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Region of Waterloo  

Office of the Chief Administrator 

Internal Audit 

 

To: Chair Sean Strickland and Members of the Administration and Finance 
Committee  

Date: September 15, 2015     File Code: A32-40/RSR 

Subject:  Service Review – KPMG’s Final Report 

Recommendation: 

That the Regional Municipality of Waterloo hold a Public Input Meeting on Wednesday 

September 30, 2015 at 7:00 pm in the Regional Council chambers, for the purpose of 

hearing public feedback regarding the KPMG Service Review recommendations, as set 

out in Report CAO-IAU-15-06. 

Summary:  Nil. 

Report: 

Background: 

On January 15, 2014, Regional Council adopted the following resolution regarding a 

potential Regional Service Review: 

“Be it resolved that the Regional Municipality of Waterloo tender for and secure the 

services of a third party consulting firm to conduct a service review of all Regional 

services and programs, that this review be led by a subcommittee of Regional Council 

and the CAO and that the third party consulting firm report to Regional Council with the 

purpose of finding efficiencies in the delivery and overall service levels of Regional 

services and programs and that the CAO report back by the Summer of 2014 with a 

report detailing the scope of work and RFP for review.”
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On June 25, 2014, Regional Council approved undertaking a Regional Service Review 

under the direction of the Audit Committee.  The overall purpose of the Service Review 

is to ensure that the Region’s services provide the best value to the community. 

The Service Review addresses questions such as: 

 Is the organization providing the desired level of service as efficiently as possible? 

Are there ways to provide the desired services more efficiently? 

 What programs and services should the organization be providing?  

 Because of changing circumstances, are there programs or services that the 

organization should no longer be providing?  

 For those programs and services that the organization continues to provide, what 

“level of service” should be provided? 

 Are there mechanisms of continuous improvement that could be implemented to 

improve the efficiency and effectiveness of service delivery on an ongoing basis? 

The Service Review was designed around these questions and encompasses all 

Regional services with the exception of Waterloo Regional Police Service which is 

governed by the Police Services Board. 

A Request for Proposal (RFP) was prepared in order to engage a consulting firm to 

undertake the Service Review.  The RFP was reviewed by the Audit Committee, and 

issued in late July, 2014.  Consultant submissions were evaluated in accordance with 

the Region’s Purchasing By-law which included quality and price factors.  The 

Evaluation Committee was comprised of the Audit Committee and several senior staff 

members. 

Based on the recommendation of the Audit Committee, in October, 2014, the Region 

awarded the proposal to KPMG through the CAO’s Office and advised Council (Report 

CA-14-011). 

The Steering Committee for the project has consisted of the Audit Committee, two 

additional Regional Councillors and appropriate senior staff.  The Steering Committee 

has provided oversight of the project, and has reviewed and provided input to draft 

documents at key milestones.   

Methodology and Approach: 

Summary of Key Project Tasks & Phases  

The following is a summary of the key project tasks and phases.  The Service Review 

was organized into five key phases, which are outlined below. 
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Phase One:  Project Planning  

The first phase of the project consisted of working with KPMG to refine the project 

approach.  These activities took place in October and November, 2014.  The overall 

goal of the service review is to determine whether the Region is providing the best value 

to the community, or how the Region could provide even better value.  Specific project 

objectives include: 

 Understand whether the Region is providing the desired level of service as efficiently 

and effectively as possible, and identify ways to enhance the efficiency and 

effectiveness of the Region's services. 

 Identify whether there are any changes to the levels of service the Region should 

consider. 

 Recommend mechanisms of continuous improvement that can improve the 

efficiency and effectiveness of Regional service delivery on an ongoing basis. 

The project planning phase helped to clarify and document the project goals and 

objectives, project principles, scope and timing of the deliverables. 

Phase Two:  Service Profiles 

The second phase of the study consisted of the development of an inventory of 

programs and services provided by the Region using the Municipal Reference Model.  

KPMG facilitated working group sessions with senior staff to ensure that the requested 

information required for the service profiles was understood by the affected Regional 

Staff.  Service profiles were completed by March, 2015 for each of the seven 

departments and were made available on the Region’s website and in the Councillor’s 

Library. 

Each service profile contains the following:  service name and purpose, service 

description, service levels, financial and performance data and rationale for service level 

assessment and service data (i.e. mandatory, essential, traditional, other discretionary).  

Some of the information in the service profiles was provided by Regional staff; 

information was also provided by KPMG. 

Phase Three:  Benchmarking and Data Collection 

The benchmarking, initial public engagement and data collection phase took place from 

January to March 2015. 

This phase consisted of analyzing the municipal context within which the Region 

operates to determinate relevant factors that could influence the need for change.  
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Furthermore, the identification of leading practices allows for service delivery options to 

be informed by the experiences of comparable municipal organizations.  This phase 

included the consultant surveying a number of comparator municipalities followed by the 

benchmarking of Regional services to identify opportunities for improved efficiency and 

effectiveness. 

With input from KPMG and the Steering Committee, it was proposed that the initial 

public engagement and input to the Service Review would include the methods noted 

below.  These public input opportunities were designed so that the input could inform 

both the Service Review and the Region’s 2015-2018 Strategic Planning process. 

a) Public Survey – Through a competitive RFP (Request for Proposals) process the 

Region engaged Environics to conduct a statistically reliable phone survey.  

KPMG provided input regarding survey questions which has informed the Service 

Review.  Data collected from the public survey was provided to KPMG for review 

and consideration as a part of the analysis phase of the Service Review. 

 

b) On-line Engagement – the Region hosted an on-line engagement forum to solicit 

broad public input regarding the Strategic Plan and the Service Review.  The on-

line forum encouraged responses to both open-ended questions and survey-type 

questions.  Data collected from the online engagement was provided to KPMG 

for review and consideration as a part of the analysis phase of the Service 

Review. 

This phase concluded with the preparation of KPMG’s Service Review Interim report.  

The Interim Report includes a project overview and the service profiles.  At the same 

time, staff provided a Service Review Update to A&F Committee (Report CAO-IAU-15-

03).   

KPMG’s interim report included the following initial findings and observations: 

“1. Corporate Support & Participation 
Thus far in the project there has been comprehensive participation from all 

levels of the Region of Waterloo.  The quality of information and insight 

provided from government officials has been high, resulting in reliable, 

thorough profiles of services.  The preparation of service profiles is labour 

intensive and can cause the project to fall behind schedule.  It is a 

compliment to Regional Staff and the Steering Committee that the service 

profiles were competed on time according to the master project schedule. 
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2. Benchmarking 
With respect to the benchmarking against other regional governments, the 

Region compares well to its municipal peers. When benchmarked against 

Halton, Durham, Peel, York and Niagara, the Region typically ranks in the 

mid-range for FIR comparisons.  The few services where the Region of 

Waterloo’s costs were higher than its comparators (for example, child care, 

long term care, social service benefits) are still undergoing analysis to ensure 

completeness and accuracy. 

 
3. Emerging Opportunities 
At the mid point in the project, it is apparent that the Region of Waterloo is a 

well managed organization with good governance practices.  Accordingly, it is 

necessary to indicate that there is no low hanging fruit to offer Council as 

easy wins for cost savings or improved service delivery.  The low hanging fruit 

has been picked through by previous Councils and Regional leadership.  The 

majority of opportunities appears to be transformational and will require some 

difficult decisions on the part of Council and the Region’s corporate leadership 

team.” 

Phase Four:  Analysis 

In this phase, KPMG identified a list of over 90 potential opportunities for improvements 

in efficiency, effectiveness and/or service levels.  The Service Review scope of work 

required KPMG to complete more in-depth analysis on 5 opportunities for improvement.  

KPMG worked with the Service Review Project Steering Committee and Council to 

identify the most promising opportunities for improvement (top five opportunities).  

KPMG then conducted a deeper analysis regarding these top opportunities for 

improvement.  The deliverable from this phase was the development of 

recommendations that could improve the efficiency and effectiveness of Regional 

programs and services; recommendations of continuous improvement tools that could 

be implemented; and, possible changes to service levels that more effectively balance 

cost and benefits and any other opportunities for cost savings or cost recovery. 

During this phase, additional public engagement took place in the form of online 

engagement via the Region’s Strat Chat online forum.  The public had the opportunity to 

review the completed service profiles and interim report and provide feedback to 

improve the efficiency and effectiveness of Regional programs and services, and 

changes to service levels.  This information was collected and provided to KPMG for 

their consideration.   

The analysis phase took place from April to July, 2015. 
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Phase Five:  Final Report and Presentation 

In this phase, KPMG summarized all of the work completed during the previous phases 

and developed a final report with an executive summary, project overview, approach & 

methodology, in-depth analysis of five opportunities, conclusion and prioritization of 

opportunities.  KPMG’s final report is included as Appendix 3 to this staff report.  The 

final service profiles are not appended but are available separately on the Region of 

Waterloo’s website for review by the public at: 

http://www.regionofwaterloo.ca/en/regionalgovernment/standingcommittees.asp.  This 

report, including KPMG’s Service Review Final Report, will be posted on the Region of 

Waterloo’s website for review by the public at: 

http://www.regionofwaterloo.ca/en/regionalgovernment/standingcommittees.asp.  

Opportunities for Improvement: 

KPMG has noted in their Final Report that “the Region of Waterloo is a well managed 

organization with good governance practices.  Accordingly, it is necessary to indicate 

that there is no low hanging fruit to offer Council as easy wins for cost savings or 

improved service delivery.”  

 

Phase 4 of the project included the analysis and identification of opportunities for 

improvement.  Using the service profiles and its knowledge of leading practices in local 

government, KPMG identified a long list of opportunities for improved efficiency and 

effectiveness in the delivery of Regional services; some of which were already 

underway, and some required further analysis.   

 
Each opportunity was evaluated using a range of criteria including: 
 

 Operating Dollar ($) Impact - Estimated impact on operating budget. 

 Capital Impact - Estimated impact on capital requirements. 

 Barriers To Implementation - Barriers, issues or obstacles to implementing the 

opportunity. 

 Recent Reviews - Recent reviews or studies conducted that provide insights on 

the opportunity. 

 Comparator Analysis - An assessment of service performance against 

comparable organizations, industry standards or leading practices. 

 Strategic Program Alignment - The opportunity aligns with the objectives and 

values of the Region, the service, Official Plan and/or a council priority/ies. 

 Client/ Customer Impact - The impact of the opportunity on the number of clients, 

customers and/or people and the extent of the impact. 

 

http://www.regionofwaterloo.ca/en/regionalgovernment/standingcommittees.asp
http://www.regionofwaterloo.ca/en/regionalgovernment/standingcommittees.asp
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The long list of opportunities was categorized into three groups: 

1. Opportunities Underway or About to be Implemented (Appendix 1).  These 

opportunities were either underway prior to the start of the Service Review or are shortly 

being initiated.  Accordingly, there is limited value in considering these opportunities for 

further in-depth analysis by KPMG. These opportunities are listed in Appendix 1, along 

with a brief description of work underway or planned. 

2. Opportunities Requiring Additional Investigation / Follow-up (Appendix 2).  

These opportunities are not candidates for further in-depth analysis by KPMG, but may 

warrant follow-up by staff to determine whether implementation is warranted in some 

other way.  These opportunities are listed in Appendix 2 along with a brief description of 

the next steps and timing anticipated by Regional staff to further explore these 

opportunities. 

3. Opportunities which do not merit further follow-up or action.  These 

opportunities were rated “No Further Action” for the following reasons: another 

opportunity addresses the issue better, they would have too great an impact on clients, 

the barriers to implementation are too significant, or simply the ideas lack sufficient 

merit to pursue. 

 

As noted under next steps, staff will report back to Council at appropriate milestones 

regarding the status of the opportunities noted in Appendices 1 & 2.  In addition, staff 

will report annually on the status of all the opportunities listed in those appendices. 

   

A working session with the Steering Committee took place to review each of the 

opportunities and determine the five opportunities most appropriate for more in-depth 

analysis.  The Steering Committee selected the following opportunities as being the 

most appropriate for greater analysis (in no particular order): 

 

 Review Employment Ontario contract. 

 Consider sharing IT services with area municipalities. 

 Review road maintenance compensation. 

 Optimize Airport commercial value. 

 Review child care service delivery. 

Top Opportunities Summary 
Top Five Opportunities, Recommendations and Implications Regarding 
Implementation: 
 
KPMG prepared a more detailed analysis for each of the top five opportunities as 

described in their Final Report (Appendix 3).   
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The following is a summary of each of the five opportunities, KPMG’s recommendations 

and potential implications regarding implementation identified by Regional staff. 

Summary 
Opportunity #1:  Review Employment Ontario Contract 
 
Employment Ontario is a program administered by the Ministry of Training, Colleges 

and Universities (MTCU) and delivered by multiple contract agencies in each 

community.  The Region has chosen to be one of 14 organizations delivering EO 

programs within Waterloo Region; it is under no obligation to remain one.  The EO 

Program offers training and skills development, employment preparation, work 

experience, and job search initiatives.  MTCU is the primary funder of the Employment 

Ontario program, but the MTCU funding does not fund the full cost of delivering the 

programs to meet specified targets.  The Region of Waterloo has a contract with MTCU 

to provide employment services that expires Mach 31, 2016, and the Region subsidizes 

from property taxes the delivery of the program by approximately $384,000 per year. 

 

The majority of comparator regional governments do not deliver Employment Ontario 

services.  Of the comparator regional governments that have been analyzed for this 

service review (Niagara, Peel, Halton, York & Durham), only the Region of Waterloo 

and Halton Region have any involvement with the direct delivery of Employment Ontario 

services. 

 
 
KPMG’s Recommendations: 
 
Recommendation #1: That the Region of Waterloo not renew its contract for direct 

delivery of Employment Ontario services at the conclusion of the current contract 

(March 31, 2016).  

 
Implications Regarding Implementation: 
 
The Region of Waterloo is one of six Consolidated Municipal Services Managers 

(CMSM) operating Employment Ontario programs and services in Ontario.  The 

combination of both Employment Ontario and Ontario Works Employment programs 

ensures that clients of Ontario Works, who do not typically fare well in other 

employment programs, are provided with access to the benefits of both programs while 

working with employment staff who understand the significance of the employment 

barriers OW clients face.  Although a significant benefit, it limits client exposure to other 

programs that may well be equally beneficial.  De-linking these programs presents an 

opportunity for the Region to work more closely and toward stronger partnerships with 
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other Employment Ontario providers that may well enhance opportunities for clients, 

enhance responsiveness, efficiency and effectiveness across the employment services 

continuum. 

 
Currently, the Ontario Works Employment and Employment Ontario programs are 

integrated within the Community Services Department.  Efforts will be required to 

separate the programs.  This can very likely be achieved before the end of the current 

contract. 

 

Impacts to the volume of Employment Ontario services available to clients will be 

minimal in that the early indication from the Ministry of Training Colleges and 

Universities is that the funding for services will remain within Waterloo region.  There 

are 13 other Employment Ontario service providers through the region.  This will mean 

that Ontario Works recipients will have to work with other program providers in order to 

obtain these services rather than have access to both programs in one location. 

 
Opportunity #2:  Shared IT Services 
 
Currently most IT services with the region are delivered independently by the Region 

and the area municipalities.  However, there are numerous examples of inter-municipal 

collaboration between the Region and the area municipalities, including the Waterloo 

Region Education and Public Network (WREPNET), shared Wireless Network Services, 

Traffic Signal pre-emption technology, the Service First Call Centre, Emergency 

Management Software, a joint web development group, and shared Vehicle Collision 

Reporting.  Such initiatives are typically managed through the Inter Municipal IT 

Collaboration Group. 

 

To evaluate opportunities for improved efficiency and effectiveness, KPMG analyzed 

data that was provided by the IT departments in the Region, City of Cambridge and City 

of Waterloo.  Through this data analysis, KPMG identified three main candidates for 

migration to an IT shared services delivery model: 

 

 Datacenter infrastructure services (excluding network and telecommunications). 

 IT service desk. 

 Deskside support services. 

 
KPMG has indicated that a shared service delivery model for shared data centre and 

service desk/deskside support services could provide the following benefits: 

 

 Currently, the Region of Waterloo (ROW), City of Waterloo, and City of 

Cambridge have their own data centers.  In KPMG’s experience, given the size 
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of these entities, they anticipate that the performance of these data centres will 

be less than optimal, i.e. they will likely have unused capacity or insufficient 

capacity to manage their needs. A shared model would allow both the ROW and 

the area municipalities to maintain a single data centre and save on operational 

costs while maintaining capacity for growth as required. 

 The Region’s IT service desk utilizes Information Technology Infrastructure 

Library (ITIL) practices which have not been adopted by City of Waterloo or the 

City of Cambridge helpdesks. A shared IT service desk could enhance the level 

of services as well as move to a common standardized IT Service Management 

(ITSM) software for cost sharing and savings. 

 There are long term opportunities and benefits associated with a shared services 

model for business and IT applications (e.g. utilizing the same financial system, 

common application development and testing tools).  Once a shared data centre 

and service desk/deskside support services is in place, it is much easier to 

develop the sharing of business and IT applications. 

 
KPMG’s Recommendation: 
 
Recommendation #1:  That the Region and interested municipalities (invite all area 

municipalities to participate) conduct a detailed review to further explore the feasibility of 

a shared data centre, and a shared service desk and deskside support service as a first 

step to expanded  collaboration. 

 
Implications Regarding Implementation:  

As noted above, there are numerous examples of inter-municipal collaboration between 

the Region and the area municipalities through the Inter Municipal IT Collaboration 

Group comprised of the Region and the seven area municipalities.  Implementation of a 

shared data centre and/or service desk could initially be discussed by this group to 

assess, on a more detailed basis, the interest, willingness and extent of opportunity for 

cost savings and/or service improvements.  The Region is in the process of recruiting 

for a new Director of Information Technology Services, and this Director would facilitate 

this collaboration with the area municipalities.  A shared data centre could be an 

excellent idea to consider if one of the partners was considering a major near term data 

centre investment.  A consolidated data centre could then also incorporate requirements 

from other municipalities who might be planning their own investments in the medium 

term.  The Region would undertake to include all area municipalities in future 

discussions.  From a risk perspective, restructuring Help Desk and Desk Side potentially 

poses greater risks to front line service delivery, as these functions are the “face” of IT 

service in any organization.  Any implementation challenges can cost users significantly 

in terms of service levels and confidence in IT as a whole.  These services carry a major 
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burden/responsibility in terms of overall service delivery, and any changes in how they 

are delivered would need to be carefully considered. 

Opportunity #3:  Road Maintenance Compensation 
 
The Region has historically directly delivered road maintenance services on Regional 

roads in the four Townships but has contracted with the three cities for road 

maintenance service on Regional roads within the urban areas.  In the rural Townships, 

the Region operates its own road maintenance facilities.  The result is that in the 

Townships there are two sets of equipment and work crews for either Regional roads or 

Township roads. 

 

The Region is responsible for the maintenance of the regional roads within the three 

cities, but has chosen to contract much of the work to the cities.  This avoids having two 

jurisdictions maintaining roads as in the Townships. 

 

Between 2010 and 2014 the road maintenance agreement between the Region and the 

3 cities provided payment for actual costs (plus 7%) of winter maintenance and a fixed 

price per km for summer maintenance.  In the past year, the Region and the three cities 

signed a new five year agreement to cover the period from January 2015 to December 

2019. Some of the key changes to the current agreement are as follows: 

 

 Grass and weed control along Regional roads is excluded since it requires the 

cities to engage extra staff in the summer. 

 The costs of direct supervision (e.g. forepersons) will be included in the costs to 

be paid by the Region. 

 Incentives to the cities for efficient summer and winter operations based on 

agreed upon clauses. 

 The agreement provides that the area municipalities will perform the following 

work on Regional roads: 

 Road patrolling. 

 Summer maintenance including surface maintenance (pothole repair), 

shoulder maintenance, street sweeping, spring cleanup, and right-of-

way drainage including catch basin and manhole maintenance. 

 Winter snow and ice control. 

 Emergency response (e.g. accidents, washouts, spills, trees, debris, 

etc.). 

 Leaf pickup and disposal and any preventative maintenance as 

agreed to by the Region. 

 The agreement also continues to exclude the following: 
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 Sign installation and maintenance. 

 Line painting and crack sealing. 

 Traffic control signal maintenance. 

KPMG’s Recommendation: 

Recommendation #1:  Restructure the road maintenance agreement based on the 

following principles to reduce the cost of road maintenance operations for the citizens of 

Waterloo Region: 

 

 Establish the same rate structure for all participating area municipalities. 

 Make the rate a combination of a fixed amount per km and a variable amount per 

km. 

 The variable payment should be tied to the Environment Canada reported 

snowfall record. 

 Municipalities should be able to manage expenses and retain any savings, 

subject to meeting the established service level. 

 The above changes can be implemented in the short term with any municipalities 

that agree, or introduced as part of the next contract negotiation. 

 That the Region explore with the Townships the desire to merge road operations 

by having the Region purchase services from the Townships – or sell services to 

the Townships. 

 
Implications Regarding Implementation: 
 
The current maintenance agreements between the Cities and the Region covers the 

period from January 2015 to December 2019.  As noted by KPMG their 

recommendations can form part of the negotiations for a new maintenance agreement.  

Implementation will be dependent on agreements being reached with the Cities. 

 

Integrating road operation and maintenance activities between the Region and one or 

more of the Townships would require the careful consideration of the following issues: 

 

1. If one or more but not all of the Townships wished to consider operating and 

maintaining Regional Roads on the Region’s behalf, potential savings may not 

materialize as the Region would still have to maintain and operate roads in one 

or more Townships (i.e. economies of scale would not be reached).  The same 

could also be true if the Region were to assume operations and maintenance of 

roads activities for one or more but not all of the Townships. 
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2. Depending on how this was implemented, there would likely be labour collective 

agreement issues, and potentially impacts on management staff at the Region 

and / or the Townships that would have to be addressed.   

3. There could be inefficiencies introduced between winter and summer work and 
required staffing levels that could negate any savings that might have been 
achieved either at the Township or Region level. 

 
Opportunity #4:  Optimize Airport Commercial Value 
 
The Region of Waterloo International Airport (RWIA) provides access to air transport to 

the Region and is a strategic asset that supports economic development.  The RWIA is 

an important economic and social driver in the Waterloo region.  A recent study 

concluded that the RWIA’s direct, indirect and induced economic impacts were 

approximately $86 million during 2013. 

 

KPMG’s in depth analysis indicated the following: 

 

 Based on a small sample of comparable airports, RWIA’s cost base is in the mid-

range while passenger traffic is at the low end. 

 Revenue per passenger is comparable to airports in the small sample.  Additional 

revenues can be generated through an increase in the Airport Improvement Fee 

but needs to be weighed against other policy objectives. 

 Given available capacity, it is prudent to manage capital expenditures and defer 

expansions unless growth materializes. 

 The RWIA may be able to find a partner to drive operational and strategic goals, 

but needs to test the market to determine appetite, terms and potential for risk 

transfer. 

 The Region must determine the success criteria (from both a subsidy and net 

economic benefit perspective) for the RWIA and whether another operating or 

contracting model could better achieve the Region’s objectives for the RWIA. 

 
KPMG’s Recommendations: 
 
Recommendation #1:  The opportunity for incremental cost optimizations and revenue 

increases exist.  The Region should complete the master plan/business plan and 

present their approach to increasing revenue and managing both operational and 

capital expenses. 

 

Recommendation #2:  The Region should establish a net levy target for airport 

management to budget against to control operating and capital expenditures. 
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Recommendation #3:  The Region of Waterloo should test the market for a range of 

private sector involvement to determine the level of interest from potential private 

sector partners to not only drive operational and strategic goals but also reduce the 

operational costs and impact on the property tax levy. 

 
Implications Regarding Implementation:  

The Airport’s current Master Plan was completed in 2001.  An update to the Master Plan 

commenced in 2013, and Council provided initial direction regarding the Master Plan in 

mid-2014.  The initial direction, which will provide a framework for completing the 

Master Plan, included: optimizing the use of the existing capacity of the Airport; 

attracting new air service; development of the airport’s business campus; protecting for 

growth; improving community interaction; and finding ways to assist in the development 

of the adjacent East Side employment lands.  The Master Plan needs to be completed 

in order to guide growth and provide clarity to the community as to growth expectations. 

The Master Plan will include an associated Business Plan which is expected to include 

cash flow projections and to establish financial and usage performance targets so that 

elements of the plan may be phased in as growth warrants.  The Master Plan will also 

include a strategy for further developing the aviation-related campus (and potentially 

adjacent supporting uses), recommendations for attracting additional air services, as 

well as a review of existing facilities and options for future approach and runway 

configurations.  Completion of the Master Plan will allow Federal zoning regulations 

(different from municipal land use zoning) to be amended in order to protect for any 

future growth that may be required.  A target date of the end of 2016 is being 

recommended for a new Master Plan to be considered for adoption by Regional 

Council.  Additional public consultation would precede such consideration. 

The Airport Master Plan / Business Plan will identify opportunities for incremental cost 

optimization and revenue generation, and will propose a net levy target as 

recommended by KPMG.  Staff will also continue to review operating and capital costs 

and revenue sources as part of the annual budget process.  It should be noted that 

Council recently approved a reduction in the passenger fee for international flights as a 

way to stimulate air carriers to locate or expand their services at our Airport. 

If Council chooses to proceed with recommendation #3 (testing the market for potential 

private sector involvement) staff would recommend that this occur following the 

completion of the Airport Master Plan / Business Plan in late 2016. 
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Opportunity #5:  Child Care Service Manager 
 
The Province is responsible for licensing of child care programs under the Day 

Nurseries Act (replaced by the Child Care & Early Years Act as of August 31, 2015). 

The Region of Waterloo is the “Service Manager” for child care.  The Region is also a 

child care operator, providing child care services comparable to those providers it funds 

and manages.  The Region operates 5 child care centres that serve 250 children.  Each 

child care centre has attained the “triple gold” standard of the “Raising the Bar” program 

for the past 12 years and are accredited sites with the High Scope Curriculum.  The 

Region also operates a licensed Home Child Care program with approximately 425 

caregivers serving approximately 1,185 children. 

 

There are approximately 3,805 children on the OneList Waterloo Region child care 

waiting list.  Some of these are seeking priority for spaces in the future, when they 

expect to have their child, or when they expect to return to work (or school).  

Nonetheless, almost half of the families (1,692) are seeking immediate child care (811 

infants, 468 toddlers and 413 preschoolers). 

 

KPMG’s comparator analysis identified that some municipalities are moving to a pure 

Service Manager role.  For example, the Region of Peel transitioned to a pure Service 

Manager role in 2012, closing the 12 Regional child care centres and purchasing a little 

over twice as many subsidized spaces from other agencies, with about 25% of the 

savings allocated to other priorities and enhancements to support community providers. 

 

As indicated in KPMG’s Final Report, their analysis shows that $2,500,000 could be 

freed up by purchasing the spaces provided in the Children’s Centres from the average 

purchased services non-profit agencies.  While these funds could be taken as savings, 

provincial funding would likely reduce, off-setting the benefit for Regional taxpayers, but 

at an average cost of $11,765 per space per year, these savings could fund the addition 

of approximately 200 extra fully subsidized child care spaces – further addressing the 

child care needs on the OneList Waterloo Region child care waiting list. 

 

With respect to Home Child Care, KPMG is suggesting that there may be potential 

savings by replacing the services provided by the Region’s Home Child care program 

with similar services from another community agency in the Region.  Given that such an 

agency does not exist today, KPMG recommends that the Region should work to 

encourage the creation of a community home child care agency as a first step.  Similar 

to the circumstances with the Children’s Centres, any savings would have to be 

reinvested in additional service to avoid loss of provincial subsidy. 
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KPMG’s Recommendation: 

Recommendation #1:  That the Region develop a detailed plan to phase out the five 

Regionally owned Children’s Centres over a 5 year period, using the savings to expand 

the number of subsidized spaces available to be delivered by other childcare providers 

in the community. 

Recommendation #2:  That the Home Child Care operation should continue at present, 

with these changes over time: 

a) Home Child Care should be expanded in areas as required to support the 

transition plan for the Children’s Centres. 

b) Encourage / facilitate the formation of a full service home child care agency in the 

community, serving all age groups. 

Implications Regarding Implementation:  
 
There are a number of potential implications that Council should consider regarding the 

recommendations.  These relate to the Consolidated Municipal Service Manager 

(CMSM) role, the Region’s role as a leader in supporting high quality Early Learning and 

Care services in the community and additional financial considerations. 

1. The role of the Consolidated Municipal Service Manager involves a wide range of 

responsibilities, including directly operating services.  Removing the ‘lived 

experience’ component of the CMSM role could place the Region of Waterloo at 

a disadvantage in understanding and supporting the broader system. 

2. The Early Learning and Child Care system is currently at capacity and may not 

have the ability to accommodate this increase in spaces without significant 

investment in physical infrastructure to construct new buildings or renovate 

existing space.  There is a shortage of Registered Early Childhood Educators 

across the Province of Ontario which has implications for availability of a trained 

labour force to support growth. 

3. It is uncertain if demand exists to increase fee subsidy spaces by approximately 

200.  At the present time there is no waiting list for fee subsidy and demand has 

been somewhat stable for the past two years.  Without the addition of new 

Provincial funding to support this growth adding 200 subsidized spaces will 

create additional funding pressures for the Region of Waterloo. 

4. The directly operated Children’s Centres have high quality ratings, provide 

service to high needs populations, and set benchmarks/best practices for other 

child care operators.  All sites meet the exacting standards required to be 

accredited as demonstration sites for the HighScope curriculum approach to 

early childhood education.  Only four other programs have achieved this standing 
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in the Province of Ontario and eleven across Canada.  Benchmarking is an 

important factor in sustaining current levels of quality. 

5. A caution should be noted that basing child care solely on cost has a negative 

effect on quality.  High quality child care is more costly given the direct 

correlation between staff qualifications, salary levels, equipment and physical 

space.  The economic and social benefits gained from high quality, accessible 

child care include: increased tax revenue and lower social assistance costs 

because more parents are working; local economic stimulus linked to child care’s 

labour intensive nature; better outcomes for children and potential mitigation of 

cost associated with social support later in life. 

6. Should any of the current funding allocations be reduced there will be an impact 

on the Provincial funding provided to the Region of Waterloo.  This could result in 

further erosion and destabilization of the ELCC service system. 

Next Steps and Timing: 

KPMG’s final report, including their findings and recommendations will be tabled at the 

Administration and Finance Committee Meeting on Tuesday September 15, 2015.  

KPMG will be present to answer Councillor’s questions and provide any necessary 

clarifications regarding their findings and recommendations. 

At a subsequent meeting, it is anticipated that Council would seek public input and 

comment on KPMG’s recommendations.  Following this public input, Council would 

ultimately make decisions regarding the recommendations provided by KPMG. 

The proposed timeline for completing the Service Review is summarized in the table 

below. 

Service Review Project Timeline: 

Project Deliverable Timing 

KPMG Final Report, and accompanying staff 
report tabled at A&F Committee  

September 15 

Public Input Meeting – to seek public input 
regarding KPMG’s recommendations 

September 30 at 7:00 pm 

Staff Report & Council Decision on 
Implementation Activities  

Regional Council on October 21 
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Staff will also report back to Council at appropriate milestones regarding the status of 

the opportunities noted in Appendices 1 & 2.  In addition, staff will report annually on the 

status of all the opportunities listed in those appendices. 

 
Corporate Strategic Plan: 

The Service Review is consistent with Focus Area 5.3: Ensure Regional programs and 

services are efficient and effective and demonstrate accountability to the public. 

Financial Implications: 

The Region’s cost of the Service Review proposal is approximately $300,000, which is 

being funded from the approved 2014 and 2015 budgets. 

Other Department Consultations/Concurrence: 

The Corporate Leadership Team has been involved in all phases of the Service Review 

Project and has specifically provided input into the key challenges and considerations 

for implementation for each of the Top Five opportunities. 

Attachments: 

Appendix 1:   Opportunities Underway or About to be Implemented and Next Steps and 
Timing 

 
Appendix 2:   Opportunities Requiring Additional Investigation / Follow-up and Possible 

Next steps 

Appendix 3:   KPMG’s Service Review Final Report 

 

Prepared By: David Young, Manager, Internal Audit 

Approved By:   Michael L. Murray, Chief Administrative Officer
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Appendix 1:   Opportunities Underway or About to be Implemented and Next Steps and Timing 

These opportunities are either underway or are shortly being initiated.  Accordingly, there is limited value in considering these opportunities 
for further in depth analysis by KPMG. 

 

Opportunity  Opportunity Description Next Steps and Timing 

Corporate 
Performance 
Measurement 
Program 

Establish corporate performance 
measurement program with relevant but 
limited Key Performance Indicators 
(KPIs), performance targets, and 
regular measurement and reporting. 

Performance measures are being tracked through Ontario 
Municipal Benchmarking Initiative (OMBI), Municipal 
Performance Measurement Program (MPMP), and various 
professional associations (e.g. water, wastewater, transit).  
The new office of Corporate Performance will coordinate 
the development, monitoring and use of performance 
measures.  This office will be created in late 2015. 

Integrated 
Asset/Work 
planning System 

Develop approach for systems to 
support integrated: service request, 
work planning, asset management, time 
recording for payroll. 

Q3/Q4 2015: Update report to Council.  Issue a Request for 
Proposal for a corporate work order management system 

Personal IT 
Devices 

At present, the Region supplies its 
employees with IT devices such as 
blackberry smart phones; organizations 
have enjoyed much success by 
implementing a bring your own device 
IT strategy (phones, computers, 
tablets). 

Information Technology Services staff will work with 
program areas over the next 12 to 18 months to assess 
mobile technology needs and recommend mobile device 
strategy to the Corporate Leadership Team. 
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Opportunity  Opportunity Description Next Steps and Timing 

Reception Desk 
Consolidation 

There are multiple reception desks 
located within each ROW building.  
There is an opportunity to improve 
customer service through the 
consolidation of reception desks within 
Regional buildings. 

A review of existing “reception” areas will be undertaken by 
Human Resources and Citizen Service to assess the scope 
and necessity of reception desks within the building and 
opportunities for consolidation will be identified by Q2 of 
2016.  

eService 
Expansion 

The Region currently has limited self-
serve opportunities; there is an 
opportunity to expand the range of e-
services offered through the 
establishment of a portal based self-
serve application. 

“Ping Street” has been launched as an introduction to self 
serve options.  Currently, traffic management coordinated 
between the Region and the cities within the Region. 
Kitchener. Once the pilot is complete, other services will be 
reviewed to test their viability once an evaluation of the 
software is completed by Q1 of 2016.  A prioritized list of 
possible options will be developed by Human Resources 
and Citizen Service in concert with program areas to 
broaden opportunities for eservice options. 

LRT station areas 

Conduct planning reviews of areas 
around Light Rail Transit (LRT) stations 
with view to increasing density of 
development permitted. 

The Region of Waterloo has completed a Community 
Building Strategy, which focuses on Station Area Planning 
in particular.  The three Cities have or are in the process of 
amending their zoning by-laws to ensure they appropriately 
support higher densities of development in the ION corridor. 

Taxi Accessibility 

As part of the Region’s service 
improvement initiative, require all 
replacement taxis to be accessible 
vehicles, with a deadline for all taxis to 
be accessible within the next 5 years). 

Looking at how this can be implemented (either fully or in 
part) through the taxi by-law review, slated to be completed 
in 2016. 
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Opportunity  Opportunity Description Next Steps and Timing 

 

Modernize Taxis 

Modernize taxi regulations - adopting 
some of the characteristics piloted by 
Uber into the taxi industry, or the 
limousine industry, or as a separate 
category. 

A key issue is part of the above-noted taxi by-law review to 
be completed in 2016. 

Surplus Regional 
Land 

 

The Region owns a significant number 
of property parcels, many the results of 
projects which have subsequently been 
completed, or which are otherwise 
surplus to Regional needs.  The Region 
could review its property holdings with a 
view to maximize the value of surplus 
regional land & buildings, by selling, 
leasing or using as many parcels as 
possible. 

This process was initiated during the 2014 budget process.  
Surplus land was identified and phased.  Several parcels 
have been disposed of and others underway.  Disposal of 
several parcels is complete, others are underway, and 
additional phases to proceed in 2015 and 2016. 

Re-evaluate EMS 
Response 
Targets 

Recognizing that response targets for 
EMS will vary according to the density 
of the population, set response targets 
based on population density 
(urban/rural) within the ROW. 

Issue will be referred to Emergency Medical Services 
Master Plan Review which is currently underway and which 
will be completed by the end of 2016 under the direction of 
a steering committee with Regional Councillor and staff 
membership. 

Re-evaluate 
Medical Transport 

Evaluate medical need for transport, by 
case type, and seek authority to limit 
transport to cases where medically 
necessary. 

Issue will be referred to Emergency Medical Services 
Master Plan Review which is currently underway and which 
will be completed by the end of 2016 under the direction of 
a steering committee with Regional Councillor and staff 
membership. 
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Opportunity  Opportunity Description Next Steps and Timing 

Bus Lifecycle 

Given the cost of maintenance for bus 
infrastructure, conduct a lifecycle 
analysis to determine best bus lifecycle 
management plan, including retirement 
timing. 

Council has already approved a change to a 12 year life 
cycle from 18 year life cycle for buses.  Staff are reviewing 
this annually and have moved to a 13 year life cycle to 
minimize overall cost.  This will continue to be reviewed 
annually and revised as necessary to minimize life cycle 
costs. 

Bus Route Data 

Optimize bus route efficiency and 
effectiveness through the use of data 
and evidenced based decision making 
for bus routes.  

The organizational integration of Transit Planning with the 
Transit Services Division has allowed closer alignment and 
sharing of data.  This is being used to better understand 
ridership and provide the appropriate level of ridership.  
GRT is also reviewing minimum route ridership levels and 
targets.  This information will be prepared for and used in 
the development of the next GRT business plan scheduled 
for completion in early 2016. 

Smart Card Fare 
Payment 

Leading practice is to move away from 
a cash based payment system and 
implement a smart card fare payment 
system.  This increases the efficiency of 
payment process and allows the transit 
operator to collect important user data. 

Electronic Fare Management System project is underway 
and expected to be in place by 2017. 

Bus Routes Cost 
Recovery Target 

In order to reduce the amount of levy 
support required by Grand River 
Transit, establish cost recovery targets 
and plan bus routes based upon 
Council approved targets 

This is to be reconsidered during the development of the 
GRT business plan.  This is scheduled for completion in 
early 2016. 



September 15, 2015  Report:  CAO-IAU-15-06 

 1947619    Page 23 of 120 

 

Opportunity  Opportunity Description Next Steps and Timing 

Garbage 
Collection Service 
Levels 

Establish consistent service levels 
throughout the ROW where there are 
similar operating environments. 

Council recently approved consistent service levels across 
the Region and staff are preparing the contract for a private 
sector garbage collector.  Selection of garbage contractor to 
occur in late 2015 with start of new contract to be in March 
2017. 

Solid Waste 
Diversion 

Adopt approaches to increase solid 
waste diversion rates, such as moving 
to garbage collection every two weeks, 
and/or setting tight garbage bag limits 
and/or implementing a bag tag system. 

Council has approved bi-weekly collection of garbage with 
weekly blue box and green bin collection.  This is to 
commence March 2017 with the start of a new garbage 
collection contract. 

Large Item Pick-
Up 

Operational savings can be achieved 
through a change from weekly to 
monthly large item curbside pickup.   

Council recently approved consistent service levels across 
the Region and staff are preparing the contract for a private 
sector garbage collector. Large Item pick-up was changed 
to biweekly. 

Future Solid 
Waste Disposal 

Launch program to find next solution to 
solid waste disposal, with consideration 
for a future landfill site, incineration, and 
other solutions. 

Staff are evaluating thermal options for future garbage 
disposal.  It is anticipated this will be back with Council in 
January 2016. 

Waste and 
Recycling Public 
Relations 

Expand messaging to residents and 
businesses with view to improving 
recycling rates and reducing solid 
waste. 

Waste management has an ongoing public outreach 
program that incudes education for children, Environews 
and recent promotional videos. 

Transfer Station 
Operation 

Based upon the cost and utilization of 
transfer stations, Close or privatize their 
operations  

Staff are preparing a report to Council for September 15, 
2015.  Council will decide how to proceed. 
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Opportunity  Opportunity Description Next Steps and Timing 

Road Patrol Tool 

Implement automated, GPS enabled, 
road patrol tools to improve the level of 
road safety and efficiency in road 
operations. 

Transportation is working with IT to develop options for 
implementing.  See “Hand-held Data Entry Terminals” 
below.  

Hand-held Data 
Entry Terminals 

Implement automated utility locate, work 
order and timesheet processes with 
hand-held data entry terminals (with 
GPS). 

Implementation of this is linked with providing the road 
patrol tool.  Current software that is being used for work 
management makes both of these items difficult to 
implement.  The proposed asset management system 
would make of these items much easier to implement.  
When a decision on moving forward with asset 
management is made in fall 2015 a schedule and approach 
for implementing the items will be developed.  If the 
proposed asset management system doesn’t move forward 
a stand alone option will be considered. 

Transportation 
Rehabilitation 

Given the significant cost of capital 
replacement, focus capital expenditures 
more on rehabilitation employing 
lifecycle analysis.  

Current budget process already balances rehabilitation with 
replacement.  TES is in the process of implementing a more 
advanced asset management system to further support 
rehab vs reconstruction decisions. Anticipated final 
implementation in 2018. 

Tender Insurance 

While the ROW has a well-managed 
insurance program for all member 
municipalities, there is an opportunity to 
tender for insurance coverage to ensure 
that the cost of insurance is consistent 
with the market. 

Competition for insurance consultant completed in 2014.  
New consultant chosen has confirmed that current 
insurance provider is the most cost effective option.  
Competitive process to be conducted for 2016/17 insurance 
renewal. 

Consolidate 
Dispatches 

 

At present, there are multiple 
dispatches serving emergency services 
in the ROW.  There is an opportunity to 

The Region, area municipalities and WRPS, continue to 
pursue the creation of a consolidated dispatch system 
service Police, Fire and EMS.  The Province is unwilling to 
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Opportunity  Opportunity Description Next Steps and Timing 

develop a consolidated dispatch for 
police, fire and EMS across the Region 
and LHIN  

transfer EMS dispatch responsibility to municipalities.  
Accordingly Police and Fire are continuing to work on an 
implementation plan for consolidated police and fire 
dispatch, which will maintain the opportunity to expand to 
include EMS dispatch in the future.   

Mobile 
Technology for 
Public Health 
Inspectors 

Adopt/enhance utilization of mobile 
technology for Public Health Inspectors 
to facilitate recording of inspection 
findings and delivery of service directly 
in the field. 

Tablets and portable printers have been deployed to Public 
Health Inspectors, to allow inspection results to be directly 
inputted in the field, and printed if needed, for more 
accurate and timely service delivery. The inspectors are 
able to securely access information in the Region’s 
electronic document management system off-site, 
contributing to a reduced need for trips to the office and 
quicker, more efficient service in the field. These new 
enhancements also enable after-hours, on-call Inspectors 
to receive time-sensitive faxes on their Blackberries, 
eliminating trips to the office to check fax machines. 

Compensation 

 

Benefits form a considerable part of the 
overall compensation plan for ROW 
staffing.  There is an opportunity to 
review benefit plans with a view to 
scaling back benefits that exceed 
municipal comparators and/or 
introducing cost-sharing. 

A review of benefit coverage and contribution levels is 
underway to look at options for cost efficiencies.  Current 
models will be reviewed along with comparators from other 
comparable jurisdictions such as other municipalities to see 
if there are alternatives to current models of benefits 
services.  
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Opportunity  Opportunity Description Next Steps and Timing 

HR Process 
Review 

In order to reduce the cost of 
processing and maintaining employee 
records, there is an opportunity to 
automate employee life-cycle 
processes. 

Underway.  Over the next year new systems options will be 
identified for improvement.  LEAN methodology will 
continue to be utilized to establish new HR Processes.  
Currently the “Life Cycle” Review is focused on recruitment 
and job evaluation as prioritized areas for improvement.  
Process improvement exercises will be underway in August 
with proposed process changes anticipated in Summer 
2016. 

Consolidate 
Service 
Improvement 
Planning 

Consider consolidating Service 
Improvement Planning with 
Organizational Effectiveness & 
Wellness and/or Internal Audit. 

This is being incorporated into HRC more fully as part of 
the HRC renew to ensure integrated organizational 
effectiveness support services are delivered in an 
integrated way with other organizational design and 
development functions.  This will be announced in Q3 of 
2015. 
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Appendix 2:   Opportunities Requiring Additional Investigation / Follow-up and Possible Next steps 

These opportunities are not candidates for further in depth analysis by KPMG, but may warrant follow-up by staff to determine whether 
implementation is warranted in some other way. 

Opportunity  Opportunity Description Possible Next Steps 

Improve 
Training 
Program 
Targets 

Conduct research on job market to 
improve the targeting of training 
programs offered by Employment 
Services. 

In collaboration with local Employment Ontario service 
providers and Economic Development Offices, determine 
workforce and skill needs of current and future employers 
with the goal of designing skills based programs for 
under/unemployed citizens to fill job vacancies.  To be 
undertaken in 2016. 

Optimize Social 
Housing 

Compare unit costs of various housing 
solutions (rent supplement, renovation, 
new construction, purchasing existing - 
considering expiring agreements) with a 
view to focusing supports, and growth in 
most efficient solution areas. 

While no one solution is the answer to housing and 
homelessness and options are required to meet the needs 
of those being housed further analysis is required.  To be 
undertaken in 2016. 

Divest Nursing 
and Homemaker 
Services 
(Seniors’ 
Community 
Programs) 

Review program with the goal of serving 
the same or an increased number of 
seniors in their homes by divesting the 
service to a community based service 
provider. 

 

 

Review and action plan to be undertaken in 2016. 

Sunnyside 
Laundry/Kitchen 
Revenue 

Use the large Sunnyside laundry to 
generate revenue from other customers 
in the public sector. 

Require cost-benefit analysis of options for both food and 
laundry services to determine the most efficient and least 
costly methods to deliver both services.  Analysis to be 
conducted in 2016. 
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Opportunity  Opportunity Description Possible Next Steps 

Social 
Development 
Program Grants 

Evaluate the process for allocating social 
development program grants and 
improved accountability for the social 
development program grants’ results and 
outcomes.  

All funded programs are under review in 2015/16 to 
examine for efficiency, value (outcome) for the investment 
made.  Modifications will be made following the review. 

3 Year Budget 

There is substantial time and effort 
devoted by management towards the 
preparation and review of the budget 
each year, even though most of the 
significant changes result from separate 
reports that are considered by Council 
outside the budget cycle.  The Region 
could implement a 3 Year Budget Cycle, 
substantially reducing the cost and time 
of budget preparation and 
review.  Unanticipated financial changes 
during the three years could result in a 
separate report dealing with any 
implications. 

Finance staff to consider reviewing the Region’s budget 
development and approval process in either 2016 (after 
2016 Budget approval) or 2017 (after 2017 Budget 
approval). 

Financial 
Services 
Delivery Model 

Review the model for delivering finance 
services and the number of financial 
analysts both within Corporate Services 
and in operational departments. 

Division of duties between Financial Analysts and program 
area staff to be undertaken in 2016.  

A/R process 
Review the Accounts Receivable (A/R) 
process to reduce the operational costs 
of processing invoices and payments 

Review staff levels, work flows, possibly undertake LEAN 
review in 2016.  
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Opportunity  Opportunity Description Possible Next Steps 

Allocate Shared 
Services Costs 

The Region currently allocates some 
shared service costs (e.g. Fleet) but does 
not allocate central costs such as IT, HR, 
and Finance to operating departments 
(with the exception of water and 
sewer).  This makes it difficult to identify 
the actual cost of providing Regional 
services. The Region could develop a 
model to consistently allocate all (or at 
least most) shared/centralized service 
costs to the operating units to improve 
transparency and accountability. 

Initiate a full review of internal charge-back allocation 
policies and procedures in 2017. 

Materials 
Management 
Staffing 

In order to ensure the optimum staffing 
and service for client facing departments, 
review materials management staffing 
and locations. 

Assess staffing levels through either an internal review or 
by engaging a third party to conduct an external review in 
2017. 

E-payments 

In order to reduce the processing cost of 
applications, establish systems to accept 
e-payments, e.g. for planning 
applications, etc. 

Assess options for online application and payment system 
and methods of tracing payments to the applications to 
ensure payments have cleared before application 
proceeds.  To be considered in 2016. 

Municipal HR 
Service 

Provide Human Resource (HR) services 
to lower tier municipalities (particularly 
the Townships) on a cost recovery basis. 

The Commissioner of HRC will reach out to local 
municipalities, with a particular focus on the Townships, to 
determine their interest in acquiring any Human Resources 
services from the Region on a cost recovery basis.  Some 
townships have expressed an interest in shared training 
opportunities.  An evaluation of their responses will be 
available in early 2016. 
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Opportunity  Opportunity Description Possible Next Steps 

Reception Desk 
Reduction 

Eliminate reception functions at Regional 
buildings wherever possible, using 
access control with phones, and phone 
listings to contact staff. 

Please see Reception Desk Consolidation in Appendix 1. 

eService 
Responsibilities 

Currently, the Region’s website is the 
responsibility of the Communication’s 
unit.  There is an opportunity to review 
roles and responsibilities for the Region's 
web site ("ownership", content provision, 
prioritization, e-service). 

See E-service Expansion in Appendix 1.  There is a natural 
link between expanded e-service options and increased 
Web capability.  Citizen service is developing a strategy 
that will provide an integrated focus that links the portal, 
website and e-serve public options by Q2 of 2016. 

Regional and 
Municipal 
Integration of 
Client Services 

Work towards an integration of regional 
and local client service functions, perhaps 
based on a jointly integrated 311 call 
centre serving the Region, and member 
municipalities including Regional services 
in their client service counter offerings.   

The Commissioner will reach out to local counterparts in 
the cities and townships to initiate discussions to explore 
the opportunities that exist for integrating a broad range of 
services including a 311 call centre or alternatively 
integrating multiple municipal services (i.e. fine payment) 
at the client service desks in Regional, City and Township 
headquarters.   An initial review will be completed by Q1 of 
2016 with options identified by Q3 of 2016.  

Planning 
Application 
Approval 

Establish delegated authority for planning 
application approval for the cities of 
Cambridge and Waterloo similar to what 
was provided to the City of Kitchener in 
order to reduce possible duplications in 
service. 

This matter will be discussed with all of the Area 
Municipalities in 2016.  It is unclear which Area 
Municipalities would be interested, but could include the 
Townships as well. 
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Opportunity  Opportunity Description Possible Next Steps 

Official Plans 

Rationalize Regional and local Official 
Plans (OP) with a single OP and allow 
the member municipalities to handle 
subdivisions and zoning within the one 
OP. 

This matter is being examined by Legal Services as to 
whether local Official Plans are required under the 
Planning Act.  Staff will report back on this matter in 2016 
in conjunction with the item immediately above. 

Transfer 
Salvage Yards 
and Second 
Hand Shops 
Licensing 

The Region has a limited role in licensing, 
with the area municipalities issuing most 
licenses.  Regional licensing of taxis (and 
other transportation related categories) is 
appropriate as it allows taxis to serve the 
entire Region efficiently, however 
licensing of salvage yards and second 
hand goods stores is generally a local 
matter, and more consistent with other 
categories licensed by the member 
municipalities. Responsibility to license 
salvage yards and second hand goods 
stores could be transferred to the 
member municipalities. 

Passing responsibility back to Area Municipalities would 
require a successful triple majority vote.  It may be 
advantageous to have this function remain Regionally to 
regulate these uses relative to source water 
considerations, including municipal supply wells.  
However, this by-law will be reviewed starting in 2016. 

Museum 
Strategy 

Invite member municipalities to join in a 
review of local government museum 
strategy, clearly defining local and 
regional role, opportunities for 
cooperation and coordination (software, 
promotion, exhibits) and eliminating any 
duplication or low value elements. 

A considerable amount of progress has already been 
made relating to this opportunity.  However, in early 2016, 
key parties will be brought together to explore any 
additional opportunities for cooperation and coordination. 
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Opportunity  Opportunity Description Possible Next Steps 

Area Based DCs 

When the ROW is required to renew its 
development charge study, consider the 
opportunity to calculate and charge 
development charges on an area specific 
basis to encourage development in the 
lowest cost areas to service. 

To be considered during the next DC Background Study.  
Timing is dependent on outcome of Bill 73 amendments to 
the DC Act and related regulatory changes. 

Multi-Residential 
Recycling 

Municipalities are developing recycling 
services for multi-residential buildings in 
order to increase the diversion rate.  
Accordingly there is an opportunity for the 
ROW to develop recycling options in 
multi-residential (especially apartment) 
buildings. 

Region recently changed multi residential waste collection 
to achieve consistency across the Region with 
implementation in March 2017.  To be reviewed as part of 
2021 update to Council. 

Green Bin - 
Restaurants 

As part of larger initiative to increase the 
diversion rate for ROW waste, there is an 
opportunity to implement green bin 
services for local restaurants. 

To be reviewed as part of the multi residential waste 
collection as noted above.  

ICI Waste 

The Industrial, Commercial, Institutional 
(ICI) waste business is losing money for 
the ROW; the ROW can either increase 
fees or get out of the ICI line of business 
altogether. 

To be considered as part of 2016 budget process. 
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Opportunity  Opportunity Description Possible Next Steps 

Sign Shop 

Each member municipality in the ROW 
operates a sign shop.  There is an 
opportunity to explore with area 
municipalities the operation of one 
consolidated, integrated sign shop 
serving the Region and area 
municipalities.  

Region staff to contact Area municipal staff by Q4 2015 to 
initiate discussions concerning this option. 

Focus on 
Obesity 

Shift focus to increase emphasis within 
Public Health towards chronic disease 
prevention, including obesity prevention. 

The planned actions are as follows:  

As one of the selected sites for the provincially funded 
Healthy Kids Community Challenge (HKCC), ROWPHE 
will be working with all area municipalities and a variety of 
community partners.  The goal of HKCC is to reduce 
childhood obesity, as a community, through activities 
related to healthy eating, physical activity and adequate 
sleep.  Expected start date:  September 2015 for four 
years. 

 

Healthy Living is initiating a number of program related 
reviews across the Division in order to ensure we are 
effectively addressing key issues related to chronic 
disease prevention including obesity prevention. Expected 
start date:  August 2015 for approximately 12 months. 

RERU 

Expand Regional Emergency Response 
Units (RERU) concept to provide 
response where (urgent) transport not 
required in urban area. 

Issue will be referred to Emergency Medical Services 
Master Plan Review which is currently underway and 
which will be completed by the end of 2016 under the 
direction of a steering committee with Regional Councillor 
and staff membership. 
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Opportunity  Opportunity Description Possible Next Steps 

Emergency 
Dispatch 

Following the successful lead of the 
Region of Niagara, assume responsibility 
for Emergency Medical Services (EMS) 
dispatch services from the Province. 

The Region, area municipalities and WRPS, continue to 
pursue the creation of a consolidated dispatch system 
service Police, Fire and EMS.  The Province is unwilling to 
transfer EMS dispatch responsibility to municipalities.  
Accordingly Police and Fire are continuing to work on an 
implementation plan for consolidated police and fire 
dispatch, which will maintain the opportunity to expand to 
include EMS dispatch in the future.   

More 
Consultation 

Develop a program that will allow more 
frequent and more meaningful 
involvement by the public in the Region’s 
decision-making processes. 

One of the draft objectives in the Region’s 2015-2018 
Strategic Plan is to “enhance opportunities for public 
engagement, input and involvement in Regional decision 
making”.  The Strategic Plan will include specific actions to 
address this objective. 

 

  



September 15, 2015  Report:  CAO-IAU-15-06 

 1947619    Page 35 of 120 

 

Appendix 3:  KPMG’s Service Review Final Report 
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