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Executive Summary

EXECUTIVE SUMMARY

Project Background
StrategyCorp Operational Productivity Enhancement (SCOPE)
Project Context
The Town of Kingsville engaged StrategyCorp to conduct a Service Delivery
Review (“SDR” or “Engagement”) to identify ways to modernize service
delivery, reduce future costs, and make the best use of limited resources.

The primary focus of this review is to evaluate the Town’s services in order
to achieve a more efficient and effective service delivery model, without
compromising customer/ratepayer services or local control.
Methodology and Approach
The approach to conducting the current state assessment utilized multiple
sources of inputs and extensive engagement, including:
1.

Analyzing internal and external data to evaluate current operations and
trends;

2.

Benchmarking current performance and delivery models against
relevant municipal comparators;

3.

Conducting one-on-one interviews, workshops, and survey with
selected elected officials, senior leadership, and staff; and

4.

Identifying initial improvement opportunities and assessing them
against evaluative criteria to shortlist those with high potential.
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4

EXECUTIVE SUMMARY

Progress to Date
SDR Engagement Phases

Current Phase: 2. Current State Assessment

This report details the results of Phase 2 of the
Engagement, which encompasses the Current State
Assessment and Opportunity Generation activities.
The objectives for this Phase include:
• Assessing Kingsville’s municipal environment, including
its strengths, weaknesses, opportunities, and threats.
• Building a thorough understanding of the Town’s
municipal services and delivery models.
• Evaluating how Kingsville compares to its peer
municipalities within and beyond Essex County.
• Identifying potential improvement opportunities to be
further explored in the next phase of the Engagement.

1. Initiation

Project Kick-Off:
Align on project
objectives and
work plan.
Stakeholder
Engagement:
Identify key
stakeholders and
develop a
communications
and engagement
plan.

2.Current State Assessment

Investigation: Review data
and documents, conduct
stakeholder interviews and
survey, and identify
benchmark municipalities.
Exploration: Conduct CrossFunctional SCOPE
Workshop.
Observations and Findings:
Develop Current State
Assessment Report.

3. Improvement Opportunities &
Recommendations

Improvement Opportunity
Definition: Research and refine
priority improvement
opportunities.
Recommendations and
Implementation Planning:
Develop detailed
recommendations including 3year budget projections,
implementation and
performance measurement
considerations.

20 potential service delivery improvement opportunities have been identified as part of this current state review:
•

7 potential enterprise-wide opportunities, 12 department specific opportunities, and 1 shared services opportunity.

•

A short-list of 3 cost-saving opportunities are recommended for further exploration, with additional leading practice opportunities also highlighted.
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EXECUTIVE SUMMARY

Comprehensive Overview of the Town of Kingsville’s Municipal Services
Service profiles were developed for each service provided by the Town and are available in Appendix C. These profiles were developed based on available data and
financial information, augmented by discussions with key stakeholders involved in service delivery.

Office of the CAO
I
I
I

Operations
Communications
Economic
Development

Building

Fire

R By-Law
Enforcement
R Building
Services

R Emergency
Response
R Fire
Prevention
Code
Enforcement
R Public Fire
Safety
Education and
Training
R Emergency
Management

Planning and
Development

Parks and
Recreation

R I Policy
Planning
R Land
Development
Review

R Recreation
Programs
R Special
Events

Municipal
Services
R I Facilities and
Properties
R Parks
Maintenance
R Marina
R Arena
Operations
R Municipal
Services
R Public Works
R Infrastructure
R Environment
Services

Finance
I
I

Finance and
Budgeting
Information
Technology

Corporate Services
I
I
R
R
R
R
R
R

I
I

Legislative Services
Council Services
Cemeteries
Licensing
Animal Services
Police Services*
Elections
Freedom of
Information
Requests
Human Resources
Records
Management

LEGEND

NOTE: *Police Services for the Town are currently contracted out to the Ontario Provincial Police.
R Resident Service
I Internal Service
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Population Demographics

EXECUTIVE SUMMARY

Kingsville at a Glance
•
•

•

•

The Town of Kingsville, formally incorporated in 1901, is Canada’s southernmost
municipality situated in Essex County in southwestern Ontario.
Kingsville is home to a variety of industries, including agriculture, entrepreneurial
wineries, and tourism. In collaboration with the neighbouring Municipality of Leamington,
Kingsville hosts the largest concentration of vegetable greenhouses in North America –
growing further with the legalization of cannabis in Canada.

0-14
17%

0.89%
increase
2014

2018

A median age of 44, which is higher than the provincial average.

•

A median household income that is slightly greater than the provincial average.

•

Municipal property taxes that have increased by a Compound Annual Growth Rate of
3.3% over the 2014-2018 period.

•

A greater emphasis has been placed on long-term planning and sustainability in
recent years – a trend that must continue going forward.

Kingsville

Ontario

$67,805

$67,022

Kingsville has:
•

14-65
63%

Median After-Tax Household Income

The proximity to the busiest border cross in North America further appeals to residents in
the Town. Overall, Kingsville has seen steady incremental population growth over the past
several years, with a largely aging demographic.

Seen a slight increase in population from 2011 to 2016.

65-85
20%

21,552

21,362

With the lowest tax rate in the county, Kingsville’s attractive property taxes increasingly
draws families, business owners, and retirees. However, the Town has experienced
dramatic increases in real-estate values in recent years.

•

85+
3%

Taxes Over Time
$ 1,600,000

$ 2,000

$ 1,500,000

$ 1,900

$ 1,400,000

$ 1,800

$ 1,300,000

$ 1,700

$ 1,200,000

$ 1,600

$ 1,100,000

$ 1,500
2015
Taxes Receivable

2016

2017

2018

Total Lower Tier Property Taxes Per Household
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EXECUTIVE SUMMARY

Key High-Level Findings from the Current State Review
Existing data and documents, specific details on all core services, Senior Management Team (SMT) and Council interviews,
an all-staff survey, and a workshop with staff informed the following outputs, which in turn were used to develop service
delivery improvement opportunities. The key takeaways were as follows:

SMT & Council
Interviews, All-staff
Survey

SCOPE Workshop

Client Data and
Documents

Service Profile
Information

Operating Environment
Financial Analysis

I.

Kingsville is presented with two competing visions for the long-term strategic outlook of the Town –
maintaining a ‘small-town feel’ or embracing economic development to spur growth. There is a need
for Council to align on and realize a unified vision and growth strategy for the Town.

II.

Kingsville is a lean organization confronting change – both internally and within the community. To
realize better service delivery, the Town requires a truly comprehensive corporate planning
framework that embraces continuous improvement.

Benchmark Analysis

Strengths, Weaknesses,
Opportunities, Threats (SWOT)

III.

Kingsville must continue to strengthen its infrastructure and increase its capital investment, both
through the development of its new Asset Management Plan and its amortization policies, and by
making its Reserve Policy more specific.

IV.

Kingsville must ensure its staff are equipped with appropriate and modern tools to succeed and
ensure its talent achieves better use of its existing technology.

V.

Kingsville’s capacity needs are well-captured in the Town’s Organizational Review. Implementation
planning and accountability mechanisms must be put into place to operationalize the review’s
findings and boost employee engagement across the enterprise.

Service Delivery Improvement Opportunities
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EXECUTIVE SUMMARY

Financial Analysis
StrategyCorp assessed Kingsville's financial health according to several indicators taken from the Ministry of Municipal Affairs and Housing’s (MMAH) Financial
Information Return (FIR) data, using the returns from 2009-2018 (see full analysis in Appendix A). Some general themes emerged from the initial financial analysis:
•

While the Town did not perform as well in the early 2010s, Kingsville has
recently created a strong and sustainable financial outlook by building up
reserves and outperforming the recommended target for operating surplus.

•

The Town has increased its Capital spending and has managed both shortand long-term debt. However, more capital spending is needed in the coming •
years, which will likely impact the Town’s debt schedule.

•

•

Kingsville maintains a sizeable but manageable infrastructure gap, estimated •
to include $10,000,000 in annual replacement amount and consisting of roads,
bridges and culverts, and storm and sewer.

Kingsville’s recent embrace of lifecycle budgeting has had a positive impact but
could benefit from better adherence to a replacement schedule. Kingsville spends a
high amount on amortization each year and maintains a high Asset Consumption
Ratio.
Kingsville receives one of the lowest Ontario Municipal Partnership Fund (OMPF)
allocation in Essex County and relative to its peer comparators.
Greenhouses have been a source of growth but their assessed value as farmland
means that their tax levy is often insufficient for the supporting services and
expenditures they require. While the Town cannot address this directly, this is a
long-term threat.

Financial Indicators and Areas of Exploration
• Total Municipal Property Taxes Per
Household

• Total Municipal Debt Burden (per
Capita and per Household)

• Total Taxable Assessment (and per
Household)

• Municipal Debt Burden (per Capita
and per Household)

• Annual Operating Expenditure (per
Capita and per Household)

• Residential Assessment Percentage

• Total Reserves (and per Household)

• Non-Residential Assessment
Percentage

•
•
•
•
•
•
•

Operating Surplus Ratio
Rates Coverage Ratio
Asset Sustainability Ratio
Asset Consumption
Debt Service Coverage
Debt Sustainability
Debt Charges as a % of Property Tax

• Annual Repayment Limit and Input
Factors

• Revenues, Operating Expenses, Capital
Expenses, and Reserves
• 10-Year Operating Results
• Capital Spending per Household
• Taxation, User Fees, and Service Charges
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EXECUTIVE SUMMARY

Kingsville Relative to its Peers
In examining the current state of service delivery in Kingsville, a benchmark analysis was conducted to compare key components of the Town against similar peer
municipalities (see full analysis in Appendix B). The following is a summary of themes and findings identified in that analysis:

Comparator Snapshot

• Kingsville’s generates less revenue per household than its peer group
average, constraining its ability to spend.
• Kingsville is average in most MMAH indicators but has underperformed
relative to its peer group in three main areas: its average Operating
Surplus Ratio, its Asset Sustainability Ratio, and its Asset
Consumption Ratio.
• Kingsville maintains the lowest amount in capital assets across all asset
classes – although this figure is presented more severely than it really is
by the Town’s aggressive amortization policies.
•
•
•

The Town’s Cemetery service is not as expensive in absolute terms as
its peers, although Kingsville’s grass-cutting contract is the largest.
Kingsville’s police services spending is lower than the rest of its peer
group, both on an absolute and a per capita basis.
The Town has the lowest proportion of operational spending on
building and planning and maintains the fewest FTE equivalents to
support this function.

Kingsville Leamington Amherstburg

Tier
Location

Persons/km2

Population

Median AfterTax Household
Income
Taxable
Assessment/
Household

Essex

StrathroyCaradoc
Lower

Lincoln

Lower

Lower

Lower

Lower

Lower

Essex

Essex

Essex

Essex

Middlesex

Niagara

87.3

105.3

118.2

73.5

77.1

146.1

21,552

27,595

21,936

20,427

20,867

23,787

$67,805

$57,924

$67,072

$63,411

$63,539

$75,696

$267,105

$219,255

$244,449

$208,322

$268,739

$382,691
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EXECUTIVE SUMMARY

Kingsville’s Internal Strengths and Weaknesses
Throughout the course of the service delivery current state review, the following strengths and weaknesses internal to the Corporation of the Town of Kingsville
were identified.

STRENGTHS

WEAKNESSES

•

Fiscal health. Overall, the Town is in good fiscal health and
is meeting most of the MMAH’s key performance
indicators, debt levels and capital spending are trending in
the right direction.

•

Infrastructure gap and asset management. Since the development of its last Asset Management
Plan, the Town of Kingsville has made strides in its capital spending and fiscal discipline. However,
more work remains to bridge its infrastructure deficit, including an estimated $10 million annual
replacement amount.

•

Customer-service focus: The Town’s tight-knit community
and relationships provide opportunities for personable
interactions with residents, translating to a positive and
responsive customer service experience.

•

Strategy and leadership. The leadership turnover and Council’s increasing role in operations has
contributed to inconsistent planning processes, policy reviews, and decision-making. With CAO
leadership, there is opportunity to implement robust planning cycles and work with the Council to
articulate the Vision for the Town.

•

Lean organization: With low tax revenues, staff take great
pride in the ability to use limited resources efficiently and
deliver quality services to residents.

•

Maintaining customer expectations. While the Town continues to emphasize customer service,
the increasing workload has become difficult to manage with currents staffing levels, slowing
responsiveness in some departments.

•

Established economic sectors. The Town is recognized for •
its unique strengths in the tourism and greenhouse sectors.
The growing local commercial sector further differentiates •
the Town and paves the way for economic growth.

Internal and external communication. The rapid change in leadership and lack of dedicated
resources to communication has resulted in siloed efforts across the Town.
Use of technology. Several systems and processes are either paper-based or involve technology
that is not fully optimized, creating opportunities for further simplification and digitization.
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Kingsville’s External Opportunities and Threats
Throughout the course of the current state review, the following opportunities and threats external to the Corporation of the Town of Kingsville were identified.
These factors have shaped, are shaping, or will shape service delivery in Kingsville.

OPPORTUNITIES
•

Strategic management of growth. The Town’s attractive real estate and
growing greenhouse sector continues to attract an influx of migrants,
requiring the Town to strategically manage growing service needs and
changing demographics.

•

Economic development. There is an opportunity to establish a strategic
focus on economic development, as the Town experiences increased
entrepreneurial activity and growth of commercial businesses, while
continuing to cultivate its small-town attributes and strong agriculture
sector.

•

Regional collaboration. The Town views opportunities to increase
collaboration with other municipalities in the Essex County through shared
services such as a regional police force.

•

Affordability of housing: Kingsville’s housing prices have climbed
dramatically over the past 3-4 years. Kingsville homes are more expensive
than other communities in the County. The Town should focus on supporting
affordable growth – especially in the wake of growing interest from both the
provincial and federal governments.

THREATS
•

By-law review and compliance. While the Town of Kingsville’s by-law
enforcement spending is not exorbitant relative to in-County peers, its volume of
by-laws warrants more attention from senior leadership. The organization may
wish to look more closely at those older by-laws that – due to their age – are not
being regularly enforced.

•

Public involvement in Town operations: Staff note the tendency for residents to
bypass formal communication channels or customer service protocols to receive
quicker service or provide input into operations. This creates further
inefficiencies for staff.

•

Greenhouse industry focus: The Town has benefited from the rapid growth of
the greenhouse industry, further accelerated by the legalization of cannabis.
While greenhouse production has driven job growth, it also presents two key
challenges.
•

First, because the industry is taxed at the farmland rate, the municipal
revenue generated is often low relative to the supporting expenditures
and capital infrastructure required.

•

Second, the industry has brought in an influx of new residents to
community spaces.

12
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Achieving Value-Centred Processes Through Continuous Improvement
An Inefficient Process

The Impetus for Change

Amid marked community growth, the introduction of a
new CAO, and the development of a new Asset
Management Plan, the Town of Kingsville now stands at
an important inflection point – an opportunity to make
vital strategic decisions that will shape the community’s
development over the long-term.

Constrained Productivity

Limited Resident Satisfaction

Sub-Optimal Quality

Loss of Learning Opportunities

Unnecessary Expenses

Siloed Planning for Growth

A Lean, Effective Process

Given the Town’s relatively lean operations — as
demonstrated by its low taxes and user fees and small
staff complement — a Continuous Improvement lens
might best support the organization to do more for its
residents within its current operating constraints.

Increased Productivity

Higher Resident Satisfaction

Improved Quality

Improved Communication

Reduced Operation Costs

Clarity in Planning for Growth

Through the next phase of work, StrategyCorp recommends undertaking a Continuous Improvement process mapping exercise for select services – such
as Accounts Payable – to exemplify how a shift in thinking might spur better service delivery processes across the organization. Moreover, the formation
of a Continuous Improvement capacity, like that formed in Newmarket, could encourage organization-wide gains over the long-term.
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Overview of Service Delivery Improvement Opportunities
20 opportunities for improved service delivery were identified. Below is an overview of enterprise-wide, departmental, and shared services opportunities:
Enterprise-Wide Opportunities
Governance and Strategy
1. Adopt a
comprehensive
corporate planning
framework.
2. Have Council
commission a review
of Committee
mandates and size to
ensure alignment to
Council's priorities.
3. Establish capacity to
support Strategic
Initiatives and
Continuous
Improvement.

Service Delivery
4. Build upon the
previously developed
internal and public
communications plan to
create a
master communications
plan, with supporting
implementation and
resourcing plan.
Processes and Technology
5. Review and prioritize
the development of a
new procurement
policy.
6. Develop an IT Strategy
and Master Plan.
7. Improve front-desk
customer service by
addressing process and
communications
challenges.

Departmental Opportunities
Office of the CAO
8. Refresh the Town’s economic development strategy to
align with the strategic plan and resource the effort with
a dedicated staff lead.
Building
9. In support of an IT and customer service standards,
further enable modules of KingsvilleWorks for customer
communications on applications.
10. Conduct a process and technology review for the building
inspection process.
11. Conduct a by-law policy and capacity review.
Fire
12. Review and improve the cost recovery model.
Planning and Development
13. Conduct a resource, process and technology review for
the planning application process.
14. Establish the necessary foundations to implement the
affordable housing strategy.
Parks and Recreation
15. Assess and address the resourcing requirements to
implement the Parks, Recreation, Arts & Culture Master
Plan.

Municipal Services
16. Update and resource the Town’s Asset
Management Plan and amortization
policies with long-term lifecycle budgeting
and a strong replacement schedule at the
heart of the plan. Relatedly, refine the
Town’s Reserve Policy.
17. Update and resource an
annual maintenance program that is
linked to the long-term asset
management plan to meet increasing
demand and expectations for
infrastructure maintenance.
18. Explore the development of a
Transportation Unit within Municipal
Services to manage increase in traffic
related request processing.
Corporate Services
19. Develop an information and
records management policy and examine
opportunities for shared service delivery.

Shared Services Opportunities
20. Explore the development of a south shore shared services initiative or corporation.
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Service Delivery Improvement Opportunities for Further Exploration
Of the 20 opportunities, the following preliminary shortlist of opportunities are proposed to be developed more fully in the next phase of the project. In addition to
this list, several other foundational opportunities that reflect leading practices in municipal management will be built-out, including the development of an annual
planning cycle and capacity for Strategic Initiatives and Continuous Improvement.
Conduct a governance review to identify how Kingsville might achieve more
effective corporate planning and decision-making structures
(see opportunity #1 and 2)

Establish capacity to support Strategic Initiatives and Continuous Improvement.
(see opportunity #3)

→ A dedicated capacity to support Strategic Initiatives and Continuous Improvement
→ Kingsville has a strategic plan in place and would benefit from a more robust
can better support the successful implementation of change initiatives.
framework for cascading strategy through governance and the administration. → As a lean organization, Kingsville can benefit from further best practices such as
→ There is also a need for further clarity on Council’s vision for the Town to direct
Process Mapping that identifies opportunities to modernize enterprise wide
strategic use of resources in alignment to the Official Plan and the Service
processes, eliminate procedural bottlenecks, and effectively leverage staff time to
Master Plans. This is made more complicated by a large committee structure
ultimately improve service outcomes. These processes include: Accounts Payable,
and a division of responsibility that can be unclear.
planning and development, and customer service request processing.
→ The current state review findings aligned to the organizational review
recommendations. By assigning a senior accountability lead to action the
recommendations, the organization can accelerate addressing some enterprisewide priorities with respect to people and culture.

Evaluate Kingsville’s Asset Management Planning process to identify value-add improvements. (see opportunity #16)
→ Kingsville has made strides in its capital spending, asset management, and overall fiscal discipline. However, more work remains, especially in light of the Town’s
infrastructure deficit.
→ As the community updates its Asset Management Plan in advance of the July 2021 deadline, it will be critical to take stock of long-term infrastructure needs and asset
lifecycles. This must occur through a clear and effective planning process.
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POTENTIAL AREAS OF EXPLORATION

StrategyCorp’s Methodology for Identifying Improvement Opportunities
1. Kingsville’s enterprise-wide opportunities on slides 19-23 fall within one of the
following categories from StrategyCorp’s Municipal Operating Framework and are
cross-cutting across the Town. Department-specific opportunities are referenced on
slides 25-29.

Governance & Strategy

3. These inputs eventually informed the proposed initiatives
which aimed to achieve three goals:
1.

Reduce costs or generate revenue;

2.

Create operational efficiencies by increasing
productivity; or

3.

Add value to the Town

How has Kingsville grown and what is its Vision for the future?

People and Culture
How does Kingsville cultivate a high-performing and motivated workforce to
achieve its goals?

Processes and Technology
Does Kingsville have the necessary internal processes and technology to drive
operational efficiency?

Service Delivery
How does Kingsville deliver on its core business—service delivery?
2. As detailed on slide 70, each of the Town’s services was assessed through the
following framework, consisting of five dimensions:

I. Size

II. Growth

III. Delivery

IV. Service

V. Shared

4. All initiatives are also assessed on their alignment with
Kingsville’s Strategic Vision:

“A friendly and safe community – Proud of our past;
excited about our future”
5. Finally, all recommendations were evaluated based on their
ability to support a broader organizational shift toward
continuous improvement and sustainable long-term planning.
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Enterprise-Wide Improvement Opportunities

POTENTIAL AREAS OF EXPLORATION

Enterprise-Wide Improvement Opportunities (1 of 5)
Theme

Opportunity and Rationale

Governance and 1. Opportunity: Adopt a comprehensive corporate planning framework to align the Corporate Strategic Plan, the
Official Plan, and the Service Master Plans, connecting them to annual budgets and the long-term financial plan and
Strategy
supporting them with a performance measurement framework to monitor and evaluate progress.
Rationale: While key documents, such as the strategic plan, are in place, they are not coordinated and utilized to their
full potential. There is opportunity to structure an annual corporate planning framework that:
• Allows for a mid-term refresh of the strategic plan to align to Council’s Vision and priorities;
• Builds out and measures progress through the development of balanced scorecards, implementation plans,
performance monitoring and reporting; and
• Develops budgets to connect the organizational strategy to day to day department work.
The planning cycle would also consider best practice timelines for regular policy and by-law reviews within Master
Plans. Furthermore, the cycle would establish communication protocols between Council and staff to promote buy-in
and semi-annual performance measurement.

Potential Outcomes

✓ Efficiencies
✓ Value-Add
✓ Cost-Savings/
Revenue Generation

2. Opportunity: Have Council commission a review of Committee mandates and size to ensure alignment to Council's
priorities.
Rationale: Building upon the recently completed organizational review, there is opportunity for the CAO office to
conduct a review of the number of Committees and their mandates to assess how the Committee structure can be
optimized to assist in delivering on Council priorities. An optimal number of Committees can result in significant timesavings, provide Council oversight on the overall agenda, and reduce staff resources needed to support Committees –
thereby creating internal capacity to focus on priority initiatives. Moving forward, the Committees should align to
Council’s Vision and priorities, maintain best practice membership of 5-7 individuals, involve appropriate staff support
complement, strive to minimize duplication with staff efforts, and should seek to have clarity on decision-making, roles
and responsibilities between Council and staff members involved.

✓ Efficiencies
✓ Value-Add

19

POTENTIAL AREAS OF EXPLORATION

Enterprise-Wide Improvement Opportunities (2 of 5)
Theme

Opportunity and Rationale

Potential Outcomes

Governance and 3. Opportunity: Establish capacity to support Strategic Initiatives and Continuous Improvement.
Strategy
Rationale: During this time of transition and change initiatives, there is opportunity to establish capacity to support
Strategic Initiatives and Continuous Improvement in the CAO office – building upon best practices seen in other Ontario
municipalities such as Newmarket.

•
•

•

✓ Efficiencies
✓ Value-Add
This new role would adopt lean best practices, such as Process Mapping, to focus on driving enterprise wide process ✓ Cost-Savings/
Revenue-Generation
modernization to improve service outcomes. The recommendation is to apply the best practices to select processes,
such as the Accounts Payable process, to demonstrate how process mapping can drive continuous improvement.

In the interim, this capacity can be filled by a full-time Director of Planning and Development role, suggested in the
organizational review, with support from other Senior Management Team members.

There is further opportunity for to prioritize recommendations emerging from the Organizational Review. The Town
is encouraged to assign a senior accountability lead, such as the CAO, to review and action priority
recommendations from the review, such as addressing staffing needs, compensation review, culture building
efforts, staff development and retention, and communication.
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Enterprise-Wide Improvement Opportunities (3 of 5)
Theme

Opportunity and Rationale

Potential Outcomes

Service Delivery 4. Opportunity: Build upon the previously developed internal and public communications plan to create a master
communications plan, with supporting implementation and resourcing plan.
Rationale: Internal and public communications plans were developed in February 2018 but require further detail and
implementation planning. Currently, communication efforts are under-resourced and often occurring in isolation
between the Office of the CAO and individual departments. Within the Office of the CAO, there is opportunity to
✓ Efficiencies
further build out a comprehensive master communications plan that include guidelines and approval protocols to
✓ Value-Add
enable departments to prepare materials that can be approved and deployed by the Office of the CAO. Of note, there
is opportunity for the communications plan to particularly establish and communicate a formal resident-staff
engagement policy to ensure public input to service delivery decision-making is streamlined. There is a
recommendation that this effort be led by the Communications Coordinator role proposed in the organizational review,
who would report directly to the CAO.
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POTENTIAL AREAS OF EXPLORATION

Enterprise-Wide Improvement Opportunities (4 of 5)
Theme
Processes and
Technology

Opportunity and Rationale

Potential Outcomes

5. Opportunity: Review and prioritize the development of a new procurement policy.
Rationale: Currently, there is no Procurement Officer, and all departments manage their own procurement, which can
cause inefficiencies through duplication. The current procurement policy was last updated in 2008. In support of
continuous improvement, there is opportunity to review and refresh the policy to explore establishing Vendors of
Record, increasing spending limits, and seeking shared service opportunities with other municipalities in the Essex
County and agencies, such as the Ontario Clean Water Agency (OCWA) and the Ontario Education Collaborative
Marketplace (OECM).

✓ Efficiencies
✓ Cost-savings/
Revenue Generation
✓ Value-add

6. Opportunity: Develop an IT Strategy and Master Plan.
Rationale: There are several technology related opportunities to increase productivity and enable a more effective
workforce that could be addressed through an IT Strategy and Master Plan. From an internal perspective, some frontline staff currently lack access to an office email, computer, or app usage. For those with a computer, there is
✓ Efficiencies
opportunity to increase access to the VPN connection on personal computers, which can help staff work virtually. There
✓ Cost-savings/
is opportunity to invest more in office technology for staff, which could include providing more equipment, training on
Revenue Generation
centralized document storage, and adopting an internal budgeting software and work order software. From a service
perspective, the IT Strategy and Master Plan could address improvements such as completing online building and
planning applications, updating the GIS system, digitizing the customer experience (e.g. inquiries, account information,
EFT payments, e-billing), and further enabling modules and providing staff training on KingsvilleWorks.
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POTENTIAL AREAS OF EXPLORATION

Enterprise-Wide Improvement Opportunities (5 of 5)
Theme
Processes and
Technology

Opportunity and Rationale

Potential Outcomes

7. Opportunity: Improve front-desk customer service by addressing process and communications challenges.
Rationale: Currently, many customer service calls go to the front-desk receptionist. The role experiences high turnover,
additional responsibilities, and a lack of training on customer service. Additionally, Departments do not have a
designated point of contact or office support for customer inquiries. This creates confusion on which department to
✓ Efficiencies
direct customers and often leads to the call going to the wrong department. There is opportunity to:
✓ Cost-savings/
• Shift customer service away from the front-desk to use of technologies like customer relationship management
Revenue Generation
(CRM software) and KingsvilleWorks for work order processing; and
•

Better support this receptionist role through better customer service training and clear contact information.

Any IT enhancements including use of a CRM software should be explored in detail in the suggested IT plan (see
opportunity #6).
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Department-Specific Improvement Opportunities

POTENTIAL AREAS OF EXPLORATION

Department-Specific Improvement Opportunities (1 of 5)
Theme
CAO’s Office

Opportunity and Rationale

Potential Outcomes

8. Opportunity: Refresh the Town’s economic development strategy to align with the strategic plan and resource the
effort with a dedicated staff lead.
Rationale: Currently, the Tourism and Economic Development Committee oversees the economic development
strategy. Pre-COVID, the strategy was under review to develop a 10-year plan, but priorities have shifted to support the ✓ Efficiencies
immediate needs of Kingsville’s economic sector during the pandemic. Economic growth has been identified as a key
✓ Value-Add
opportunity for Kingsville as the Town continues to experience increased entrepreneurial activity and growth of
✓ Cost Savings/Revenue
commercial businesses. This is an opportune time to harness the growth as the opportunity may not remain if
Generation
businesses don’t receive the necessary support from the Town’s services. As a result, there is an opportunity to
prioritize the refresh of the economic development strategy, following the proposed refresh of the overall strategic
plan. Through the process, there is a need to consider available support from the Windsor Essex Economic
Development Corporation (WEEDC). A dedicated staff lead would be required to drive this effort.
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Department-Specific Improvement Opportunities (2 of 5)
Theme
Building

Opportunity and Rationale
9. Opportunity: In support of IT and customer service standards, further enable modules
of KingsvilleWorks for customer communications on applications.
Rationale: The Building application process could be optimized through expanded functionality, training, and usage of
KingsvilleWorks. Improvements can be made to allow for submitting permit and inspection applications online
(currently done by paper or tablet), as well as communicating the status to customers (currently done by emails or
phone calls) (see opportunity #6).
10. Opportunity: Conduct a process and technology review for the building inspection process.
Rationale: Three issues have been identified that need to be addressed in order to optimize the building inspection
process. These include:
• The recently adopted building inspection software misses key information that needs to be assessed as directed by
the Building Code Act for compliance reasons.
• In the field, Wi-Fi connectivity continues to be an issue, requiring hand note-taking which causes duplication and is
prone to error.
• Delays and overlap could be reduced by combining the responsibilities of the indemnity process and inspection of
the Town property for damage.
11. Opportunity: Conduct a by-law policy and capacity review.
Rationale: The volume of by-laws has increased, with many lacking specificity and fee schedules. Furthermore, since
many by-laws were last updated in 2004, there is opportunity to review and update the by-law policy and review
delivery capacity. Moving forward, a four-year by-law review process can be embedded in the corporate planning
framework, where 25% of legislated standards requiring enforcement are reviewed every year on a rolling basis. It will
also be important to track complaint volumes on a regular basis to better inform policy development.

Potential Outcomes
✓ Efficiencies
✓ Value-add

✓ Efficiencies

✓ Efficiencies
✓ Cost Savings/Revenue
Generation

26

POTENTIAL AREAS OF EXPLORATION

Department-Specific Improvement Opportunities (3 of 5)
Theme
Fire

Opportunity and Rationale
12. Opportunity: Review and improve the cost recovery model.
Rationale: There is an opportunity to review and improve the cost-recovery model for Fire services. Exploring strategic
partnerships with Fire Marque* emerged as a revenue generation opportunity but requires further discussion with the Fire
Chief to validate feasibility.
*Fire Marque supports recovery of costs by billing insurance companies, reducing service fee costs for the Town.

Potential Outcomes
✓ Efficiencies
✓ Cost
Savings/Revenue
Generation

13. Opportunity: Conduct a resource, process, and technology review for the planning application process.
Rationale: There are opportunities to address identified inefficiencies in the planning application process, such as minimizing
timely in-person meetings for the applications, improving electronic payment processes, expanding enterprise-wide storage
and access of application data, and improving accessibility of forms on the website. There is an additional opportunity to
consider a regional application within the County to leverage resources and share best practices. (see opportunity #20).

✓ Efficiencies
✓ Cost-Savings/
Revenue Generation

Planning and
Development 14. Opportunity: Establish the necessary foundations to implement the affordable housing strategy.

Rationale: A four-year affordable housing strategy was developed in 2018. Many have identified the need to action against the
✓ Value-add
strategy. There is opportunity to be proactive in developing implementation plans and getting Council approvals, so that
Kingsville may rapidly mobilize when funding announcements are made by the federal and provincial governments to increase
development.
Parks and
Recreation

15. Opportunity: Assess and address the resourcing requirements to implement the Parks, Recreation, Arts & Culture Master
Plan.
Rationale: While the current Master Plan was completed two years ago, there has been a lack of investment in addressing the
need for more recreational programming for user groups, as well as increasing functionality of existing recreational amenities.
There is opportunity to assess the resourcing requirements for the Master Plan and develop an implementation plan to
dedicate further human and financial resources to its operations. There are also opportunities to expand partnerships with
other municipalities, such as Leamington and Pelee Island, on joint recreation and tourism programming and cross-promoting
services (see opportunity #20).

✓ Efficiencies
✓ Cost-Savings/
Revenue Generation
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Department-Specific Improvement Opportunities (4 of 5)
Theme

Opportunity and Rationale

16. Opportunity: Update and resource the Town’s Asset Management Plan with long-term lifecycle budgeting and a strong
replacement schedule at the heart of the plan. Relatedly, refine the Town’s Reserve Policy and update its existing Amortization
policies.
Rationale:
• The Town has underperformed in the maintenance, replacement, and renewal of its assets, falling short of the MMAH’s target
Asset Sustainability Ratio and Asset Consumption Ratio. As the Town is updating its Asset Management Plan for the July 2021
deadline, this provides an important opportunity for refinement that supports adherence to a replacement schedule. This effort
will require an Asset Management Lead and can be a potential initiative for the proposed role focused on Strategic Initiatives and
Continuous Improvement (see opportunity #3).
• There is also opportunity to refine the Town’s Reserve Policy to achieve greater specificity, including more robust allocations for
long term capital reserves and post-retirement benefit reserves. While the current Reserve Policy (2018) stipulates that the yearend general Levy budget surplus will be allocated to the Budget Contingency Reserve, and Kingsville has shown strong
Municipal Services
improvement in building reserves in recent years, further adjustments would support greater reliance on lifecycle budgeting and
strong fiscal management. The Town may benefit from extending its strong fleet replacement reserve strategy to other capital
infrastructure, like bridges and roads.
• Finally, the Town’s amortization policies are out of date and relatively aggressive. This distorts some MMAH ratios to look worse
than they are and is a barrier to accurate information collection.
17. Opportunity: Update and resource an annual maintenance program that is linked to the long-term asset management plan to
meet increasing demand and expectations for infrastructure maintenance.
Rationale: KingsvilleWorks requests for infrastructure maintenance and customer expectations on beautification of infrastructure,
including parks, roads and recreational facilities, have increased in the last 5 years, requiring more materials and staffing resources to
meet demand. This could be a risk management concern if not addressed adequately. There is opportunity to update the annual
maintenance program, aligned to the long-term asset management plan, that ensures minimum necessary maintenance as dictated by
the various assets required. To ensure efficient and high-quality service delivery, Council should align on fund allocations for this or
explore shared services and private sector opportunities (see opportunity #20).

Potential Outcomes

✓ Efficiencies
✓ Cost-savings/
Revenue Generation

✓ Value-add
✓ Efficiencies
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Department-Specific Improvement Opportunities (5 of 5)
Theme

Opportunity and Rationale

Potential Outcomes

Municipal
Services

18. Opportunity: Assess the need for increased servicing for Transportation services within the Municipal Services
department to manage increase in traffic related request processing.
Rationale: The Town is experiencing an increase in traffic related request processing, with an increase in traffic related ✓ Efficiencies
requests at an average YOY growth rate of 29% over the past 5 years (see Appendix D for data). Currently, there is one ✓ Cost-savings/
Engineer FTE who manages processing, along with other responsibilities. There is opportunity to explore whether
Revenue Generation
developing a dedicated Transportation Unit, with engineer FTEs to process requests and develop policies, may be more
cost-effective than contracting out external consultant engineers.

Corporate
Services

19. Opportunity: Develop an information and records management policy and examine opportunities for shared
service delivery.
Rationale: The Town is currently in the process of migrating records to Laserfiche, but experiences challenges with
compliance in some departments. There is opportunity to develop and implement an information and records
management policy that outlines associated policies, reinforces the retention schedule through by-laws, addresses
accessibility of documents, and trains current and new staff on the process. An effective implementation tactic could
be to start training with one Department to identify lessons learned and champion the process, and then gradually
replicate with others. With respect to physical storage of records, there is opportunity to explore a shared facility
among the County (see opportunity #20).

✓ Efficiencies

29

Shared Services Improvement Opportunities

POTENTIAL AREAS OF EXPLORATION

Shared Services Improvement Opportunities (1 of 1)
Department

Opportunity and Rationale

Potential Outcomes

Enterprise-Wide 20. Opportunity: Explore the development of a south shore shared services initiative or corporation.
Rationale: By sharing certain assets and resources with neighbouring municipalities, Kingsville can lower costs
through economies of scale and scope. It may allow access to new revenue streams that require a critical mass of
users or inputs. Additionally, there are non-financial benefits including potential service enhancements and
expansion; increased service integration; sustainability and viability across the region; building local capacity, trust
and, relationships while also maintaining local identities; and potentially seeing a positive public response to more
efficient use of assets in providing services across municipal borders. The potential range of services include:
Enterprise-Wide
•

Shared procurement opportunities from third parties/private providers (for example: as it relates to assets and
equipment and construction contracts)

•

Information management and technology

Service Delivery
•

Fire services

•

Building, planning, and by-law enforcement

•

Joint recreation and tourism programming

•

Municipal services such as garbage collection, sanitation, winter maintenance, cemetery services, and regional
transportation.

✓ Efficiencies
✓ Cost-Savings/
Revenue Generation

31

Next Steps

NEXT STEPS

Phase 3: Improvement Opportunities and Recommendations
Below are the next steps, which will allow the Town of Kingsville to submit a draft final report to the Ministry of Municipal Affairs and Housing in November.

1

Confirm project improvement areas, determine needed consultation, and schedule departmental focus groups with select municipal staff to
validate improvement ideas and draft improvement opportunities.

2

Refine priority improvement opportunities, including opportunity definition, scope and define options.

3

Develop detailed recommendations specific to prioritized opportunities, including implementation and performance measurement
considerations, as well as 3-year operating and capital budget projections, and analysis of funding required to realize opportunities.

4

Prepare and present Recommendations and Implementation report for presentation to Senior Management Team and Council (to be
determined).

5

Finalize report for MMAH submission.
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APPENDIX A: FINANCIAL ANALYSIS

Introduction and Limitations of the Data
StrategyCorp assessed Kingsville’s financial health according to several indicators taken from the Ministry of Municipal Affairs and
Housing’s Financial Information Return (FIR) data using the returns from 2009-2018. The following slides provide StrategyCorp’s analysis of
the findings. At the outset, it is important to acknowledge some limitations with the data:
•

2018 data was the most recent data provided in FIR at the time of this Report’s development. 2019 data is now available, and all numbers and analyses
should be assessed against these figures, as well as 2020 data when available.

•

FIR data is reported by the municipalities themselves, and as such, its value for comparative purposes is limited due to variances in reporting
consistency. FIR data also inappropriately characterizes some figures, like amortization, skewing cost figures. StrategyCorp has indicated where this has
impacted its analysis.

•

FIR data reports total household and total population figures for each year of available data. StrategyCorp has used these figures in lieu of more
detailed information on population and households across the Town of Kingsville.

•

Where possible, StrategyCorp has leveraged various reports, data, and information from primary and secondary sources (e.g. third-party organizations)
available at the time this report was developed to inform the findings. StrategyCorp has not directly engaged any peer comparators to solicit
information.

•

The COVID-19 pandemic has taken a toll on municipalities everywhere. Where possible, StrategyCorp has sought to include and reflect how this has
shaped current state analysis and points of comparison between municipalities. The true measure of the economic impact of the pandemic is
uncertain.
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Themes and Findings
An analysis of Kingsville’s financial reporting points to six key findings and areas of exploration:

Infrastructure Gap (Slide 40)
Since the development of its last Asset Management Plan, the
Town of Kingsville has made strides in its capital spending and
fiscal discipline. However, more work remains to bridge its
infrastructure deficit, estimated to be roughly $5.6 million.

Greenhouse Driven Revenue (Slides 48 and 49)
Although greenhouses have been a source of growth for the town,
their assessed value as farmland has meant that their tax levy is
often insufficient for the supporting services and expenditures they
require. While the Town cannot address this directly, it remains a
significant long-term threat.

Reserve Policy (Slide 41)
While the current Reserve Policy (2018) stipulates that the yearend general Levy budget surplus will be allocated to the Budget
Contingency Reserve, more specificity is required to meet the
reserve requirements of a growing community, possibly including
long-term capital reserves and post-retirement benefit reserves.

Cemeteries Services (Slide 47)
Kingsville’s cemeteries have been viewed by staff and policymakers as a burden on Town resources. Despite this, Kingsville is
required to hold funds in trust for their care and maintenance. As
the market for private sector provision is explored, Kingsville might
consider spending more of its Cemetery trust to alleviate costs.

Replacement Schedule (Slide 39)
In addition to its overall infrastructure gap, the Town has also
underperformed in the maintenance, replacement, and renewal of
its assets – falling short of the MMAH’s recommended Asset
Sustainability Ratio.

Rising Water and Sewer Rates Per Household (Slide 46)
Although Kingsville is seeing steadily increasing water and sewer
expenses, the Town’s 2019 Rate Study proposes rate increases with
the goal of eliminating lifecycle deficit by 2039. The Town’s
Wastewater rate change has been interrupted for the year by
COVID-19.
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Kingsville at a Glance
Budgeting and Community Growth

Community Demographics

3%
5-Year Household Growth

7.22%
(2014 – 2018)

5-Year Operating Revenue Growth

17%

20%

35.3%

13,580

15 to 65 years

(2014 – 2018)

Primary Rate Drivers for Residents
County Levy
Education Levy
Public Works
Police
Parks & Recreation
Corporate Services
Fire Department
Garbage Collection
Planning Servicse
Services
By-Law Enforcement
Council
ERCA
Animal Control

3,655

0 to 14 years

63%

65 years and over

4,315

85 years and over

580
21,550

Total

Taxes Receivable and Lower Tier Property
$ 1,600,000

$ 2,000

$ 1,400,000

$ 1,800

$ 1,200,000

$ 1,600

$ 1,000,000

$ 1,400
2015

Taxes Receivable

2016

2017

2018

Total Lower Tier Property Taxes Per Household
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Preliminary Indicators for Financial Sustainability

Strength
Explore
Concern

• While there have been slight variances in the share of the tax burden between residents and businesses, Kingsville has generally hovered around an 82-18 ratio.
• Overall, the Town is in good fiscal health, with generally few fluctuations in spending and revenue. In recent years, the Town has significantly increased its capital
spending, while making improved reserve contributions and paying down debt. These improved metrics are evidence of better policy choices and a more longterm-oriented fiscal strategy.
2014

2015

2016

2017

2018

Average

5-year YoY Average

% Volatility

Total Municipal Property Taxes

$ 13,693,330

$ 14,592,188 $ 16,194,954

$ 16,261,039

$ 17,258,803

$ 15,600,063

4.7%

9.2%

Total Property Taxes

$ 29,252,120

$ 30,741,736 $ 33,339,668

$ 33,120,358

$ 34,921,780

$ 32,275,132

3.6%

7.0%

-$5,449,246

-$7,280,407

- $6,049,434

- $5,995,199

5%

16%

$ 17,806,297 $ 19,171,020

$ 23,042,213

$ 24,517,675

$ 20,252,399

8.0%

16.7%

$ 2,210

$ 2,630

$ 2,799

$ 2,350

6.5%

14.6%

$ 16,984,926 $ 16,028,377

$ 15,312,713

$ 14,034,173

$ 15,367,983

-0.6%

7.7%

Acquisition of Tangible Capital Assets
Total Reserves
Total Reserves per Household
Total Municipal Debt Burden

- $4,760,251

$ 16,724,791
$ 2,047
$ 14,479,726

-$6,436,658

$ 2,065

$ 1,772

$ 1,970

$ 1,847

$ 1,748

$ 1,602

$ 1,788

-2.0%

7.6%

Municipal Debt Burden per Capita

$ 678

$ 795

$ 744

$ 711

$ 651

$ 716

-0.8%

7.9%

Residential Assessment Percentage

82.2%

81.9%

81.1%

81.4%

81.7%

81.7%

-0.1%

0.5%

Non-Residential Percentage Assessment

17.8%

18.1%

18.9%

18.6%

18.3%

18.3%

0.6%

2.4%

Municipal Debt Burden per Household
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MMAH’s Key Performance Indicators
2014
Operating Surplus Ratio (Target 0% to 15%)

Explore
Concern

2015

-16.0%

Strength

2016

-9.1%

2017

2.9%

2018

18.9%

Average

9.3%

1.2%

This is an indicator of the extent to which revenues raised cover operational expenses only or are available for capital funding or other purposes. A negative ratio indicates the percentage
increase in rates revenue that would have been required to achieve a break-even result. The basic target: 1% to 15%. Advanced target: > 15%.

Current Ratio (Target >=1)

2.7

3.2

5.3

4.5

4.1

4.0

74.6%

86.8%

85.6%

93.8%

83.3%

This is an approximate measure of a municipality's "liquidity" or its ability to pay short-term obligations.

Rates Coverage Ratio (Target >=40%)

75.7%

This is a measure of the municipality's ability to cover its costs through its own "rates" revenue efforts. Basic target: 40% to 60%. Intermediate target: 60% to 90%. Advanced target: >
90%.

Debt Service Coverage (Target >=2)

2.1

2.5

3.2

5.6

6.0

3.9

74.7%

79.6%

50.5%

68.8%

This is a measure of a municipality's ability to service its debt payments. The target is a ratio greater than or equal to 2.

Asset Sustainability Ratio (Target >90%)

79.8%

59.2%

This is an approximation of the extent to which a municipality is replacing, renewing or acquiring new assets as the existing infrastructure being managed by the municipality are reaching
the end of their useful lives. The target ratio is > 90% per year. A municipality which is not reaching this target is not sufficiently maintaining, replacing or renewing their existing
infrastructure. This may result in a reduction in service levels and/or useful lives previously expected and will likely create a burden on future ratepayers.

Asset Consumption (Target <50%)

50.4%

52.5%

54.3%

55.9%

58.0%

54.2%

This measures the age of a municipality's physical assets. It measures the extent to which depreciable assets have been consumed by comparing the amount of the assets that have been
used up and their cost. (< 25% - Relatively new infrastructure, 26% to 50% - Moderately new infrastructure, 51% to 75% - Moderately old infrastructure, >75% - old infrastructure)

• In recent years the Town of Kingsville has effectively managed its organizational spending, posting significant year-end surpluses. Overall, the organization’s fiscal
picture is healthy, with stable performance across most MMAH indicators.
• While the Town is in the process of updating its Asset Management Plan, care should be given to the amortization and replacement of capital assets. Kingsville has
continually underperformed in this area, as demonstrated by its Asset Sustainability Ratio and its Asset Consumption.
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𝟐𝟎𝟐𝟎 𝑩𝑪𝑷𝑰
𝟐𝟎𝟏𝟑 𝑩𝑪𝑷𝑰

Estimating the Town of Kingsville’s Real Infrastructure Gap
Building Construction Price Index

BCPI Q1 2013

Relative to Total Capital Budget

BCPI Q2 2020

$12,000,000
$10,000,000

91.1

111.1

Total Deficit

$8,000,000
$962,227
$1,046,090

$6,000,000
Estimated 2020 Annual Replacement Amount

$4,999,264

$2,000,000

Roads

$9,803,874

$4,000,000

$8,413,599

$Total 2020 Capital Budget
Gas Tax

Bridges and Culverts

Storm and Sewer

$747,577

$642,697

Estimated
Annual
Replacement
Estimated2020
2020
Infrastructure
Gap
Amount

OCIF

•

Although there is a widespread understanding of the need for increased capital
investment, the Town of Kingsville has more work to do to bridge its
infrastructure gap. The extent of the deficit remains not fully understood.

•

As the community updates its Asset Management Plan in advance of the July
2021 deadline, it will be critical to take stock of long-term infrastructure needs
and asset lifecycles – backed by robust data.

Source: https://www23.statcan.gc.ca/imdb/p2SV.pl?Function=getInstanceList&Id=1275635
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Debt Sustainability

Explore
Concern

Total Debt Charges
Est. Annual Repayment Limit

Strength

$

2014

2015

2016

2017

2018

Average

5-year YoY
Average

% Volatility

$ 2,697,306

$ 2,792,382

$ 3,080,193

$ 2,569,172

$ 2,288,870

$ 2,685,585

-3.2%

10.8%

-7.2%

21%

8,341,231

$

10,104,947

$

8,752,504

$

6,836,365

$

5,728,738

$

7,952,757

Debt Charges as a % of Annual Repayment Limit

32.3%

27.6%

35.2%

37.6%

39.9%

34.54%

4.32%

13.8%

Debt Burden per Household

$ 1,772

$ 1,970

$ 1,847

$ 1,748

$ 1,602

$ 1,788

-2.0%

7.6%

Debt Charges per Household

$ 330

$ 324

$ 355

$ 293

$ 261

$ 313

-4.6%

11.6%

Debt Burden as a % of Reserves and Reserve Funds

88.3%

93.9%

79.6%

61.2%

50.7%

74.7%

-11%

24.5%

Debt Charges as % of Municipal Property Tax

19.6%

19.2%

19.3%

15.8%

13.2%

17.4%

-7.6%

16.2%

•

As outlined in its 2018 Reserve Policy, the Town of Kingsville’s debt has decreased in recent years as a result of a strategic commitment to building lifecycle reserves, an expansion of
the OCIF formula-based grant program, and the timing of large-scale projects. The Town may benefit from extending its strong fleet replacement reserve strategy to other capital
infrastructure, like bridges and roads.

•

Although the community has been successful in avoiding tax funded debt since 2015, future capital commitments may compel leadership to defy this trend in the coming years. At
the end of 2019, the Town had $12,693,281 in debt. $7,276,798 is payable by taxation, while $4,772,208 is payable by water rates (UWSS debt). The balance is payable
locals/drainage charges to be paid directly by benefiting property owners.
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Receivables and Reserves

Taxes Receivable as a % of Current Tax Levy

Explore
Concern

2014
Taxes Receivable

Strength

$ 1,608,111

11.7%

2015

2016

2017

2018

Average

$ 1,449,877 $ 1,507,954 $ 1,315,970 $ 1,289,369 $ 1,434,256

10.0%

9.5%

8.1%

7.5%

9.3%

5-year YoY
Average

% Volatility

-4.3%

9.3%

-8.6%

17.8%

Accounts Receivable

$ 3,883,425

$ 3,059,159 $ 3,029,418 $ 3,414,852 $ 4,493,730 $ 3,576,117

3.0%

17.3%

Total Government Transfers

$ 2,199,666

$ 3,649,364 $ 2,663,540 $ 3,601,079 $ 3,545,325 $ 3,131,795

10.0%

21.1%

7.8%

16.3%

Total Reserves and Discretionary Reserves per
Capita

$ 783

$ 834

$ 890

$ 1,069

$ 1,138

$ 943

•

Kingsville is experiencing declining taxes receivable – an indication of improved collection and stronger economic performance.

•

As mentioned previously, Kingsville’s reserve fund policy was developed by in 2018. The policy mandates that any surplus be allocated to the Budget Contingency
Reserve, unless other directed by Council. This has allowed the Town to build up an (unallocated) contingency reserve of approximately $1.5 million.
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Millions

10-Year Operating Results
$ 40
$ 35

$ 30
$ 25
$ 20
$ 15
$ 10

$5
$0
-$ 5

2011

2012

2013

2014

2015

2016

2017

2018

-$ 10
Annual Operating Revenues

Annual Operating Expenditures

Annual Surplus/(Deficit)

•

Kingsville's operating results have improved in recent years as a result of community growth and a more deliberate fiscal policy.

•

While the Town’s overall financial standing has improved, there is still an urgent need to fill Kingsville’s infrastructure gap. This will likely require much greater
capital spending over the long-run as the community shifts to a lifecycle budgeting approach.
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Anatomy of the Resident’s Levies

Avg. Rate of Inflation (Last 10 Yrs.): 1.64%

2018 Proportions of Residential Levies

Taxation, User Fees, and Service Charges Over Time

Lower Tier Property

38%

Upper Tier Property

25%

Education

16%

Water and Sewer

21%

Waste Collection & Disposal 0%
Other

0%

$ 5,000
$ 4,500
$ 4,000
$ 3,500
$ 3,000
$ 2,500
$ 2,000
$ 1,500
$ 1,000
$ 500
$0

$ 3,580

$ 3,565

$ 3,843

$ 3,780

$ 3,987

$ 3,160

$ 3,306

$ 3,380

$ 1,692

$ 1,856

$ 1,362

$ 1,676

$ 1,970

$ 1,540

$ 1,867

$ 1,481

2011

2012

2013

2014

2015

2016

2017

2018

Water and Sewer Charges per Household
Total Municipal Property Taxes Per Household
Total Upper Tier Property Taxes Per Household
Total Education Taxes per Household
Total Property Taxes Per Household

•

Property taxes per household have increased in Kingsville by 33% over the past ten years, a rise that has well outstripped the pace of inflation over that time.
Water and sewer charges are also notable, as they have climbed by an average ten-year increase of 6.69%

•

While other Municipalities may charge a separate rate for Waste Collection and Disposal, Kingsville includes this charge in its Lower Tier Property rate.
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Recreation
Key Departmental Operating Expense

User Fees & Service Charges as a % of Corresponding Service Expenses
45%

2015

40%

$152,909

35%
2016

30%

$137,042

25%
2017

20%
15%

$126,191

2018

10%

$162,401

5%

2019

$285,299
$-

$50,000

$100,000

$150,000

$200,000

Recreation Operating Expenditures

$250,000

0%
2011

2012

2013

2014

2015

2016

2017

2018

$300,000
User Fees and Service Charges as a % of Service Expenses for Recreation

•

Overall, recreation user fees have declined over the last decade relative to cost of providing the service. What has remained constant, however, as are rising departmental expenses.
While this steady increase has not been dramatic and is appropriate in the context of the Town’s peers, it still deserves a watchful eye over the next few years – especially if user
generated revenue continues its current trajectory in light of COVID-19.

•

2019 is a notable outlier in recreation. Community Events, Recreation Programs, and Activity Guide spending greatly exceeded budgeted amounts in part due to Canada Day
celebrations. The Town also held a Tall Ship event in this fiscal year, representing new expenditure of roughly $82,000.
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Water and Sewer Rates

*Note: Figures are impacted by
amortization

Key Departmental Operating Expenditures

2,755,752

2,955,466

3,132,507

User Fees & Service Charges as a % of Corresponding Service Expenses*

3,221,190
2,623,743

120%
100%

80%
60%
40%
20%
376,305

374,292

407,203

481,317

500,600

2014

2015

2016

2017

2018

0%
2011

Amortization

Total Water Treatment

2012

2013

2014

2015

2016

2017

2018

User Fees and Service Charges as a % of Service Expenses for Water and Sewer

•

Kingsville has just completed and approved its Water / Wastewater Rate study in 2019. Although the Town has adhered well to the Study’s stipulations with
respect to water rates, the town deliberately chose to stray from its Wastewater commitments for the remainder of the fiscal year, as a result of COVID-19.

•

The Town aims to reimpose its Wastewater rate structure in 2021. Under this framework, some households would see material changes to their bills – a deliberate
decision made by senior management.
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Funds Held in Trust*: $1,162,630

Cemeteries
Primary Cost Drivers
Tree Brushing &Trimming

Operating Picture – 2016 to 2019
$130,000

$6,944

Headstone Maintenance

$120,000

$5,016

Grounds Maintenance

$110,000

$5,972

$100,000

Membership & Subscription

$1,326

Utilities

$1,558

$80,000

Computer Maintenance

$2,123

$70,000

Grave Openings

$90,000

$60,000

$15,895

2016
Contracts

2017

2018

2019

$47,753

Salaries

Operating Expenditures - Cemeteries

$30,502
$-

$10,000

$20,000

$30,000

$40,000

$50,000

Operating Revenue - Cemeteries

•

While Cemeteries are often seen as a drain on Town finances, legal requirements mandate that Kingsville contribute to a care and maintenance reserve through
revenue generated by the sale of land plots.

•

Going forward, if the organization does not rapidly divest from the Cemeteries service, it should consider the potential to use this reserve more deliberately and
alleviate some of the service expenses.
Note: The Town generates roughly $20k - $25k in interest off these funds
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*Note: Figures do not include
seasonal workforce

Building and Planning (1/2)
Farmland’s Impact on Total Land Use
According the Town’s 2020 OMPF statement, 79.6 of the community’s
land 60,992 acres of land is designated as agricultural.

Outstripping Community Growth*
25,000

21,362

21,362

21,362

21,362

21,362

21,552

21,552

21,552

8,170

8,170

8,170

8,170

8,623

8,676

8,762

8,760

2011

2012

2013

2014

2015

2016

2017

2018

20,000
15,000

47574
13418

10,000

49001

5,000
1427
-

Total Acreage
Other
Acreage

Farmland

Greenhouse

Population

Households

•

Despite stakeholder descriptions of community growth driven by relocation from denser urban areas, population and household numbers have remained relatively flat. Instead,
Kingsville’s expansion has been driven much more by commercial growth – particularly spillover development from the greenhouse industry in nearby communities like the
municipality of Leamington.

•

Today the agricultural industry accounts for roughly 80% of all land use in Kingsville, with Greenhouses comprising nearly 3% of this figure.
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Building and Planning (2/2)
Tax Assessment Over Time

Non-Residential Tax Assessment Over Time
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•

While the greenhouse industry has propelled much of the revenue increase in non-residential tax assessment, this figure is lower than it should be, as greenhouses require a high
degree of supporting infrastructure and government expenses – costs under justified by their farmland tax rate.

•

Concurrently, single residential growth has driven most of the increase in the residential tax assessment over the past five years, representing the lion’s share of the total tax base.
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Staff Complement
Full Time

Part Time Seasonal/Student

Administration
IT

15
3

1
-

1
-

Fire

4

1

-

Public Works

12

-

2

Parks & Recreation

7

13

7

Planning

3

-

-

Building & By-Law

6

-

-

Water

7

-

1

TOTAL

53

15

11

% Unionized

49%

93%

Departmental Contributions to Town Payroll

General Admin
IT

5%

Fire

8%

Building

9%

Public Works

13%

Parks

10%

Planning

Source: 2020 Final Payroll
Budget

25%

7%

Water

10%

Council

3%

0

•

While the organization reports approximately 25% of its payroll under General Administration and just 13% of its payroll under Public Works, this is mostly a result of internal
categorization and does not in and of itself suggest any staffing imbalance across the organization. For example, salaries for the CAO, the Director of Finance, and the Director of
Corporate Services are all filed under General Administration.

•

As noted in the recent organizational review, however, Kingsville has experienced capacity shortages across the enterprise. StrategyCorp’s analysis supports these findings and notes
particular pain points in departments such as Planning.
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Financial Indicators

APPENDIX B: PEER BENCHMARKING – FINANCIAL INDICATORS

Introduction
Selection Criteria

Comparator Snapshot

StrategyCorp’s benchmarking analysis for Kingsville is based on five comparator
municipalities who were selected against five criteria:

1.

Services Offered – StrategyCorp favoured the inclusion of municipalities that
offer similar services to Kingsville. Agriculture is a common theme with each of
the comparator communities.

Kingsville Leamington Amherstburg

Tier
Location

2.

3.

4.

5.

Lower Tier – Communities were selected at the same level of government to
permit a reasonable comparison of services.
Location – Preference was given to municipalities near Kingsville, including
three of the Town’s neighbouring municipalities in Essex County: Amherstburg,
Essex, and Leamington.

Persons/km2

Population

Physical Conditions – Communities that rely on seasonal economic activity,
such as tourism, were selected as part of this peer comparison.

Median AfterTax Household
Income

Population Size and Density – StrategyCorp sought to include communities that
have generally similar population sizes and are within a similar ranges in
population density.

Taxable
Assessment/
Household

Essex

StrathroyCaradoc
Lower

Lincoln

Lower

Lower

Lower

Lower

Lower

Essex

Essex

Essex

Essex

Middlesex

Niagara

87.3

105.3

118.2

73.5

77.1

146.1

21,552

27,595

21,936

20,427

20,867

23,787

$67,805

$57,924

$67,072

$63,411

$63,539

$75,696

$267,105

$219,255

$244,449

$208,322

$268,739

$382,691
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Themes and Key Findings
An analysis of Kingsville’s financial reporting points to six key findings and areas of exploration:

Lowest User Fees and Rates (Slide 62)
The Town of Kingsville maintains the lowest tax and service rates in
the peer group – a result of a deliberate choices by policy-makers.
While this reality is favourable to many, equally, it constrains the
ability of the Town to meet its spending objectives.

An Expensive Cemeteries Service (Slide 65)
Although many of its peers (except for Leamington) maintain
Cemetery services, Kingsville is the highest spender per capita and
maintains the most expensive service contract at just over $47
thousand a year in 2018 and close to $50 thousand in 2020.

Pronounced Asset Depreciation (Slides 56 and 60)
Although Kingsville is building its reserves, it is the slowest to
renew and replace its physical assets, as demonstrated by its Asset
Sustainability Ratio. The Town also makes the highest proportion
of amortization payments each year, partly a result of outdated
amortization policies, and partly an indication of older assets.

A Large Committees Structure (Slide 66)
The Town of Kingsville maintains among the greatest number of
committees and boards of Council in its peer cohort (22) – with a
smaller population served per administrative body. The
Organization may benefit from closer examination of their form
and function.

Constrained Planning and Development Spending (Slide 64)
While the Town is one of the fastest growing communities in its
peer group, its Planning and Development department is
comparatively small in staff and resources.

Police Services (Slide 67)
While interest has been expressed in the Town’s Police Services
contract, Kingsville’s spending in this area is lower than its peer
cohort. While this alone does not indicate superior service
performance, peer municipalities that have relied less heavily on
police contracts spend more on average.
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MMAH Key Performance Indicators (2014-2018 Average)
Kingsville

Amherstburg

Essex T

Leamington

StrathroyCaradoc

Lincoln

Peer Group
Average

Essex County
Average

5.5%

9.8%

19.2%

28.8%

21.1%

13.5%

17.1%

19%

Current Ratio (Target >=1)

4.3

1.8

11.2

5.8

7.5

1.5

4.9

6.7

Rates Coverage Ratio (Target >=40%)

85%

84%

90%

102%

103%

85%

91%

91%

Debt Service Coverage (Target >=2)

4.3

3.5

5.1

5.2

7.6

11.3

6.0

5.2

65.98%

103%

106%

170%

91%

127%

116%

134%

55%

41%

34%

35%

42%

42%

39%

36%

Operating Surplus Ratio (Target 0% to 15%)

Asset Sustainability Ratio (Target >90%)

Asset Consumption (Target <50%)

•

Although Kingsville is in good fiscal health, as defined by most MMAH metrics, the Town does maintain a couple of relative weak points.

•

Driven largely by its low property taxes and user fees, Kingsville has averaged the smallest operating surplus of its peers in the last 5 years. Moreover, the
community has struggled with adhering to an appropriate asset replacement schedule, as evidenced by its asset sustainability ratio and its asset consumption ratio
– the lowest performing of its peers.
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Capital Asset Breakdown

•

Land improvements consist of betterments, site preparation and site improvements
(other than buildings) that ready land for its intended use, which generally decay or
break down over time.

•

Vehicles include automobiles, trucks, trailers, motorcycles, and boats.
$ 44,645,746

$ 27,780,190
$ 23,428,284

$ 21,761,741

$ 19,002,061
$ 15,051,092

$ 9,169,670
$ 6,081,897

$ 4,048,088

Kingville
Land

$ 5,536,145

$ 4,458,213

Amherstburg

Essex T

Land Improvement

Buildings

$ 5,862,975

Leamington
Machinery & Equipment

Strathroy-Caradoc
Vehicles

Lincoln
Other

• Across every asset class, the Town of Kingsville maintains the smallest amount in capital assets. While each community has unique needs and Kingsville
does leverage many contracted services, the discrepancy shown here again reinforces an underinvestment of capital in the Town.
• The Town files no capital asset spending under land improvement or vehicles in its FIR reporting. These expenditures are instead classified under land and
machinery respectively.
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Debt Charges (2014-2018 Average)
Debt Charges as a % of Annual Repayment Limit
66.5%

70.0%

25%

61.2%

60.0%
50.0%

47.6%

20%

46.1%

41.7%

40.0%

10.0%
0.0%

46%
15%
10%

30.0%
20.0%

Debt Charges as a % of Municipal Property Tax

17.4%
11.7%

5%

18%

20%

18%

14%

14%

15%

10%
5%

0%

•

While Kingsville's debt-to-ARL and debt-to-municipal property tax are not significantly dissimilar from County and peer group averages, a notable discrepancy exists
between its in-county and out-of-county peers.

•

Strathroy-Caradoc and the Town of Lincoln both experience significantly lower debt averages than municipalities in Essex, likely a result of an older quantum of
debt and relatively less recent capital investment. This reality is independent of any systemic features of Essex County.
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Operating Expenditures by Function (2014-2018 Average)
50%
45%
40%
35%

35%
28%

30%
25%

20%

20%
15%
10%

9%
7%

5%

2%

0%

0%
General Government

Protection Services

Kingville

Transportation Services Environmental Services

Amherstburg

Essex T

Leamington

Health Services

Recreation and Cultural
Services

Strathroy-Caradoc

Planning and
Development

Lincoln

•

The Town of Kingsville is the lowest spender of its peer group in General Government expenses. Considering the Town’s relatively large proportion of staff payroll
dedicated to this function, overall spending may underscore a relative shortage of physical assets and office space.

•

While Kingsville staff and residents have observed growth in recent years, the Town is the lowest spender in planning and development in absolute terms.
Meanwhile, like Leamington, Kingsville's’ environmental expenses are higher due to water volumes driven by the agricultural sector.
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Operating Expenditures by Object (2014-2018 Average)
50%
45%
40%
35%

25%

28%

28%

30%
23%

20%

17%

15%
10%
3%

5%

1%

0%
Salaries, Wages and
Employee Benefits

Interest on Long Term Debt
Kingville

Amherstburg

Materials
Essex T

Contracted Services
Leamington

Rents and Financial
Expenses
Strathroy-Caradoc

Amortization
Lincoln

•

As noted in its recent Organizational Review, Kingsville dedicates a relatively low proportion of operating expenses to staff salaries (23%). This may be at least
partly explained by a relatively higher allocation to contracted services (28%), of which the two largest are Police Services and Water Treatment.

•

In contrast, the Town dedicates the highest proportion of its operating expenditures to annual amortization payments (28%) – partly a testament to the Town’s
aggressive and outdated amortization policies.
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Capital Expenditures Breakdown by Function (2014-2018 Average)
70%
60%
50%
39%

40%

37%

30%
20%

12%

10%

8%
4%
0%

0%

0%
General Government

Protections to Persons
and Property
Kingville

Transportation
Amherstburg

Environment
Essex T

Leamington

Health Services
Strathroy-Caradoc

Recreation and Cultural
Services

Planning and
Development

Lincoln

•

Relative to its peers, Kingsville stands out as a proportionally high spender in General Government capital expenditures – this figure is distorted, however, by the
town’s 2014 and 2015 investments to improve office space and accommodate staff.

•

In contrast, the Town spends a comparatively low proportion of protections services at just 4%. This reality may help inform and discussions within Essex County on
the future of policing or by-law enforcement.
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Taxation, User Fees, and Service Charges (2014-2018 Average)
$ 3,000

$ 2,518

$ 2,461

$ 2,500

$ 2,253
$ 2,008

$ 2,000

$ 1,847

$ 1,996
$ 1,812

$ 1,803

$ 1,534
$ 1,500

$ 1,180

$ 994

$ 804

$ 1,000

$ 1,050

$ 872

$ 1,099

$ 440

$ 500
$0
Kingville

Amherstburg

Water and Sewer Charges per Household

•

Essex T

Leamington

Total Lower
Municipal
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Strathroy-Caradoc

Lincoln

Peer Group Average

Total Upper Tier Property Taxes Per Household
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Average

Total Education Taxes per Household

The Town of Kingsville maintains the lowest tax and service rates in the peer group – a result of a deliberate choices by policy-makers. While this reality is
favourable to many, equally, it constrains the ability of the Town to meet its spending objectives.
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Planning and Development
Staff Complement – Planning and Development

Proportion of Operational Expenses
8.00%

6.00%

5.15%

5.56%

5.78%
3.44%

4.00%

1.58%

2.00%
0.00%
Lincoln

Leamington

Essex

Amhurstburg
Amherstburg

Kingsville

5-Year Population Growth
Lincoln
Leamington
Essex
Strathroy-Caradoc*
Amherstburg*
Kingsville

15.53%
16.15%
4.88%
-0.5%
0.8%
0.89%

20
18
16
14
12
10
8
6
4
2
0

FT

PT

Seasonal

•

Despite having the smallest population of its peer group in absolute terms, Kingsville has grown at a relatively fast rate. Notably, in the Municipality of Leamington
in Essex County and the Town of Lincoln growth has exploded in recent years.

•

At the same time, Kingsville’s Planning and Development departments appear to be the least equipped to meet this growth, as demonstrated by the number of
FTEs and the proportion of total operating expenses allocated to this vital function.
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Cemeteries
Cemetery Spending per Community Resident

Cemeteries Spending Drivers

33,802

Contracted Services

40,063

Amortization

2,363
272,035

Salaries

36,737

Materials

11,838

Contracted Services

30, 216

Amortization
Total

8,047
86,838

Kingsville

Town of Essex

Materials

Total

Leamington

195,807

Strathroy-Caradoc

Lincoln

Salaries

Materials
Contracted Services
Amortization
Total

762
3,051
125,765

Salaries

127,024

Materials

62,244

Amortization

10,145

Total

$13.46

121,952

Strathroy-Caradoc

$10.67

Essex

$6.21

Leamington

$2.80

Lincoln

$11.90

199,413

$-

$2.00 $4.00 $6.00 $8.00 $10.00 $12.00 $14.00 $16.00

•

Kingsville does not spend the largest amount on Cemeteries in absolute terms. However, Kingsville allocates the highest spending total to Cemeteries on a per capita basis. The
Town also maintains a contracted grass-cutting service total at just over $47,000 in 2018 and closer to $50,000 in 2020. However, there may be few alternatives in the provision of
this service.

•

As the organization explores the future of the Cemeteries service, it should remain mindful of this reality. The Town of Amherstburg does not provide a cemetery service.
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Committees
Number of Committees

Committee
By-Law Advisory Committee
Committee of Adjustment/Fence Viewers
Communities in Bloom
Compliance Audit Committee
Court of Revision
E.L.K. Energy Inc. Board of Directors
Fantasy of Lights
Greenhouse Policy Review Committee
Joint Animal Control Advisory Committee
Joint Management Board of the Union Water Supply System (UWSS)
Kingsville Accessibility Advisory Committee
Kingsville Business Improvement Association Board of Management (BIA)
Kingsville Highland Games
Kingsville Municipal Heritage Advisory Committee
Kingsville Tourism and Economic Development Committee
Kingsville Police Services Board
Main Street Development Review Committee
Mettawas Waterfront Park Fundraising Committee
Migration Fest Committee
Parks, Recreation, Arts and Culture Committee
Planning Advisory Committee
Property Standards Committee
West Side Collector Road Steering Committee

Members
5
5
7
3
5
1
11
9
2
5
5
12
10
9
7
5
14
7
10
6
5
5
-

30
25
20
15
10
5
0

22

20

24

9

19
9

Community Residents Served per Committee
3000
2500
2000
1500
1000
500
0

2541
2077
1550
980

851

1095

•

Although Kingsville does not maintain the largest committee structure in absolute terms, its current structure is relatively large and can be cumbersome. Overall, each of Kingsville’s
committees service the lowest number of residents. This, along with feedback collected in the stakeholder engagement process, suggests room for improvement to use staff time
more effectively.

•

This includes gaining a better understanding of the role, impact, level of effort, and compensation structure associated with each committee’s governance function.
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Police Services
Contracted Services Spending

$7,000,000

$6,359,807

$6,000,000

$6,353,059

Millions

Total Police Services Spending

$5,236,001

$6
$5
$4
$3
$2
$1
$-

$5,000,000
$4,000,000

$3,153,518

$3,500,625
Police Services Spending per Capita

$3,000,000
$2,000,000

Kingsville

Leamington

Amherstburg

$1,000,000

$146

$190

$290

Essex

Strathroy-Caradoc

Niagara Region*

$171

$304

$387

$-

•

The Town of Kingsville is the lowest spender of its peer cohort on police services. While this contract is one of the Town’s largest line items, in this context the current arrangement
appears reasonable. However, this analysis does not account for service levels and any unique community needs. Other municipalities may require a different level or type of police
service, which necessarily impacts expenditure.

•

Kingsville also spends the least on police services per capita. Comparators like Amherstburg and Strathroy-Caradoc, who are much less reliant on contracted services spend
significantly more per resident. The Town of Lincoln doesn’t report any police services spending in its FIR data.
*The Town of Lincoln is serviced by Niagara’s Regional Police Service
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By-Law Enforcement
Total Active By-Laws (2000 – 2020)
Amherstburg

By-Law Enforcement Spending – 2017 Actuals

2275
$400,000

Essex

1944

$351,187
$350,000

Lincoln

$340,621

4394
$300,000

Kingsville

2429
0

1000

2000

3000

4000

5000

$250,000
$200,000

Service Requests – Building Department

$166,000
$129,529

$150,000
In 2019, Kingsville had 372 by-law service requests, the most of any category.

12.2%
Share of total building service requests

•

15%
Ratio of service requests to total by-laws

$100,000
$50,000
$Kingsville

Leamington

Amherstburg

Essex

While the Town of Kingsville’s by-law enforcement spending is not exorbitant relative to in-County peers, its volume of by-laws warrants more attention from
senior leadership. The organization may benefit from a closer investigation of its active by-laws, especially those developed many years ago and being selectively
enforced by officers.
Source: Municipality By-Law Indices
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APPENDIX C: DEPARTMENT AND SERVICE PROFILES

Town of Kingsville Services Overview
Service profiles were developed for each service provided by the Town and are available on the following slides. These profiles were developed based on available
data and financial information, augmented by discussions with key stakeholders involved in service delivery. For some services, financial data was limited due to
incongruencies between Department structure and budget breakdowns.

Office of the CAO
Operations
Communications
Economic
Development

LEGEND

I
I
I

R Resident Service
I Internal Service

Building

Fire

R By-Law
Enforcement
R Building
Services

R Emergency
Response
R Fire
Prevention
Code
Enforcement
R Public Fire
Safety
Education and
Training
R Emergency
Management

Planning and
Development

Parks and
Recreation

R I Policy
Planning
R Land
Development
Review

R Recreation
Programs
R Special
Events

Municipal
Services
R I Facilities and
Properties
R Parks
Maintenance
R Marina
R Arena
Operations
R Municipal
Services
R Public Works
R Infrastructure
R Environment
Services

Finance
I
I

Finance and
Budgeting
Information
Technology

Corporate Services
I
I
R
R
R
R
R
R

I
I

Legislative Services
Council Services
Cemeteries
Licensing
Animal Services
Police Services*
Elections
Freedom of
Information
Requests
Human Resources
Records
Management

NOTE: *Police Services for the Town are currently contracted out to the Ontario Provincial Police.
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Service Evaluation
Each service is evaluated through this framework. Outlined below is the ranking definition per each component. There is a mix of quantitative and qualitive inputs
Add explanation
of assessments.
service evaluation (i.e. BOGUS)
when
making these
Size examines the impact of the service on
the Town’s Budget
Delivery examines the degree to which
the service delivery models and
supporting infrastructure relies on old
methods
Growth examines the year-over-year
budget growth of the service

Service examines the degree to which the
service is meeting its standards and/or
customer expectation

Shared examines the degree to which
different departments and municipalities
are involved in service delivery

High Opportunity
for Improvement

Minimal Opportunity
for Improvement
Medium services represent
2 – 8% of the Town budget

Large services represent
over 8% of the Town budget

Contemporary services use
up-to-date methods to
support delivery

Outdated services use old
methods to support delivery

Stable/No growth services
have grown 0-3% YoY

Moderate growth services
have grown 3-7% YoY

Fast growth services have
grown 7%+ YoY

Above standard services
exceeds standard and/or
customer expectation

Satisfactory meets standard
and/or customer
expectation

Unsatisfactory do not meet
standard and/or customer
expectation

Small services represent 0 –
2% of the Town budget

Modern services use leading
methods to support delivery

Siloed services are delivered
by one Town department

Shared internal services are
delivered by multiple Town
departments

Shared services are
delivered by the Town and
external partners (e.g.
neighbouring municipalities)
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Department Profile: Office of the CAO
The Office of the CAO is responsible for overseeing municipal operations,
ensuring that Council directives are coordinated between departments and
ensuring that corporate priorities are achieved and aligned to provisions of
the Municipal Act and other legislation.
Service Description
Service

Sub Services / Description

Department

Service

Financial History
% of Total Municipal Expenditure
on Department (2020 Budget)

YOY Expenditure
500,000

2%

400,000
300,000
200,000

Operations

Oversight for municipal operations.

100,000
2017

2018

2019

2020

Observations
Communications

Support for distribution of communications content.

•
•
•

Economic
Development

Support for the Tourism and Economic Development
Committee.

The Office of the CAO is in a period of transition. Coupled with the limited
capacity of the single administrative FTE, service delivery continues to be
negatively impacted.
There is limited ability to dedicate effort to Communications and
Economic Development services.
It is recommended that the Office of the CAO house a role dedicated to
Strategic Initiatives and Continuous Improvement to prioritize these
services, along with emerging opportunities identified in this report.
Staffing Complement

•

Non-unionized

•

1 FTE
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Office of the CAO: Operations

Department

SERVICE DESCRIPTION
Responsible for overseeing municipal operations, ensuring that Council directives are
coordinated between departments and ensuring that corporate priorities are achieved.
Customer Segments: Internal (Staff and Council)
Delivery Partners: N/A
Role of the Town in Delivery:
• Delivered by Staff (Office of the CAO)
Revenues:
• N/A

Service (1/3)

% of Total Municipal Expenditure
on Service (2020 Budget)

YOY Expenditures
250,000

1%

200,000
150,000
100,000
50,000
2017

2018

2019

2020

SERVICE EVALUATION
STAFF COMPLEMENT
Type of Staff: Non-unionized

Number of FTEs: 1 FTE (CAO)
SERVICE LEVEL STANDARDS

Type: Discretionary

Size

N/A

Information unavailable.

Delivery

N/A

Information unavailable.

Growth

N/A

Information unavailable.

Service

N/A

Information unavailable.

Shared

Siloed

Standards and Performance:
•

N/A

Legislation/By-law/Policies:
•

N/A

= High Priority

Delivered by the Office of the CAO.

= Medium Priority

= Low Priority
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Office of the CAO: Communications

Department

SERVICE DESCRIPTION
Support for distribution of communication content.

YOY Expenditure

% of Total Municipal
Expenditure
on Service (2020 Budget)

$17,500

Customer Segments: Residents, Internal (Staff and Council)
$17,000

Delivery Partners:
• Parks and Recreation
Role of the Town in Delivery:
• Delivered by Staff (Office of the CAO)
Revenues:
• N/A

Service (2/3)

0.09%

$16,500
$16,000
$15,500
$15,000
2017

2018

2019

2020

SERVICE EVALUATION
Small

This service accounts for roughly 0.09% of the
Municipality’s operating expenditure.

Delivery

Outdated

Using outdated methods to support delivery.

Growth

Stable

Service

BelowStandard

Does not meet standard and/or customer expectations.

Shared

Shared
Internal

Delivered by Office of the CAO and Parks and Recreation
in isolation.

Size

STAFF COMPLEMENT
Type of Staff: Non-unionized

Number of FTEs: 0.5 FTE

SERVICE LEVEL STANDARDS
Type: Discretionary

Standards and Performance:
•

Legislation/By-law/Policies:
•

N/A

Currently, 1 administrative FTE has been supporting
Communications content distribution, working
alongside other Departments like Parks and
Recreation that develop and distribute their own
communications content. The lack of capacity to
support Communications has made it difficult to drive
internal and public communications through a
strategic and coordinated approach.

= High Priority

This service’s operating expenditure has grown by an
average of 2% YOY.

= Medium Priority

= Low Priority
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Office of the CAO: Economic Development

Department

SERVICE DESCRIPTION
Support for the Tourism and Economic Development Committee.
Customer Segments: Internal (Council)

YOY Expenditure

% of Total Municipal
Expenditure on Service
(2020 Budget)

$100,000

$80,000

Delivery Partners: N/A
Role of the Town in Delivery:
• Delivered by Committee
Revenues:
• N/A

Service (3/3)

0.2%

$60,000
$40,000
$20,000
$2017

2018

2019

2020

SERVICE EVALUATION
Size

Small

STAFF COMPLEMENT

Type of Staff: N/A

Number of FTEs: 0 FTE

Delivery

Contemporary Using up-to-date methods to support delivery.

SERVICE LEVEL STANDARDS
Type: N/A
Legislation/By-law/Policies:
•

Growth

Fast

Service

BelowStandard

Shared

Shared

Standards and Performance:
•

N/A
•

As the organizational review identified, there is
currently no dedicated resource to economic
development and an opportunity to recruit a
Tourism and Economic Development Officer.
The Tourism and Economic Development Committee
manages the development of an economic strategy,
but priorities have shifted to focus on immediate
economic relief related to the COVID-19 pandemic.

This service accounts for roughly 0.2% of the
Municipality’s operating expenditure.

= High Priority

This service’s operating expenditure has grown by an
average of 31% YOY.

Does not meet standard and/or customer expectations.
Delivered by the Tourism and Economic Development
Committee.

= Medium Priority

= Low Priority
73

Department Profile: Building
The Building Department assists developers, contractors, and the general
public interested in obtaining building permits. Prior to granting approval,
the inspector reviews plans submitted for Ontario Building Code, Municipal
Zoning compliance and other applicable law requirements. By-Law
enforcement focused on the enforcement of By-laws and Zoning provisions.

Department

Service

Financial History
Annual Department Operating Budget
$1,500,000
$1,000,000

% of Total Municipal
Expenditure on Dept.
(2020 Budget)
5%

Service Description
Service

$500,000
$0

Sub Services / Description

($500,000)

2017
OpRev

By-Law
Enforcement

2019

OpEx

Observations

•
Provide Inspections, Building Plan review and Ontario
Building Code Enforcement.

2020

Op Balance

Responsible for enforcing: Property Standards,
Fence, Yard & Waste, Zoning and Portable Signs and
others as needed.
•

Building Services

2018

•

The volume of by-laws continues to grow YOY and the Town faces
increased development, such as in cannabis production.
By-laws often lack the necessary specificity and fee schedules to support
demand and enforcement.
Development has led to high workloads for Building Services, delaying
response times and limiting high-quality customer service.
Staffing Complement

•

Unionized, Non-unionized,
Contract

•

6 FTE
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Building: By-Law Enforcement

Department

SERVICE DESCRIPTION

YOY Expenditure

Service (1/2)

Responsible for enforcing: Property Standards, Fence, Yard & Waste, Zoning and Portable
Signs and others as needed.

$300,000

Customer Segments: Residents, Internal (Staff and Council), Local Municipal Partners

$250,000

% of Total Municipal
Expenditure on Service
(2020 Budget)

Delivery Partners:
• N/A
Role of the Town in Delivery:
• Delivered by Staff (Building Department)
Revenues:
• General Administration ($270,000)

$200,000

2%

$150,000
$100,000
$50,000

$2017

STAFF COMPLEMENT
Type of Staff: Union, Non-unionized

Size

Small

SERVICE LEVEL STANDARDS
Standards and Performance:
•
Legislation/By-law/Policies:
•

Zoning By-law, Property Standards By-law,
Building By-law, Fence By-law, Noise By-law Enforced by the O.P.P., Animal Control By-law Enforced by Animal Control Officer, Back-Flow
Prevention By-law - Enforced by Municipal
Services, Rate of Flow Control By-law - Enforced
by Municipal Services, Enforcement of the
Ontario Building Code

Timelines: Compliance varies
depending on the by-law and time
of year.

•

Some by-laws need to be updated
and assigned fee schedules.

•

The Cityworks software (AMS) is
used for emails and phone calls.

2019

2020

SERVICE EVALUATION

Number of FTEs: 1.5 FTE (+ 3 FTE on an as
needs basis)

Type: Legislated and Discretionary

2018

Delivery

This service accounts for roughly of 2% the Town’s inscope expenditure.

Contemporary Using up-to-date methods to support delivery.

Growth

Fast

Service

At-standard

Shared

Siloed

= High Priority

This service’s operating expenditure has grown by an
average of 21% YOY – primarily due to the addition of a
by-law officer in 2019.
Meets standards and/or customer expectations.
Delivered by the Building Department.

= Medium Priority

= Low Priority
75

Building: Building Services
SERVICE DESCRIPTION

Provide Inspections, Building Plan review
and Ontario Building Code Enforcement.
Customer Segments: Residents, Building and
Development Community
Delivery Partners:
• Contract Inspector (during busy periods)
Role of the Town in Delivery:
• Delivered by Staff (Building Department)
Revenues:
• 2019: $600,000 - $750,000
• Note: Building is fully funded by permits

Service (2/2)

Department
SUB-SERVICES
Permits and Inspections
Building and Demolition Permits
Sewage System Permits
Sewer and Water Service Permits
Pool Fence Permits
Change of Use Permits
Plumbing Permits
Sign Permits
Moving Permits

•
•
•
•
•
•
•
•
•

YOY Expenditure

% of Total Municipal
Expenditure on Service
(2020 Budget)

$700,000.00
$600,000.00
$500,000.00

3%

$400,000.00
$300,000.00
$200,000.00
$100,000.00
$0.00
2017

2018

2019

2020

SERVICE EVALUATION
STAFF COMPLEMENT
Type of Staff: Unionized, Non-unionized,
Contract

Size

Small

Number of FTEs: 4.5 FTE + Contract
Delivery

Contemporary Using up-to-date methods to support delivery.

SERVICE LEVEL STANDARDS
Type: Legislated

Standards and Performance:
•

Legislation/By-law/Policies:
•

Ontario Building Code

•

Municipal Zoning Compliance

This service accounts for roughly 3% of the Town’s inscope expenditure.

Growth

Timelines: Currently met, but workloads
are increasing as Town experiences YOY Service
development growth.

•

KPI: number of permits issued annually.

•

Use of PLL module in KingsvilleWorks for
permitting.

Shared

Fast

At-standard
Siloed

= High Priority

This service’s operating expenditure has grown by an
average of 12% YOY – primarily due to increased
development in the Town.
Meets standard and/or customer expectations.
Delivered by the Building Department.

= Medium Priority

= Low Priority
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Department Profile: Fire

Department

The Kingsville Fire Department provides emergency response, fire
prevention-code enforcement and public fire safety education services to
residents. The department is under the direction of the Fire Chief who is
responsible for the administration of the department and the
implementation of the policies and directives related to fire protection as
determined by council.

Service

Financial History
Annual Department Operating Budget

% of Total Municipal
Expenditure on Dept.
(2020 Budget)

$2,000,000
$1,000,000

8%

$0

Service Description

2017

2018

OpRev

OpEx

2019

2020

($1,000,000)

Service

Sub Services / Description
($2,000,000)

Emergency
Response

Responding to fires, rescues and public calls for service.

Op Balance

Observations
Fire Prevention
Code
Enforcement

Code compliance of the Fire Protection and Prevention
Act.

Public Fire
Safety Education
and Training

Public education for fire safety and training of
Firefighters.

Emergency
Management

Emergency Management for the municipality as per the
Emergency Management Act.

•

•
•

The operating expenditures for Fire have grown fast by an average of 7%
YOY – primarily driven by the increased spending on Fire Training,
equipment for firefighters, and equipment repair.
There is desire to expand the partnership with Leamington on fire services
to a regional approach to delivery in the County, as well as seek additional
revenue generation opportunities as identified in opportunity #20.
There are also more provincial regulations anticipated for fire services,
which will require Kingsville to assess compliance more rigorously.
Staffing Complement

•

Non-unionized, Volunteers,
Contracted Third Parties for
Certification

•

4.5 FTE + 60 voluntary fire fighters
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Fire: Emergency Response

Service (1/4)

Department

SERVICE DESCRIPTION

Responding to fires, rescues and public calls for service.
Customer Segments: Residents, Community visitors
Delivery Partners:
• Mutual Aid under the Essex County Mutual Aid Plan
• Part of the Essex County Tiered Response Agreement
Role of the Town in Delivery:
• Funder
• Delivered by Staff (Fire Department)
• Mutual aid with neighboring municipalities
Revenues:
• Cost recovery from MTO fees and fees to non-residents for Motor Vehicle Accidents

% of Total Municipal OpEx
on Service (2020 Budget)

YOY Expenditures
1,200,000

1%

1,000,000
800,000
600,000
400,000
200,000
2017

2018

2019

2020

SERVICE EVALUATION
Size

N/A

Information unavailable.

STAFF COMPLEMENT
Type of Staff: Non-unionized, Volunteers

Number of FTEs: 2.5 FTE

SERVICE LEVEL STANDARDS
Type: Legislated

•

E&R by-law

Contemporary Using up-to-date methods to support delivery.

Growth

N/A

Service

At-standard

Shared

Shared

Information unavailable.

Meets standards and/or customer expectations.

Standards and Performance:
•

Legislation/By-law/Policies:

Delivery

Service Levels: as per E&R by-law.

= High Priority

Delivered by the Town and neighbouring municipalities.

= Medium Priority

= Low Priority
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Fire: Fire Prevention Code Enforcement
YOY Expenditures

SERVICE DESCRIPTION

Code compliance of the Fire Protection and Prevention Act.

Service (2/4)

Department

% of Total Municipal OpEx
on Service (2020 Budget)

200,000

Customer Segments: Residents, Internal (Staff and Council), Local Municipal Partners
Delivery Partners:
• Building Department
• Legal Department
• Planning Department
Role of the Town in Delivery:
• Funder
• Delivered by Staff (Fire Department)
Revenues:
• Generate income from PIR inspections, liquor licenses (fee currently suspended due to
COVID-19)

1%

150,000
100,000
50,000
2017

2018

2019

2020

SERVICE EVALUATION
Size

N/A

Information unavailable.

STAFF COMPLEMENT
Delivery

Type of Staff: Non-unionized

SERVICE LEVEL STANDARDS
Type: Legislated
Legislation/By-law/Policies:
•

N/A

Contemporary Using up-to-date methods to support delivery.

Number of FTEs: 1 FTE

Standards and Performance:
• Timelines: Orders are issued as per
timeline.
• Service is below standards due to a lack of
staffing.
• FirePro is used for records management.
• Tablets are used for field inspections.

Growth

N/A

Service

Belowstandard

Does not meet standard and/or customer expectation.

Shared

Shared
Internal

Delivered by primarily Fire and supported by Building,
Legal and Planning.

= High Priority

Information unavailable.

= Medium Priority

= Low Priority
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Fire: Public Fire Safety Education and Training
SERVICE DESCRIPTION

Public education for fire safety and training of Firefighters.
Customer Segments: Residents, Internal (Staff and Council), Local Municipal Partners
Delivery Partners:
• Municipal fire departments for joint training, testing, and resources
Role of the Town in Delivery:
• Funder
• Delivered by Staff (Fire Department)
Revenues:
• No cost recovery

YOY Expenditures
350,000

% of Total Municipal OpEx
on Service (2020 Budget)

300,000

2%

250,000
200,000
150,000
100,000
50,000
2017

STAFF COMPLEMENT
Type of Staff: Non-unionized, Volunteer,
Contracted third parties for certification

Number of FTEs: 1 FTE

Type: Legislated and Discretionary (this
applies to certification but is currently on
hold from the province)
Legislation/By-law/Policies:
•

N/A

Standards and Performance:
•

Timelines: Training is completed on
schedule and above-standard.

2018

2019

2020

SERVICE EVALUATION
Size

N/A

Delivery

SERVICE LEVEL STANDARDS

Service (3/4)

Department

Information unavailable.

Contemporary Using up-to-date methods to support delivery.

Growth

N/A

Service

At-standard

Shared

Shared

= High Priority

Information unavailable.

Meets standard and/or customer expectation.
Delivered by the Town and neighbouring municipalities.

= Medium Priority

= Low Priority
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Fire: Emergency Management

Service (4/4)

Department

SERVICE DESCRIPTION

Emergency Management for the municipality as per the Emergency Management Act.

YOY Expenditures

% of Total Municipal OpEx
on Service (2020 Budget)

20,000

Customer Segments: Residents, Internal (Staff and Council), Local Municipal Partners

0.1%
15,000

Delivery Partners:
• Supported by all departments
Role of the Town in Delivery:
• Funder
• Delivered by Staff (Fire Department)
Revenues:
• No cost recovery

10,000
5,000
2017

2018

2019

2020

SERVICE EVALUATION
STAFF COMPLEMENT
Type of Staff: Non-unionized

Number of FTEs: Part-time role for Chief
SERVICE LEVEL STANDARDS

Type: Legislated

•

N/A

N/A

Delivery

Information unavailable.

Contemporary Using up-to-date methods to support delivery.

Growth

N/A

Service

At-standard

Shared

Shared
Internal

Information unavailable.

Standards and Performance:
•

Legislation/By-law/Policies:

Size

Service Timelines and KPIs: Annual
compliance with the provincial
requirements.

= High Priority

Meets standard and/or customer expectation.
Delivered by primarily Fire and supported by other
departments.

= Medium Priority

= Low Priority
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Department Profile: Planning and Development

Department
Financial History

The Town of Kingsville Planning Department provides timely and efficient
review and information respecting a broad range of policy planning, land
development approval and municipal planning services.

% of Total Municipal OpEx on
Department (2020 Budget)

Annual Department Operating Budget
$400,000

Service Description
Service

Service

2%
$200,000
$0

Sub Services / Description

($200,000)

2017

2018

2019

2020

($400,000)

Policy Planning

OpRev

Policy planning for the municipality (maintaining current
policies and developing policies on an ad hoc basis).

Review and approval of development applications.

Op Balance

Observations
•

Land
Development
Review

OpEx

•
•

•

Overall, the Planning Department has been experiencing fast growth, with
an average YOY growth of 14% in operating expenditures – primarily
driven by increase in Town’s development and the need for more staff to
process land development applications. Meeting growth demands has
reduced the capacity to focus on policy planning efforts.
There is a need to improve the current electronic payment processing
system.
There is opportunity to improve file management and information
sharing. Files are currently tracked electronically in an excel document,
scanned, and submitted, but other departments do not have access to
files.
Staffing Complement
Non-unionized, unionized

•

3 FTE
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Planning and Development: Policy Planning
SERVICE DESCRIPTION

Policy planning for the municipality (maintaining current policies and developing policies on
an ad hoc basis).
Customer Segments: Residents, Internal (Staff and Council)
Delivery Partners: N/A
Role of the Town in Delivery:
• Funder
• Delivered by Staff (Planning and Development Department)
• Some large projects are contracted on an as needs basis
Revenues:
• $0

Service (1/2)

Department
YOY Expenditure

% of Total Municipal OpEx
on Service (2020 Budget)

$80,000
$70,000
$60,000
$50,000
$40,000
$30,000
$20,000
$10,000
$0

0.4%

2017

2018

2019

2020

SERVICE EVALUATION
STAFF COMPLEMENT
Type of Staff: Non-unionized, Volunteers

Number of FTEs: 0.5 FTE

Size

Small

Delivery

This service accounts for roughly 0.4% of the Town’s inscope expenditure.

Contemporary Using up-to-date methods to support delivery.

Growth

Fast

Service

At-standard

Shared

Siloed

This service’s operating expenditure has grown by an
average of 14% YOY.

SERVICE LEVEL STANDARDS
Type:

Standards and Performance:

•

•

Legislated and Discretionary

Legislation/By-law/Policies:
•

N/A

Timelines: review of Official Plan every
10 years; other policies on an ad hoc
basis.

= High Priority

Meets standards and/or customer expectations.
Delivered by Planning and Development.

= Medium Priority

= Low Priority
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Planning and Development: Land Development Review

Department

SERVICE DESCRIPTION

Review and approval of development applications.
Customer Segments: Residents, Developers
Delivery Partners:
• County for some approvals (e.g. subdivision and OPAs)
• Municipal Services Department
• Building Department
Role of the Town in Delivery:
• Delivered by Staff (Planning and Development Department)
Revenues:
• $80,000 - $100,000

YOY Expenditure

Number of FTEs: 2.5 FTE

1.6%

$300,000
$250,000
$200,000
$150,000
$100,000
$50,000

$0
2017

2018

Size

Small

•

•

Legislated and Discretionary

Support planning support on permit
applications, support other departments.

N/A

This service accounts for roughly 1.6% of the Town’s inscope expenditure.

This service’s operating expenditure has grown by an
average of 14% YOY – primarily due to increased
development in the Town.

Growth

Fast

Service

Abovestandard

Does not meet standard and/or customer expectation.

Shared

Shared
Internal

Delivered by primarily Planning and Development and
supported by Municipal Services and Building.

Legislation/By-law/Policies:

•

2020

Contemporary Using up-to-date methods to support delivery.

SERVICE LEVEL STANDARDS
Standards and Performance:

2019

SERVICE EVALUATION

Delivery

Type:

% of Total Municipal OpEx on
Service (2020 Budget)

$350,000

STAFF COMPLEMENT
Type of Staff: Non-unionized, Unionized

Service (2/2)

= High Priority

= Medium Priority

= Low Priority
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Department Profile: Parks and Recreation

Department
Financial History

The Parks and Recreation Department is responsible for facilitating and
coordinating recreation programs and opportunities for Kingsville residents.

Service Description

Annual Department Operating Budget
$400,000
$200,000

Service

Sub Services / Description
Organization, implementation of all programs and
support for user groups.

Recreation
Programs

Sub-services:
• Responsible for the programming and rental of all
off-site locations including Grovedale, Lakeside Park,
Unico, Ridgeview, and the Arena.

Implementation and organization of special events in
the Town of Kingsville.

% of Total Municipal
Expenditure on Dept. (2020
Budget)
1%

$0
($200,000)

2017

2018

2019

2020

($400,000)
OpRev

•
Special Events

Service

•

•
•

OpEx

Op Balance

Observations
A Parks, Recreation, Arts & Culture Master Plan was developed but
requires implementation.
Staff expressed a desire to increase recreational programming, such as a
pool, splash pad at Mettawas Park, a multi-use gymnasium, and youth and
pre-school activities.
Customer service is a challenge, requiring more staff hours, online
registration, and electronic payment processing.
There is notable duplication of communications content on the Town of
Kingsville website page and the Parks and Recreation Facebook page.
Staffing Complement

•

Non-unionized, Unionized,
Contract, Volunteers

•

2.5 FTE
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Parks and Recreation: Recreation Programs
SERVICE DESCRIPTION
Organization, implementation of all programs and support for
user groups.
Customer Segments: Residents (Kingsville and other
Municipalities), Internal (Staff and Councils), Local Municipal
Partners
Delivery Partners:
• County
• Facilities Department (responsible for set up, take down, and
general maintenance of all facilities)
Role of the Town in Delivery:
• Delivered by Staff (Parks and Recreation Department)
Revenues:
• N/A

Department
SUB SERVICE
Responsible for the
programming and
rental of all off-site
locations including
Grovedale, Lakeside
Park, Unico,
Ridgeview, and the
Arena.

STAFF COMPLEMENT
Type of Staff: Unionized, Contract, Volunteers

Number of FTEs: 1 FTE

SERVICE LEVEL STANDARDS
Type:
•

Discretionary

Legislation/Bylaw/Policies:
•

N/A

Standards and Performance:
• Challenge to creating more programs as Union Grievances are
lodged when external contractors are brought in to teach
programs.
• Limited recreation space, including a lack of gym or aquatics
centre.
• Facility rentals are above-standard with bookings two years out.
• In the process of finalizing new software to replace an obsolete
software.

YOY Expenditures
100,000

Service (1/2)

% of Total Municipal Expenditure
on Service (2020 Budget)
0.4%

80,000
60,000

40,000
20,000
0
2017

2018

2019

2020

SERVICE EVALUATION
Size

N/A

Delivery

Outdated

Growth

N/A

Service

At-standard

Shared

Shared

= High Priority

Information unavailable.
Using outdated methods to support delivery.
Information unavailable.

Meets standards and/or customer expectations.
Delivered by primarily Parks and Recreation and
supported by Facilities, with partnership with the County
for some sites.

= Medium Priority

= Low Priority
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Parks and Recreation: Special Events
SERVICE DESCRIPTION

Implementation and organization of special events in the Town
of Kingsville.

Department
SUB SERVICE
Tourism development

Customer Segments: Clients, Residents, Tourists
Delivery Partners:
• Tourism Windsor Essex Pelee Island (promote events and
tourism options)
• Finance Department
Role of the Town in Delivery:
• Funder
• Delivered by Staff (Parks and Recreation Department,
Committee Members)
Revenues:
• N/A
STAFF COMPLEMENT
Type of Staff: Unionized

Number of FTEs: 1.5 FTE

SERVICE LEVEL STANDARDS
Type:

Standards and Performance:

•

•

Timelines: Delivered all-year round.

•

Very few resources expended by the Municipality
on infrastructure and facility maintenance to
support events.

Discretionary

Legislation/By-law/Policies:
•

N/A

YOY Expenditures

Service (2/2)

% of Total Municipal Expenditure on
Service (2020 Budget)

300,000

1%

250,000
200,000
150,000
100,000
50,000
0
2017

2018

2019

2020

SERVICE EVALUATION
Size

N/A

Delivery

Information unavailable.

Contemporary Using up-to-date methods to support delivery.

Growth

N/A

Service

Abovestandard

Exceeds standards and/or customer expectation.

Shared

Shared
Internal

Delivered by primarily the Parks and Recreation
Department and supported by the Finance Department.

= High Priority

Information unavailable.

= Medium Priority

= Low Priority
87

Department Profile: Municipal Services

Department

Municipal Services oversees public works, environmental services and the
maintenance and operation of parks and facilities.
Service Description
Service

Parks Maintenance

Facilities and
Properties
Arena Operations
Marina
Municipal Services
Public Works
Infrastructure

Environment
Services

Financial History

$10,000,000
$5,000,000

$(5,000,000)

OpRev

•

•
•

2000

•
2014

2015

2016

2017

2018

2019

2018

2019

2020

OpEx

Op Balance

Observations

•
•

0

2017

$(10,000,000)

Municipal Services KingsvilleWorks Requests

1000

27%

$-

3000

KingsvilleWorks
requests have
increased by an
average YOY
growth of 5%

% of Total Municipal
Expenditure on Dept.
(2020 Budget)

Annual Department Operating Budget

Sub Services / Description
General maintenance of all parkland spaces
Sub-services:
• Tree Maintenance
• Grounds Maintenance
• Playground Maintenance
General maintenance of all 14 town-owned facilities to ensure
safe operations and a fitting environment.
Maintenance and operation of the Municipal Arena
General maintenance and operation of Cedar Island Marina and
boat ramp.
Departmental oversight
Infrastructure maintenance and winter control.
Engineer and capital planning management
Water main distribution system maintenance, water service
installation, construction and commissioning new
infrastructure, sampling and monitoring, and locating municipal
infrastructure.

Service Demand

Service

Overall, the Municipal Services Department has been experiencing moderate
growth, with an average YOY growth of 7% in operating expenditures and an
average YOY growth of 5% in KingsvilleWorks requests – primarily driven by
increased need for parks and facilities maintenance.
There is a notable high amount of contracted services in public works and
environmental services.
Technology usage is restrictive, with the lack of WiFi on site, paper-based
work orders and administrative tasks, and lack of app usage on phones.
Services can be improved through acquisitions of more grooming equipment.
There is desire to collaborate more with other municipalities on services and
shared tendering and usage of equipment.
Staffing Complement
Unionized, Non-unionized,
• 32 FTE
Contract, Summer students
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Parks and Recreation: Parks Maintenance

Department

SERVICE DESCRIPTION

SUB SERVICES

General maintenance of all parkland spaces.

•

Tree Maintenance

Customer Segments: Residents, User Groups, Recreation
Programming, General Public, Internal (Council)
Delivery Partners:
• Contractor
• Kingsville Horticultural Society
Role of the Town in Delivery:
• Delivered by Staff (Parks and Facilities Division under the
Municipal Services Department)
Revenues:
• Chargeable rentals and use of parkland spaces

•

Grounds Maintenance

•

Playground
Maintenance

YOY Expenditure

Service (1/7)
% of Total Municipal
Expenditure on Service
(2020 Budget)

$1,000,000
$800,000

5%

$600,000
$400,000
$200,000
$2017

2018

2019

2020

SERVICE EVALUATION
STAFF COMPLEMENT
Type of Staff: Non-unionized, Volunteers

Number of FTEs: 4 FTE (communal)

SERVICE LEVEL STANDARDS
Type:
• Discretionary
Legislation/By-law/Policies:
• N/A

Standards and Performance:
• Timelines: Can be a challenge due to the diverse
responsibilities of Division staff.
• Seasonal Timeline: March – November.
• KPIs: park aesthetics and sensitivity to timing.
• Service can be improved through acquisitions of
additional equipment.

Size

Medium

Delivery

This service accounts for roughly 5% of the Town’s inscope expenditure.

Contemporary Using up-to-date methods to support delivery.

Growth

Fast

Service

At-standard

Shared

Shared

= High Priority

This service’s operating expenditure has grown by an
average of 18% YOY – primarily due to increased
maintenance needs in the Town.
Meets standards and/or customer expectations.
Delivered by the Municipal Services Department, External
Contractors and the Kingsville Horticultural Society.

= Medium Priority

= Low Priority
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Municipal Services: Facilities and Properties
SERVICE DESCRIPTION

Department
YOY Expenditure

SUB-SERVICES

General maintenance of all 14 town-owned facilities
to ensure safe operations and a fitting environment.
Customer Segments: Residents, User Groups,
Recreation Programming, General Public, Internal
(Council)

•
•
•

Delivery Partners:

Internal infrastructure
Assistance with winter control
Facility preparation for
recreational programming,
events, and private rental
functions.

• Facility Tenants
• Contractors
Role of the Town in Delivery:
• Delivered by Staff (Parks and Facilities Division of
Municipal Services Department)
Revenues:
• Chargeable rentals and use of facilities and
recreational centres

Service (2/7)

$300,000

% of Total Municipal
Expenditure on Service (2020
Budget)

$250,000

2%

$350,000

$200,000
$150,000
$100,000
$50,000
$2017

2018

2019

2020

SERVICE EVALUATION
Size

Small

This service accounts for roughly 2% of the Town’s inscope expenditure.

STAFF COMPLEMENT
Type of Staff: Unionized, Non-unionized,
Contracts

Number of FTEs: 4 FTE (communal)

SERVICE LEVEL STANDARDS

Delivery

Contemporary Using up-to-date methods to support delivery.

Growth

Fast

Type: Legislated and Discretionary

Standards and Performance:

Legislation/By-law/Policies:

•

Timelines: Can be a challenge due to the diverse
responsibilities of Division staff.

Service

At-standard

•

KPIs: overall cleanliness and presentation of
facility, functional and performance of facility and
internal equipment.

Shared

Siloed

•

Fire Safety Inspections

= High Priority

This service’s operating expenditure has grown by an
average of 16% YOY – primarily due to increased
maintenance needs in the Town.
Meets standards and/or customer expectations.
Delivered by the Parks and Facilities Division of Municipal
Services Department.

= Medium Priority

= Low Priority
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Municipal Services: Arena Operations

Department

SERVICE DESCRIPTION

SUB-SERVICES

Maintenance and operation of the Municipal Arena.
Customer Segments: Residents, User Groups and
Private Renters, Recreation Programming, General
Public, Internal (Council)

•
•

Delivery Partners:

Internal infrastructure
Facility preparation for
recreational programming,
events, and private rental
functions.

• Contractors
Role of the Town in Delivery:
• Delivered by Staff (Parks and Facilities Division of
Municipal Services Department)
Revenues:
• Chargeable rentals from the use of ice surface and
facility space within the Arena complex

STAFF COMPLEMENT
Type of Staff: Unionized, Non-unionized

Number of FTEs: 4 FTE (communal)

SERVICE LEVEL STANDARDS

YOY Expenditure

$1,000,000

6%

$800,000
$600,000
$400,000
$200,000

$2017

2018

2019

2020

SERVICE EVALUATION
Size

Medium

Delivery

This service accounts for roughly 6% of the Town’s inscope expenditure.

Contemporary Using up-to-date methods to support delivery.

Growth

Fast

Standards and Performance:
•

Timeliness: Can be a challenge due to the diverse
responsibilities of Division staff.

Service

At-standard

Legislation/By-law/Policies:

•

KPIs: overall cleanliness and presentation of
facility, functional and performance of facility
and internal equipment, acceptable conditions of
ice surface.

Shared

Siloed

Refrigeration Plant

% of Total Municipal
Expenditure on Service (2020
Budget)

$1,200,000

Type: Legislated and Discretionary
(General Maintenance and
Operations)
•

Service (3/7)

= High Priority

This service’s operating expenditure has grown by an
average of 9% YOY.

Meets standards and/or customer expectations.
Delivered by the Parks and Facilities Division of Municipal
Services Department.

= Medium Priority

= Low Priority
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Municipal Services: Marina

Department

SERVICE DESCRIPTION

SUB-SERVICES

General maintenance and operation of Cedar Island
Marina and boat ramp.

•

Beach maintenance

Customer Segments: Residents, Private Renters
(Boaters), General Public, Internal (Council)
Delivery Partners:
• Cedar Island Yatch Club
Role of the Town in Delivery:
• Delivered by Staff (Parks and Facilities Division of
Municipal Services Department)
Revenues:
• Chargeable rentals of seasonal boat wells, seasonal
passes and admissions, and fuel sales
STAFF COMPLEMENT

Type of Staff: Unionized, Non-unionized

YOY Expenditure

Service (4/7)
% of Total Municipal
Expenditure on Service
(2020 Budget)

$120,000

$100,000

0.6%

$80,000
$60,000
$40,000

$20,000
$2017

2018

2019

2020

SERVICE EVALUATION
Size

Small

Number of FTEs: 1 FTE (communal)
Delivery

This service accounts for roughly 0.6% of the Town’s inscope expenditure.

Contemporary Using up-to-date methods to support delivery.

SERVICE LEVEL STANDARDS
Type: Legislated and Discretionary
(General Maintenance and
Operations)
Legislation/By-law/Policies:
•

Fuel Tank Inspections,
Certification

Standards and Performance:
• Timelines: Can be a challenge due to the diverse
responsibilities of Division staff.
• Seasonal timeline: March – November.
• KPIs: overall cleanliness and presentation, overall
functionality and performance, acceptable
conditions of beach areas.

Growth

Moderate

Service

At-standard

Shared

Shared

= High Priority

This service’s operating expenditure has grown by an
average of 6% YOY.

Meets standards and/or customer expectations.
Delivered by the Municipal Services Department and the
Cedar Island Yatch Club.

= Medium Priority

= Low Priority
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Municipal Services: Public Works

Service (5/7)

Department

SERVICE DESCRIPTION

Infrastructure maintenance and winter control. Departmental
oversight.
Customer Segments: Residents, User Groups, Local Business, BIA,
Internal (Staff and Council), Local Municipal Partners

SUB-SERVICES

•

See Appendix
for full list

Delivery Partners:
• Town of Lakeshore and the Town of Lasalle, Essex County Highways,
Building Department, Corporate Services Department, UWSS
(Leamington, Essex, Lakeshore), ESWA (County of Essex)
Role of the Town in Delivery:
• Funded through taxation, rates, and user fees
• Delivered by Staff (Municipal Services Department)
• Contracted and managed by the municipality
• Partnership with other municipalities
Revenues:
• $100,000

YOY Expenditure

% of Total Municipal
Expenditure on Service
(2020 Budget)

$2,900,000
$2,800,000
$2,700,000
$2,600,000
$2,500,000
$2,400,000
$2,300,000
$2,200,000
$2,100,000

13%

2017

2018

2019

2020

SERVICE EVALUATION
Size

Large

This service accounts for roughly 13% of the Town’s inscope expenditure.

STAFF COMPLEMENT
Type of Staff:
• Unionized, Non-unionized, Contract

Number of FTEs: 12 FTE

SERVICE LEVEL STANDARDS
Type:

Standards and Performance:

•

•

Legislated and
Discretionary

Legislation/By-law/Policies:
•

Minimum Maintenance
Standards

•

Some services such as snow removal, road inspection and
maintenance, pothole patching, subcontractor.
management are delivered below-standard due to a lack
of staffing resources and an inability to contract out.
Administrative tasks are very paper-based and slow down
communication.

Delivery

Contemporary Using up-to-date methods to support delivery.

Growth

Moderate

This service’s operating expenditure has grown by an
average of 6% YOY.

Service

At-standard,
Belowstandard

Some services meet and others don’t meet standards
and/or customer expectation.

Shared

Shared
Internal

= High Priority

Delivered primarily by Municipal Services and supported
by Building and Corporate Services.

= Medium Priority

= Low Priority
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Municipal Services: Infrastructure

Service (6/7)

Department

SERVICE DESCRIPTION

Engineer and capital planning management.
Customer Segments: Residents, Internal (Staff and Council), Local Municipal Partners,
Stakeholder Agencies
Delivery Partners:
• All other Departments
Role of the Town in Delivery:
• Delivered by Staff (Municipal Services Department)
Revenues:
• Taxation

YOY Expenditures
200,000

% of Total Municipal
Expenditure on Service
(2020 Budget)

150,000

1%

100,000
50,000
2017

2018

2019

2020

SERVICE EVALUATION
STAFF COMPLEMENT
Type of Staff: Non-unionized

Number of FTEs: 1.33 FTE
SERVICE LEVEL STANDARDS

Type: Legislated and Discretionary

•

Timelines: Performance of annual and
long-term forecasting.

N/A

•

KPIs: conformance to Master Plans,
Studies, Strategic Plan.

N/A

Delivery

Information unavailable.

Contemporary,
Using up-to-date or leading methods to support delivery.
Modern

Growth

N/A

Service

At-standard,
Abovestandard

Shared

Shared Internal

Standards and Performance:

Legislation/By-law/Policies:
•

Size

= High Priority

Information unavailable.

Meets or exceeds standard and/or customer expectations
Coordinated primarily by Municipal Services and
supported by all other Departments.

= Medium Priority

= Low Priority
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Municipal Services: Environment Services

Department

SERVICE DESCRIPTION

Water main distribution system maintenance, water service
installation, construction and commissioning new infrastructure,
sampling and monitoring, and locating municipal infrastructure.
Customer Segments: Residents, Internal (Staff and Council), Ontario
Clean Water Agency (OCWA), Neighbouring municipalities
Delivery Partners: OCWA, Neighbouring municipalities, Building,
Finance, Corporate Services
Role of the Town in Delivery: Funded through water rates, Delivered
by Staff (Municipal Services Department), Contracted and managed by
the municipality
Revenues:
• $6,360,989

SUB-SERVICES

•

See Appendix
for full list.

YOY Expenditures (Rate Funded)
7,400,000
7,200,000

7,000,000
6,800,000
6,600,000
6,400,000
6,200,000
2017

Number of FTEs: 7 FTE

SERVICE LEVEL STANDARDS
Type: Legislated and
Discretionary

Legislation/Bylaw/Policies:
•

Safe Drinking
Water Act

•

Kingsville’s
DWQMS

Standards and Performance:
•

•

•

Compliance to legislated services defined by Kingsville’s
DWQMS, meeting increased demand resulting from growth of
the agri-sector, private development and capital works are
delivered below-standard due to a lack of staffing resources.
Emergency response for water main breaks and water services
installations are difficult to service through external
contractors – a service usually managed in-house at
neighbouring municipalities.
Moving to electronic work orders, but mobile technology can
further improve efficiency.

2018

2019

2020

SERVICE EVALUATION

STAFF COMPLEMENT
Type of Staff: Unionized, Non-unionized,
Contract, Summer students

Service (7/7)

Size

N/A

Delivery

Information unavailable.

Contemporary Using up-to-date methods to support delivery.

Growth

N/A

Service

At-standard,
Belowstandard

Some services do and some don’t meet standard and/or
customer expectation.

Shared

Shared

Delivered by primarily Parks and Recreation and
supported by Building, Finance, and Corporate Services,
with partnership with OCWA.

= High Priority

Information unavailable.

= Medium Priority

= Low Priority
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Department Profile: Finance

Department
Financial History

Finance oversees the financial and budgeting operations for the Town and
information technology services. IT is responsible for maintaining servers and
related network infrastructure and applications for all municipal
departments at the Town of Kingsville main building and remote locations
including the Arena and Fire Hall.
Service Description

1450000

Service

1300000

Finance and
Budgeting

Information
Technology

Sub Services / Description
Financial services for the Town
Sub-services:
• Property Tax Billing & Collection
• Water Billing & Collection
• Accounts Payable
• Payroll
• Reception
• Budget Preparation & Monitoring
• Financial Reporting (Financial Statements/FIR/Grant
Reporting)
Financial Policies/Analysis
• Miscellaneous Accounts Receivable/Drainage
Billing/Accounts Reconciliations
Information technology services for the Town
Sub-services:
• End-user Support
• Website Support
• GIS
• Network Maintenance/Security
• Capital IT Projects & Strategy Development

Service
% of Total Municipal
Expenditure on Dept.
(2020 Budget)

YOY Expenditures
1400000

8%

1350000
1250000
1200000
1150000
2017

2018

2019

2020

Observations
•
•
•
•

Overall, the Finance department is performing well.
Council budget reporting is has been viewed as too granular and the
Department is in the process of transitioning to higher-level reporting.
A/P and A/R are largely still manual and could benefit from more
electronic payment processing.
There is desire to focus efforts towards staff training on existing
technologies.
Staffing Complement

•

Unionized, Non-Unionized

•

11 FTE
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Finance: Finance and Budgeting
SERVICE DESCRIPTION

SUB-SERVICES

Financial services for the Town.
Customer Segments: Residents, Internal (Staff
and Council)
Delivery Partners:
•

Budgeting: Collaboration with all other
departments
• Water Billing: Water department
Role of the Town in Delivery:
• Delivered by Staff (Finance Department)
Revenues:
• Property Taxes, Water/Wastewater,
Grants, Licenses, Permits, Rents, and
Miscellaneous (~$51.2 - 52.2 M)

Sub-services:
• Property Tax Billing & Collection
• Water Billing & Collection
• Accounts Payable
• Payroll
• Reception
• Budget Preparation & Monitoring
• Financial Reporting (Financial
Statements/FIR/Grant Reporting)
Financial Policies/Analysis
• Miscellaneous Accounts
Receivable/Drainage Billing/Accounts
Reconciliations

STAFF COMPLEMENT
Type of Staff: Unionized, Non-unionized

Number of FTEs: 8 FTE

SERVICE LEVEL STANDARDS
Type: Legislated
Legislation/By-law/Policies:
Property Taxes

•

Drainage Act

•

Payroll/HST

% of Total Municipal
Expenditure
on Service (2020 Budget)

YOY Expenditures
880,000

5%

860,000
840,000
820,000
800,000
780,000
2017

2018

2019

2020

SERVICE EVALUATION
Size

N/A

Delivery

Information unavailable.

Contemporary, Using a combination of up-to-date and outdated methods
Out-dated
to support delivery.

Growth

N/A

Service

At-standard

Shared

Shared Internal

Information unavailable.

Standards and Performance:
•

•

Service (1/2)

Department

•

KPIs: meeting reporting deadlines, processing
customer bills, payment transactions, A/P invoices,
payroll with 99.5% accuracy, returning reception
phone calls within 1 business day
Processing A/R and A/P electronically could help
improve services.

= High Priority

Meets standards and/or customer expectations.
Delivered primarily by Finance but Budgeting and Water
Billing require collaboration with other Departments.

= Medium Priority

= Low Priority
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Finance: Information Technology

Service (2/2)

Department

SERVICE DESCRIPTION

YOY Expenditure

SUB-SERVICES

Information technology services for the Town.
Customer Segments: Residents – Website, Public WiFi Networks, Internal (Staff and Council)
Delivery Partners:
• County of Essex (provides back end support for
GIS, Building PLL Module, KingsvilleWorks)
Role of the Town in Delivery:
• Delivered by Staff (Finance Department)
Revenues:
• Miscellaneous: $260 (2019 Actuals)

•
•
•
•
•

End-user Support
Website Support
GIS
Network Maintenance/Security
Capital IT Projects & Strategy
Development

% of Total Municipal
Expenditure
on Service (2020 Budget)

$700,000
$600,000
$500,000

3%

$400,000
$300,000
$200,000
$100,000
$2017

2018

2019

2020

SERVICE EVALUATION
STAFF COMPLEMENT
Size

Type of Staff: Unionized, Non-unionized

Medium

Number of FTEs: 3 FTE
Delivery

Contemporary Using up-to-date methods to support delivery.

SERVICE LEVEL STANDARDS
Type: Discretionary

Standards and Performance:

•
Legislation/By-law/Policies:
•

N/A

•

Timelines: range from daily to weekly
support.
KPIs: prioritization of issues based on
number of users affected and impact on
their ability to perform tasks, addressing
most routine, non-complex service
requests within 1 business day.

This service accounts for roughly 3% of the Town’s inscope expenditure.

Growth

Fast

Service

At-standard,
Abovestandard

Shared

Siloed

= High Priority

This service’s operating expenditure has grown by an
average of 8% YOY.
Meets or exceed standards and/or customer expectations.

Delivered by the Finance Department.

= Medium Priority

= Low Priority
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Department Profile: Corporate Services

Department (1/2)

Service

Service Description
The Corporate Services Department is the office of the Clerk and Town Solicitor. The department serves as an information centre for Council, administration, and the
public by managing all records of the Town and processing all requests under the Municipal Freedom of Information and Protection of Privacy Act (MFIPPA). The
department also administers municipally-owned cemeteries, records all deaths of residents, issues licenses and certain permits, and oversees the complaints process.
Service

Legislative
Services

Administrative
Committee
Support

Council Services

Cemeteries

Police Services

Sub Services / Description
By-law review and preparation; contract review and
preparation; legislative interpretation; legal research and
advice; negotiations; litigation work (Hearings and appeals)
and property matters (registrations, transactions); staying
up to date on legislation; management of external legal
counsel.
Provide administrative support for the Police Services
Board, Heritage Advisory Committee, Animal Control
Committee, and the Accessibility Advisory Committee
and acts a liaison for all administrative committee
supports; provides templates for agendas and minutes and
ensures meetings are posted on the website.
Preparation of agenda and minutes; track resolutions and
by-laws for Council meetings; process contracts that
require execution by Mayor and Clerk; provide support to
Council; ensure meetings are broadcast to the public; postmeeting council follow up.
Sale of lots/plots; coordinate burials; respond to requests
for information regarding locations of buried family
members.
Policing the municipality in accordance with the Police
Services Act.

Service

Sub Services / Description

Licensing

Processes various licensing and permit applications;
update and review relevant by-laws.

Animal Services

Human
Resources

Records
Management

Managing the enforcement of applicable by-laws;
responding to dog bites; liaising with the Animal Control
Officer; joint responsibility for the Pound; managing the
Spay and Neuter and Cat Intake programs.
Recruitment and retention, policy review and drafting,
day to day departmental support, pension and benefit
administration, labour relations, collective agreement
administration, WSIB, staff training, crossing guard
oversight, internal investigations.
Oversee the management of the physical and electronic
records of the municipality; ensure the records
retention by-law is current and up to date; provide
support to other departments regarding their records
management.

Elections

Manage the election and any by-elections (typically a 4year cycle).

Freedom of
Information
Requests

Process Freedom of Information Requests.
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Department Profile: Corporate Services

Department (2/2)
Financial History

Observations

•

•
•
•
•

Overall, the Corporate Services department is performing well but could
benefit from further staffing capacity as outlined in the organizational
review.
The Department has made good progress with technology with the
recently implemented agenda management system.
Continued digitization of records management (through Laserfiche) and
preparation of Council Agenda and Minutes (through eSCRIBE) could
unlock efficiencies.
There is desire to consider delivering police services through a shared
service model with neighbouring municipalities.
With high turnover, Human Resources has faced challenges in fulfilling all
responsibilities given the need to continuously focus on recruitment,
onboarding and training of more staff.
Staffing Complement

•

Unionized, Non-unionized,
Contract

•

Service

5.5 FTE

YOY Expenditures (Legislative Services, Committee Support,
Council Services, Licensing, Records Management, FOI requests)
800,000
750,000
700,000
650,000
600,000
2017

2018

2019

2020

% of Total Municipal Expenditure on Service
(2020 Budget) - (Legislative Services, Committee Support,
Council Services, Licensing, Records Management, FOI requests)
4%

100

Corporate Services: Legislative Services
SERVICE DESCRIPTION

Department

Service (1/11)

See Slide 100 for Financial History

By-law review and preparation; contract review and preparation; legislative interpretation;
legal research and advice; negotiations; litigation work (Hearings and appeals) and property
matters (registrations, transactions); staying up to date on legislation; management of
external legal counsel.
Customer Segments: Internal (Staff and Council)
Delivery Partners:
• Building Department (Deputy Clerks)
• Contracts
Role of the Town in Delivery:
• Delivered by Staff (Corporate Services)
Revenues:
• None

SERVICE EVALUATION

STAFF COMPLEMENT
Type of Staff: Unionized, Non-unionized

Number of FTEs: 0.6 FTE

SERVICE LEVEL STANDARDS
Type: Legislated and Discretionary
Legislation/By-law/Policies:
N/A

Some services are below-standard due to high
volumes of work and lack of resources (i.e.
contract review).

•

Subscription to a legal database.

•

Communications with external contractors
occurs through telephone, email, and virtual
meetings.

N/A

Information unavailable.

Delivery

Contemporary

Growth

N/A

Service

At-standard,
below-standard

Some meet and others don’t meet standards and/or
customer expectations.

Shared

Shared Internal

Delivered by Corporate Services, with requests coming
from Council, CAO, and other departments.

Standards and Performance:
•

•

Size

= High Priority

Using up-to-date methods to support delivery.
Information unavailable.

= Medium Priority

= Low Priority
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Corporate Services: Administrative Committee Support
SERVICE DESCRIPTION

Department

Service (2/11)

See Slide 100 for Financial History

Provide administrative support for the Police Services Board, Heritage Advisory Committee,
Animal Control Committee, and the Accessibility Advisory Committee and acts a liaison
for all administrative committee supports; provides templates for agendas and minutes and
ensures meetings are posted on the website.
Customer Segments: Internal (Staff, Council, and Volunteers)
Delivery Partners: N/A
Role of the Town in Delivery:
• Delivered by Staff (Corporate Services)
Revenues:
• None
SERVICE EVALUATION
STAFF COMPLEMENT
Type of Staff: Unionized, Non-unionized

Size

N/A

Delivery

Contemporary,
Out-dated

Growth

N/A

Timelines: as per Committee meeting
schedule.

Service

At-standard

KPIs: preparation and distribution of
agenda and minutes within timelines
outlined by Procedure By-law.

Shared

Siloed

Number of FTEs: 0.5 FTE

Information unavailable.
Using up-to-date and outdated methods to support
delivery.

SERVICE LEVEL STANDARDS
Type: Legislated and Discretionary (Heritage
Committee, Animal Control)

Standards and Performance:
•

Legislation/By-law/Policies:
•

Police Services Board

•

Accessibility Committee

•

Heritage

•

•

Agenda and Minutes could be
transitioned from Word/PDF documents
to eSCRIBE.

= High Priority

Information unavailable.

Meets standards and/or customer expectations.
Delivered by Corporate Services.

= Medium Priority

= Low Priority
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Corporate Services: Council Services
SERVICE DESCRIPTION

Department

Service (3/11)

See Slide 100 for Financial History

Preparation of agenda and minutes; track resolutions and by-laws for Council meetings;
process contracts that require execution by Mayor and Clerk; provide support to Council;
ensure meetings are broadcast to the public; post-meeting council follow up.
Customer Segments: Internal (Council), Residents
Delivery Partners:
• Finance Department (IT support for broadcasting meetings)
Role of the Town in Delivery:
• Delivered by Staff (Corporate Services Department)
Revenues:
• None
SERVICE EVALUATION
STAFF COMPLEMENT
Size

Type of Staff: Union, Non-unionized

N/A

Information unavailable.

Number of FTEs: 1.5 FTE
Delivery

Contemporary Using up-to-date methods to support delivery.

SERVICE LEVEL STANDARDS
Type: Legislated

Standards and Performance:
•

Legislation/By-law/Policies:
•

N/A

Timelines: two regular meetings per month + any
special meetings, Agendas are distributed in
accordance with the timelines outlined in the
Procedure By-law.

•

eSCRIBE is used for preparation of Agenda and
Minutes.

•

Meetings are live-streamed and recorded for public
viewing.

Growth

N/A

Service

At-standard

Shared

Shared
Internal

= High Priority

Information unavailable.

Meets standards and/or customer expectations.
Delivered primarily by Corporate Services with support
from IT in Finance.

= Medium Priority

= Low Priority
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Corporate Services: Cemeteries

Department

SERVICE DESCRIPTION

Sale of lots/plots; coordinate burials; respond to requests for information regarding
locations of buried family members.
Customer Segments: Residents
Delivery Partners:
• Municipal Services
Role of the Town in Delivery:
• Delivered by Staff (Corporate Services)
Revenue:
• Sale of plots - $30,380 (2019 actuals)

YOY Expenditure

Service (4/11)

$120,000

% of Total Municipal
Expenditure on Service
(2020 Budget)

$100,000

0.7%

$140,000

$80,000
$60,000

$40,000
$20,000
$2017

2018

2019

2020

SERVICE EVALUATION
STAFF COMPLEMENT
Type of Staff: Unionized, Non-unionized

Number of FTEs: 0.1

SERVICE LEVEL STANDARDS
Type: Legislated
Legislation/By-law/Policies:
N/A

Small

Delivery

This service accounts for roughly 0.7% of the Town’s inscope expenditure.

Contemporary Using up-to-date methods to support delivery.

Growth

Fast

Service

At-standard

Shared

Shared
Internal

This service’s operating expenditure has grown by an
average of 13% YOY.

Standards and Performance:
•

•

Size

•

Timelines: burial is scheduled within 2-3
days of notification; sales are completed
within a reasonable time.
Stone Orchard database is used to track
plot ownership and usage.

= High Priority

Meets standards and/or customer expectations.
Delivered by Corporate Services and Municipal Services.

= Medium Priority

= Low Priority
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Corporate Services: Police Services

Service (5/11)

Department

SERVICE DESCRIPTION

Policing the municipality in accordance with the Police Services Act.
Customer Segments: Residents
Delivery Partners:
• OPP
Role of the Town in Delivery:
• Funded by the Municipality and delivered through OPP contract
Revenue:
• N/A

YOY Expenditure

% of Total Municipal
Expenditure
on Service (2020 Budget)

$3,500,000
$3,400,000

19%

$3,300,000
$3,200,000
$3,100,000
$3,000,000
$2,900,000
2017

2018

2019

2020

SERVICE EVALUATION
STAFF COMPLEMENT
Type of Staff: N/A

Number of FTEs: 0
SERVICE LEVEL STANDARDS

Type: Legislated

Size

Large

Delivery

N/A

Growth

Stable

Service

At-standard

Shared

Siloed

This service accounts for roughly 9% of the Town’s inscope expenditure.
Unknown.
This service’s operating expenditure has grown by an
average of 3% YOY.

Standards and Performance:
•

N/A

Meets standards and/or customer expectations.

Legislation/By-law/Policies:
•

Police Services Act regulations

= High Priority

Service contract is managed by Corpoate Services.

= Medium Priority

= Low Priority
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Corporate Services: Licensing

Department

SERVICE DESCRIPTION

Service (6/11)

See Slide 100 for Financial History

Processes various licensing and permit applications (dog tags, portable sign permits, mobile
refreshment vehicle licenses, lottery licenses, business registry, taxi licenses, marriage
licenses; update and review relevant by-laws.
Customer Segments: Residents and Public
Delivery Partners:
• Finance Department (Reception for Payment, Database Input for Dog Tag Licenses)
• Other Departments (involved with certain licenses)
Role of the Town in Delivery:
• Delivered by Staff (Corporate Services Department)
Revenues:
• $19,177.17 (2019 Actuals); Sale of Dog Tags: $39,950 (2019 Actuals)
SERVICE EVALUATION
STAFF COMPLEMENT
Type of Staff: Unionized, and Nonunionized

Number of FTEs: 0.6

SERVICE LEVEL STANDARDS
Type: Legislated and Discretionary
Legislation/By-law/Policies:
Lottery licenses governed by
AGCO
•

Timelines: Licenses are processed within a
couple of days of completed application;
business registry, dog tags, taxi licenses, mobile
refreshment vehicle licenses are renewed
annually; other licenses on an as needs basis.
KPIs: marriage licenses – 99% acceptance rate by
the province.

N/A

Delivery

Contemporary

Growth

N/A

Service

At-standard,
belowstandard

Shared

Shared Internal

Standards and Performance:
•

•

Size

= High Priority

Information unavailable.
Using up-to-date methods to support delivery.
Information unavailable.
Some (issuing licenses) meet and others (review and
update of by-laws) don’t meet standards and/or customer
expectations.
Delivered by Corporate Services and supported by other
Departments.

= Medium Priority

= Low Priority
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Corporate Services: Animal Services

Service (7/11)

Department

SERVICE DESCRIPTION
Managing the enforcement of applicable by-laws; responding to dog bites; liaising with the
Animal Control Officer; joint responsibility for the Pound; managing the Spay and Neuter
and Cat Intake programs.
Customer Segments: Residents
Delivery Partners:
• Municipality of Leamington (Dog Pound, managing 3rd party Animal Control Officer)
Role of the Town in Delivery:
• Delivered by Staff (Corporate Services – Spay and Neuter, Cat Intake Program)
Revenues:
• N/A

YOY Expenditure

% of Total Municipal
Expenditures on Service
(2020 Budget)

$80,000
$70,000
$60,000
$50,000
$40,000
$30,000
$20,000
$10,000
$-

0.3%

2017

2018

2019

2020

SERVICE EVALUATION
STAFF COMPLEMENT
Type of Staff: Unionized, Non-Unionized

Number of FTEs: 0.2

SERVICE LEVEL STANDARDS

Type: Discretionary

N/A

Small

This service accounts for roughly 0.3% of the Town’s inscope expenditure.

Delivery

Contemporary,
Out-dated

Using up-to-date and outdated methods to support
delivery.

Growth

Moderate

This service’s operating expenditure has grown
moderately by an average of 5% YOY.

Meets standards and/or customer expectations.

Standards and Performance:
•

Timelines: immediate response to
animal requests and complaints.

Service

At-standard

•

Spay and Neuter and Cat Intake Program
could be delivered online.

Shared

Shared

Legislation/By-law/Policies:
•

Size

= High Priority

Delivered in partnership between Corporate Services and
the Municipality of Leamington.

= Medium Priority

= Low Priority
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Corporate Services: Human Resources
SERVICE DESCRIPTION

Recruitment and retention, policy review and drafting, day to day departmental support,
pension and benefit administration, labour relations, collective agreement administration,
WSIB, staff training, crossing guard oversight, internal investigations.
Customer Segments: Internal (Staff and Council)
Delivery Partners: N/A
Role of the Town in Delivery:
• Delivered by Staff (Manager of Human Resources, Director of Corporate Services)
Revenues:
• N/A

Service (8/11)

Department
YOY Expenditures

% of Total Municipal
Expenditures on Service
(2020 Budget)

165,000
160,000
155,000
150,000
145,000
140,000
135,000
130,000
125,000
120,000

1%

2017

2018

2019

2020

SERVICE EVALUATION
STAFF COMPLEMENT
Type of Staff: Non-Unionized

Number of FTEs: 1.3
SERVICE LEVEL STANDARDS

Type: Legislated and Discretionary

•

Service could be improved through HRIS,
administrative support or HR generalist to
support the Manager.

N/A

•

Manager of Human Resources has been
primarily focused on addressing rapid turnover
(~35 new hires/year over the past 3 years).

N/A

Delivery

Information unavailable.

Contemporary, Using up-to-date and outdated methods to support
Out-dated
delivery.

Growth

N/A

Service

Belowstandard

Shared

Siloed

Standards and Performance:

Legislation/By-law/Policies:
•

Size

= High Priority

Information unavailable.
Does not meet standard and/or customer expectations
due to high workloads.
Delivered by Corporate Services.

= Medium Priority

= Low Priority
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Corporate Services: Records Management
SERVICE DESCRIPTION

Department

Service (9/11)

See Slide 100 for Financial History

Oversee the management of the physical and electronic records of the municipality; ensure
the records retention by-law is current and up to date; provide support to other
departments regarding their records management.
Customer Segments: Internal
Delivery Partners:
• Other Departments to adjust retention schedules, provide support and assistance in
retaining and filing municipal records.
Role of the Town in Delivery:
• Delivered by Staff (Corporate Services Department)
Revenues:
• N/A
SERVICE EVALUATION
STAFF COMPLEMENT
Type of Staff: Unionized, Non-unionized

Number of FTEs: 0.6 FTE

SERVICE LEVEL STANDARDS
Type: Legislated

Standards and Performance:
•

Legislation/By-law/Policies:
•

Retention By-law

While there has been progress made in adopting
Laserfiche and TOMRMs for electronic records, the
Vault continues to near capacity with a need for
updates to shelving units and development of a
coding system for physical record storage.

Size

N/A

Delivery

Contemporary,
Outdated

Growth

N/A

Information unavailable.
Using up-to-date and outdated methods to support
delivery.
Information unavailable.

Service

Below-standard Does not meet standard and/or customer expectation.

Shared

Shared Internal

= High Priority

Delivered by primarily Corporate Services but requires
cooperation from other departments, which is currently
a challenge.

= Medium Priority

= Low Priority
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Corporate Services: Elections
SERVICE DESCRIPTION

Manage the election and any by-elections (typically a 4-year cycle)
Customer Segments: Residents, Property Owners
Delivery Partners:
• Other Departments (during election day)
• External Contract Staff (during election day)
• External service provider depending on the method of election (i.e. electronic vs. vote
by mail)
• Voter List Management Provider (MPAC)
Role of the Town in Delivery:
• Delivered by Staff (Corporate Services)
Revenues:
• N/A

STAFF COMPLEMENT
Type of Staff: Unionized, Non-unionized,
Contract

Number of FTEs: 1.0 FTE (during election
time)

SERVICE LEVEL STANDARDS
Type: Legislated

YOY Expenditure

2.0%

2017

2018

2019

2020

SERVICE EVALUATION
Size

Small

Delivery

This service accounts for roughly 2% of the Town’s inscope expenditure (during an election year).

Contemporary Using up-to-date methods to support delivery.

Growth

N/A

N/A

Service

At-standard

Shared

Shared

Legislation/By-law/Policies:
N/A

% of Total Municipal
Expenditure on Service
(2018 Budget)

$80,000
$70,000
$60,000
$50,000
$40,000
$30,000
$20,000
$10,000
$-

Information to compare election years is unavailable.

Standards and Performance:
•

•

Service (10/11)

Department

= High Priority

Meets standards and/or customer expectations.
Delivered by Corporate Services, with support from other
Departments and external contractors.

= Medium Priority

= Low Priority
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Corporate Services: Freedom of Information Requests
SERVICE DESCRIPTION

Department

Service (11/11)

See Slide 100 for Financial History

Process Freedom of Information Requests
Customer Segments: 3rd parties external to the Town
Delivery Partners:
• All Departments assist if the requests pertain to records for which they are responsible.
Role of the Town in Delivery:
• Delivered by Staff (Corporate Services)
Revenues:
• $85 (2019 Actuals)

SERVICE EVALUATION
STAFF COMPLEMENT
Type of Staff: Unionized, Non-unionized

Number of FTEs: 0.1 FTE

SERVICE LEVEL STANDARDS
Type: Legislated
Legislation/By-law/Policies:
•

Municipal Freedom of Information and
Protection of Privacy Act (MFIPPA)

Size

N/A

Delivery

Information unavailable.

Contemporary Using up-to-date methods to support delivery.

Growth

N/A

Service

At-standard

Shared

Shared
Internal

Information unavailable.

Standards and Performance:
•

Timelines: governed by MFIPPA.

•

KPIs: processing requests within the
legislated timelines.

•

Use of Laserfiche databases to conduct
records.

= High Priority

Meets standard and/or customer expectations.
Delivered by Corporate Services, with support from other
Departments.

= Medium Priority

= Low Priority
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Appendix D: Additional Service Information

APPENDIX D: ADDITIONAL SERVICE INFORMATION

Public Works Sub-Services
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

Beautification, special events, patio setup, flower program
Tree Trimming
Tree Removal
Boulevard cutting
Weed control
Grass cutting
Street sweeping
Gravel Road and Shoulder maintenance
Street sign management
Road line painting
Road patching and potholes
Road resurfacing
Sidewalk Inspections
Sidewalk maintenance
Snow removal roads
Minor Fleet maintenance

•
•
•
•
•
•
•
•
•
•
•
•
•
•
•
•

Fleet management
Minor parking lot maintenance
Municipal Drainage, catch basin repair, storm drain maintenance
Road closures
Traffic signal maintenance
Sanitation and waste collection
Road inspection
Organic waste collection
Christmas tree collection
Cemetery Maintenance
Cemetery Burials
Indemnity inspections
Banner installations
After-hour emergency response
Crack sealing
Capital infrastructure projects
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APPENDIX D: ADDITIONAL SERVICE INFORMATION

Environmental Services Sub-Services
•
•
•
•
•
•
•
•
•
•
•
•
•

Water quality complaints
Flushing Operations
Valve maintenance
Fire hydrant maintenance
Meter installations
Meter maintenance
Meter reading
Sanitary sewer maintenance
Storm sewer maintenance
Fleet management
Minor Fleet Maintenance
Emergency Water main repairs
Water service repair

•
•
•
•
•
•
•
•
•
•
•
•
•

Inspection of new infrastructure on capital works projects
Auto-flusher maintenance
Road repair and restoration
Water shut-off due to non-payment
Record keeping
Compliance and auditing
Mandatory training and experience requirements
Backflow prevention program
Water treatment
Wastewater facilitates
Water Billing and account monitoring
Sidewalk snow removal and salting
Indemnity inspections
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APPENDIX D: ADDITIONAL SERVICE INFORMATION

Municipal Services: Increase in Traffic Related Requests
Traffic Related Requests
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Toronto
145 King Street East, 2nd Floor
Toronto, ON M5C 2Y7
416-864-7112

Ottawa
100 rue Queen Street, Suite 850
Ottawa, ON K1P 1J9
613-231-2630

strategycorp.com

