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Overview 

The Region’s 2015-2018 Strategic Plan outlines the strategic focus areas 
and priorities to help the Region achieve its vision of “A community where 
people matter and ideas grow.”  In each of the five focus areas, a number 
of objectives were developed, which identify “what” the Region hopes to 
accomplish over this term of Council.  In order to move forward on these 
objectives, a total of sixty-three actions were developed, which identify 
“how” the Region will achieve the strategic objectives. These actions were 
chosen to have impact on the community while balancing limited fiscal and 
human resources.  The actions were also chosen based on significant 
public and staff consultation, and considerable Council discussions in 2015. 

It is important to note that the actions identified in the Strategic Plan are not 
intended to be an inclusive list of everything the Region does in the 
community.  Rather, the actions identify new or ongoing initiatives that the 
organization wants to focus on in order to ensure it is responding to the 
priorities identified by Council and the community throughout the strategic 
planning process.  Other actions to help achieve these objectives are also 
included in Department Strategic Plans, master plans, service plans and 
program work plans. 
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Significant Accomplishments 

The Region has made significant progress on the objectives and actions 
set out in the Strategic Plan over this term of Council.  A status update on 
each action is found under each Focus Area. 

 

 

 

 

The Region works with many partners to enhance the community’s economic 
prosperity.  The Region plays a significant role providing infrastructure and services for 
the foundations that underpin innovation and economic success.  Accomplishments 
include the following: 

1.1 Support existing businesses and attract new employers and 
investments (to stay, grow, thrive and prosper) 

Actions Status updates on actions 

1.1.1 Support the 
implementation and 
ongoing activities of the 
new Waterloo Region 
Economic Development 
Corporation including 
nurturing a rich 
entrepreneurial and 
innovative culture in 
Waterloo Region. 

 

The Office of Regional Economic Development (ORED) and 
Waterloo Economic Development Corporation (WEDC) have 
established strategic priorities that has allowed WEDC to focus on 
lead generation and foreign direct investment.  Since its inception, 
and working closely with the Region and other community partners, 
WEDC has had considerable success helping attract 
over $422,000,000 in investment and 2,000 new jobs. 

In 2018, the Region renewed its agreement with WREDC with a 
five-year mandate. In its second term, WREDC will be able to target 
its foreign direct investment efforts in high priority jurisdictions and 
economic sectors. The Office of Regional Economic Development 
(ORED) provides ongoing support to WREDC with economic 
development data, investment attraction and retention assistance, 
and streamlined access to various Region of Waterloo 
departments. In 2018, Office of ORED began a comprehensive 
update of the Waterloo Region Economic Development Strategy 
(WREDS), which will include the coordinated economic 
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Actions Status updates on actions 

development initiatives of WREDC, ORED, Area Municipalities, and 
other partners. 

1.1.2 Work proactively 
to streamline Regional 
processes and to 
improve the efficiency 
and effectiveness of 
Regional programs 
related to the attraction 
and retention of 
businesses. 

ORED has become a central point of contact within the organization 
for economic development initiatives and business inquiries. ORED 
has developed a series of communication initiatives to profile key 
Regional investments, partnerships, and services available to 
business. Working with Community Planning, a business process 
review is underway to identify opportunities that streamline the 
development application process and potential changes 
enhancement to the brownfield incentives program. 

1.1.3 Develop a Master 
Plan and associated 
Business Plan that 
guides the growth and 
development of the 
Region of Waterloo 
International Airport to 
provide a full-service, 
customer friendly facility 
which supports 
commercial, corporate 
and general aviation. 

The Master Plan for the Region of Waterloo International Airport is 
complete. It was approved by Regional Council on April 12, 2017. 
The Master Plan includes new strategies to attract additional air 
service to the airport, and a long-term investment strategy to 
expand airport infrastructure as passenger levels reach certain 
“trigger points”. 

Staff are in the process of implementing the first elements in the 
Master Plan, including planning for runway and terminal 
expansions. 

 

 

 

1.2 Plan for and provide the infrastructure and services necessary to 
create the foundation for economic success  

Actions Status updates on actions 

1.2.1 Advance new 
east side and other 
strategic employment 
lands toward 
development readiness. 

Staff are continuing to work on the Master Environmental Servicing 
Plan Stage 2 (MESP2) for the East Side Employment Lands.  In 
June 2018, Council approved the Sub-watershed Study for the 
Randall and Breslau Drains and adopted the proposed Regional 
Official Plan amendment for 115 hectares in the northern part of the 
City of Cambridge and 55 hectares in the southern part of the 
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Actions Status updates on actions 

 Township of Woolwich (Breslau). More detailed studies associated 
with the provision of infrastructure are ongoing and scheduled to be 
completed by the end of 2018. 

1.2.2 Continue to 
implement and improve 
an asset management 
plan to optimize the use 
and availability of 
existing and new 
infrastructure. 

 

Council approved a Corporate Asset Management policy and plan, 
as well as the purchase and implementation of the Work 
Management System and a Decision Support System (DSS) across 
7 Service Areas. An initial pilot was completed for Water and 
Transportation in May 2017. Currently the Region is working on the 
asset registry, asset hierarchy and a data migration 
plan.  Implementation of the first service area in Transportation is 
underway. Remaining services areas to be implemented during the 
remainder of 2018/19. DSS software has been procured and 
implementation planning has begun. 

1.2.3 Update and 
implement an 
Infrastructure Financing 
Plan to ensure short 
and long term 
infrastructure 
affordability. 

 

A number of initiatives were undertaken to improve the Region’s 
long-term financial sustainability.  An amended Development 
Charge (DC) By-law for Transit and Waste Management Services 
was approved by Council in November 2016 which increased 
capital funding from development charges.  Capital Financing 
Principles were approved by Council in June 2016 and used to 
develop the funding strategy for the 2017-2026 Capital Program to 
reduce the Region’s reliance on debenture financing.   An Asset 
Management Plan was approved by Council in September 2016 
which helped inform the Region’s capital asset renewal strategy. 
Regional Development Charges Adequacy reports were submitted 
to Council on April 20, 2016, April 12, 2017 and April 10, 2018 
which reviewed the amount of development charge revenue 
collected annually.  

There were a number of reports related to the strategic use of 
reserves as a source of funding for the Region’s capital plan, 
indicating target reserve balances and target contributions including 
a Reserve Fund Policy Update approved by Council in February 
2017 and a Reserve/Reserve Fund Strategy Report approved by 
Council in June 2017. Further a Reserve and Reserve Fund 
Adequacy report was completed in May 2018. A Capital Asset 
Renewal funding strategy report was approved June 2018. 
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1.3 Enhance arts, culture and heritage opportunities to enrich the lives 
of residents and attract talent and visitors 

Actions Status updates on actions 

1.3.1 Promote 
opportunities to support 
art, cultural and heritage 
activities at Regional 
facilities. 

 

Public Art: Seven of the ten commissioned permanent public 
artworks along the Stage 1 ION route will be installed by the end of 
2018. The installation of the final three pieces is dependent on site 
development. A large public artwork has also been installed outside 
20 Weber Street in Kitchener. The Region continues to work in 
collaboration with the University of Waterloo Art Gallery and the 
Kitchener Waterloo Art Gallery to exhibit artwork by artists from the 
region in Regional facilities.  

Community cultural initiatives: Staff from the Region of Waterloo 
Museums continue to work with community partners to develop a 
rolling roster of exhibits, programs and special events across all 
museum sites. For example, Schneider Haus serves as a Family 
Pavilion for MT Space's IMPACT theatre festival.  

Special Events Policies: Transportation and Environmental 
Services staff have been meeting with the area municipalities to 
discuss strategies to improve the Special Events process. The 
Region of Waterloo Library is working with Sunnyside Home Long-
Term Care to explore how modified library services and 
programming can be delivered in the home. 

1.3.2 Develop a 
Regional Culture Plan 
that defines and 
strengthens the 
Regional cultural 
mandate and identifies 
and forges future 
initiatives and 
partnerships. 

 

Culture Plan concepts and planning are ongoing and a work-plan 
and timeline will be determined in consultation with area 
municipalities. Cultural Services staff are working on two pilot 
projects - a joint funding pilot with area municipalities for Key 
Cultural Institutions and public art mapping. These initiatives cover 
areas of interest for both the Region and area municipalities and 
will help to clarify how the Region can add value in these joint 
efforts. Upon completion of these pilot projects in 2019, Cultural 
Services staff will develop a draft Culture Plan concept and work-
plan that will be taken to Regional Council for review, prior to 
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Actions Status updates on actions 

broader community consultation in 2020. 

1.3.3 Develop a new 
policy and funding 
approach for Regional 
Public Art to help create 
additional Regional 
public art projects. 

 

Annual funding for the Public Art program has been established at 
$100,000 annually beginning in 2018. The Public Art advisory 
Committee (PAAC) is working to update the Region’s Public Art 
Policy and related guidelines to facilitate decisions about public art 
locations, public art selection, installation, funding and 
maintenance. The current ION public art projects have provided 
many opportunities for learning and working with other departments 
and external stakeholders. This information will be integrated into 
the Public Art Policy. 

 
 

 

 

 

The Region will offer more travel choices to residents, and strive to ensure that our 
transportation system is affordable and environmentally sustainable.  The transportation 
network will be integrated and accessible and will contribute positively to urban 
intensification and economic prosperity.  The Region will encourage more active 
transportation by enhancing facilities that make it more comfortable and convenient to 
walk and cycle in our community. Accomplishments include the following: 

2.1 Create a public transportation network that is integrated, 
accessible, affordable and sustainable. 

Actions Status updates on actions  

2.1.1 Complete and 
implement the Grand 
River Transit five year 
Business Plan.  

 

The final Grand River Transit (GRT) Business Plan was 
approved by Council in August 2017 and includes: 1)Network 
Redesign, Service Improvement and Service Monitoring Plan, 
2) Marketing Strategy, 3) Customer Service Plan, 4) GRT and 
LRT integration, 5) Technology Strategy. This Business Plan 
will be used to develop GRT Budget Issue Papers for Council's 
consideration and approval each year until 2021. 
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Actions Status updates on actions  

The approved GRT Business Plan 2017-2021 guides the 
planned improvements to the regional transit network and 
service levels over the next five years to achieve the Regional 
Transportation Master Plan ridership target of 28 million annual 
riders by 2021 and 53 million in 2031. 

Planned transit service improvements would complete the 
iXpress network, realign routes to more of a grid network 
connecting to ION stations and provide more frequent service 
on high ridership corridors. To deliver these planned service 
improvements, Council approved an additional 35,000 service 
hours annually and an additional 48 buses by 2021. 

Recently implemented service improvements include 10 minute 
peak frequency on 201 and 202 iXpress, new 205 Ottawa 
iXpress and service improvements in southwest Kitchener have 
contributed to a projected 20.7 million riders in 2018, a 5% 
increase or 1 million more riders than in 2017. 

Other key improvements to the regional transit network included 
the opening of the new Cambridge Centre passenger facility, 
new modern-style ION buses, Wilmot rural service, and 
increased number of real time passenger information displays. 
Upcoming improvements include new passenger facilities at 
University of Waterloo, Fairway and Sunrise Centre, the 
EasyGO smart card fare payment system and the 2019 service 
improvement plan. 

2.1.2 Complete 
construction of ION 
Stage 1. 

 

Construction of ION Stage 1 is essentially complete with minor 
deficiencies being corrected. Testing of the System and the 
vehicles is ongoing. Eight vehicles have been delivered and are 
being used for testing and training of drivers and mechanics. 
Installation of specialized equipment has started and will be 
completed on all fourteen vehicles. The start of service is being 
targeted for December 2018, pending vehicle delivery and 
successful system testing, integration and commissioning. The 
ION corridor is the fast-growing urban spine of Waterloo 
Region. From June 2011, when rapid transit was approved by 
Region of Waterloo Council, to year-end 2016, over $2.1 billion 
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Actions Status updates on actions  

in building permits were issued within the corridor. The corridor 
also includes 52 per cent of the region’s restaurants, as well as 
271 arts and culture establishments. 

2.1.3 Complete the 
Environmental 
Assessment for ION 
Stage 2 and pursue 
funding from the Federal 
and Provincial 
governments. 

 

 

In June 2018 Regional Council approved the LRT route in 
Cambridge with the exception of the section from the top of 
Shantz Hill to where the abandoned rail spurline meets Eagle 
Street. For the approved section staff will be focused on 
completing a pre-design and completing the work required to 
start the Transit Project Assessment (TPA) process. For the 
section that has not been approved staff will be evaluating 
options to optimize the route and minimize negative community 
impacts. It is anticipated that route selection will be completed in 
Winter 2019 and the TPA and business case funding 
applications would follow. 

 

2.1.4 Develop and 
implement programs to 
educate and improve 
awareness of availability 
and benefits of 
transportation choices 
and options. 

 

The approved Transportation Demand Management (TDM) 
Plan 2017-2021 recommends strategies to promote the use of 
sustainable transportation options (including public transit, 
cycling, walking and carpooling) in Waterloo Region. One of the 
main TDM initiatives is TravelWise, a workplace commuter 
program. Since the launch of the pilot program in 2012, 
TravelWise has grown from its original 13 partner employers to 
30 member organizations in 2017 that represent over 20,000 
employees. Today there are 36 member organizations. 

The first edition of the Regional Cycling Map was produced in 
2017, illustrating cycling routes and trails across Waterloo 
Region. TDM also supported the expansion of Cycling into the 
Future, a school-based cycling training program. 

Upcoming projects include a TravelWise membership campaign 
along the ION line and other key transit corridors, as well as 
embarking on an inter-municipal bikeshare study. 

 

2.2 Improve inter-city rail transportation services to and from Waterloo 
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Region. 

Actions Status updates on actions  

2.2.1 Advocate for 
improved passenger rail 
service to and from 
Waterloo Region e.g. 
GO, VIA, high speed rail. 

 

The Province of Ontario announced several short-term 
improvements to GO Train and bus service starting in 
September 2016, including: GO Bus service between 
Cambridge and Milton GO Train station; increased frequency of 
peak period GO Train service between Kitchener and Toronto; 
all-day express bus service between Kitchener and Bramalea 
GO Train station. The Province also announced an agreement-
in-principle with CN Rail to acquire the CN rail corridor, and shift 
freight traffic off the corridor, to help implement two-way, all-day 
GO Train service to Kitchener by 2024. In May, 2017 the 
Province announced it was proceeding with an Environmental 
Assessment for a high speed rail system between Kitchener 
and Toronto. In April, 2018 the Province agreed to share the 
cost of updating a feasibility study regarding the extension of 
GO Train Service to Cambridge using an alternative route (the 
"Fergus Subdivision). 

 

2.3 Build infrastructure for, and increase participation in, active forms of 
transportation (cycling and walking). 

Actions Status updates on actions  

2.3.1 Update the 
Regional Transportation 
Master Plan (RTMP) 
integrating active 
transportation principles 
and facilities such as 
trails and sidewalks. 

 

The new Transportation Master Plan (TMP) was approved by 
Regional Council in June 2018.  The new TMP examined 
transportation needs in Waterloo Region up to the year 2041. 
The TMP represents a balanced approach to investment in 
transportation with plans to widen Regional roads based on 
need and with significant investments to expand public transit 
and to expand the active transportation network including the 
addition of over 600 kilometres of new sidewalks, trails and bike 
lanes. 

2.3.2 Collaborate with 
community partners to 
facilitate actions to 
encourage active and 

School Travel Planning in Waterloo Region is being lead by a 
Steering Committee with representatives from both school 
boards. The school boards provide funding for a Student Travel 
Planner position.  The Student Travel Planner coordinates 
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Actions Status updates on actions  

safe routes to school. 

 

school travel planning programs/activities and engagement 
/collaboration with community partners. Public Health continues 
to provide support to this position and works closely with the 
schools. 

The Student Travel Planner has worked with 32 schools 
directly.18 schools have formal student travel action plans and 2 
schools have informal plans. Through the work of the Student 
Travel Planner and the ASRTS committee members there has 
been an increase in the number of students who use active 
transportation to and from school. 

The Cities of Kitchener, Waterloo and Cambridge received 3-
year Provincial funding to create additional Student Travel 
Planning facilitator positions to increase capacity to work with 
more schools across Waterloo Region. 

 

 

2.4 Optimize road capacity to safely manage traffic and congestion. 

Actions Status updates on actions  

2.4.1    Enhance and 
implement safety 
awareness and 
education programs for 
drivers, cyclists and 
pedestrians. 

 

 

Roundabout education is ongoing.  Level 2 Pedestrian 
crossover pamphlet was distributed to all households in fall 
2016 and website updated. A consultant was retained in 
Summer 2018 to develop a Communication Plan targeting key 
pedestrian, cyclist, motorist and roundabout safety issues. The 
Communication Plan is a multi-media safety messaging plan 
with core focus on specific dangers associated with various 
modes of travel along the Regional road system.  The targeted 
areas include pedestrians (collisions in crosswalks), cyclists 
(collisions in crosswalks), motorists (rear-end collisions), 
roundabouts (failing to yield).  These four areas were identified 
as the most predominant collision patterns for each mode of 
transportation. The Plan may include television advertising, 
radio advertising, printed brochures, and various established 
Regional social media platforms such as Facebook, Twitter, 
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Actions Status updates on actions  

LinkedIn and Instagram. The Communication Plan is to be 
launched in late 2018. 

2.4.2    Implement traffic 
signals, adaptive signal 
technology and other 
technologies to optimize 
and manage road 
capacity/congestion. 

 

Staff have completed for all signalized intersections in the 
Region, a project to install Pedestrian Countdown Signals at 
each location.  Pedestrian Countdown Signals provide a 
numeric countdown indication to pedestrians that “tells” them 
how many seconds are left before the “Don‘t Walk” indication 
starts to flash on the pedestrian signal head.  Pedestrian 
Countdown Signals are a proven countermeasure to reduce 
pedestrian collisions at signalized intersections.  

Staff have completed a new Traffic Management pilot project on 
Hespeler Road which incorporates video, Bluetooth and WiFi 
detection to assess congestion levels on Hespeler Road. Once 
congestion is detected, the system automatically implements 
new traffic signal timing to help reduce delays. Staff are 
reviewing the benefits of this system to determine if widespread 
application within the Region’s network would provide net 
benefits.  

Staff have completed the implementation of a Road 
Construction and Incident Management System, a software 
solution that allows public and private contractors to use an 
online tool to submit permit applications to undertake work on 
Regional roads that would cause lane or road closures.  This 
system replaced an antiquated paper-based system and as a 
result has improved staff’s ability to efficiently coordinate and 
manage planned and unplanned interruptions on the road 
network. 
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The Region plays a key role in protecting and enhancing the natural environment 
including clean air, water and land, and protected green spaces and sensitive 
environmental features.  The Region will work in partnership with the community and 
area municipalities to manage growth in environmentally sustainable ways and create 
spaces and places that enhance living, working and travelling experiences for the 
community. Accomplishments include the following: 

3.1 Increase the amount of waste diverted from the landfill. 

Actions Status updates on actions 

3.1.1 Develop and 
implement the new 
waste collection 
contract to commence 
in March 2017. 

 

The new curbside collection contract was successfully 
implemented in March 2017.  A preliminary update report was 
presented to Council in April 2017 identifying that most 
citizens adapted to the new curbside collection policies 
immediately.  

The waste collection changes have helped improve waste 
diversion from landfill with green bin tonnage up 105%, blue 
box tonnage up 8% and yard waste tonnage up 3% while the 
amount of garbage going to landfill has decreased by 
24%.  These changes have contributed to a significant 
increase in the overall residential waste diversion rate to 60% 
after contract implementation compared to 52% prior to the 
new contract.    

3.1.2 Advocate and 
lobby Provincial and 
Federal governments 
to improve recycling 
opportunities and cost 
recovery.  

 

The Waste Free Ontario Act was proclaimed in fall of 2016 
followed by a finalized Provincial waste strategy in February 
2017 that is intended to result in the transitioning of existing 
waste diversion programs for tires, hazardous waste, e-waste 
and blue box to full producer responsibility. As of mid 2018, 
only a new regulation for used tires (to be implemented 
January 1, 2019) has been approved.  Dialogue continues 
with the Province and industry stakeholders for all other 
diversion programs with no further direction anticipated until 
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Actions Status updates on actions 

early 2019 at the earliest. 

3.1.3 Evaluate 
alternative waste 
(solid waste, biosolids 
and any other) 
disposal technologies 
(energy from waste). 

 

Based on a completed Energy from Waste (EFW) feasibility 
study, staff were directed by Council in June 2016 to take no 
further action toward implementing (EFW) for 3 years but to 
continue to monitor EFW. Staff are actively involved in inter-
municipal working groups and continue to monitor future EFW 
opportunities including anaerobic digestion and/or mixed 
waste processing. An update report is expected by mid-2019. 

 

3.2 Protect the quality and quantity of our water resources. 

Actions Status updates on actions 

3.2.1 Implement the 
provincially approved 
Source Protection 
Plan. 

Risk Management Plan By-law, fees & incentive program 
approved.  Beginning deployment of Risk Management Plans 
for municipal parking lots near supply wells. Implementing 
Salting Shift social marketing campaign. Reported on Water 
Quantity SPP updated.  Commencing update to assessment 
reports. 

3.2.2 Update the 
Wastewater and 
Biosolids Master 
Plans. 

A new Biosolids Master Plan was developed by engaging key 
stakeholders and the public, to identify a way to manage 
biosolids within the Region to the year 2051. The key 
recommendations from the Biosolids Master Plan include 
short-term onsite storage at the Kitchener, Waterloo and 
Cambridge (Galt) Wastewater Treatment Plants and initiating 
planning studies for future biosolids management programs. 

The Wastewater Master Plan addresses how the Region will 
treat wastewater, plan for growth, and identifies infrastructure 
needs to the year 2051 for the Region’s 13 wastewater 
treatment plants. The recommendations from the Wastewater 
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Actions Status updates on actions 

Master Plan include planning for growth at the Waterloo, St. 
Jacobs, Elmira, Hespeler, and Wellesley WWTPs and 
upgrades to the phosphorus removal treatment process at the 
Waterloo, Hespeler, and Preston WWTPs.  

 

 

3.3 Enhance efforts to improve air quality. 

Actions Status updates on actions 

3.3.1 Reduce 
emissions of 
greenhouse gases 
(GHGs) from Regional 
operations, activities 
and facilities. 

 

The biannual report has been completed. It was received by 
Planning and Works Committee in September 2016. 
Corporate Emissions in year 2015 were reduced by 15% 
compared to 2009 levels. Target is to achieve 10% reduction 
in 2019 compared to 2009. Next progress report will be 
provided in spring 2019 using 2017 year-end emission data. 
The final report will be prepared in 2020/2021 using 2019 
emission data. 

The Region continues to make progress on reducing 
greenhouse gas emissions from Regional operations.  For 
example the Region’s carbon footprint due to biosolids 
operations was reduced by approximately 75% between 2012 
and 2017. The Region also replaced 550 furnaces in social 
housing units in 2016 and 2017. This saves an estimated 
50,000 m3 of natural gas each year and reduces CO2 
emissions by about 95 tonnes per year.  

3.3.2 Work with local 
stakeholders to 
continue to reduce 
emissions of 
greenhouse gases 
(GHGs) at a 
community-scale and 
consider establishing 
a long-term GHG 

A long-term GHG emission reduction target of 80% below 
2010 levels by the year 2050 was recommended by staff and 
community partners based on community consultations.  The 
target was subsequently approved by Regional and Area 
Municipal Councils in the Spring 2018. The next progress 
report on community GHG emissions is planned by end of 
2021 based on actual 2020 emissions compared to the short-
term reduction target of 6% below 2010 emission levels by 
year-end 2020. In the interim, Regional staff will continue to 
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Actions Status updates on actions 

reduction target. 

 

work with community partners to develop the next incremental 
10 year action plan to 2030 which is anticipated to be 
submitted for Council consideration with the 2020 progress 
report. 

3.3.3 Work with local 
stakeholders to 
facilitate the 
development of a 
Community Energy 
Investment Strategy. 

 

The final Community Energy Investment Strategy was 
approved by Area Municipalities and Regional Council in 
January/ February 2018. A Governance Committee comprised 
of senior management has been established with 
representatives from the Region, Area Municipalities and the 
electrical and natural gas utilities servicing this area. The 
committee is currently focusing on securing implementation 
resources through budget commitments, applications to 
external grants and leveraging partner investments and 
interests in specific projects 

 

3.4 Improve the Region of Waterloo’s resilience to climate change and 
/or severe weather. 

Actions Status updates on actions 

3.4.1 Develop an 
adaptation strategy to 
deal with the impact of 
climate change / 
severe weather 
events on the 
Region’s 
infrastructure, 
programs and 
services. 

 

An adaptation strategy has begun at an operational level 
through the development of departmental Standard Operating 
Procedure’s (SOP’s).  Examples include GRT’s Severe 
Weather Plan SOP, Water Operations and Maintenance 
(Water O&M) Flooding SOP, and Water O&M’s Power Failure 
SOP.  Further adaptive strategies include such tools as Water 
O&M’s Water Conservation Bylaw, Sewer Use Bylaw, the 
Regional Official Plan, Hydrogeology & Source Water’s 
groundwater monitoring program and Waste Management’s 
storm water management program.  Longer term adaptive 
management is focused on building resilience through Master 
Plan’s and long term management strategies. 

3.4.2 Collaborate 
with stakeholders to 
develop a community-
wide Climate 

A progress report was provided to the Planning and Works 
Committee in June 2017. The report outlined the Strategic 
Framework for the Community Climate Adaptation Planning 
process using the ICLEI Canada Building Adaptive and 
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Actions Status updates on actions 

Adaptation Plan. 

 

Resilient Communities program in collaboration with area 
cities and the GRCA. An additional update was provided in 
September 2017 to reflect the leveraging of a federal grant to 
complete the adaptation planning over the next 2 years. 

Stakeholder engagement to assess local vulnerability and risk 
is nearing completion and a progress report to Council on this 
stage is expected for Fall 2018. Further consultations are 
occurring with subject matter experts to help determine the 
priority areas warranting further investigation.  From those 
priorities, stakeholder groups and experts will be engaged to 
help determine effective actions to reduce risk and increase 
community resilience and adaptive capacity.                              

 

3.5 Preserve, protect and enhance green space, agricultural and 
environmentally sensitive lands, and Regionally owned forests. 

Actions Status updates on actions 

3.5.1 Work with 
community partners to 
conserve the natural 
and cultural heritage 
to further realize the 
recreational and 
tourism potential of 
green space along the 
Grand River and its 
tributaries. 

Kissing Bridge Trailway: Initial phase of Grand and Conestoga 
River bridge replacement engineering and feasibility study 
completed. Staff working with RTO4 staff to develop next 
phase of bridge replacement strategy. Exploring options with 
G2G Trail Group to allow for new options and alternative 
approaches to funding for bridge replacement. Staff are 
working with adjoining landowners to locate and mark farm 
crossings of the Trailway to ensure user safety.  Tree planting 
is being carried out by steward groups and community groups 
at several locations.  Vegetation management is ongoing in all 
sections of the trail including removal of dead ash trees and 
control of dog-strangling vine. A conservation land trust has 
been established and is moving forward. 

3.5.2 Implement 
Operating and 
Management plans for 
all Regionally owned 

An inventory/sampling review is underway for operating and 
management plans. Removal of dead ash trees at Walker 
Woods and Doon Regional Forests is an operational priority at 
this time due to the hazardous conditions to users. A program 
to control invasive species in Regional Forests is underway. 
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Actions Status updates on actions 

Forests. 

 

The Waterloo Stewardship Network is providing assistance. 

3.5.3 Forge 
partnerships with 
diverse community 
groups to promote 
appropriate recreation 
use and enjoyment of 
our publically 
accessible green 
space (e.g. off road 
cycling groups, 
naturalists, walking 
groups). 

Awareness of and participation in the Hydrocut mountain 
biking trail system continues to grow. There is growing interest 
from the business community as sponsors and contributors to 
Hydrocut trail system. The cycling club has entered into a 
stewardship agreement with the owner of adjacent lands. 
Regional Tourism Organization 4 (RTO4) has expressed 
interest in becoming more involved in coordination with the 
local tourism sector. 

 

3.6 Improve environmental sustainability and livability in intensifying 
urban and rural settlement areas. 

Actions  Status updates on actions 

3.6.1 Create 
additional features in 
the ION corridor to 
enhance place 
making, living, 
working, and travelling 
experiences. 
 
 

A consultant was hired for Brownfield Financial Incentives 
Program Review and Central Transit Corridor (CTC) 
Investment Strategy. Consultation with area municipalities and 
stakeholders is ongoing.  A discussion paper will be prepared 
in Q4 2018.  

The information report entitled “Public Art + Green 
Connections: Place Making in a Regional Context” has been 
completed and will be used to support the development of a 
Public Art Strategy for the CTC and update the Region’s public 
art program policies and processes; as well as an urban 
green-lands strategy connecting ION to the Grand River.  

The ION Public Art Project commissioning process is well 
underway. Fabrication and installation of the artwork is 
ongoing. 
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Actions  Status updates on actions 

3.6.2 Work with Area 
Municipalities and 
other key 
stakeholders to 
create  a linked natural 
system in the ION 
transit corridor. 
 

Gap analysis complete of priority trailhead and active 
transportation connections within the Central Transit Corridor 
(CTC). CTC Place Making initiative (3.6.1) to address 
implementation of priority trailhead connections and propose 
new policies and processes to facilitate place making (public 
art, connectivity, streetscaping and tree-planting). Piloting 
opportunities will be explored. Draft consultant report has 
been prepared. 

3.6.3 Explore 
opportunities with the 
area municipalities to 
improve the 
pedestrian/cyclist 
environment on 
Regional Roads (e.g. 
street furniture, 
shade, lighting, winter 
maintenance, etc.). 

Region Transportation staff launched a study in the summer of 
2017 to consider the development of a pilot network of 
separated bike lanes. Area municipality staff were involved in 
the development of the recommended pilot network. The pilot 
network will be presented to Council in 2019.  Work is ongoing 
with area municipalities to improve trail crossings of Regional 
roads, to consider winter maintenance of cycling and 
pedestrian facilities, and to explore options related to the 
ownership and maintenance of sidewalks on Regional roads. 
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The Region will work with the community to provide quality services and programs to 
improve access to the supports that contribute to a healthy, safe and inclusive 
community.  The Region will continue efforts to improve population health, support 
healthy living, disease and injury prevention as well as enhance community safety and 
crime prevention.  The Region will also increase the range of affordable and supportive 
housing options and mobilize efforts to reduce poverty. Accomplishments include the 
following: 

4.1 Support early learning and child development. 

Actions Status updates on actions 

4.1.1 Update the 
Early Learning and 
Child Care Multi Year 
Service Plan in 
partnership with all 
licensed ELCC 
programs across 
Waterloo Region. 

 

The Early Learning and Child Care Service Plan (2016-2020) 
was approved by Council in 2016. It was developed based on 
feedback from over 1,200 people including parents, service 
providers, and child care operators. The Plan guides the 
delivery of early learning and child care services in Waterloo 
Region. Some highlights of progress made to date include: 
creating 420 new child care spaces for ages 0-4 from January 
2016 to January 2018; reducing parent fees for ages 0-4 in 
participating programs by up to $10 per day through the Parent 
Fee Reduction Pilot; removing the Child Care Fee Subsidy 
waitlist; launching a new Continuous Quality Improvement 
Program (Early Years Engage); and expanding supports for 
children with special needs to access licensed child care. 

4.1.2 Through the 
work of the 
Children’s Planning 
Table collaborate 
with community 
service providers in 
the development of a 
central, virtual 
access point for 
families to locate 
access and utilize all 

Family Compass launched February 2018 and is the go-to 
website to find services and supports for children and youth in 
Waterloo Region. FamilyCompassWR.ca offers the option to 
find information about general services for children and youth 
as well as specialized services for when there is a concern 
about a child or youth’s development (by directing to one of 8 
starting point organizations that supports needs for children 
and youth). Family Compass also offers a link to resources for 
parents through the Parenting Now website.  

The 8 Starting Point organizations have been trained on 
processing requests from the site. Work is underway with 

 

 

https://www.regionofwaterloo.ca/en/living-here/resources/Documents/Childrens-Services-/2016-2020-ELCC-Service-Plan-Accessible.pdf
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Actions Status updates on actions 

services for children 
pre-birth to school 
exit. 

 

eSolutions (site developer) to offer a Google Analytics training 
for the Children and Youth Planning Table and member 
organizations (free of charge) to continue building capacity with 
the system of organizations connected to the Children and 
Youth Planning Table.  

4.1.3 Ensure that 
children have a 
library card, and free 
access to early 
literacy resources 
through a 
collaboration with 
regional and area 
municipal partners. 

 

Through a partnership with Public Health and local libraries, 
"Baby's First Library Card" brochures are being distributed to 
every newborn within our catchment area. Awarded funding 
with other area libraries to extend the project via partnership 
with newcomer and social service agencies. Partner libraries 
will monitor penetration through membership statistics and 
agency feedback. 

 

 

4.2 Mobilize efforts to reduce poverty and the impacts it has on 
Waterloo Region residents. 

Actions Status updates on actions 

4.2.1 Collaborate 
with community 
partners to create 
broad based efforts 
to reduce poverty. 

 

The Region provided funding to support the Social Planning 
Council of Cambridge and North Dumfries to host a 
community-wide forum on poverty reduction in June 2016.  

 

Employment and Income Support (E&IS) is beginning a 
partnership with the Chiropractic community to assist clients in 
their employ-ability. In February 2017 the E&IS Family Support 
Worker Unit became a departmental and community resource 
to assist individuals to receive child support, which will increase 
the household income and assist in reducing poverty.  A six 
month evaluation of the unit showed that, for families accessing 
the Family Support Team, the average increase to household 
income was 57%.  E&IS is redesigning the customer service 
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Actions Status updates on actions 

model on how Ontario Works is delivered in order to move 
clients to independence/self-sufficiency through employment 
and to reduce the number of people living in poverty.  

The Canada Learning Bond Program, which provides funds for 
education for children living in low income, will be marketed to 
all the Community Services programs and the broader 
community.  

A customer service redesign was completed in 2018 and will 
enhance and increase partnerships aimed at assisting people 
living in poverty and increasing their quality of life. An example 
of this includes a community presence/placed based service 
initiative that has staff meeting clients where it is convenient for 
them, thus reducing transportation costs and improving 
access.   

4.2.2 Explore 
options to enhance 
affordability and 
access to transit. 

 

Employment and Income Support and Transit Services in 
partnership are conducting a research study regarding 
affordable transit & poverty reduction. Money was awarded 
from the provincial Poverty Reduction Fund for this research 
study. The University of Waterloo has been named as the 
Researcher and the transit research is currently 
underway.  504 participants have agreed to participate and are 
able to purchase bus passes based on three different reduced 
fare options.  Their experiences with these options will help 
inform us about how reduced fares influence peoples' decisions 
concerning travel decisions and options. This 
research/evaluation project is still going on and is on-track. 
Research will conclude in August 2018 with a final report to 
Council in early 2019.   

4.2.3 Enhance 
Ontario Works 
employment 
outcomes through 
broad collaboration 
with economic 
development, 

The Employment Services model has been redesigned.  The 
new model looks at strengthening partnerships and 
collaboration with external agencies/organizations in both the 
rural and urban areas.  Job descriptions in Employment and 
Income Support (EIS) have been merged in order to have more 
staff in the Caseworker position which will enhance service 
delivery and allow more engaged conversations with clients. 
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Actions Status updates on actions 

employers, Ontario 
College of Trades, 
Employment Ontario 
providers, Chamber 
of Commerce and 
other service 
partners. 

 

Conversations with Economic Development Offices and other 
employment related partners have begun. EIS are currently 
working on a community presence/placed-based service 
initiative and this work is approximately 90% complete. 

 

4.3 Increase the supply and range of affordable and supportive 
housing options. 

Actions Status updates on actions 

4.3.1 Implement the 
Homelessness to 
Housing Stability 
Strategy. 

 

Completed Year 4 of 10 Year Housing & Homelessness Plan 
(2017/18), and released annual 10 Year Plan progress report 
for 2017/18 and Homelessness Highlights. The Housing 
Stability System Assessment will be repeated in Fall 2018 to 
compare to 2014. In 2017/18, there were fewer people served 
in shelter than ever before (3% reduction from previous year) 
but it is taking longer for single households (mostly males) to 
find housing, leading to an increase in bed nights by 12% 
overall for the year. Shelter length of stay increased by 8 days 
for singles and decreased by 6 days for families. Over 2017/18, 
215 people were housed from the Prioritized Access to 
Housing Support (PATHS) waiting list, with 288 remaining. 
Through the Supports To End Persistent Homelessness (STEP 
Home) Team Pilot in Cambridge, 95% of the 62 people served 
remained housed. Data related to reductions in acuity (as 
measured through the Service Prioritization and Decision 
Assistance Tool or (SPDAT) is being transitioned to the new 
HIFIS 4 database, which will allow for more real-time analysis. 

4.3.2 Increase the 
number of affordable 
housing units by 

Since 2014 the Region has addressed the housing needs of 
771 households with 190 new affordable rental units completed 
or under construction, 165 Affordable Home Ownership units 
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Actions Status updates on actions 

implementing the 
Affordable Housing 
Strategy. 

 

and 209 Ontario Renovates loans, and 207 households with 
rent assistance. Ontario Renovates eligibility was expanded to 
include secondary suites and rental units that have Regional 
funding, and Affordable Home Ownership maximum purchase 
price was increased to address the increase in the market, to 
allow more households to participate. 

4.3.3 Work with 
partners to identify 
new policies and 
potential incentives 
to leverage 
development of new 
affordable housing, 
particularly in 
intensification areas. 

 

Staff have conducted research on potential incentives and 
processes, and have had discussions with the Cities of 
Cambridge, Kitchener and Waterloo on affordable housing 
incentives. Housing staff are participating in the Region's 
Brownfield Financial Incentives Program Review and Central 
Transit Corridor Investment Strategy to align potential 
incentives. Bill 7: Promoting Affordable Act passed in 
December 2016, which will amend the Planning Act to include 
the ability to choose to implement an inclusionary zoning 
bylaw, to require new developments to contain a certain 
amount of affordable housing Regulations for inclusionary 
zoning were approved in spring 2018. Staff will bring forward a 
report in the first half of 2019 on the use of this tool and 
proposed affordable housing targets. Staff applied to the 
Province's DC Rebate Program on behalf of 6 eligible Area 
Municipalities.  Staff are working with the City of Kitchener 
(only successful proponent) on implementation (although the 
program is on hold until confirmed by new Provincial 
government). 

 

4.4 Promote and support healthy living and prevent disease and 
injury. 

Actions Status updates on actions 

4.4.1 Work with 
area municipalities 
and other community 
partners, to 
implement the 

Theme Three of the Healthy Kids Community Challenge 
(HKCC) is now complete. A final Theme Three Activity report 
was submitted to and approved by the Ministry of Health and 
Long-Term Care (MOHLTC) in April of 2018, outlining the key 
activities and successes of Theme Three. A Theme Three 
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Actions Status updates on actions 

provincially funded 
Healthy Kids 
Community 
Challenge to reduce 
childhood obesity (0-
12 years of age). 

 

update report is also being submitted to the Community 
Services Committee in June of 2018. 

Theme Four of HKCC, Power Off and Play! Is now underway 
and will continue until September 30, 2018. A total of 39 Action 
Plans have been approved by the Steering Committee, Public 
Health, and the MOHLTC. A Power Off and Play! Challenge 
was recently implemented in June, targeting families and 
elementary schools. Other Theme Four activities include: 

o Presenting live theatre performances to local elementary 
school students to highlight the benefits of reducing screen 
time;  

o Offering no-cost or low-cost recreational and active play 
opportunities, such as School Skates, Swim to Survive 
programming, public skating, pop-up playgrounds, and 
Huron Natural Area field trips; and 

o Hosting a celebration event at the end of the theme. 
4.4.2 Optimize 
Paramedic Services 
to improve service 
standards and 
response times by 
developing an 
updated Paramedic 
Services Master 
Plan. 
 

The Paramedic Services Master Plan was approved by Council 
in October 2016.  Since that time Council approved 2 -12 hour 
units to be added to the service for 2017 and 2 – 12 hour units 
in 2018 with the aim of eventually reducing the unit utilization 
rate to 35 %, as well as improving response times across the 
Region. There were also additional staff added to other areas 
of the division in 2017 and 2018 to assist with performance and 
compliance to legislated standards.  

 With these service increases overall response times in 2017 
improved by 16 seconds (2.8 %) over 2016.  

4.4.3 Work with 
mental health and 
addictions service 
providers in the 
community to 
enhance access to 
these services for 
clients of Region 

Masters of Social Work staff are now embedded in Ontario 
Works service teams. They provide consulting support to case 
managers to help them understand the mental health needs of 
clients. In addition, they provide periodic direct support to 
clients.  

Housing with supports, is a partnership with the Local Health 
Integration Network (LHIN), Thresholds and House of 
Friendship. The first phase has been completed with 10 
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Actions Status updates on actions 

funded programs. 

 

Waterloo Region Housing units filled and supports provided. 
Additional units (up to 20 additional) will come on line in 2018.  

The Ministry of Health and Long Term Care has announced 
funding to address the opioid crisis. Part of the funding will be 
provided to Public Health in order to continue to support 
community planning to address substance use; expand 
naloxone distribution and training to community organizations; 
and to support early warning systems related to opioid 
overdose. A more recent announcement also included items 
such as expanding Rapid Access Addiction Medicine Clinics 
across the province, which provide people with immediate and 
ongoing addiction treatment, counselling and other mental 
health supports.  

The Local Health Integration Network, the Counselling 
Collaborative and the Canadian Mental Health Association are 
designing a project to determine whether the mental health 
collaborative and other community mental health agencies can 
be organized into a system of services. 

 

4.5 Enhance community safety and crime prevention. 

Actions Status updates on actions 

4.5.1 Work with the 
community to 
develop and 
implement actions to 
engage youth, 
particularly those 
who are currently 
disengaged or hard 
to reach. 

 

A literature review regarding best practices in youth 
engagement has been completed. The discovery of a 
successful model in Iceland in upstream prevention led to 
several well attended community events brought to the 
community in partnership with University of Waterloo, Wilfrid 
Laurier University and the Kitchener Public Library to bring 
research knowledge and increase community stakeholder 
engagement.  A task-force has been created to further develop 
and implement the strategy. A review regarding best practices 
in youth engagement coupled with knowledge about emerging 
trends during the opioid crisis led to a significant re-frame of 
the overall strategy which now consists of four distinct areas 
including the positive impact of recreation. These research 
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Actions Status updates on actions 

findings were brought to Council in August 2018.  Focus group 
discussions with youth who use substances (funded by the 
Waterloo Wellington Local Health Integration Network) were 
completed early in the summer and a report will be coming in 
the fall 2018.   

 

4.5.2 Stimulate 
community 
interventions that 
decrease the risk 
factors for crime and 
victimization with a 
special focus on 
inequality, exclusion 
and stigmatization. 

 

With the Good Samaritan legislation passed a fact sheet and 
wallet card have been developed to ensure that community is 
informed about the salient points of the law. Waterloo Region 
Crime Prevention Council (WRCPC) supported efforts in the 
community resulting from the current opioid crisis. The Justice 
dinner continues to be hosted annually and the 2017 dinner 
was hosted in partnership with women from GVI and started 
the #togetherwerockwr connection between the community and 
women in correctional facilities.   

Collaborative efforts with members of the African Caribbean 
Black (ACB) and the rainbow community among other groups 
are examples of WRCPC’s continued engagement with issues 
of equity and belonging. As a result of these experiences and 
the available research knowledge the "prevention value 
statement" of WRCPC includes equity as a key concept for 
action and also features a video created for sector leaders.  

Additionally WRCPC has continued to support "at risk" 
neighbourhoods upon request. While such efforts advance the 
connection between inequality and community safety/well-
being, many influencing factors are outside of the scope of the 
Region.  Understanding that inequality relates to public safety 
has however increased and the evaluation of the Smart on 
Crime in Waterloo Region plan should bring greater clarity on 
the extent level of this impact.  
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Responsive and Engaging Government Services 

The Region will strive to inspire public trust by engaging citizens and collaborating with 
community partners to foster meaningful and open conversations about Regional 
programs and services.  The Region will attract, recruit and retain a skilled, engaged 
and caring workforce that delivers excellent citizen-centered services to meet the 
diverse needs of the community.  Organizational processes, facilities and resources will 
be reliable, cost efficient and effective, and will strive to provide excellent value to the 
community. Accomplishments include the following: 

5.1 Enhance opportunities for public engagement, input and 
involvement in Regional decision making. 

Actions Status update on actions  

5.1.1 Evaluate and 
implement a 
common e-
engagement 
platform with online 
discussion forums, 
surveys, virtual town 
halls and other 
interactive features. 

 

The Engage Region of Waterloo platform was launched in 2016. 
Since that time the Region has posted over 40 topics with 
almost 2000 participants providing input, and over 15,000 
unique visitors.  The online public engagement tool has been 
successfully used by several departments to gather input on 
issues such as child care, early years centres, community 
wellbeing, Regional budget, Region’s website, energy, 
transportation planning, transit network, LRT routes, Transit 
Hub, Library Service Plan, Schneider Haus, Biosolids Strategy, 
public art, Airport Master Plan and a Strategic Plan update. 
While the uptake was has been very positive, the cities and the 
Region wanted to ensure the platform that is used is the best 
option available to meet our evolving needs. As our contract 
with our current online public engagement vendor was expiring, 
we conducted an RFP in collaboration with the area 
municipalities. A new vendor was selected and the new tool will 
be launched in late Fall 2018. 

5.1.2 Build staff 
capacity to plan and 
conduct effective 
public  engagement 

In class training is being offered twice per year to increase 
staff’s capacity to develop and deliver effective public 
engagement.  Additional in person training and resources have 
been delivered and developed to increase staff’s knowledge and 
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Actions Status update on actions  

processes by 
providing training 
and other tools. 

skills in delivering effective online public engagement. A 
community of practice is also being established to support 
staff.  Consultation on best practice information and general 
public engagement advice is also available.   

5.1.3 Upgrade the 
Region of Waterloo 
website to 
incorporate up-to-
date online 
technologies that 
include applications 
to provide better 
opportunities for 
public engagement 
and accessibility on 
mobile platforms. 

 

The Regional website project is complete for all Regional 
websites including sites for, Grand River Transit, Museum, 
Library, Immigration Partnership, The Region of Waterloo 
International Airport and the main corporate site. The Region’s 
websites are accessible, drafted in plain language, have 
enhanced features for internal search, and content has been 
arranged according to function (as opposed to internal structure) 
making the sites more user friendly.  The Waterloo Region 
Museum, Schneider Haus National Historic Site and McDougal 
Cottage websites recently won a Hermes Creative Platinum 
Award, the highest distinction in the competition for its recently 
update website launched early in 2018. Grand River Transit 
captured a Hermes Creative gold award for its revamped 
website launched late in 2017. The Hermes Awards is an 
international competition recognizing excellence in marketing 
and communications. 

5.1.4 Develop plain 
language tools, 
training and 
guidelines for 
employees to 
ensure that 
Regional information 
and materials are 
accessible and easy 
to understand. 

SimplyClear provided plain language training for 
communications staff.  Additional plain language training was 
provided for staff involved in the website upgrade project. Plain 
language tools are available on employee portal.  Training was 
also provided to website staff on Siteimprove’s readability 
module in 2017. 
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5.2 Provide excellent citizen-centered services. 

Actions Status update on actions  

5.2.1 Explore 
initiatives that will 
improve access to 
services for key 
populations and in 
community settings 
such as rural areas 
and underserviced 
areas. 

 

Staff are participating in forums where rural needs are being 
discussed to continue to understand issues.  Planning is under 
way to hold consultations through Rural Realities network as 
opportunities for consultation arise. The Region continues to 
look for ways to ensure that the needs of citizens across both 
rural and urban centers can be met in a manner that is both 
effective and consistent.  Planning Development and Legislative 
Services and Human Resources and Citizen Service will be 
working to identify service opportunities utilizing different 
locations, such as the Library system to create spaces where 
Regional Services can be accessed through alternative modes 
e.g. kiosks. 

5.2.2 Build local 
partnerships to 
deliver Regional 
staff training that 
improves access 
and service 
satisfaction for our 
diverse community. 

 

Many Region of Waterloo staff training programs have been 
made available to external partners including Waterloo Region 
Police Services and local area municipalities. To date, 86 
employees from local area municipalities have attended the 
training. The Region sponsored a half day training session for 
local area municipalities, with an international expert on 
increasing awareness of diversity and inclusion. In 2016 and 
2017 the Region sponsored Violence and Harassment 
Prevention training with a local expert; piloted Positive Space 
training to increase awareness for the LGBTQ community with a 
subsequent session to be offered to local municipalities; 
launched new diversity and inclusion and complaints de-
escalation training and, conducted training on changes to 
provincial legislation for staff. Throughout 2018, community 
leads of the Area Senior Human Resources Network have been 
attending demonstrations of products to support greater mental 
health support in the workplace. 

5.2.3 Enhance 
consumer 
protection, safety 
and security through 

In the fall of 2016 a new taxi by-law was passed by Regional 
Council.  The by-law regulates all vehicles for hire including 
ride-sharing companies.  The purpose of these regulations was 
to ensure consumer protection and passenger safety, resolve 
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Actions Status update on actions  

a streamlined, 
modernized by-law 
and fees structure 
that governs all 
“vehicles for hire”. 

issues related to accessibility and develop appropriate 
regulations for the industry.  The by-law preparation included 
public consultation focused on taxi license limits, different 
classes of taxi, fares and tariffs, market competition, defining 
good driving and safe vehicles, and understanding the role of 
the Region as a regulator.  The modernized by-law created a 
“level playing field” for all taxi types. 

5.2.4 Continue to 
collaborate with the 
Immigration 
Partnership to 
improve accessibility 
and inclusion in 
regional programs 
and services.  

A presentation was developed jointly by the Region of Waterloo, 
city staff and the Immigration Partnership.  Fifteen sessions 
were delivered jointly to 506 newcomers to encourage access to 
and involvement in municipal services and programs.  Citizen 
Service and Immigration Partnership also collaborated to 
provide training to regional staff on improving service to citizens 
with a focus on understanding refugee clients. 

5.2.5 Implement 
the age friendly tool 
to ensure the 
Region’s programs 
and services are 
providing respectful, 
age friendly services 
to older adults. 

A 5 year Diversity and Inclusion Plan has been developed which 
includes requirements for an Accessibility for Ontarians 
Disabilities Act as well as actions related to older adults.  Staff 
and community were consulted on the development of the 
actions in the plan including representatives from agencies that 
serve seniors.  A Diversity and Inclusion Policy was also 
developed and approved for the organization.  This plan 
includes actions to improve services for seniors and an age 
friendly tool was incorporated into the Welcoming Spaces tool. 

 

5.3 Attract, support and retain skilled, engaged and diverse 
employees. 

Actions Status update on actions  

5.3.1 Develop a 
strategy that 
identifies critical 
employee positions 
and long term 
recruitment 

A Talent Management Strategy has been created to ensure the 
Region develops a focused approach to attracting, retaining and 
developing people who have the aptitude and abilities to meet 
current and future organizational needs. The strategy includes 
an analysis of the workforce based on retirement projections, 
vacancy risk and the identification of key priority positions that 
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Actions Status update on actions  

strategies to ensure 
a depth of qualified 
candidates and 
good succession 
management to 
address 
demographic 
changes in the 
organization. 

are critical to the Region's success. Customized recruitment 
strategies have been developed for key priority hard to fill 
positions and development planning has begun for some areas.  
Discussions will continue with senior leadership as vacancies 
come available and the need arises. Opportunities for 
development are supported by talent management tools, 
mentoring, development assignments and corporate training 
opportunities that are available on the Region's Learning at 
Work calendar. 

5.3.2 Build greater 
leadership skills 
within the 
organization to 
effectively manage 
the human 
resources of the 
corporation to meet 
the needs of clients 
and the community 
by engaging staff 
and ensuring quality 
client experience. 

In 2016, the Region completed an evaluation of existing 
Management training programs to evaluate needs and identify 
gaps in current programs. As a result a number of initiatives 
were developed to build greater leadership skills within the 
organization. 

• In 2017, a new program for employees considering and/or 
aspiring to leadership called “Is Management For Me?" was 
implemented. This has become one of our most popular 
programs growing from 2 to 4 offerings a year with a total of 181 
participants. 

• In 2017, the online leadership development tool “Harvard 
Manage Mentor” was renewed for 3 years at 50 participant 
licenses per year. In 2018 licenses were redistributed to 
participants of the Region’s Management Leadership 
Development Program and Is Management for Me? program, 
increasing usage to 61% to date.  

• In 2017, recommendations for modernizing our Management 
Leadership Development Program were presented to CLT. 
Minor updates to the program were approved and will be 
implemented in fall 2018. 

• The Region is currently exploring options for developing 
training programs for employees moving from 
operations/technical roles into management and how to 
interview for management positions.   

• A formal mentorship program will be implemented in January, 
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Actions Status update on actions  

2019. 

 

 

5.4 Ensure regional programs and services are efficient, effective and 
provide value for money. 

Actions Status update on actions  

5.4.1 Develop a 
customer feedback 
and complaints 
management 
system to ensure 
that citizens receive 
the best service 
possible from 
Regional programs 
and services. 

 

A model has been developed for ongoing customer feedback.  A 
list of services has been approved that will be measured over 
time to track customer satisfaction.  Work has begun with 
various programs to launch customer feedback: paramedic 
services, Information Technology Services and Employment 
and Income Support (EIS).  Guidelines have been drafted to 
guide all customer satisfaction research at the Region. 
Complaints guidelines have been developed and approved. 
Implementation with Roads, Grand River Transit, Housing, 
Waste, Water Service and EIS has begun. Deescalation training 
has been launched. An online form is available for the public to 
submit complaints as well as through the Service First Call 
Centre. 

5.4.2 Create an 
office of Corporate 
Performance to 
enhance the 
organization’s focus 
on performance 
measurement and 
performance 
improvement. 

 

The Office of Corporate Performance was created with the 
hiring of a manager in May 2016. Internal Audit, which is part of 
the Office of Corporate Performance, has recently commenced 
a new approach to developing a three-year audit plan, using a 
risk-based method.  

The Corporate Leadership Team has adopted Lean Six Sigma 
as the Region's overall performance improvement methodology. 
The Office of Corporate Performance has delivered Lean Six 
Sigma training and coaching to over 75 employees across the 
Region in the last two years. These trained individuals have led 
over 60 improvement initiatives, resulting in an estimated cost 
avoidance of over $320,000 annually. 

A performance management framework was piloted within two 
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Actions Status update on actions  

Departments/Divisions in 2017, specifically Human Resources 
and Citizen Service, and Facilities and Fleet Management within 
Corporate Services. The performance management framework 
integrates and aligns strategy management, 
program/operational management, and process management 
(“daily management”) with performance measures and 
continuous process improvement and innovation. Next areas for 
implementation are currently being identified.  

5.4.3 Look for 
opportunities to 
streamline service 
delivery with area 
municipalities. 

 

Partnerships with area municipalities continue:  Joint process for 
conversion to LED streetlights; exploring joint training/leadership 
development opportunities. Exploring joint service delivery and 
call center options. Some planning approvals have been 
transferred to area municipalities and transfer of more are being 
considered. Completed the joint procurement of an emergency 
notification system, which is now being implemented.  Region 
and all area municipalities supported the renewal of the 
Waterloo Region Economic Development Corporation 
(WREDC), and the joint development of a proposal of the 
Federal Smart Cities Challenge. 

5.4.4 Strengthen 
the Region of 
Waterloo’s capacity 
to innovate and 
develop new 
efficient and 
effective solutions to 
the changing needs 
of the diverse 
community. 

Management has had several sessions to discuss and identify 
actions that will help support a culture of innovation at the 
Region.  A leadership team worked together over the past year 
to develop action plans to help foster and support a culture of 
innovation at the Region. Over 200 staff from across the 
organization have been trained to deliver tools that support the 
creation and identification of innovative actions. Staff stories 
have been collected and displayed on the employee portal in 
order to highlight challenges and successes.  Workshops were 
held to teach the innovation tools to staff over the past year. A 
Mandate for Innovation was developed to help support a 
mindset for innovation to go along with the toolkit that staff were 
trained on. 
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