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Summary 

Steady progress has been made in the first 18 months of the Corporate Administrative Plan 
(CAP). The increased focus, clarity and platform given to the CAP initiatives are paying off 
and the organization is benefitting considerably from the core supports these initiatives 
provide and the support they lend to delivering efficient and effective services to our 
community. 

Nearly half of the CAP initiatives are ready to transition into our regular business operations. 
They have experienced success from the platform and focus that CAP has created. The 
foundational work has been completed and we are seeing evidence of culture change. 
Strategies and plans are in place to carry out the work of these initiatives that support core 
functions of the organization and in turn support the service areas in delivering services and 
programs to our community. The following six initiatives will transition out of CAP: 

 Service Reviews 

 Improvement Network 

 Building Partnerships 

 Asset Management Program 

 Project Management Office and Complex Capital Projects 

The remainder of initiatives will remain the focus of CAP. Most of these initiatives were in 
the concept stage when CAP was created 18 months ago. They have made considerable 
progress in developing strategies and running test pilots in order to learn and determine the 
best way forward to support the organization. Work continues on these initiatives to get 
them to the point where they are firmly established and can transition into our regular 
business. The initiatives remaining in CAP are: 

 Digital Services/CRM 

 IT Core Systems 

 Corporate Performance Management 

 Customer Service Framework 

 Leadership Charter  

 Talent Blueprint 

 Long-term Financial Plan 

 Records and Information Management 
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Findings 

Out of the 13 initiatives included in this report, the dashboard findings are: 

Scope: 12 initiatives report being green with no changes to scope and are progressing well, 
1 is yellow with scoping required and none are red requiring scope clarity. 

Schedule: 11 initiatives report being green 
and achieving major milestones on 
schedule, 2 are yellow having encountered 
delays but remain within agreed upon 
tolerance levels and no initiatives are red. 

Budget: 11 initiatives are green with 
forecasted expenditures within budget, 2 
initiatives are yellow forecasting an 
overspend against original budget but still 
within tolerance levels and there are no 
initiatives that report red. 

People: 8 initiatives are green with no 
people resourcing problems, 5 initiatives 
report yellow indicating a lack of people 
resources which can be managed and no 
initiatives report red. 

Highlights 

The following five CAP initiatives are ready to transition into our regular business 
operations. The foundational work has been completed, they are established and accepted 
in the organization and we are seeing evidence of culture change and improvement as a 
result of these core capacity building initiatives. Strategies and plans are in place to 
maintain the momentum, improve the core functions of the organization and in turn support 
the service areas in delivering services and programs to our community. 

Service Reviews are a success story that has become firmly cemented in our culture. 
Council has approved the framework, the methodology is agreed and annual planning and 
prioritization is in place to carry out the service reviews. The initial City service inventory 
has been created and service reviews have been conducted on the IT Service Desk, Solid 
Waste and soon to be completed Boulevard Maintenance. Preparations are underway to 
develop lessons learned from the pilot reviews and to undertake the Transit business service 
review. Service reviews ensure we are delivering services in the best way to achieve the 
best outcomes for the City, meet the needs of the community and support long-term 
sustainability. They are an important part of continuous improvement to ensure service 
delivery is efficient, effective and demonstrates value for money. They have become part of 
the culture and normal course of business activity instead of a special initiative. 

Initiative Status 
Comparison 

June 
2017 

January 
2018 

April 
2018 

Scope 
Green 
Yellow 
Red 

 
11 

 
11 

 
12 

1 2 1 
1 0 0 

Schedule 
Green 
Yellow 
Red 

 
8 

 
11 

 
11 

5 2 2 

0 0 0 

Budget 
Green 
Yellow 
Red 

 
12 

 
11 

 
11 

1 2 2 

0 0 0 

People 
Green 
Yellow 
Red 

 
9 

 
8 

 
8 

4 5 5 

0 0 0 
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The Improvement Network is now established to connect and coordinate innovation and 
continuous improvement activities. Reach has been extended across the organization with 
learning and adoption of innovative and continuous improvement practices. External 
relationships and partnerships are being established with other orders of government, the 
private sector and with not for profit organizations to work collaboratively. Tools, training 
and supports are in place to continue to build capability across the organization and 
continuous improvement is becoming part of our culture. This initiative supports 
modernization efforts across the city and the improved delivery of services and citizen 
experiences.  

The Integrated Operational Review (IOR) has successfully been completed and achieved the 
intended goals. The wrap-up report has been delivered to Council. The initiative has now 
transitioned into Building Partnerships and is working on the continuous improvement 
framework and implementation leg which is operational in nature. This initiative has 
encouraged an environment of openness and a culture of collaboration with our staff, the 
development community and beyond. Through on-going work, the focus will continue to be 
on customer service, continual improvement, communication and outreach. 

Our Asset Management Program is leading the way in Canada and is positioned for 
success in our organization. We have a strong plan, a fully funded 2018 capital budget and 
we’re working towards closing the infrastructure funding gap through the Council approved 
levy.  The resources are in place to transition this initiative into our regular business 
through the development of a number of asset management support projects including 
water, wastewater and stormwater risk management frameworks, the development of draft 
corporate levels of service and asset portfolio management plans. Through ongoing, 
dedicated asset management practices we are deliberately taking action to understand, plan 
for and sustain our municipal assets and ensuring their affordability for today and into the 
future.  

The work of the Project Management Office and Complex Capital Projects has laid the 
foundational work through the creation of templates, training and a disciplined approach to 
managing projects. The evidence is apparent in the improved rigour of project management 
and reporting of our tier 1 complex capital projects including the Victoria Road Recreation 
Centre and the Guelph Police Service Headquarters renovations. This work is contributing to 
our long-term financial stability and maximizing the value of our municipal assets.  

Places to Focus 

The following eight initiatives will remain in CAP as they stand to benefit from the increased 
platform, organizational focus and support. The majority of these initiatives were in the 
concept stage when they were added to CAP. They have made considerable progress in 
developing strategies and running test pilots in order to learn and determine the best way 
forward to support the organization. Work remains to be done on these initiatives to get 
them to the point where they are firmly established and can transition into our regular 
business. 
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The Customer Service Strategy is nearing completion and progressing through final 
validation now. Preparations are underway to roll it out across the organization in the near 
term. The strategy has had valuable input from the Citizens First Roundtable, 
managers/supervisors and frontline staff from across the organization. It’s a solid, practical 
path forward with a 3 to 5 year implementation schedule that will help our organization 
become even more customer-focused than it already is. Adequate planning and resourcing 
is key to the implementation of the strategy in order to project manage and execute the 
plan successfully to achieve the intended customer service culture. 

Digital Services, myGuelph and IT Core Systems are making steady progress. The 
intention is to continue support for this initiative, to stay on track and keep a strong focus 
on building the critical back office systems that enable us to modernize and transition our 
services to the digital platform. This work is complex, inter-related and critical to our 
operations and delivery of exceptional customer service. This initiative is important because 
it will help all of us deliver easy access to the services our community needs. It can be 
challenging to balance participation needs with project scope, resources and expectations. 
Ongoing communication with user groups and stakeholders is vital for technology projects 
that span multiple years particularly with behind the scenes technical work that is not 
readily apparent or highly visible to software users.  

Corporate Performance Management will benefit from the support of CAP to focus on 
developing our skills in measuring and managing the right content. We’ve launched The 
Count in beta format and will continue to refine, improve and communicate on our 
organizational performance. Through the initial test pilots, teams experienced valuable 
learning about performance measurement and will apply this learning to re-focus on the 
initiative. The key work ahead includes improved, easy to understand annual reporting to 
the community and stakeholders. This initiative is important because it helps us better 
understand our progress and challenges in order to manage our organizational performance 
and where we need to focus improvement efforts. Scaling and pacing of the project in 
alignment with resources has been a challenge and will now focus on the current projects 
most in need of performance indicators and support. 

The work of the Talent Blueprint continues. We’ve experienced success with the career 
path program, secondments and LEAP. There is more we can do to support the growth and 
development of our employees through our recruitment, retention and succession planning 
programs. The policies, practices and opportunities we create are vital to fostering the 
workplace environment in which employees thrive, feel that everyone belongs and that 
together we can deliver our best work. Inadequate resourcing continues to hinder the ability 
to fully implement the initiative. A scaled-down approach is being taken that currently limits 
the success and intended outcomes of this work. 

The Leadership Charter has made considerable gains in communication and training for 
staff across the organization. CAP focus provides opportunity to reflect and incorporate into 
the charter that we are all leaders and the important principles of the way we work to 
further support the way we do business, the partnerships we build and the relationships we 
foster. As an organization we will revitalize and recommit to the charter with the Executive 
Team continuing to lead and champion the culture change throughout the organization. 
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The Long-term Financial Plan has made significant progress on the work with reserves 
and the capital plan. The goal is to set a clear strategy for identifying sustainable funding 
requirements and alternative funding sources, resulting in better service delivery planning 
and improved predictability of service level impacts. The scope will be expanded to include 
2019-2028 capital budget and forecast process and policy development, 2018 DC by-law 
study and local service policy, planning and policy development for multi-year 2020 – 2023 
operating budget, and digitization of self-service property tax. Through this work, we will 
ensure financial stability and maximum value from our municipal assets. The scope of this 
initiative is broad as there are a number of essential financial building blocks that need to be 
developed and put into place in order for a meaningful and effective long-term financial plan 
to be in place. Capacity to carry out this work can be a challenge at particular points during 
the financial year and need to be taken into account in planning and scheduling the work. 

Records and Information Management has made considerable foundational progress on 
developing strategies and plans; however, work is still necessary for the project to 
transition from planning to implementation to a natural part of our work culture and regular 
business. The multi-year work plan is in place to guide the work over the next number of 
years to support implementation of the corporate records and electronic document 
management system which will contribute towards improved systems and processes. It is a 
disciplined approach to maximizing value and stewardship of municipal assets and will take 
time to root firmly in the organization. 
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Progress Report Traffic Light Status Definitions 

 

 

 

Traffic Light Overall Status Definition 

Scope All aspects of 
initiative status are 
progressing 
according to the 
plan or targets 
 

• No scope changes 
• Deliverable quality at expected levels 

Schedule • Approved major milestones are on schedule 

Budget • Forecasted expenditure is on budget 
• Not applicable (no cost impact in this initiative) 

People • No resource problems 
• Stakeholders satisfied 

Scope Status is deviated 
from the plan or 
targets (within 
Amber tolerance), 
but under control 
(no risk) and 
concrete mitigation 
plans in place to get 
back on course 

• Scope changes have occurred, with no significant 
impact to schedule, budget or staffing 

Schedule • Delays against critical milestones may impact 
initiative schedule or deliverables but still within 
agreed tolerance level 

Budget • Forecasting an overspend against original  budget, 
yet still within agreed tolerance level 

People • Lack of resources which can be resolved by the 
initiative lead 

• Dissatisfaction or resistance from stakeholders 
addressed by the initiative lead 

Scope Status is 
significantly 
deviated from the 
plan (beyond 
Amber tolerance) 
and is at risk.  
Initial plans are 
unlikely achieved, 
requiring Executive 
Team support or 
approval to revise 
the plan 

• Major scope changes that significantly impact 
schedule, budget or staffing 

Schedule • Delays against critical milestones beyond Amber 
tolerance level 

 
Budget • Forecasting a significant overspend of the budget 

beyond Amber tolerance level 

People • Significant lack of resources which cannot be 
resolved by the project manager 

• Dissatisfaction or resistance from stakeholders 
that mean acceptance may be delayed or not all 
benefits to be achieved 
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CAP Initiative Status Dashboard 

CAP Goals • Service Excellence 
• Financial Stability 
• Innovation 

Outcomes • Municipal Services That Make Lives Better 
• Building a Great Community Together 
• A Solid Foundation for a Growing City 

Programs of Work • Our Services 
• Our People 
• Our Resources 

CAP Timeline September 2016 – December 2018 
Reporting Period January – April 2018 

 

Service Modernization 
Program 

Scope Schedule Budget People 

Customer Service 
Framework 

    

Digital 
Services/myGuelph 

    

Accountability & 
Performance 
Management 
Framework     

Service Review 

   
 

Improvement Network 

  
 

 

Leadership and 
Engagement Program 

Scope Schedule Budget People 

Talent Blueprint 
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Expanded Leadership 
Charter 

   
 

Building Partnerships 
(formerly the 
Integrated Operational 
Review)     

Sustainable 
Resources Program 

Scope Schedule Budget People 

Asset Management 
Program 

    

Long-Term Financial 
Plan 

    

Project Management 
Office and Complex 
Capital Projects 

    

IT Core Business 
Systems 

    

Records and 
Information 
Management 
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Objectives  

• Deliver better, more consistent, more convenient customer service and experiences 
across all channels to improve customer satisfaction and grow citizen trust and 
confidence in how we deliver services. 

 

 

Deliverables  

• A channel strategy that supports customer service improvements across all channels 
(phone, in-person, online) 

• Organization-wide customer service vision, standards and guiding principles in support 
of delivering consistent, quality customer service each and every time 

• Support the organization-wide onboarding of the CRM that offers easier customer access 
to services 

• Corporate learning and development: provision of training to empower employees with 
additional customer service tools and skills 

• Recurring citizen satisfaction research that inform how we are doing and areas to change 

 

Who’s Involved  

Lead: 

Tara Sprigg, General Manager of Corporate Communications and Customer Service ext 2610 

Project Partners: 

City Clerk’s Office (ServiceGuelph), Community Engagement, IT, HR, Service Modernization 
Table, Citizens First/Customer Service Round Table 

Project Dependencies: 

Citizen satisfaction survey, CRM implementation 

 

 

 

 

 

Customer Service Framework 
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Highlights 

• Completed proposed customer service strategy. 
• Validated strategy with key partners including frontline staff, Citizens First Roundtable, 

Strategic Business Advisors, IT, and the CAO. 
• Completed proposed Customer Service Charter. 

Current Focus 

• Developing a high-level 3-5 year implementation schedule (a detailed implementation 
plan will be developed after final approval and Council endorsement. 

• Presenting proposed strategy to ET, then CMT, in March. 
 

Next 3 Months 

• Build roll-out plan to unveil the Customer Service Strategy to the organization. 
• Deploy the strategy throughout the organization. 

 

 

Challenges 

• None at this time. 

Resources 

• Implementation of the strategy requires the establishment of a customer service 
manager position in the immediate term to drive and project manage short- and long-
term implementation, and to be the organization’s in-house customer service lead in 
establishing and sustaining a customer-focused culture.  

• The strategy proposes a cross-departmental customer service leadership network to 
ensure the framework is representative of the City’s diverse businesses (made up of 
existing staff.) 

Lessons Learned 

• Improved customer service includes organizational culture change. 
• Employee engagement has been critical component to success. 
• Technology and service design will be a key to improving customer experiences.  

Scope Schedule Budget People 

Status: Customer Service Framework 
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Objectives  

• Expand options for citizen access to City services and information by creating an 
online digital services portal called myGuelph. 

• Increase the number of City services offered to citizens online to compliment in-person 
channels. 

• Increase customer satisfaction as a result of accessing City services.  
• Improve City response times to customer inquiries by increasing the digital channel 

and self-serve options as well as, establishing a centralized public help centre to 
organize answers and provide them faster.  

 

Deliverables  

• Launch a Citizen Relationship Management (CRM) digital application by August of 2018 
that will automate customer service requests, delivery and feedback.  

• Establish the ability for citizens to initiate and track a service request through 
myGuelph. 

• Create a centralized knowledge base for the City’s customer service staff to enhance 
service delivery and information provided to residents. 

• Measure the performance of customer service content to know how to improve and 
launch new digital services based on citizen feedback.  

 

Who’s Involved  

Lead: 

Sasha Einwechter, Manager Projects Strategy Digital, Technology and Innovation, extension 
2485 

Project Partners: 

City Clerk’s Office, Strategy, Innovation and Intergovernmental Services, Information 
Technology (IT), By-law, Transit, Economic Development, Water Services, and the 
professional services that have been procured to support implementation.  

Project Dependencies: 

A Corporate Customer Service Strategy is currently being prepared and will complement the 
Digital Services/myGuelph program of work.  

 

 

Digital Services/myGuelph 
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Highlights 

• Configured the CRM application that includes myGuelph.  
• Began development of the knowledge base to support customer service agents in 

responding to inquiries from the public. 
• In preparation for moving the information into the CRM system, initiated a data 

migration plan to support internal departments who currently maintain a digital 
information storage system, e.g., Bylaw, Transit, Economic Development, and Water 
Services.  

 
Current Focus 

• Continue the migration of existing corporate data into the CRM system, which is 
necessary, prior to its launch. 

• Continue progressing on system configuration and standardization of business 
processes to support implementation of CRM and myGuelph. 

Next 3 Months 

• Roll out the first round of demonstrations for Phase 1 CRM implementation to the 
project partners and review the functionality. Demonstrations will occur bi-monthly 
until Phase 1 requirements are achieved and sign-off by the project partners has been 
completed.    

• Preparing an update and overview of the Digital Services/myGuelph Program of Work 
for Committee of the Whole and Council.  

• Developing a plan to integrate corporate data from the City’s Geographic Information 
Systems (GIS) and social media. The plan will identify priorities and associated 
infrastructure needs to ensure data is transferred safely and efficiently. It will also 
outline the sequence to support integration with other corporate applications in latter 
phases of the project.  

• Preparing staff and citizen-facing communication plans prior to the launch of 
myGuelph to increase awareness and generate interest to use the service. 

 

Challenges 

• Corporately, there has been a progressive interest for the project with increased 
requests by departments to participate. At times, it has been a challenge to balance 
the Phase 1 participation needs with intended scope, resources and project 
expectations. Phase 2 will be more expansive, so the learnings from Phase 1 will be 
scaled out to ensure the project can meet the highest and best-use cases for the City.  

 

 

Scope Schedule Budget People 

Status: Digital Services/myGuelph 
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Resources 

• A broad stakeholder group representing the participants from Phase 1 have been 
supporting the development of business processes to optimally support myGuelph. IT 
resources are available as per the work plan. Vendor resources have been available for 
support and facilitation as per the contract.  

Lessons Learned 

• This is the first technology project at the City that is using ‘agile methodology’ which is a 
project management method that executes work in small sections or iterations. Each 
iteration provides a proof of concept to be critiqued by the project team. Improvements 
are then applied and demonstrated through a subsequent iteration until the end product 
best resembles the users’ requirements. This change in methodology allows users to see 
the requirements take shape along with the development of the solution. Although this 
project is still in early stages, stakeholders have responded extremely well to the 
process and have created efficiencies on the project management side.  
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Objectives  

 Create a formal corporate performance management framework to consistently and clearly:  

• Set and publish performance targets for City services so citizens know what to expect 
for their tax and rate dollars  

• Improve accountability by producing clear, easy to find public performance dashboards 
and reports   

• Improve the quality and flow of performance data to enable employees to identify 
potential issues and improvement opportunities and address service issues  

 

 

Deliverables  

• Best practice scan of comparable municipalities, private sector leaders, and other levels 
of government 

• Documented framework, supporting policies, standard operating procedures, guidance 
and employee training plan  

• Completion of 4 pilots in Transit, CAP ‘Our Service’ Initiatives, Information Technology 
and Infrastructure, Development and Enterprise (IDE)Services 

• A technology solution and resource requirements identified to manage, analyze and 
display performance data for internal and external stakeholders and citizens 

• Implementation and change management plan roll out 

 

Who’s Involved  

Lead: 

Jenny Smith, Manager, Strategic and Community Initiatives ext. 2120 

Project Partners: 

Strategy, Innovation and Intergovernmental Services, IT, Asset Management, Business 
Process Management and Transit  

Project Dependencies: 

Asset Management Plan and the development of service levels for each department, Service 
Reviews 

 

Accountability and Performance Management Framework 
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Highlights 

• Significant computer programming supports have been made to enable automation and 
management of the performance metric data in The Count 

• Staff trained and equipped with new performance management methodology, tools and 
techniques to provide guidance and improve performance indicator development in 
support of The Count. The Count is currently in beta format and will continue to evolve 
and improve over time. The Report to the Community and the Community Plan will 
continue to shape the content and focus of the performance dashboard  

• Conducted lessons learned session and applied insights to re-scope and scale the next 
phase according to available resources in order to focus support to current projects 
including: 

o The Count suite of indicators 
o Business Service Reviews 
o Asset Management Levels of Service project 

• Initiated production of the “Report to the Community” to improve the approach and 
development of annual reporting 

Current Focus 

• Supporting regular updates of performance metrics in The Count to ensure data is 
accurate and timely 

• Testing and building competencies in the new performance management methodology, 
tools and techniques through CAP and Service Review pilots to improve performance 
indicator development 

• Producing the framework and content to support the “Report to the Community” 
 

Next 3 Months 

• Adapt and apply the performance management methodology, tools and techniques to 
provide training and guidance to support the development of improved indicators in The 
Count, core metrics to support Service Reviews and the needs of the Levels of Service 
Project 

• Prepare the streamlined, digital “The Report to the Community” for release in summer 
2018 to provide the public with an easily accessible, digestible and plain language report 
that demonstrates value, transparency and accountability. 
 

Scope Schedule Budget People 

Status: Accountability and Performance Management 
Framework 
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Challenges 

• Scaling and pacing of the project to align with resources is a challenge. To manage the 
project, the focus has been narrowed to current projects most in need of performance 
indicators and support. 

Resources 

• Yes, the project currently has the resources required to pilot, test and learn and support 
the projects currently in scope. 

Lessons Learned 

• Original project goals, scope and timeline were aggressive  
• Organization need for core skills and knowledge development to support good 

performance measurement  
• Departments need support to identify the vital few indicators required for performance 

measurement 
• Very important to communicate the connections between performance measurement, 

management and continuous improvement to achieve better outcomes 
• Departments were positive about the test pilots, learning from successes and failures 

and applying that learning to meet the needs of the organization and position the project 
for long term success 

• There was overall recognition that the work is important and that service areas are 
committed to develop their approach to performance management 
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Objectives  

Business Service Reviews examine the relevance, effectiveness and efficiency of City 
services to ensure resources are allocated to achieve the best outcomes for the City, meet 
the needs of the community and support long-term sustainability. The Service Review 
Framework provides guidance, tools, business processes and support to conduct reviews at 
any level of the organization from corporate wide services to department specific processes. 
Service reviews are an important part of ongoing continuous improvement activity, through 
which the City is able to continue to deliver services efficiently and effectively and 
demonstrate value for money. 

 

 

Deliverables  

• Inventory and detailed profiles of services 
• Pilot reviews to establish standards and process for reviews 
• Prioritization of services to inform work plans and identify next reviews 
• Recommendations and improvements for delivery of services 

 

Who’s Involved  

Lead: 

Katherine Gray, Program Manager, Business Process Management ext. 2006 

Project Partners: 

Business Service Review Steering Committees, Review Working Teams  

Project Dependencies: 

Support from Executive Team, Management teams, departments and working groups, 
subject matter experts within the organization and stakeholders both internal and external. 

 

 

 

 

Business Service Reviews 
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Highlights 

• Reported on the interim status of the Solid Waste Resources Business Service Review 
to Council on September 18, 2017. 

• Completed the IT Service Desk Business Service Review, which included identifying 
opportunities for improvement in areas of documentation, policy, training and 
communication.   

• Initial City service inventory developed to provide a baseline of current services. 
• Baseline utilized to start the development of service profiles and prioritize future 

reviews and improvement activities. 
• Have completed 90 per cent of the Boulevard Maintenance Business Service Review 

with planned reporting in June 2018. 
• Solid Waste business service review 100 per cent complete with reporting planned 

for April 2018 
• Business Service Reviews have successfully become part of the culture and normal 

course of business instead of a special initiative. 

Current Focus 

• Transit business service review planning and discovery 
• Develop lessons learned report from pilot reviews 
• Development of a 2 to 5 year business service review plan 
 

Next 3 Months 

• Assess and prioritize the City services.  
• Complete the Boulevard Maintenance business service review. 
• Conduct the Transit business service review. 
• Development of a 2 to 5 year business service review plan 
• Implementation of the business service review plan 
 

 

Challenges 

• Preconceived outcomes of services and reviews, which required additional time for 
education and communications. 

• Data availability and accuracy can negatively impact timing and results of the review. 

Scope Schedule Budget People 

Status: Business Service Reviews 
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Resources 

• Pilots are informing improvements to methods, tools and structure and have 
identified the need to develop sufficient budgets and ensure availability of subject-
matter-experts (internal and/or external) to support successful reviews. 

Lessons Learned 

• The reviews provide a better understanding of the business and services the City 
provides both internally and externally. 

• Visible support by management has been essential 
• Communication has been key to ensuring engagement, participation and support 
• Business service review success doesn’t come easily. It requires everyone’s 

involvement, commitment, and employee empowerment. 
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Objectives  

• Support collaboration of City improvement programs and practitioners to build a culture 
of innovation through Innovation Fund, Round Tables, Civic Accelerator, Business 
Process Improvement and the Guelph Lab 

• Support individuals and teams ongoing improvement and innovation activities 
• Unlock financial value of improvement 
• Provide learning opportunities, problem-solving expertise, peer-to-peer support, tools 

and methods to develop capabilities for teams and individuals to innovate 

 

 

Deliverables  

• Design and launch an Innovation section of guelph.ca to profile innovation practices 
across City departments 

• Design and market City’s innovation playbook with short case studies and how to 
innovate examples 

• Deliver training on new tools and processes and build awareness of the opportunities 
through outreach and recruitment 

• Attract funding to support research and development activities 
• Increase the City’s reputation for innovation and improvement 

 

Who’s Involved  

Lead: 

Stewart McDonough, Advisor Strategy and Innovation ext. 3356 

Project Partners: 

Strategy, Innovation and Intergovernmental Services, IT, Communications, Project 
Management Office and the University of Guelph  

Project Dependencies: 

Delivery of new Infonet, Accountability and Performance Framework  

 

 

Improvement Network 
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Budget: There is limited budget to conduct pilots or introduce new tools and expert training 
as well as to take ideas through to implementation of they require outside resources. 

People: Departmental and corporate priorities compete with Improvement Network 
communication and coordination.  

 

Highlights 

• Through Improvement Network programs and innovation projects, a large number of 
departments and staff have learned new approaches to apply to their work in an ongoing 
effort to be innovative and continuously improving how we provide public services. The 
ongoing attention to Improvement Network programs is creating a culture of innovation 
and openness to new ideas at the City of Guelph. In 2017, over 20 facilitation and 
training events were delivered in support of departments/teams through the round 
tables and improvement network including customer journey mapping, building 
consensus, objective setting, supporting customer service framework development, 
supporting service reviews, metrics identification and more. Additionally, we hosted 
facilitation training for our employees, other municipalities and social sector agencies 
(United Way, Public Health, toward Common Ground) to benefit from favourable pricing. 

• A funding request through the Province’s OntarioBuys program has been successful and 
will build from the foundational work of the Civic Accelerator. Increased funding will 
support the establishment of the Municipal Innovation Exchange (MIX) and the ability of 
departments to take innovative approaches to ongoing challenges that don’t have clear, 
off-the-shelf solutions. 

• The Improvement Network is partnering with the Province’s Behavioural Insights Unit 
and City departments to try a new scientific approach to increase uptake and use of 
certain city services to achieve positive community outcomes. This project will unlock 
significant in-kind resources from the provincial government to support our service area 
goals. Exploratory work has started with the Parks and Recreation department and an 
initial collaboration is being contemplated with Transportation Services. 

• Round Tables continue to add value to City projects: 
o Customer service round table provided recommendations for the development 

and implementation of the Customer Service Charter.  
o The Policy Round Table recommendations moving into an implementation phase 

and being shepherded by the Policy and Intergovernmental Relations and Clerks 
teams. 

o As part of the development two new round tables have been created to support 
the City’s Community Plan incorporating staff and community leaders into the 
design and implementation of the project. 

• We continue to grow the City’s reputation for innovation through partnerships and 
presentations including: 

Scope Schedule Budget People 

Status: Improvement Network 
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o Code for Canada and Evergreen’s “How to be smart(er) in Mid-Sized Cities in 
Ontario” discussion paper and webinar 

o Panel presentations at AMCTO, the Province’s Open Government conference, and 
Blue Cities conference 

• Innovation Fund:  
o Improvements have been implemented to sidewalk snow clearing by better 

aligning staff to operational needs 
o Green Team looking at improving corporate environmental sustainability is 

ramping up in Q2, 2018 

Current Focus 

• We are currently recruiting for a program manager for the Municipal Innovation 
Exchange and will shift into coordination between multiple cities and multiple partners to 
deliver two rounds of innovation procurement over the next three years. 
 

Next 3 Months 

• Formally launching the Municipal Innovation Exchange, recruiting additional human 
resources dedicated to the program and sourcing the internal challenge. 

• Using round table methodologies to continually improve the Community Plan outreach, 
research and reporting. 

• Pilot new digital engagement tool through the community plan work as well as new 
software to house and analyze the qualitative and quantitative inputs from the 
engagement process. 
 

 

 

Challenges 

• The growing portfolio of work and interest is stretching human and budget resources 
posing a risk to the momentum of the continuous improvement and innovation work 
across the organization 

Resources 

• The MIX, through new funding, will be appropriately resourced.  
• We are operating on tight human and financial resources for other innovation work, with 

a significant focus on the Community Plan for 2018. 

Lessons Learned 

• Increasingly important to demonstrate and show the impact of innovation work to staff 
and citizens. 
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• Innovative approaches are welcome when they add resources to work that is already on 
staff work plans. 

• There are resources from local, provincial and federal sources looking to partner with 
municipalities when you are seen as a collaborative, citizen focused organization. 
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Objectives  

The Talent Blueprint identifies three priority areas. It establishes the key actions required to 
have engaged, diverse, high-performing, innovative and productive employees to meet the 
City of Guelph’s current and future needs. The three priority areas are: 

• Know & Attract - We know what skills and abilities are needed to move the 
organization forward to achieve our priorities. We identify, attract and retain diverse 
talent and skills that will enable us to perform successfully. 

• Learn & Grow - We develop careers that foster an enriched sense of belonging, 
purpose and pride in public service. We ’experience’ work that is meaningful and 
rewarding. 

• Lead & Engage – We understand, support and champion the strategic priorities of 
the organization and feel our contributions are valued. We are committed to delivering 
a high level of service to the City.     

 

 

Deliverables  

• Support corporate learning and development by providing a clear menu of career path 
programs that are straight forward to access.  

• Enhance the Performance Development Plan (PDP) to make the process easier and 
more effective.  

• Pilot a Succession Planning program for executive team roles.  

 
 

Who’s Involved  

Lead: 

Kerry Pletch, Manager, Talent and Organizational Development, extension 2658 

Project Partners: 

Information Technology, corporate leaders, training providers and consultants are all project 
partners.  

Project Dependencies: 

Completion of work for Position Control which is a project to automate information specific 
to positions, e.g., training requirements.  

 

Talent Blueprint 
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Budget and People: A Career Path expansion package was not approved by Council within 
the 2018 budget requests. The expansion would have provided the necessary budgetary 
resources needed to support our people and maintain an overall status that is progressing 
according to plan and targets. Staff will continue to address the fundamental needs of the 
Talent Blueprint in a scaled-down approach until budgetary resources can be approved. 

 
Highlights 

• Delivered a total of five Career Path overview presentations to teams across the 
corporation. This helped generate additional awareness and encourage discussion 
between leaders and employees to support career development activities.   

• Launched, an ’everyone has a story’ campaign through Career Path. Program 
ambassadors are identified and advertised on a regular basis. This promotes the 
diversity of learning and development opportunities available for employees. The 
launch saw a particular focus on stories that featured internal transfers and movement 
within the organization. Career Path highlights that all people and careers are unique 
and aims to engage employees and leaders in discussion and action towards building 
careers at the City of Guelph. 

• Created Infonet resources to enable leaders to hold effective career planning 
conversations. These activities engage employees and ensure that the City is 
positioned for career growth and mobility which has resulted in an increased number 
of employee requests to use Career Path.  

• The one year 2017 expansion of the Licensing, Education and Accreditation Program 
(LEAP) budget for $60,000, was fully used to support the strategic career growth of 
team members. The program saw participation from union and non-union staff. 

• Implemented several secondments since Career Path was launched including:  
o United Way Coordinator, 
o Strategic Business Advisors (three positions), 
o Program Manager, Project Management Office, 
o Junior Policy Research Analyst, and   
o Corporate Asset Management Analyst. 

 
Three new secondment opportunities are projected in the first quarter of 2018.  
Secondments provide an interim opportunity for employees to gain exposure and 
knowledge of new corporate functions to promote their growth and development. The 
secondments have generated employee interest in their personal career development. 

• Following on the completion of a corporate-wide training analysis in 2017, numerous 
activities were performed. These activities included: 
o Updating the training requirements for all positions,  
o Updating training course codes and reporting features, and  
o Implementing a full corporate training reset which was introduced to staff to 

ensure compliance with legislated training and reporting requirements. 
• Completed one full cycle of an improved Non-union Municipal Employee (NUME) 

Performance Development Planning (PDP) process with enhancements that included:  

Scope Schedule Budget People 

Status: Talent Blueprint 
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o An updated and easier-to-use form,   
o A requirement for leaders to hold monthly performance conversations with their 

staff, creating more accountability and making the process more effective,    
o Embedding Career Path learning and development language into the form. For 

2018 this language was extended to the Canadian Union of Public Employees 
(CUPE) 973 PDP form. This will encourage focused career development 
discussions and success with transferring staff into roles within the City of 
Guelph, and  

o The CUPE 973 PDP ratings were updated from a three-point to a four-point rating 
scale to allow more flexibility.   

• Succession Planning program and tools were developed but the program has been 
paused to focus on Career Path. In the interim, some departments are using the tools 
as an opportunity to pilot the Succession Planning program on a smaller scale.  

 
Current Focus 

• Maintaining Career Path, including promoting career development activities through 
on-the-job training, informal mentoring and effective performance development 
feedback. Career Path includes continuing to facilitate a range of secondment 
opportunities in support of employee development.  

• Developing a business case for a corporate-wide Learning Management System to 
ensure compliance with legislated training and reporting requirements. 

• Researching an online PDP software solution that is compatible with the PDP process 
to build efficiency and additional value. 

 
Next 3 Months 

• Manage the corporate training reset activities to ensure compliance to legislated 
training. 

• Build a business case for a corporate-wide Learning Management System. 
• Continue to work with the current software service provider to review software options 

related to the PDP process.  
• Review employee engagement assessment options to determine the level of staff 

engagement. 

 

Challenges 

• Staff’s ability to continue a wholesome approach for implementing the Talent Blueprint 
initiatives is not possible as a result of not receiving approval for the Career Path 
expansion funding. To manage corporate expectations, staff will continue to address 
the fundamental needs of the Talent Blueprint in a scaled-down approach until 
capacity can be identified and prioritized.  

• LEAP funding was fully utilized by the third quarter of 2017. With the 2018 budget 
moving back to its former 2016 budget allocation, we are unable to support the level 
of employee interest in the program; which demonstrates the popularity of the 
program. As of February of 2018, the LEAP budget was fully committed.   
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Resources 

• There is no funding currently available for a Learning Management System to enable 
online tracking of regulatory training. Current tracking is being done manually and 
requires resourcing to manage.  

Lessons Learned 

• It is important to build-in funding sustainment options when implementing temporary 
budget increases for programs like LEAP to ensure that increased program usage can 
be sustained.  
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Objectives  

The Leadership Charter was created in the latter half of 2014 in collaboration with leaders 
and included union presidents and some frontline employees. It clearly sets out the culture 
we all want to work in and contribute to. It expects leaders at all levels to lead with a 
shared community mindset, be clear communicators, empower others, support innovation 
and be accountable to their employees and the public. We continue to take steps to improve 
our culture and these steps include: 

• Increasing communication and awareness of the Charter to all employees. 
• Providing Leadership Charter learning opportunities to frontline staff. 
• Finding ways to support and ensure that everyone is actively showing the mindset and 

behaviours we expect. 
• Supporting leaders to develop strong, productive relationships with their employees 

using ’back to basics’ expectations, skills and approaches. 

 

Deliverables  

• An updated Leadership Charter communications plan for frontline staff. 
• The roll-out of a full-day Leadership Charter training session that is offered to all 

employees. 
• Integration of the Leadership Charter into additional learning programs. 
• Launching two-day Labour Relations 101 training to all supervisors and managers of 

unionized employees. 

 

Who’s Involved  

Lead: 

Kerry Pletch, Manager, Talent and Organizational Development, extension 2658 

Project Partners: 

City of Guelph leaders and external training providers 

Project Dependencies: 

Achieving the necessary resources in budget, availability and support from communications 
and external vendors/ training providers are needed to attain the deliverables. 

 

Expanded Leadership Charter 
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Schedule: The expanded Leadership Charter launch was delayed by one quarter of the year 
to accommodate priority town hall content and to provide our leadership development 
vendor additional time to develop e-learning products. E-learning provides an additional 
layer of flexibility to ensure employees who cannot make it into a classroom have the 
opportunity to learn in a way that meets their needs. 

 

Highlights 

• Hosted multiple two-day Labour Relations training sessions for supervisors with over 100 
leaders participating. The training was well received, providing participants with positive 
labour relations principles. Popularity for the training prompted additional sessions to be 
planned in 2018. A Labour Relations Community of Practice where applied learning that 
integrates classroom learning with real-world situations is still being considered pending 
resource availability.    

• Developed a communication plan for the Leadership Charter launch to frontline 
employees which includes: 

o Communication tools including a leaflet for various employee engagement 
opportunities such as attending Leader Town Hall forums. 

o Established content for frontline Leadership Charter classroom-based training. 
These courses will highlight the importance of the Leadership Charter and 
develop skills associated with it. It was intended to be delivered in first quarter of 
2018 however the launch is delayed as a result of priority town hall content and 
alignment with the development of e-learning. Courses are booked and available 
through the Infonet registration system. Notice will be provided to staff during 
launch activities.   

o E-learning is currently being developed to provide additional options for 
employees to access shortened course content. It is anticipated that e-learning 
will be offered in June of 2018. 

o Management Essentials 103: Recruitment and Selection at the City of Guelph has 
been developed and is scheduled to be offered to leaders throughout the year 
with a pilot session occurring in March 2018. 
 

Current Focus 

• Managing e-learning content development with the vendor to ensure a high quality 
product that aligns with in-class content and is succinct. 

• Scoping video production that is cost effective and helps employees understand how 
they lead in their roles and why the Leadership Charter applies to them. It is expected 
that the video will be launched at the end of 2018 or early in 2019 to align with 
another phase of the Leadership Charter project. 

• Developing value-added launch material that can support leaders in their discussions 
with staff. 

 

Scope Schedule Budget People 

Status: Expanded Leadership Charter 
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Next 3 Months 

• Video development that will clarify the role that the Charter plays in relation to 
frontline positions. This work is dependent on cost and vendor availability. 

• Finalizing activities and materials for launching the Leadership Charter to frontline 
staff. 

 

Challenges 

• Preparing an online learning module takes time to develop. It’s currently being 
developed with support from a consultant for launch by the second quarter of 2018. 
Prime content for the project has been identified. 

• The development of a video is dependent on cost and resources available both within 
the department and the vendor.   

Resources 

• Currently the work is resourced appropriately. Video development and finalizing e-
learning content with support from outside resources. 

Lessons Learned 

While we are still in the launch preparation process it’s clear that the time to scope and 
develop e-learning is lengthy. 
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Objectives  

• Work collaboratively across the organization, with governments, citizens and businesses 
stakeholders to build a more adaptive learning environment and improve: 

o The development review process 
o Communications 
o Management direction 

 

 

Deliverables  

• Implementation of the original Phase 2 Report recommendations, and further 
improvements identified through the internal and external collaboration.  Key tangible 
deliverables include: 

o Create development process manuals 
o Rebuilding of the development tracking system’s (AMANDA) digital folders 
o Establish a formal and mandatory pre-consultation process   
o New Milieu app to enhance citizen engagement on planning and development 

applications  
o Guelph.ca enhancements 
o Customer service training for employees 

 

Who’s Involved  

Lead: 

Current:  Kealy Dedman, General Manager/City Engineer, Engineering and Capital 
Infrastructure Services ext. 2248 

Previous: Todd Salter, General Manager, Planning, Urban Design & Building Services ext. 
2395 

Project Partners: 

Over 80 staff across 11 City departments and all service areas have contributed to the 
Integrated Operational Review (IOR); and the external Business Stakeholder Working Group 
has provided input at key stages of program implementation.  

Project Dependencies: 

Additional IT support for AMANDA enhancements and folder rebuilds, Milieu cities platform 
required external program development, Corporate Communications and WebServices 
support for website content changes, retained customer service training specialists. 

Building Partnerships 
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Highlights 

• Successfully completed implementation action items that addressed all 23 IOR Phase 2 
Report recommendations  

• Presented IOR “Wrap-Up” report to Council in July, 2017 including a celebration with all 
stakeholders to share success story 

• Completed majority of process manuals and the rebuilding of the City’s digital folders for 
development file tracking system, by end of 2017 to improve processes through more 
predictable timeframes  and greater clarity in the development review process  

• Launched Building Partnerships program as a continuous improvement framework, 
which is now well recognized and supported within the organization. Through on-going 
work, it will continue to deliver continuous improvement initiatives that focus on 
customer service, continual improvement and communication and outreach.  

• Updated the terms of reference for the general manager level committee to provide 
guidance and strategic leadership on the continuous improvement action planning 

• Developed the 2018 Continuous Improvement Action Plan 

Next 3 Months 

As the formal integrated operational review program has concluded, the City is transitioning 
to a culture of continuous improvement through the successful launch of the Building 
Partnerships campaign.  Under the oversight of the Building Partnerships Manager 
Committee (BPMC) the City will work with internal and external stakeholders to identify and 
implement improvements on an ongoing basis.   
 

Challenges 

• Maintaining staff resource commitment and momentum over multi-year program 
implementation period 

• Advancing a significant culture change throughout multiple departments and with 
external business stakeholders 

Resources 

• Adequate budget and good departmental staff support, subject to occasional resource 
constraints due to competing priorities and overall high volume workloads. 

 

 

Scope Schedule Budget People 

Status: Building Partnerships 
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Lessons Learned 

• Engagement of many staff across multiple departments and service areas and external 
business stakeholders has promoted a culture of collaboration and partnership.  
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Objectives  

The Corporate Asset Management initiative aims to ensure reliable service by formalizing a 
comprehensive and systematic approach to managing the City’s infrastructure assets. One 
goal of the initiative is to support City departments in managing assets in a way that 
balances levels of service, risk and cost effectiveness throughout the entire asset lifecycle. A 
comprehensive approach to asset management builds a solid foundation using detailed data 
and evidence to enhance decision making and sustainable planning to better enable the City 
to achieve its corporate objectives. 

 
Deliverables  

• Build a solid foundation for asset management using detailed data and evidence to 
support decision making and inform sustainable planning. In 2017, this was 
accomplished by: 

o Communicating information and education material for asset management; 
o Developing the City’s first comprehensive corporate asset management plan; and 
o Developing a corporate asset management policy and strategic road map. 

• A corporate level of service framework and corporate asset risk management framework 
is in development, which will allow the City to understand and simulate optimized 
strategies that can then be put into practice.  

• In 2018, the asset management philosophies are being incorporated to a greater extent 
in the capital budget process by integrating asset sustainability and level of service 
considerations. 

• A corporate asset management training program is being developed to train staff across 
the organization in asset management philosophies. 
 

Who’s Involved  

Lead: 

Daryush Esmaili, Manager, Corporate Asset and Project Management, ext. 2765 

Project Partners: 

Asset Management Steering Committee (with representatives from every department in the 
City), Asset Portfolio Working Groups (including individuals responsible for each lifecycle 
phase of the relevant service), and the new Capital Planning Steering Committee. 

Project Dependencies: 

Capital and Operating Budgets, Enterprise Asset Management Implementation, Citizen 
Satisfaction Survey, Accountability and Performance Management Framework, Service 
Reviews 

Asset Management Program 
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Highlights 

• Developed draft customer and technical performance expectations of assets (Corporate 
Levels of Service) with stakeholders across the organization. In addition, developed 
performance models to forecast the performance of assets into the future based on 
aspects such as available budgets and resources. 

• Finalized a Water, Wastewater and Stormwater Risk Management Framework to identify 
the most critical assets required to provide the services and direct budgets to the most 
critical assets first.  

• Completed the second phase of a water, wastewater, stormwater and road GIS data 
improvement project to improve the level of confidence in the information that feeds 
directly into departmental and corporate decision making and budgets. 

• Continue to support the Enterprise Asset Management software implementation to 
support service delivery, and provide valuable data to support decision making. 

• Continue developing asset portfolio management plans for parks and open space, and 
parking to document an evidence-based approach to the investments and management 
of our parks inventory. 

• The asset management framework is now well-recognized and supported within the 
organization. Through on-going, dedicated work, it will continue to be successfully 
applied to ensure the lifecycle of City assets are managed and funded according to best 
practices and current data.  

Current Focus 

• Ongoing support for the corporate facility inventory and condition assessment program, 
which will support long range capital planning and asset management of corporate 
facilities. 

• Testing the Enterprise Asset Management software, which will support service delivery 
and provide valuable data to support decision making. 

• Constructing a city-wide asset hierarchy and improvement plan to inform future asset 
analysis and optimized investment planning. 

• Initiating an asset management optimized decision support system, which will enable 
asset investment analysis and optimization. 
 

Next 3 Months 

• Finalize and evaluating a corporation wide asset risk management framework. 
• Develop simulation models for the relationship between budgets and levels of service. 
• Implement a city-wide bridge and structure inventory, condition assessment, lifecycle 

forecast and capital plan project. 

Scope Schedule Budget People 

Status: Asset Management Program 
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• Implement the 2018 phase of condition assessments on wastewater, solid waste, and 
linear infrastructure to enhance asset inventory data and infrastructure knowledge. 

 

 

Challenges 

• No significant challenges impeding progress since the last report.  

Resources 

• The corporate asset management division is currently resourced appropriately to deliver 
the work plan. 

Lessons Learned 

• The organization’s asset management maturity continues to improve. In order for the 
organization to receive the full benefit of asset management (i.e. integrating the plans 
and strategies into every day work and culture), ongoing dedicated effort is required. 
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Objectives  

The Long-Term Financial Plan (LTFP) will set a clear strategy for future funding needs that 
will improve service level planning and decision making. The plan will support achievable 
and sustainable long-term financial goals for the City that responds to growth, city building 
and excellent public service. Key objectives include: 

• Set a clear strategy for identifying sustainable operating and long-term capital 
requirements and sources of funding. 

• Create a sustainable financial framework for the Corporation.  
• Support Council goals and priorities. 
• Assist departments with strategic planning. 
• Advance the City of Guelph’s credit rating to AAA. 

 

Deliverables  

• A Council approved Long-term Financial Plan. 
• An updated General Reserve and Reserve Fund Policy. 
• An updated Development Charge (DC) Background Study and Cost of Growth analysis. 
• Implementation of processes and policies for a ten-year fully funded capital budget. 
• Implementation of processes and policies for a multi-year operating budget starting in 

2020-2023.  
• Review and update financial policies.  
• Realignment of the Finance department with a focus on long-term financial planning 

and strategy. 

 

Who’s Involved  

Lead: 

Tara Baker, General Manager/City Treasurer, Finance, extension 2084 

Project Partners: 

Complex Capital Committee, Asset Management and Project Management Office, 
Development Charges Oversight Committee, and Capital Planning Steering Committee  

Project Dependencies: 

The Asset Management team is leading a level of services framework for improvements to 
managing municipal assets that integrate with the objectives of the LTFP. 

Long-Term Financial Plan 
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Scope: Staff has been unable to formally scope this project and draft a charter due to 
limited staff capacity and competing priorities. 

Schedule and People: A Manager of Financial Strategy position was not approved by 
Council within the 2018 Operating Budget expansions. The expansion would have provided 
the necessary resource needed to correct the cautionary status. Resources, departmental 
priorities and work plans are being evaluated in the first quarter of 2018 to mitigate the 
current cautionary status.  

 

 

Highlights 

• Researched best practices and key inputs for achieving a Long-term Financial Plan by 
attending Municipal Finance Officers’ Association (MFOA) seminars and information 
sharing with other municipalities.  

• Achieved a new, Council-approved, General Reserve and Reserve Fund Policy for 
managing reserves and reserve funds which provides improved controls and long-term 
strategic planning. Following the policy will improve the City’s financial position and 
ensure there are sufficient funds to achieve goals and mitigate risk. 

• Reviewing and consolidating key inputs to the 2018 DC Background Study, including: 
the growth forecast, draft local service policy, stakeholder input, draft service 
standards, and capital needs. The DC Background Study and a new By-law shall be 
approved before the current By-law expires on March 2, 2019. 

• Developed a project charter for the Capital Planning Steering Committee with an 
objective to prepare a fully funded forecast. 

Current Focus 

• Discussing with Council, stakeholders and key staff regarding  the changes, trends and 
policy issues affecting the DC Background Study to ensure that the 2019 DC By-law is 
fair and equitable to all impacted parties, e.g., tax payers, rate payers, developers and 
builders. 

• Continue the ten-year capital budget and forecast preparation with first quarter of 
2018 deliverables including: a 2019 budget schedule, Executive Team (ET) and 
stakeholder education sessions, a project optimization framework, and a funding 
allocation methodology for the next ten years. 

• Finalizing an interim plan to mitigate the people and scheduling resource concerns 
currently impacting the plan.  

Scope Schedule Budget People 

Status: Long-term Financial Plan 
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Next 3 Months 

• Work with Council and stakeholders to share and review consolidated information that 
informs the 2018 update to the DC Background Study including: 
o Leading Council workshops February 21 and May 22, 2018.  
o Planning an external stakeholder meeting for March 23, 2018.  
o Seeking Council decision on area rating (city wide or area specific). 
o Completing the capital costing for DC eligible projects.  
o Establishing a DC Policy Review working group and recommend final policy 

decisions.  
• Roll-out the 2019–2028 capital budget and forecast facilitated by staff kick-off 

meetings, training and commence capital budget data input.   
• Begin preliminary planning for a 2020-2023 multi-year budget including an 

introductory report to Council.  

 

 

Challenges 

• Staff capacity to complete deliverables is a significant issue, particularly at key points 
in the financial year, e.g., budget preparation and year-end.  

Resources 

• The Financial Strategy division requires increased resources to achieve the desired 
Long-term Financial Plan goals in an appropriate timeframe. The Finance department 
requires increased complement or increased consulting funds to complete the Plan. 

Lessons Learned 

• The scope of this project is broader than originally expected. The City of Guelph has a 
lot of building blocks to put in place before a meaningful Long-term Financial Plan can 
be developed.  
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Objectives  

The Project Management Office enables project leads and their teams to successfully 
manage projects, with an initial focus on complex capital projects, through three main 
pillars: 

• Centre of excellence – centralized/standard framework, processes, tools and training; 
• Governance and risk management – structured change controls and proactive risk 

management; and 
• Reporting and performance measurement – consistent and transparent reporting to 

improve communications, predictability and informed decision-making. 

 

 

Deliverables  

• Tier-1 Governance Structure and Stage-gate Risk Management Framework 
• Tier-1/2 Project Management Guide and Tool Package 
• Construction Project Risk Assessment Framework 
• Project Manager Training and Coaching 
• Standard Reporting Framework, Tools and Regular Reports 
• Portfolio Performance Measurement/Dashboard  

 

Who’s Involved  

Lead: 

Daryush Esmaili, Manager of Corporate Asset and Project Management 

Project Partners: 

Complex Capital Projects Committee, Tier-1 Project Steering Committees, Project Teams 
and Project Managers  

Project Dependencies: 

Support from Executive Team, CMT and Management teams, various topic specific cross-
functional sub-committees and working groups, subject-matter-experts within the 
organization 

 

 

Project Management Office and Complex Capital Projects 
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People: Project Management staff vacancies 

 

Highlights 

• Project and Program Management Toolkit released on the Project & Program 
Management webpage.  

• The procurement SOP and vendor performance evaluation templates were released for 
consultants and contractors (related to construction projects).   

• Trained 100+ project managers across the corporation on the updated competitive 
procurement process.  

Current Focus 

• Reviewing the short- and long-term Project Management Office work plan, mandate and 
templates. This will enable the City to focus project, program, and portfolio management 
improvement initiatives to the areas of most value. 

• Hiring a new Program Manager, Project Management Office to fill the existing vacancy.  
• Developing project optimization strategies and governance structures for the Downtown 

Implementation Strategy, which will support improved project evaluation, optimization 
and increase the effectiveness and efficiency of project governance. 

• Continue to support the governance of Tier 1 projects to ensure consistent, high quality 
project management rigour is applied and reported.    

Next 3 Months 

• Completing a review of the existing project management manual, templates and training 
materials, and then developing an implementation plan to further operationalize them. 

• Implementing a governance framework and project management tools for Tier 2 
projects. 

 

Challenges 

• Since early January, all Project Management Office positions have been vacant, 
therefore stalling progress on current initiatives. The vacant positions are currently 
being filled, and the work is now re-initiating. 

Resources 

• Currently all positions are vacant, however are in the process of being filled. 

Scope Schedule Budget People 

Status: Project Management Office and Complex Capital 
Projects 
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Lessons Learned 

• Great progress has been made in operationalizing project management governance 
structures across the organization. Training and coaching is required to ensure that the 
current tools are being utilized by staff for project delivery. 
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Objectives 

• Modernize the City’s enterprise systems to achieve greater functionality and support 
for City services such as resource management, procurement and asset management. 

• Ensure the Information Technology (IT) infrastructure that is supporting core business 
systems is stable and current. 

• Provide the City with efficient tools to support their job whenever and wherever they 
need. 

• Provide a customer-service focused single point of contact for all IT matters. 

 

 

Deliverables 

• Launch Cherwell Information Technology Service Management (ITSM) system to 
support and track all IT service requests and provide a streamlined service that 
includes self-service and tracking of both incidents and performance measures.  

• Implement Virtual Desktop Infrastructure (VDI) as the City’s remote connectivity 
solution to support the City’s growing mobile workforce. 

• Management of a System Modernization Project: Upgrade and enhance 
technical/business processes to support WAM (Work and Asset Management System) - 
the City’s Enterprise Asset Management (EAM) application; WAM supports the day-to-
day operations of the City by automating workflows such as: maintenance management, 
work planning, work order management as well as asset management.  

o Upgrade and enhance JD Edwards (JDE); the City’s Human Resources 
Information Management system which currently supports payroll, general 
accounting, accounts receivable, revenue tracking and HR data.  

o Implement Service Oriented Architecture (SOA); an application to support more 
efficient and sustainable integrations between corporate applications. Currently 
the focus for SOA is to integrate JDE and WAM, however, this utility will become 
a critical tool to support other enterprise applications in the future. 

 

Who’s Involved 

Lead: 

Blair Labelle, General Manager of Technology and Innovation, extension 2232 

Project Partners: 

Most departments in the City are project partners to support this expansive program of 
work.  

IT Core Business Systems 
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Project Dependencies: 

The system modernization project accounts for dependencies between the WAM, JDE and 
SOA projects to ensure that appropriate coordination and staging is in place to support 
project integration.  
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People: The current IT staffing levels cannot meet the resource needs to properly facilitate 
the implementation of WAM 2.2. Professional services will be purchased to mitigate the 
current cautionary status.  

 

Highlights 
• The ITSM system launched in 2017 and statistics from the system are now being used 

to track and continuously improve IT service levels.  
• VDI is now set up and being rolled out as part of the desktop lifecycle program. VDI 

replaces Citrix as the City’s remote connectivity solution and allows City staff to have 
access to shared network directories, email and applications anywhere there is an 
internet connection.  

• The WAM 2.2 upgrade is on track to launch by September of 2018. Approximately 60 
staff are involved in this project and are currently focused on system configuration, 
standardization of business processes as well as Geographic Information Systems 
(GIS) integration. 

• Phase 1 of the JDE upgrade was completed in 2017. Referred to as ‘Position Control’, 
this work re-organized how employees are identified within JDE and was a prerequisite 
to support 2018 improvements in reporting and workflow automation. 

• Procured a business partner to assist in implementing the JDE Purchasing module to 
support enhanced functionality (existing encumbrance accounting) for staff. 

• Currently procuring a business partner to assist in implementing the SOA solution to 
integrate WAM and JDE. Contract award is targeted for end of April of 2018. 
 

Current Focus 

• Modernizing the City’s systems to deliver value to staff and create efficiencies in their 
daily tasks.  

• Remediate underlying issues to ensure WAM, JDE and other corporate applications are 
safe, stable and can be supported by IT.  

Next 3 Months 

• Continued deployment of VDI through the desktop lifecycle program.  
• Continue progressing on system configuration and standardization of business 

processes for EAM. Also, complete GIS integration which is necessary to support 
mobile use of WAM in the field. Enhanced corporate wide communications will be 
released by end of March.   

• Initial implementation work to support the JDE Purchasing module. 
• Initial implementation work to support the SOA solution. 
 

 

Scope Schedule Budget People  

Status: IT Core Business Systems 
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Challenges 

• In addition to upgrading the Core IT Business Systems, the EAM project team is also 
working to establish corporate standards to support them. Stakeholders are 
committed to supporting the change; however, it can be difficult to reach a consensus 
that will serve all users of the system.  

• There is a need to improve communications and information-sharing in relation to the 
JDE and WAM interface which many users rely on for their daily work and must 
understand what the future state will look like. Communication products have now 
been created and are being vetted through the project team to be launched in March 
of 2018. 

Resources 

• The current IT staffing levels are beyond capacity to properly facilitate the 
implementation of WAM 2.2. To complement existing IT resources, professional 
services will be purchased from a technology firm to support implementation through 
to the end of the project. 

Lessons Learned 

City staff wants to see and work with system solutions ahead of deployment (and testing) to 
ensure their inputs are reflected in the final outcome. As technology projects can often be 
large, and span multiple years, there can be a fair amount of time between requirements 
gathering and testing; it is necessary to have regular progress updates. Typically, materials 
will be shared to validate progress, but it’s not always enough. IT is employing project 
technology that allows staff to build their requirements and see them live in the solution at 
certain points in the project.   
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Objectives 

• To guide effective and efficient management of information assets. 
• Support better customer service, planning activities and administration. 
• Support asset management, decision-making and openness with the public. 
• Adoption of best practices for information management. 

 

 

Deliverables 

• An updated Records Retention By-law. 
• Establishment of strategic and operational governance for RIM through the RIM 

Steering Committee and RIM Liaison Group. 
• Providing corporate training. 
• Completing an Archival Needs Assessment (previously referred to as Archival 

Strategy). 
• Information sharing to increase staff awareness and culture change for valuing 

information as an asset. 

 

 

Who’s Involved 

Lead: 

Jennifer Slater, Program Manager, Information, Privacy and Elections, extension 2605 

Project Partners: 

Information Technology (IT), Corporate Communications, Human Resources, RIM Steering 
Committee members and RIM Liaison Group members (all service areas involved). 

Project Dependencies:  

IT, Corporate Communications, RIM Steering Committee members and RIM Liaison Group 
members (all service areas involved), Human Resources, Finance, and Council are 
stakeholders to achieve the objectives and deliverables of RIM. 

 

 

Records and Information Management 
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Highlights 

• Developed and rolled out an email management tip sheet to help employees better 
manage their email records. 

• Wrote terms of reference for an Archival Needs Assessment to progress the 
preparation of a Request for Proposal (RFP) process. 

• Met with Emergency Services and IT to coordinate vital records and disaster planning. 
• Facilitated and incorporated department feedback into the upcoming Records 

Retention By-law update to ensure business needs are included.  
 
Current Focus 

• Finalizing the RFP for the Archival Needs Assessment in coordination with procurement 
staff within Finance. 

• Finalizing a Records Retention By-law update to present to Council with a 
recommendation for approval. 

• Developing an online orientation training module to embed RIM, access and privacy as 
a mandatory component of employee training. 

• Managing RIM Steering Committee and RIM Liaison Group meetings to ensure 
strategic governance and operational awareness.  

 

Next 3 Months 

• Select a consultant to complete the Archival Needs Assessment. 
• Bring a Records Retention By-law forward to Council for approval. 
• Finalize the online orientation training module and running spring corporate training 

sessions.  
• Manage the RIM Steering Committee and RIM Liaison Group meetings to ensure 

strategic governance and operational awareness. 
 

 

Challenges 

• Staff capacity to complete deliverables is a challenge, particularly at key points in the 
project schedule. For example, the February 2017 privacy breach notification and 
response required a significant amount of staff time in December 2017 and January 

Scope Schedule Budget People 

Status: Records and Information Management 
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2018. These challenges have been proactively identified as part of project planning to 
prepare and accommodate them as much as possible. 

Resources 

• RIM Strategy timelines have been planned with the current resources in mind and are 
resourced appropriately.  

Lessons Learned 

• Resource tracking and planning are essential to the success of RIM initiatives. A 
RIM/Access and Privacy business unit has been established within the City Clerk’s 
Office 2018 operating budget to help identify resourcing gaps, better track 
expenditures, and plan for future resourcing needs. 
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