plans align with long-term financial plans  

FOCUS ON SERVICE DELIVERY 
RESPONSIVE TO CUSTOMERS 
REDUCE COMPLEXITY 
PROVIDE DECISION SUPPORT 
BUSINESS INNOVATION  
ENABLE TRANSFORMATION 

Responsive customer services are provided by organizations with engaged and motivated staff.  Staff 
trained in waste walk and Lean 6 Sigma skills can reduce complexity and be more responsive to 
customers.  Service managers should ensure that staff understand how their services ultimately 
impact the public service providers’ ability to improve and meet their customers’ requirements.  
Responsive customer services have staff that are receptive to new ideas. 

Moving from transactional processing type activities by making stewardship and performance 
functions as efficient and routine as possible creates capacity to enable transformative and innovative 
support to public services.  Services really add value when more time and resources are focused on 
enabling transformation by providing a high degree of decision support and business innovation 
expertise. Internal Services are the business knowledge center that public services come to for 
proactive analysis including value-added analytics, strategic advice, support and business expertise. 
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STRATEGIC OBJECTIVES – SERVICE DELIVERY 
i. Have staff trained in Lean 6 Sigma methods and involved in projects.  

ii. Invest in opportunities for growth and development of staff and management’s expertise, skills and 
leadership to provide decision support for customers and enable transformation for customers’ business.    

 

RESULTS FOCUS 
UNDERSTAND SHARED CUSTOMER NEEDS 
PARTNER FOR SERVICE DELIVERY 
PROACTIVE & FUTURE ORIENTED 
COOPERATIVE PLANNING 
Internal service planning engages public services to understand shared customer needs.  This means Internal 
Service providers become partners in achieving quality external service delivery.  Internal service providers have 
long-term plans that anticipate and forecast future needs which are incorporated in proactive short and medium 
range objectives.   

STRATEGIC OBJECTIVES – RESULTS FOCUS 
i. Regularly meet with customers to understand their service delivery needs and their customer’s needs. 

ii. Have internal service staff involved in Lean projects and internal planning with other departments and 
services. 

iii. Review one major service/key process to reduce service complexity and red tape, and improve quality of 
customer service.  

iv. Communicate with customers and Council on sustainability requirements. 
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CORPORATE-WIDE ENABLING STRATEGIES AND PRIORITIES  
Sustainability is a corporate wide priority for every program and service.  All services should seek to 
engage employees, have an impact on our community, close the gap in the operating budget, and foster 
an atmosphere of mutual respect between staff, City Council and the public.    

STRATEGIC ALIGNMENT  
i. Services should be aligned with the Program Results, dashboard indicators, and strategic 

priorities; 
ii. Demonstrate the ability to address multiple Program Results concurrently;  

iii. Advance existing or emerging strategic plans adopted by Council including enhancement plans, 
operational plans, or neighborhood plans; and 

iv. Look for opportunities for service “pairing” that leverages or combines functions across and 
within the organization with efforts to “de-silo” departments and capitalize on limited resources 
(e.g., two departments cooperate and communicate to provide a service at a reduced cost, to 
improve service, and create efficiency). 

v. Ensure compliance/alignment with long-term financial plan for sustainability 
 

VALUE 
i. Services should demonstrate good value by describing what can be expected to be delivered per 

dollar spent.  Value is a measure of both efficiency and the effectiveness of a service.  
 

EFFICIENCY & INNOVATION 
i. Demonstrate application of Lean 6 Sigma methodologies for process improvement, efficiencies, 

and financial savings. 
ii. Streamline services to be more nimble and responsive to citizen needs and concerns. 

iii. Focus on providing high quality customer service and “value-added” initiatives. 
iv. Remove and eliminate waste through a culture of continuous improvement 

 
EMPLOYEE ENGAGEMENT 

i. Proposals should demonstrate the ability to engage employees and to improve and develop their 
leadership capabilities.   

ii. Service managers should promote employee productivity through strong attendance 
management practices, flexible work arrangements that meet operational requirements and that 
promote respect for employees and increase morale.    

 
WORKFORCE REDUCTION  

i. Effective service managers will combine employee engagement and innovation initiatives with 
succession planning in order to meet workforce reduction targets.   

BUDGET COMPLIANCE 
i. Proposals should demonstrate actual expenditures and revenues that are in-line with budget 

projections.  Services should diversify revenue streams and reduce the reliance on general fund 
tax dollars where possible.  Service strategies should maximize audience and citizen use, and 
increase capacity utilization 
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DASHBOARD KEY PERFORMANCE INDICATORS 
The dashboard key performance indicators show the results of the strategic priorities in action.  These indicators 
should show progress in executing the most important strategic priorities and demonstrate success in generating 
the factors that determine program results.   

Indicator #1:  Shared Responsibility Score 
This measure evaluates how well internal service providers share responsibility for achieving priority results with 
external service provides.  It uses an internal client survey that asks:  

1. How well do we understand your business? 
2. How well do we understand your customers’ needs and the results you are trying to achieve? 
3. How much do we contribute to helping you make informed business decisions and achieve your priority 

results? 

CALCULATION METHOD AND DATA SOURCE:  
Internal service providers will survey different staff members of external service providers on an ongoing basis 
through the year, asking them to rank their performance in each of the three categories from 1-10.   

REPORTING:  
The questions will be weighted and averaged for an overall score, and statistics updated on an ongoing basis and 
complied on the performance dashboard.  

HISTORICAL:  
Sample of how the statistic could be presented:  

Service 
Do we 

understand your 
business? 

Do we understand 
your customers? 

Do we contribute 
to helping you 
make informed 

decisions? 

Average 
Weighted Score 

Financial Management 5.7 5.7 4.7 5.3 
Fleet 9.5 8.5 8.0 8.6 
Purchasing … etc 5.0 5.7 5.7 5.5 
Total  6.4 6.4 5.9 6.2 
 

(The same survey data could be re-organized to show external services providers’ relationship with internal 
services) 
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Indicator #2:  Benchmark Cost of Internal Services 

This measure evaluates how much internal services cost as a percentage of the overall general fund operating 
budget excluding fiscal services and tangible capital and benchmarks itself against other organizations and/or with 
itself over time.    

CALCULATION METHOD AND DATA SOURCE:  

Service Annual Budget

% of 
General 

Operating 
Budget

Comparison to Ontario Municipal 
CAO's Benchmark Initiative

Office Support 1,898$              0.00%
Technology Infrastructure Management 1,898$              0.00%
Cash Flow & Investment Management 3,123$              0.00%
Technology Asset Management 31,788$            0.03%
Occurrence & Loss Management 55,000$            0.06%
Public Procurement Management 343,100$          0.36% Cost per $1,000 of goods purchased
Information Technology Support 388,239$          0.40% % of operating and capital budget
Information Management 865,126$          0.90%
Communications Management 638,687$          0.67%
Legal Services 569,742$          0.59% % of operating and capital budget
Municipal Engineering Support 601,833$          0.63%
Corporate Leadership 685,448$          0.71%
Human Resource Management 992,331$          1.03%
Real Estate Management 1,514,958$        1.58%
Fleet & Equipment Management 4,178,987$        4.35% Cost per vehicle km 
Financial Management 5,894,227$        6.14%
Facilities Management 6,568,219$        6.84%
Total Corporate Program Budget 23,334,604$     24.31%

Total Budget General Revenue 96,001,881$      
 

The Ontario Municipal Benchmarking Initiative (OMBI) is a groundbreaking initiative collecting data from 16 
municipalities across Ontario and Western Canada for more than 850 measures across thirty-seven (37) municipal 
service areas. The purpose of OMBI is to foster and support a culture of service excellence in municipal 
government by creating new ways to measure, share and compare performance data and operational practices. 
OMBI acts as a source of credible information to assist Council, Senior Management, Staff and Citizens to 
understand how their municipality is performing over time and in relation to others. 

11  

http://www.ombi.ca/


 

 

INDICATOR #3:  DEVELOPMENT OF INTEGRATED 3-5 YEAR OPERATING PLANS 
Measure of how many services have well developed 3-5 year business plans that identify risk management plans 
and include collaboration with colleagues and that demonstrate fit and clarity to external service providers’ 
priority results.  

CALCULATION METHOD AND DATA SOURCE:  
Internal Service Offers “Service Performance - Customer Focus and Risk Management” section is reviewed annually 
and evaluated on how well they manage risk and integrate shared responsibility into their 3-5 year business plan.   

REPORTING:  
It is reported annually at budget as part of the Corporate Results summary; reported as the percentage of internal 
services that have effective multi-year business plans. 

Indicator #4:  Effectiveness of Lean 6 Sigma   
Measure of how thoroughly services have been reviewed by Lean projects.  Review of services by QMS definition 
and the key process and activities that make up the service.  Of those, how many activities have undergone a Lean 
project?  What percentage of service activities have been reviewed?  

CALCULATION METHOD AND DATA SOURCE:  
Internal Service Offers “Service Performance” section reviewed annually and evaluated on how well articulated the 
service key processes and activities are, and how many have undergone Lean reviews.  

Maintain a central database of Lean projects and waste walks and combine that with the list of services and key 
processes as per QMS.  Master data list will show service, core process, Lean project or waste walk, hard dollar 
budget savings, soft savings or capacity building, and customer service quality improvement a.k.a red tape 
reduction.   

REPORTING:  
 Updated quarterly on the performance dashboard.    

Indicator #5:  Sustainability Ratio   
Measure of the City’s long-term financial sustainability. 

CALCULATION METHOD AND DATA SOURCE:  
Financial Sustainability can be calculated on an annual basis by taking the regular annual revenue divided by 
operating expenses plus fair value depreciation of assets.   

 This measure checks to see if revenue is enough to cover regular operating expenses and replace assets at 
the same rate they are being used up   

REPORTING:  
 Updated annually on the performance dashboard and annual financial report.    

 

12  


	Program Name: Corporate
	“I want municipal internal services that operate efficiently to provide effective and responsive services; that partner with external direct service providers to share responsibility for achieving priority results and meeting community needs.”
	Results Summary:
	Guiding Principles:
	Executive Summary
	Program Strategies – Criteria for Service Delivery
	Stewardship
	Internal Controls & Accountability
	Legal, Financial, & Strategic Risk Management
	Protection of Assets & data
	Sustainability Focus
	Strategic Objectives – Stewardship


	Efficient Processes
	Streamline Core Transactions
	Standardize Processes
	Benchmark Efficiency
	Continuous Improvement
	Integrated systems
	Strategic Objectives – Efficient Processes


	Performance Management
	Strategic Business Plan
	Clear Purpose and Goals
	Performance Measures
	Integration & Program Alignment
	Strategic Objectives – Performance Management


	Focus on Service Delivery
	Responsive to Customers
	Reduce Complexity
	Provide Decision Support
	Business Innovation
	Enable Transformation
	Responsive customer services are provided by organizations with engaged and motivated staff.  Staff trained in waste walk and Lean 6 Sigma skills can reduce complexity and be more responsive to customers.  Service managers should ensure that staff und...
	Moving from transactional processing type activities by making stewardship and performance functions as efficient and routine as possible creates capacity to enable transformative and innovative support to public services.  Services really add value w...
	Strategic Objectives – Service Delivery


	Results Focus
	Understand Shared Customer Needs
	Partner for Service Delivery
	Proactive & Future Oriented
	Cooperative Planning
	Strategic Objectives – Results Focus


	Corporate-wide Enabling Strategies and Priorities
	Strategic Alignment
	Value
	Efficiency & Innovation
	Employee Engagement
	Workforce Reduction
	Budget Compliance


	Dashboard Key Performance Indicators
	Indicator #1:  Shared Responsibility Score
	calculation method and data source:
	Reporting:
	Historical:

	Indicator #2:  Benchmark Cost of Internal Services
	This measure evaluates how much internal services cost as a percentage of the overall general fund operating budget excluding fiscal services and tangible capital and benchmarks itself against other organizations and/or with itself over time.
	calculation method and data source:

	Indicator #3:  Development of integrated 3-5 year operating plans
	calculation method and data source:
	Reporting:

	Indicator #4:  Effectiveness of Lean 6 Sigma
	calculation method and data source:
	Reporting:

	Indicator #5:  Sustainability Ratio
	calculation method and data source:
	Reporting:



