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TO Operations, Transit & Emergency Services Committee 

  

DATE February 4, 2014 
 
LOCATION Council Chambers, Guelph City Hall, 1 Carden Street 

  

TIME 5:00 p.m. 
 ________________________________________________________________________________________________________  

 

DISCLOSURE OF PECUNIARY INTEREST AND GENERAL NATURE 

THEREOF 
 
CONFIRMATION OF MINUTES – December 9, 2013 open and closed meeting 
minutes 
 
PRESENTATIONS (Items with no accompanying report) 
 
a) None 
 
CONSENT AGENDA 
The following resolutions have been prepared to facilitate the Committee’s 
consideration of the various matters and are suggested for consideration.  If the 
Committee wishes to address a specific report in isolation of the Consent Agenda, 

please identify the item.  The item will be extracted and dealt with separately.  
The balance of the Operations, Transit & Emergency Services Committee Consent 

Agenda will be approved in one resolution. 
 
ITEM CITY 

PRESENTATION 

DELEGATIONS TO BE 
EXTRACTED 

OTES-2014.1 
Land Ambulance 
Communication Model 

Shawn Armstrong, 
Fire Chief and 
General Manager, 
Emergency Services 

 √ 

OTES-2014.2 
Recasting Guelph Transit 

Phil Meagher, 
General Manager, 
Transit Services 

 √ 

OTES-2014.3 
Customer Service Request 
Improvement Project 

Katherine Gray, 
Supervisor, Service 
Performance & 
Development 

 √ 

OTES-2014.4 
Bylaw Review – Disabled 
Parking Bylaw 

   

OTES-2014.5 
Business Licence Fees 2014 
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OTES-2014.6 
Royal City Brewing Company 
– Manufacturer’s Limited 
Liquor Sales Licence 
Application 

   

 
Resolution to adopt the balance of the Operations, Transit & Emergency 
Services Committee Consent Agenda. 
 
ITEMS EXTRACTED FROM THE CONSENT AGENDA 
 
Once extracted items are identified, they will be dealt with in the following order: 
 

1) delegations (may include presentations) 
2) staff presentations only 
3) all others. 

 
STAFF UPDATES & ANNOUNCEMENTS 

 

ADJOURNMENT 

 

NEXT MEETING – March 4, 2014 
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Minutes of the Operations, Transit and Emergency Services Committee  

Held in the Council Chambers, Guelph City Hall on 
Monday, December 9, 2013 at 5:30 p.m. 

 

Attendance 
 

Members: Chair Findlay, Councillors Bell, Furfaro and Van Hellemond 
 

Absent:   Mayor Farbridge 

 
Councillors:  Councillor Dennis 

  Councillor Hofland 
 
Staff:   Mr. D. McCaughan, Executive Director, Operations, Transit & Emergency Services 

Mr. P. Meagher, Acting General Manager, Community Connectivity & Transit 
Mr. R. Keller, General Manager, Public Works 

Mr. S. Armstrong, Manager of Emergency Services/Fire Chief 
Ms. T. Agnello, Deputy Clerk 
Ms. D. Black, Council Committee Coordinator 

 
 

Call to Order (5:30 p.m.) 
 
Disclosure of Pecuniary Interest and General Nature Thereof 

 
There were no disclosures. 

 
Confirmation of Minutes 

 

1. Moved by Councillor Bell 
Seconded by Councillor Furfaro 

 
That the open meeting minutes of the Operations, Transit & Emergency Services 

Committee held on November 6, 2013 be confirmed as recorded. 
 
VOTING IN FAVOUR: Councillors Bell, Findlay, Furfaro, and Van Hellemond (4) 

VOTING AGAINST:  (0)     
CARRIED 

 
2. Moved by Councillor Furfaro 
 Seconded by Councillor Bell 

 
That the rules of notice for agenda items in the Procedural By-law be suspended to allow 

Mr. Marty Williams, Executive Director, Downtown Guelph Business Association to make 
a presentation to committee on food trucks. 

 

VOTING IN FAVOUR: Councillors Bell, Findlay, Furfaro, and Van Hellemond (4) 
VOTING AGAINST:  (0)     

CARRIED 
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Presentations 

 
Mr. Williams requested the City consider permitting food trucks to operate in the city and that 
staff be directed investigate implications and logistics of doing so. 

 
3. Moved by Councillor Furfaro 

 Seconded by Councillor Van Hellemond 
 

That staff be directed to explore the possibility of allowing food trucks to operate in  the 

City of Guelph. 
 

VOTING IN FAVOUR: Councillors Bell, Findlay, Furfaro, and Van Hellemond (4) 
VOTING AGAINST:  (0)   

CARRIED 
 
Consent Agenda  

 
The following items were extracted from the Consent Agenda to be dealt with separately: 

 
OTES-2013.30 Transit Performance Review 
OTES-2013.31 Adult School Crossing Guard Program Update 

 
Balance of Consent Items 

 
4. Moved by Councillor Furfaro 

Seconded by Councillor Bell 

 
That the balance of the Operations, Transit & Emergency Services Committee December 

9, 2013 Consent Agenda, as identified below, be adopted: 
 
OTES-2013.32 Outstanding Resolutions 

 
THAT the Operations, Transit & Emergency Services Report # OTES121333 Outstanding 

Resolutions dated December 9, 2013 be received. 
 

VOTING IN FAVOUR: Councillors Bell, Findlay, Furfaro, and Van Hellemond (4) 

VOTING AGAINST:  (0)     
CARRIED 

 
Extracted Consent Items 
 

Transit Performance Review 
 

Mr. Meagher, Acting General Manager, Community Connectivity & Transit, provided a transit 
performance review update addressing missed passenger trips, customer complaints, full bus 
reports, and schedule adherence.  He advised improvements have been realized in all areas 

and confirmed this will be an annual report. 
 

5. Moved by Councillor Bell 
Seconded by Councillor Van Hellemond 
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That the Operations, Transit & Emergency Services Report #OTES121335 dated 

December 9, 2013 regarding Transit  Performance Review be received for information. 
 
VOTING IN FAVOUR: Councillors Bell, Findlay, Furfaro, and Van Hellemond (4) 

VOTING AGAINST:  (0)  
CARRIED 

 
OTES-2013.31 Adult School Crossing Guard Program Update 
 

Mr. McCaughan provided a history of the adult school crossing guard program and advised that 
it is not sustainable in its current format. 

 
Mr. Keller, General Manager, Public Works, advised that despite all efforts and meetings with 

the school boards, the full complement of adult crossing guards has not been met.   Staff 
advised some locations will need to be left unattended and they will establish a protocol, 
including risk assessment, to determine which ones, and how they will communicate the 

decisions to the schools.   
 

Discussion ensued regarding options to entice adult crossing guards and how the allocation of 
the guards is determined.  
 

6. Moved by Councillor Bell 
 Seconded by Councillor Van Hellemond 

 
 That the Operations, Transit & Emergency Services Report #OTES121334 Adult School 

Crossing Guard Program Update, be received. 

 
VOTING IN FAVOUR: Councillors Bell, Findlay, Furfaro, and Van Hellemond (4) 

VOTING AGAINST:  (0)  
CARRIED 

 

Staff Announcements and Updates 
 

Mr. McCaughan advised that: 
(i) Transit received an impromptu inspection on the buses from the Ministry of 

Transportation and zero defects were found 

 (ii) Staff are now on winter control shifts until the end of March 
(iii) Staff will provide an update on Curzon Drive parking, and an explanation of the 

transit changes that transpired in the West End neighbourhood at a Ward 4 town 
hall meeting on December 17th 

 

Authority to Resolve into a Closed Meeting 
 

7. Moved by Councillor Furfaro 
Seconded by Councillor Bell 

 

That the Operations, Transit & Emergency Services Committee now hold a meeting that 
is closed to the public with respect to  Sec. 239(2)(b) of the Municipal Act with respect to 

personal matters about identifiable individuals. 
CARRIED 
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Closed Meeting (6:27 p.m.) 

 
The following matter was discussed: 
 

OTES-C-2013.2 Citizen Appointments to the Transit Advisory Committee 
 

Rise from Closed Meeting (6:30 p.m.) 
 

8. Moved by Councillor Furfaro 

Seconded by Councillor Bell 
 

That the Operations, Transit & Emergency Services Committee rise from its closed 
meeting. 

         CARRIED 
 

Open Meeting (6:31 p.m.) 

 
Adjournment (6:32 p.m.) 

 
9. Moved by Councillor Furfaro 

Seconded by Councillor Bell 

 
That the December 9, 2013 meeting of the Operations, Transit & Emergency Services 

Committee be adjourned. 
CARRIED 

 

 
 

 
___________________ 

                        Deputy Clerk 



OPERATIONS, TRANSIT & EMERGENCY SERVICES COMMITTEE 
CONSENT AGENDA 

 
 

February 4, 2014 

 
 

Members of the Operations, Transit & Emergency Services Committee. 
 
 

SUMMARY OF REPORTS: 
 

The following resolutions have been prepared to facilitate the Committee’s consideration of 
the various matters and are suggested for consideration.  If the Committee wishes to address 

a specific report in isolation of the Consent Agenda, please identify the item.   The item will be 
extracted and dealt with immediately.  The balance of the Operations, Transit & Emergency 
Services Committee Consent Agenda will be approved in one resolution. 

 
A Reports from Administrative Staff 

 
REPORT DIRECTION 

  

OTES-2014.1 LAND AMBULANCE COMMUNICATION MODEL 
 

1. That the Operations, Transit & Emergency Services Committee 
Report OTES021403 Land Ambulance Communication Model dated 

February 4, 2014 be received. 
 

Receive 
 

OTES-2014.2 RECASTING GUELPH TRANSIT 

 
1. That the Operations, Transit & Emergency Services Committee 

report OTES021405, Recasting Guelph Transit, dated February 4, 
2014  be received. 

 

Receive 

OTES-2014.3 CUSTOMER SERVICE REQUEST IMPROVEMENT 
PROJECT 

 
1. That the Operations, Transit & Emergency Services Report 

OTES021401 dated February 4, 2014 regarding Customer Service 

Request Improvement Project be received for information. 
 

OTES-2014.4 BY-LAW REVIEW – DISABLED PARKING BY-LAW 
 
1. That the Operations, Transit & Emergency Services Committee 

Report OTES021404 Disabled Parking Bylaw Review dated February 
4, 2014 be received. 

 
 

Receive 
 

 
 
 

 
 

Approve 
 
 

 
 

 
 



2. That staff be directed to create a new Accessible Parking Bylaw for 
Council’s approval based on the existing regulations within the 

Disabled Parking Bylaw (1984)-11440, as amended, to better reflect 
current legislative authorities and to update wording pursuant to 

Operations, Transit & Emergency Services Committee Report 
OTES021404 Disabled Parking Bylaw Review dated February 4, 
2014. 

 
OTES-2014.5 BUSINESS LICENCE FEES 2014 

 
1. That the Operations, Transit & Emergency Services Committee 

Report # OTES021402  regarding the Business Licence Fees 2014 

dated February 4, 2014 be received. 
 

2. That staff be directed to prepare the necessary amendments to 
Business Licence By-law (2009)-18855, as amended, to incorporate 
the 2014 fees as identified in Operations, Transit & Emergency 

Services Committee Report #OTES021402, dated February 4, 2014. 
 

OTES-2014.6 ROYAL CITY BREWING COMPANY – 
MANUFACTURER’S LIMITED LIQUOR SALES 

LICENCE APPLICATION 
 
Report to be provided with the addendum for this meeting. 

 

 
 

 
 

 
 
 

 
Approve 

 
 
 

 
 

 
 
 

 
 

Approve 

 

attach. 



City of Guelph

Communication Model
City of Guelph Communicating Land Ambulance Issues

Seamlessness 

Over Arching Principles

Province
Towns 

Townships

County

Accessible



Province County Townships

Certify Training Funding County levy (20% Contributes to County 

Service Relations

Certify Training

Regulation, Compliance 

and Investigations

Funding Partner (50% 

overall  L.A. costs)

Service Reviews every 3 

years for certification to 

operate Land Ambulance.

Funding County levy (20% 

of overall Land Ambulance 

costs)

Receives updates on Land 

Ambulance Issues through 

the County Social Services 

as required

Safer communities 

initiative 

Contributes to County 

levy through local 

municipal taxation

Support Land Ambulance 

through tiered response 

agreements with fire 

service and land 

ambulance

Public Access 

Defibrillation participant 

with GWEMS



City

Overall 

GWEMS

• Responsible for the governance, accountability 

and transparency of the service area

• Establishes Service Levels

• Approves Budget

Overall 

Governance of 

Service

Service 

Provision• Provides Staff Reports, Annual report,

service change requests, information reports

• Implements changes to service levels or 

funding

• Information reports provided on service 

“dash boarding”  service performance



County

Receives 

information

GWEMS

• Poses questions and service inquiries relative to system 

performance against expectations

• Social Service Committee or CAO forwards issues.

• Provides feedback /support proposed CTAS RTPP

• Provides feedback /support proposed annual work plan

information

Provides 

Feedback

Service 

Provision
•Presents annual report  on land ambulance for information

•Provides monthly financial performance to County Clerk 

• Presents annual budget as submitted to the City

• Presents  CTAS response time performance plan

•Solicits input on work plan development



Township/ 

Towns GWEMS

• Poses questions on service delivery

• Supports Community Public Access Defibrillation Programs (PAD)

Receives updates 

from GWEMS Team

Develops Local 

Rapport 

Service 

Provision
• Presents annual work plan at local council

• Develops relationships with local groups supporting 

emergency services (local FD)

• Presents annual budget for information

• Presents response time performance plan annually
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TO   Operations, Transit & Emergency Services Committee 

 
SERVICE AREA Operations, Transit & Emergency Services 

 
DATE   February 4, 2014 

 
SUBJECT  Land Ambulance Communication Model 
 

REPORT NUMBER OTES021403 
 

 

EXECUTIVE SUMMARY 

 

PURPOSE OF REPORT 
To present a communications model framework that will assist in providing 

strategic communications on Land Ambulance past, present and future activities.  

 

KEY FINDINGS 
Responsibilities for providing land ambulance service to Guelph and Wellington 

County and is designated to Guelph. 
Land Ambulance is provided seamlessly. 
Information regarding land ambulance strategic activities is of interest to 

populations within Provincial, City, County, Town and Townships governance 
structures. 

Broader communications by reporting to various governance structures will 
enhance transparency and accountability and improve the stakeholder 
relationships.  

 

FINANCIAL IMPLICATIONS 
Financial implications associated with this report are covered within the 2014 
Operating budget. Funding for land ambulance is shared between the Province 

of Ontario, County of Wellington and the City of Guelph. 
 

ACTION REQUIRED 
To receive the report and presentation outlining the proposed land ambulance 
communication model for information. 

 

RECOMMENDATION 
 

1. That the Operations, Transit & Emergency Services Committee Report 
#OTES021403 Land Ambulance Communication Model dated February 4, 2014 
be received. 
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BACKGROUND 
The Province of Ontario has designated the responsibility for the provision of land 
ambulance service to the City of Guelph. The designation requires land ambulance 

service to be provided in the primary coverage area comprised of the City of Guelph 
and the County of Wellington.  However, the principle of “seamlessness” does 

require the provider to respond to emergencies outside of the coverage area as 
directed by the provincially operated central ambulance communication central 
(CACC). This results in City of Guelph ambulances providing emergency medical 

response outside of its geographical boundary.   
 

 

REPORT 
Many communities represented within the Guelph’s land ambulance coverage area 
have interest in strategic activities and land ambulance service objectives.  From 
time to time, staff at Guelph Wellington Emergency Medical Service develops 

operational relationships with neighbouring municipal services to sustain and 
improve the timely access to life saving pre-hospital emergency care 

 
Providing community stakeholders with strategic communications will enhance the 
transparency and accountability around the provision of land ambulance service. 

The proposed changes will ensure a process for two way communications around 
any land ambulance service issues.  The process is focused on improving 

relationships and developing common strategies required to achieve land 
ambulance service objectives.   
 

The attached presentation in ATT #1 provides an outline of the communications 
model and the frequency of reporting strategic information to the City, County of 

Wellington and County of Wellington to the 7 lower tier Towns and Townships. 
 

The communication model encourages two way communications allowing local 
areas to review any and present any shared service issues with Guelph’s 
Emergency Service Staff.  This will allow any major issues to be reported back to 

the Operations Transit and Emergency Service Committee of Council as required.   

 

CORPORATE STRATEGIC PLAN 
This initiative supports the following Strategic Directions: 

 
2.2 Deliver Public Service better. 
2.3 Ensure accountability, transparency and engagement. 

 

FINANCIAL IMPLICATIONS 
Financial implications associated with this report are covered within the 2014 
Operating budget. Funding for land ambulance is shared between the Province of 

Ontario, County of Wellington and the City of Guelph. 
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Any extraordinary financial implications outside of the current approved funding for 

land ambulance will be brought forward for consideration and deliberation in the 
2015 operating budget process. 

 

DEPARTMENTAL CONSULTATION 
Consultation and feedback was sought from: 
 

-Senior Policy Analyst, Office of the CAO - Strategic Planning and Corporate 
Initiative-Strategic, Plan, 
-General Manager Legal Services, CITY SOLICITOR, Corporate and Human 

Resources. 
 

COMMUNICATIONS 
This report, once received, will be shared and presented to the County of 

Wellington Social Service Committee.  
 
Following the Social Services Committee presentation a request will be made for 

staff to delegate to all Towns and Townships within the County of Wellington. 
 

The Province of Ontario Ministry of Health and Long Term Care – Field Office will be 
copied on the Communication Initiative.  
 

ATTACHMENTS 
 

 
 

 
 
 

 
_________________________  __________________________ 

Authored & Recommended By  Approved By 
Shawn Armstrong     Derek J. McCaughan     
Fire Chief & General Manager   Executive Director, Operations, 

Emergency Services    Transit & Emergency Services 
519-822-1260 x2125    519-822-1260, x 2018  

shawn.armstrong@guelph.ca   derek.mccaughan@guelph.ca 
    
 

 



RECASTING TRANSIT

1



THEMES

STAFFING

CUSTOMER 
CONNECTION

FLEET

2

RECASTING 

TRANSIT

STAFFING

OVERSIGHT

ENGAGEMENT
DRIVER 

AMBASSADOR

FLEET



• Timeliness in response to customer contacts

• Staffing levels not being maintained

• Inconsistent level of customer service

• Insufficient management practices in areas of training, 

ISSUES

3

• Insufficient management practices in areas of training, 
auditing and compensating controls

• Need to recognize the importance and significance of the 
work environment in providing excellence in Transit 
service.

• Sufficient fleet levels to provide Transit service



PERFORMANCE 

REPORTING

4

• Monthly reporting on Guelph.ca

• Feedback from the community on service provision



PLAN REPORTING

• Initial plan reported to OTES Committee (Feb 2014)

• Monthly performance reporting available on Guelph.ca
– Schedule Adherence

– Customer Complaints

5

– Customer Complaints

– Adherence to Customer Service Standards

• Ongoing Committee reporting 

– Quarterly 



6
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TO   Operations, Transit & Emergency Services Committee 

 
SERVICE AREA Operations, Transit & Emergency Services 

 
DATE   February 4, 2014 

 
SUBJECT  Recasting Guelph Transit 
 

REPORT NUMBER OTES021405 
 

 

EXECUTIVE SUMMARY 
 

PURPOSE OF REPORT 
To provide the Operations, Transit & Emergency Services Committee an 

overview of the plan to recast Transit, in response to the overtime audit. 
Identifying activities to processes and systems to improve the Transit service 
provided to the community.  

 

KEY FINDINGS 
• Guelph Transit Update Presentation of November 2013 identified staffing, 

fleet and community relations as issues affecting current service. 

• The overtime audit recommended management develop a 90-day plan to 
transform the Transit business unit. 

• A cross-functional taskforce has been created to address issues and 

develop a 90-day plan. 
• Recasting Transit is an internal initiative that addresses six (6) themes  

o Customer Connection 
o Staffing 
o Driver Ambassadors 

o Oversight 
o Engagement  

o Fleet 
• Each theme identifies the issue, objective, plan to achieve the objective, 

and how actions will be measured and communicated 

• Reporting and communicating on the initiative status is considered 
paramount to its success. 

 

FINANCIAL IMPLICATIONS 
All implementation costs in 2014 will be completed within the current approved 
budget. Future year implementation costs will be brought forward through the 
budget process, as required. 
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ACTION REQUIRED 
That the Operations, Transit & Emergency Services Report #OTES021405 dated 
February 4, 2014 regarding Recasting Transit be received for information. 

 

 

RECOMMENDATION 
1. That the Operations, Transit & Emergency Services Committee report 

#OTES021405, Recasting Guelph Transit, dated February 4, 2014 be 
received. 

 

BACKGROUND 
The Overtime Audit, completed by the Internal Auditor and presented to the Audit 

Committee in November 2013, identified the following finding ‘it is the Auditor’s 
opinion that this service area is facing critical overtime and attendance issues that 

are unacceptable.’ and recommended ‘Management should urgently develop and 
implement a 90-day plan to transform this business unit.’ 
 

Guelph Transit is experiencing other operational issues pertaining to its reputation 
and performance. This was addressed through the Guelph Transit Update 

presentation to Committee at its November meeting.  

Refer to http://guelph.ca/wp-content/uploads/OTES_agenda_110613.pdf  

These issues will all be addressed through the Transit Plan Working Group, a 

working group within the Overtime Taskforce, and presented to Operations, Transit 
and Emergency Services Committee.   

 

REPORT 
A cross functional working group including staff from Guelph Transit, Human 
Resources, Finance and OTES Administration has been created to address the 
issues identified in the Guelph Transit Update presentation and the transit-specific 

recommendations from the Overtime Audit. The Working Group has developed an 
initiative called Recasting Guelph Transit; this plan consists of six (6) themes 

supported by reporting and communications, as illustrated in figure 1: Recasting 
Guelph Transit.  

The goal of the Recasting Guelph Transit Working Group is to identify and 
implement system and process improvements that will rebuild the reliability of 

Guelph Transit as a viable transportation alternative. It will focus energies on 
addressing performance issues and ensure Guelph Transit, collectively and 
individually, provides a customer-first focussed service.  

 

 

http://guelph.ca/wp-content/uploads/OTES_agenda_110613.pdf
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Recasting Guelph Transit Themes 
For all six (6) themes of Recasting Guelph Transit, the following identifies the issue 

to be addressed, the objectives to be achieved and the plan to achieve them, as 
well as the measurement methods/targets to track and validate performance. The 

following outlines these areas for each theme. 

Customer Connection 

• Issue 
o Timeliness in response to customer contacts. 

• Objective 
o Improve performance in responsiveness to customer contacts and 

increase customer satisfaction.  

o increase confidence in the delivery of reliable, convenient service 
• Plan 

o Development of standards for responsiveness to all customer/ 
community contacts. 

o Continued implementation of the Transit Strategic Communication Plan 

o Proactively solicit feedback and engage the community on transit 
service. 

Figure 1: Recasting Guelph Transit 

RECASTING 
TRANSIT

STAFFING

OVERSIGHT

ENGAGEMENT

CUSTOMER 
CONNECTION

DRIVER 
AMBASSADOR

FLEET
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o Implement customer contact management software to better to 

manage and administer customer contacts and corresponding 
acknowledgements and responses. 

o Reconvene the Transit Advisory Committee to provide an additional 
channel of communication for the community. 

• Measurement/Target 
o Customer Response Timeliness 

� 100% of acknowledgements within the defined standard 

timelines. 
� 95% of responses within the committed timelines. 

Staffing 
• Issue 

o Staffing levels not being maintained 
• Objective 

o Achieve a full complement of qualified, trained staff to provide Transit 
service. 

o Have systems in place to address vacancies in a timely manner to 

ensure all extra board positions are filled and allow for service 
provision with minimal overtime requirements. 

• Plan 
o Develop a business model identifying the baseline labour requirements 

to meet the established service level standards with no disruptions as 

a result of absenteeism or vacancies 
o Manage and administer the attendance management support program. 

• Measurement/Target 
o Workforce compliment to be at 100% of defined levels. 
o Maintain overtime at acceptable levels. 

o Absenteeism levels to be at 3.5% or lower. 

Driver Ambassador 
• Issue 

o Inconsistent level of customer service. 

• Objective 
o Have a customer-first or ‘citizen focused’ operation. 

o Establish a customer service standard. 
o Provide trained operators to deliver exceptional Transit service. 

• Plan  

o Develop a ’Drivers as Ambassadors’ training program. 
o Train all Transit operators, full time and extra board. 

o Develop continual evaluation and performance measurement methods. 
• Measurement/Target 

o Customer complaints pertaining to driver conduct to be zero (0). 

o Increase in the number of commendations or compliments on driver 
conduct and service provision. 
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Oversight 

• Issue 
o Insufficient management practices in areas of training, auditing and 

compensating controls. 
• Objective 

o Enhanced service performance through improved training and 
management practices. 

o Development of auditing practices at the supervision level. 

o Creation of a system for work planning and accountability 
o Increased spirit of co-operation between management and 

Amalgamated Transit Union Local. 
• Plan 

o Continuation of the Labour Management Committee, membership to 

include senior management of Transit operations and the ATU union 
executive. 

o Implementation of compensating controls for overtime and 
attendance. 

o Development and completion of the Supervisor training program. 

• Measurement/Target 
o Reduction in the number of grievances within the Transit operation. 

o Maintain overtime at acceptable levels. 
o Schedule adherence to maintain at 85%. 
o Dropped runs to be less that 0.20%. 

Engagement 

• Issue 
o Need to recognize the importance and significance of the work 

environment in providing excellence in Transit service. 

• Objective 
o Promote an environment of continuous improvement. 

o Develop an environment of cooperation at Transit. 
• Plan 

o Continuation of the Employee Engagement Committee. 

o Development of a recognition program. 
o Review of all Transit department committee structures and objectives. 

o Development of a Driver Engagement program. 
• Measurement/Target 

o Increase in the employee engagement results from the 2012 survey 

score. 
o Reduction in the number of grievances within the Transit operation. 

o Increase in the number of commendations or compliments on driver 
conduct and service provision. 

Fleet 
• Issue 

o Sufficient fleet levels to provide Transit service. 
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• Objective 

o Increase reliability of Transit fleet. 
o Improve performance monitoring and reporting. 

• Plan 
o Develop key performance indicator for Fleet uptime. 

o Define service level requirements for Fleet. 
o Develop and implement formal service level agreements. 

• Measurement/Target 

o Schedule adherence to maintain at 85%. 
o Dropped runs to be less that 0.20%. 

o Fleet Uptime to be at 95%. 

* * * * 

A key component of successful projects is open and strong lines of communication. 
Reporting on project performance is a vital communications need to keep 

stakeholders abreast of progress in accomplishing the project objectives.  To that 
end, staff has developed the following approaches to ensure Recasting Guelph 

Transit remains a focal point for 2014.  

Transit Strategic Communications Plan 

A plan has been created identifying specific actions related to increasing riders’ 
confidence in the ability of Guelph Transit to deliver reliable service. The action 

items include the following items that are currently underway; 

• Communicating positive changes and improved performance to key 

stakeholders. Key performance measures (Adherence to Customer Service 
Standards, Schedule Adherence and Customer Concern Level) will be 

included on the Transit webpage at guelph.ca to provide on-going 
information to the community. This is a commitment to our customers to be 
transparent in the delivery of service and to allow them to see firsthand how 

we are progressing. 
• Proactively engage the community. One avenue already underway to address 

this is the Transit Advisory Committee. The Committee comprises transit-
oriented community leaders and is considered a vital feedback mechanism on 
the pulse of Guelph Transit as described by our customers. 

• Developing a proactive media relations program to increase the positive 
media coverage specific to Guelph Transit. The Marketing and 

Communications Plan is under development. Again, communicating realized 
performance improvement is critical to re-establishing Guelph Transit’s 
reputation as a reliable mode of transportation. 

Committee Reporting 

 
Recasting Guelph Transit is a long term plan to address the issues currently 
affecting service.  The initial plan is being presented to the Operations, Transit & 

Emergency Services Committee, Council and the Community through this report. 
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It is suggested the performance of Guelph Transit is of community interest and as 

such, staff will bring forward a report on a quarterly basis that provides Committee 
with an update on performance changes and opportunity to dialogue on staff 

efforts.  
 

FINANCIAL IMPLICATIONS 
All implementation costs in 2014 will be completed within the current approved 
budget. Future year implementation costs will be brought forward through the 

budget process, as required. 

 

CORPORATE STRATEGIC PLAN 
1.1 Engage employees through excellence in leadership 

1.3 Build robust systems, structures and frameworks aligned to strategy 
2.2 Deliver better public service 

2.3 Provide accountability, transparency and engagement 
3.3 Strengthen citizen and stakeholder engagement and communications 
 

DEPARTMENTAL CONSULTATION 
Public Works – Fleet 

Communications 
Finance 

Human Resources 
 

COMMUNICATIONS 
The Transit Working Group has the following communications plan; 

What To Whom Purpose Frequency Method 

Initial 
Project Plan 

Operations, Transit 
& Emergency 

Services Committee, 
Council and 
Community 

To provide 
information on the 

initial plan for 
Recasting Guelph 
Transit 

Once – 
February 

2014 

Report and 
presentation  

Ongoing 

Project 
Reporting 

Operations, Transit 

& Emergency 
Services Committee, 
Council and 

Community 

To inform of any 

changes to the plan 
to achieve the 
objectives and of 

service 
improvements 

realized 

Quarterly  Report 

Performance 

Reporting 

All stakeholders To provide ongoing 

performance 
information for 

customer concerns 
and schedule 
adherence 

 

Monthly  Dashboard 

on guelph.ca 
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Feedback All stakeholders To provide 
additional method 

of communication 
to the community 

ongoing Submission 
form on 

guelph.ca. 
 
Active 

feedback 
solicitation of 

riders. 

 

 
ATTACHMENTS 
None 
 

Report Author: Katherine Gray  
   Supervisor, Service Performance & Development  

   Operations, Transit & Emergency Services 
  
  

 
 

 
 
 

 
_______________________  __________________________ 

Recommended By   Approved By 
Phil Meagher     Derek McCaughan      
General Manager     Executive Director,  

Guelph Transit     Operations, Transit & Emergency Services 
519-822-1260 x3321   519-822-1260, x 2018 

phil.meagher@guelph.ca   derek.mccaughan@guelph.ca  
        
   



Customer Service Request

1



• Review of customer feedback process

• >50% of all Service Requests received by email

Background

2

• >50% of all Service Requests received by email

• Limited information on the website 

• Most efficient way to gain feedback is at point 

of contact

2



• Guelph.ca currently has some online services

• Provide better information to the community

Improvements

3

• Provide better information to the community

• Provide ability to request service online

• Immediate acknowledgement

• Ongoing communication

• Solicit feedback on quality of service provided

3



Implementation Plan

44



How can we help you?

5



6



77



• Immediate 
acknowledgement

• Service Request 

Acknowledgement

8

• Service Request 
Creation Email

• A follow up email 
when the work is 
completed

8



Revised Service Request Cycle

99



• Soft launch in February

• Communication Plan

Next Steps

10

• Communication Plan

• Formal Launch March 2014

10



11
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TO   Operations, Transit & Emergency Services Committee 

 
SERVICE AREA Operations, Transit & Emergency Services Committee  

 
DATE   February 4, 2014 

 
SUBJECT  Customer Service Request Improvement Project 
 

REPORT NUMBER OTES021401 
 

 

EXECUTIVE SUMMARY 

 

PURPOSE OF REPORT 
To provide information on improvements made to the availability of information 

to customers and  the service request contact and acknowledgement process.  
 

KEY FINDINGS 
• More than 50% of all requests for service are received via email. 
• Most municipalities only survey overall community satisfaction on a 2 to 4 

year cycle; they do not solicit feedback on a specific service provided. 
• Staff identified the need to improve the current city website and options 

available to the community to improve customer service. 
• The improved process provides acknowledgement and status updates 

throughout the process of a service request. 

• Beta testing was conducted with staff and members of the community 
resulting in positive feedback on the improved system. 

 

FINANCIAL IMPLICATIONS 
There are no financial implications resulting from this project. All improvements 
were made utilizing existing systems and current resource levels. 
 

ACTION REQUIRED 
That the Operations, Transit & Emergency Services Report #OTES021401 dated 

February 4, 2014 regarding Customer Service Request Improvement Project be 
received for information. 

 

 

RECOMMENDATION 
1. That the Operations, Transit & Emergency Services Report #OTES021401 

dated February 4, 2014 regarding Customer Service Request Improvement 
Project be received for information. 
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BACKGROUND 
A review of the process for customer feedback was conducted at Public Works as 
part of the 2013 department work plan, to look for improvements in soliciting 

feedback on service satisfaction. This review involved staff interviews, municipal 
benchmarking, internet research and internal data analysis  

The review identified; 
• That more than 50% of all requests for service are received via email.  

• The emails received often contain insufficient information to create a service 
request, resulting in staff time to follow-up with the customer, prior to being 

able to undertake the work required. 
• There is limited information, available to the community/customer, on the 

website regarding the services provided by Public Works. 

• The most efficient way to gain customer feedback is at the point of contact.   
• The most efficient way to compile the data is by utilizing the tools provided 

by the survey software.   
• It is feasible within the current software to set up automated immediate 

responses and requests for feedback at no additional cost to Public Works.   

During this review it was noted that none of the municipalities that participated in 

the benchmarking actively seek feedback from their customers on satisfaction with 
specific service provision. Most municipalities only conduct community surveys 
every two (2) to four (4) years, gathering satisfaction levels on overall service 

provision. 

This review resulted in identifying the need to create improvements to the entire 
service request process to create a new standard of openness and accessibility.   

 

REPORT 
The city website (Guelph.ca) currently provides some online services, primarily to 

make payments for tickets or taxes, register for a recreation program or find 
information for building services, solid waste or Next Bus. 

To provide better information to the community, as well as the ability to request 
services online, staff identified the need to improve the current website and service 

request process. 

The goal of this project is to provide the resident/customer access to information on 
services provided and the capability to request services online, in an accessible, 
informative, user-friendly format.  It is anticipated with the accessibility to 

submitting a request for service improved, there will be an increase in the overall 
number of electronic requests received.  

The website will be revised to have a “How Can We Help You?” section, which will 
include selections for services which customers submit requests to Public Works or 

Bylaw Compliance, Security & Licensing along with existing service already 
available online.  
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These services include; 

• Roads and Sidewalks 
• Forestry 

• Traffic Control 
• City Parks 

• Bylaw Compliance, Security & Licensing 

These selections will provide information on services provided, the City’s 

responsibility and/or standards of service and what information is required to report 
a problem or request work. Requests received through the website will be reviewed 
by staff and the information will be used to create a service request within WAM 

(the current work order management software at the city).  

The WAM software will be modified to provide automated acknowledgement when a 
request has been submitted and again when a the request has been processed, 
providing a standard response and the service request number for their reference. 

When the service is completed a completion notification will be sent to the customer 
informing them of the service request completion and requesting feedback on their 

satisfaction with the service. This feedback request is conducted through an online 
survey utilizing the City’s existing survey software.  

To ensure the changes provide the appropriate information and access, to the 
customers as well as staff utilizing the WAM software, a beta test was developed. 

Managers, Supervisors and Administration reviewed all information and associated 
forms for accuracy and relevancy. Working with Community Engagement staff a 
request for community volunteers to test the system was initiated. Twenty-two (22) 

community volunteers were provided access to a test website and asked to conduct 
testing on information, forms and feedback. 

The feedback received from all testers was compiled, reviewed and improvements 
made to the website and process. The majority of testers were enthusiastic about 

the changes and availability of information online. 

Community Feedback included; 
• It was very simple and easy to use 
• It is clear, well written and designed 
• I like this new process! I have tried to find things before (on the City’s 
website) and found it not easy to navigate. 

This project achieved the goal of providing the residents/customers the ability to 
request service online and to ensure timely and proactive communication, 

throughout the service process, and to actively solicit feedback on the quality of 
service provided to assist with our continuous improvement efforts. In addition this 

project has provided improved information availability regarding services provided 
by Public Works, Parks and Bylaw Compliance to the resident/customer. 
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Open Government 

Online service enhancements such as this one are very much aligned to the ongoing 

work to develop the Guelph Open Government Action Plan. Providing more 

convenient mechanisms for residents to submit work order requests also improves 

the overall efficiency of back end operations and can improve overall service 

delivery. As Open Government continues to unfold in Guelph, projects such as this 

will be reviewed to determine whether they can be augmented in order to become 

more automated and citizen centric as well as provide for improved analytics to 

support continuous improvement efforts.  

Implementation Plan 

 

FINANCIAL IMPLICATIONS 
There are no financial implications resulting from this project. All improvements 
were made utilizing existing systems and current resource levels. 

 

CORPORATE STRATEGIC PLAN 
2.2 Deliver better public service 
3.3 Strengthen citizen and stakeholder engagement and communications 
 

DEPARTMENTAL CONSULTATION 
Public Works 

Communications 
Clerks 

Parks and Recreation 
Bylaw Compliance, Security & Licensing 
Information Technology 

Community Engagement 
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COMMUNICATIONS 
The website will be available via a soft
plan, including education and advertisement, is being developed with 

Communications department for a formal launch in March 2014. 

 

ATTACHMENTS 
None 
 
 

Report Author: Katherine 
   Supervisor, Service Performance & Development 

   Operations, Transit & Emergency Services
  
  

 
 

 
 

__________________________
Recommended By  
Rodney Keller   

General Manager    
Public Works    

519-822-1260 x2949  
Rodney.keller@guelph.ca  

The website will be available via a soft-launch February 2014. A communication 
plan, including education and advertisement, is being developed with 

Communications department for a formal launch in March 2014.  

Katherine Gray  
Supervisor, Service Performance & Development  

Operations, Transit & Emergency Services 

__________________________ __________________________
  Approved By 
  Derek J. McCaughan  

  Executive Director, Operations, Transit 
  and Emergency Services  

  519-822-1260, x 2018  
  derek.mccaughan@guelph.ca 
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launch February 2014. A communication 
plan, including education and advertisement, is being developed with 

 

__________________________ 

    

Executive Director, Operations, Transit  
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TO   Operations, Transit & Emergency Services Committee 

 
SERVICE AREA Operations, Transit & Emergency Services 

 
DATE   February 4, 2014 

 
SUBJECT  Bylaw Review – Disabled Parking Bylaw 
 

REPORT NUMBER OTES021404 

 

 

EXECUTIVE SUMMARY 

 

PURPOSE OF REPORT 
To provide Council information on the staff review and findings of the City’s 

Disabled Parking Bylaw (1984)-11440 as amended.   

KEY FINDINGS 
Bylaw contains outdated wording and references 

Efficiency can be found within administration process 
 

FINANCIAL IMPLICATIONS 
The cost of conducting the Bylaw review and enforcement of the City’s Disabled 

Parking Bylaw is provided for within the existing operating budget of the City’s 
Bylaw Compliance, Security and Licensing Department.   
 

ACTION REQUIRED 
To receive staff’s report and to direct staff to create a new Accessible Parking 

Bylaw for Council’s consideration.  

 

RECOMMENDATION 
 
1. That the Operations, Transit & Emergency Services Committee Report 

#OTES021404 Disabled Parking Bylaw Review dated February 4, 2014 be 
received; 
 

2. That staff be directed to create a new Accessible Parking Bylaw for Council’s 
approval based on the existing regulations within the Disabled Parking Bylaw 

(1984)-11440, as amended to better reflect current legislative authorities and 
to update wording pursuant to Operations, Transit & Emergency Services 
Committee Report #OTES021404 Disabled Parking Bylaw Review dated 

February 4, 2014. 
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BACKGROUND 
Staff are continuing to review Bylaws as part of their on-going Bylaw Service 

Reviews as directed by Council. As part of this on-going Bylaw Service Review, staff 

have reviewed the City’s Disabled Parking Bylaw (1984)-11440 (Attachment 2).   

Staff chose to review this Bylaw as the Bylaw is cumbersome and the language is 

dated. 

 REPORT 
The City’s Disabled Parking Bylaw (Attachment 1) was created to allow for the 

creation and enforcement of Accessible Parking Spaces on City and Private land.  

These spaces are intended to be used by those persons displaying a valid Provincial 

Accessible Parking Space Permit in an attempt to provide those with disabilities 

fewer barriers.  The Bylaw has been in effect since 1984 and has been amended 46 

times.  The amendments were to add properties to the Bylaw’s schedule indicating 

those addresses in which enforcement can occur.  This administrative process that 

is no longer required.   

While staff seek compliance with this Bylaw both proactively and reactively, 

annually, the number of calls received for enforcement of accessible parking 

violations is low compared to calls for service of other parking matters (< 100/yr.).  

While from an enforcement standpoint the Bylaw is effective, staff are 

recommending a new Bylaw (Attachment 3) be passed by Council.  This new Bylaw 

will update the term “disabled parking” to “accessible parking” and create efficiency 

in the approval process for enforcement. 

Specifically staff are recommending that a new Accessible Parking Bylaw be created 

to reflect current authority under the Municipal Act with respect to entry by staff 

onto private property for the purposes of enforcing signed parking regulations.  The 

new Bylaw would allow staff to enforce spaces on either private or City owned 

property which is properly signed as an accessible parking space.  This will 

eliminate the requirement for property owners to apply to have their property to be 

included in the Disabled Bylaw prior to the start of enforcement.  Subsequently, this 

change will also eliminate the need for Traffic staff to process applications and 

create amendments for Council to approve. 

The recommended Accessible Parking Bylaw is an internal change which will not be 

transparent to the public as it will not change the intent of the current Bylaw, will 

not change the current signage requirements, and will not change the current 

authorities of Bylaw staff.   
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Staff considered amending the current Bylaw but due to the number of prior 

amendments and the changes needed to bring the Bylaw up to date, staff decided 

to create a new Bylaw. 

CORPORATE STRATEGIC PLAN 
This initiative supports the following Strategic Directions: 

 
2.2 Deliver Public Service better. 
2.3 Ensure accountability, transparency and engagement. 

3.1 Ensure a well-designed, safe, inclusive, appealing and sustainable City. 
  

FINANCIAL IMPLICATIONS 
The cost of conducting the Bylaw review and enforcement of the City’s Disabled 

Parking Bylaw is provided for within the existing operating budget of the City’s 
Bylaw Compliance, Security and Licensing Department.   

 

DEPARTMENTAL CONSULTATION 
Legal Services 

Community Engagement (Accessibility Services) 
Public Works 

 

COMMUNICATIONS 
With the assistance of the Corporate Communication staff, staff will continue with 
their strategy to seek compliance and to educate the public on the City’s Parking 
Bylaws. 

 

ATTACHMENTS 
ATT-1  Disabled Parking Bylaw (1984)-11440 
ATT-2  Disabled Parking Bylaw Review 

ATT-3  Recommended Accessible Parking Bylaw 
 
 

 
 

_________________________  __________________________ 
Authored & Recommended By  Approved By 
Doug Godfrey     Derek J. McCaughan     

Manager      Executive Director, Operations, Transit 
Bylaw Compliance, Security    and Emergency Services 

& Licensing       519-822-1260, x 2018  
519-822-1260 x2520    derek.mccaughan@guelph.ca 
doug.godfrey@guelph.ca     
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DISABLED PARKING BYLAW REVIEW – OTES021404 
 

Attachment 2 

 

 

Bylaw (1984)-11440 

Disabled Parking Bylaw 
 

Department responsible for Bylaw Administration 

Public Works – Parking and Traffic Division 
 

Philosophy of Bylaw 

The Disabled Parking Bylaw was implemented to regulate spaces assigned for sole use by persons 
displaying a valid Provincial Accessible Parking Permit.  These spaces are intended to reduce 
walking distances and other barriers.   
 

In addition to regulating on-street accessible parking spaces this Bylaw allows property owners to 
create off-street accessible parking spaces on their property.  The reason for this Bylaw’s 
implementation is still relevant today. 

 

Bylaw Deficiencies 

The City’s Disabled Parking Bylaw is effective in controlling the parking and stopping of vehicles in 
accessible parking spaces, further the Bylaw provides an effective means to address persons 

misusing valid Accessible Parking Permits.   
 
While the Bylaw is effective in enforcement, with changes to the Municipal Act regarding parking 
on private property and consent required for enforcement, there are redundancies within the 

sections related to the administration of the Disabled Parking Bylaw that can be removed.  
Specifically, the current wording within the Disabled Parking Bylaw requires property owners to 
request an amendment to the City Disabled Parking Bylaw to include their property within the 

schedule for enforcement.  This Bylaw amendment requires Council’s approval before staff can 
enforce.  While this process is effective to show Bylaw staff’s authority to enter onto private 
property for the purposes of enforcement of accessible parking spaces, the process did create 
“courtesy” accessible parking spaces which are unenforceable by staff.    Courtesy accessible 

parking spaces are created when a property owner erects accessible parking signage, but does 
not apply to have the property included in the Bylaw, resulting in signed accessible spaces that 
are not enforceable.   

 
Changes to the Municipal Act now allow Bylaw staff, without prior direction of the property owner, 
to enter onto private property for the purpose of enforcing the parking of vehicles without the 
property owner’s consent.  The Municipal Act then indicates that any vehicle parked contrary to a 

posted sign is deemed to have been parked or left without consent.   
 
Given this expanded legislative authority, staff are recommending a new Accessible Parking Bylaw 
be created to no longer require property owners to apply for enforcement and to eliminate the 

need for separate Council approval of each new property.  The new Bylaw would not only make it 
easier for property owners to create Accessible Parking Spaces, it would also eliminate the need 
for Traffic staff to review and process applications.   It would also result in the enforceability of 

any parking space signed with a proper accessible parking space sign, eliminating courtesy 
spaces.   
 
In addition, the proposed Bylaw would change references to Disabled Parking and Disabled 

Parking Permit to Accessible Parking and Accessible Parking Permit. 
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Bylaw Fees 

There are no fees associated with the Disabled Parking Bylaw.   
 
Enforcement 

Enforcement of the Bylaw is conducted proactively and reactively by Bylaw Compliance Officers 
with staff.  In addition, staff of the Guelph Police Service can enforce the Disabled Parking Bylaw.   
 
Staff do not recommend any changes to the current enforcement practices. 

 
Fines 

Staff are not recommending any changes to the current set fines. 

 
The set fine for parking violations under the Disabled Parking Bylaw is $350.00.  As section 427 of 
the Municipal Act sets the minimum fine for a parking violation under an accessible parking Bylaw 
to not be less than $300, most municipalities have a similar set fine.  

 
The set fine for a Provincial Offence Notice for the misuse or the use of a fraudulent Provincial 
Accessible Parking Permit is $500.00.   
 

It should be noted that the monitoring and adjusting of set fines is an administrative function and, 

to eliminate conflicts of interest or the perception of such, set fines do not require Council 

approval. 

 
Calls for enforcement 

Over the past 3 years Bylaw Compliance staff have received about 70 calls for enforcement a year 
and issued approximately 200 parking tickets annually.   

 

What strategies might be considered to promote a reduction in the number calls for 

service? 

Compared to requests for service relating to other parking violations, the calls for service for 
accessible parking violations are low and no further promotion to reduce calls for service is 
required.   
 
How can the burden on the taxpayer for bylaw compliance and enforcement be 

reduced? 

Given that the number of calls for service is low and annually over the past 3 years revenue 

generated from proactive and reactive enforcement of accessible parking violations has been 
between $52,000 and $77,000, the burden on the taxpayer is extremely low.   
 
With the recommended Accessible Parking Bylaw, efficiencies would be created, specifically: 

 
• Property owners would no longer need to apply for enforcement 
• Bylaw staff would no longer need to confirm whether or not a property is included in the 

Accessible Parking Bylaw before enforcing 

• The time spent by Traffic staff processing applications and amendments would be 
eliminated 

• The time spent by Council to approve Bylaw amendments would be eliminated 
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Staff recommendation: 

 

1. That a new Accessible Parking Bylaw be created based on the existing regulations within 
Disabled Parking Bylaw (1984)-11440, as amended, to better reflect current legislative 
authorities and to update the Bylaw’s wording.   



ATTACHMENT 3 to OTES021404 

1 

 

THE CORPORATION OF THE CITY OF GUELPH 

 

 By-law Number (2014) - XXXXX 

 A By-law regarding accessible parking. 
 

  
WHEREAS the legislative authority referenced in Schedule “A” to this by-law exists;  
 
NOW THEREFORE the Council of the Corporation of the City of Guelph enacts as follows:   
 

DEFINITIONS 
 
1. In this by-law: 
 

"City" means The Corporation of the City of Guelph unless inconsistent with the context;   
 
“Extraneous Record” includes a record which is not a Permit, even though it may:   

(i) Have once been a Permit;   
(ii)  Be a copy of a Permit; or  
(iii)  Resemble a Permit;   

 
"Officer” means a police officer or a by-law enforcement officer of the City;    
  
“Permit” means an accessible parking permit that is in full compliance with the Highway 
Traffic Act and Regulation 581 and is displayed in full compliance with the Highway Traffic 
Act and Regulation 581; and    
 
“Private Designated Space” means a designated parking space for vehicles displaying a 
Permit, located on land not owned or occupied by the City, that is used as a parking lot or 
other parking facility.     
 

2. Any terms used in this by-law which are not defined herein, shall have the meanings as in 
the Municipal Act, 2001, Highway Traffic Act, Regulation 581, Accessibility for Ontarians 
with Disabilities Act, 2005, and O. Reg. 191/11 as applicable.     

 
SYSTEM OF ACCESSIBLE PARKING 

 
3. The City hereby establishes a system of accessible parking as set out in this by-law.   

 
4. Every person who uses an accessible parking permit shall use it in accordance with the 

conditions of use set out in the Municipal Act, 2001, Highway Traffic Act, Regulation 581, 
Accessibility for Ontarians with Disabilities Act, 2005, and O. Reg. 191/11 and this by-law 
and shall not use it improperly.   

 
5. No person shall obstruct a designated parking space for vehicles displaying an accessible 

parking permit, or access to such a space, by the moving, placing, or storage of snow or any 
other object. 
 

6. No owner, occupier or operator of land shall cause or permit any designated parking space 
for vehicles displaying an accessible parking permit, or access to such a space, to be 
obstructed by the moving, placing, or storage of snow or any other object. 

 

PARKING FACILITIES NOT OWNED OR OCCUPIED BY THE CITY 
 

7. The owners or operators of parking lots or other parking facilities to which the public has 
access, whether on payment of a fee or otherwise, shall provide Private Designated Spaces.   
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8. The owner or occupier of land that is used as a parking lot or other parking facility who 
wishes the City to regulate or prohibit the parking or leaving of motor vehicles without the 
consent of the owner of the land, on Private Designated Spaces on such land shall erect:   

 
(a) A sign at each entrance to the land clearly indicating the regulation or prohibition by the 

City in respect of the Private Designated Spaces pursuant to this by-law; and  
 

(b) Signs on the land specifying conditions on which motor vehicles may be parked or left 
on the Private Designated Spaces or regulating or prohibiting the parking or leaving of 
motor vehicles on the Private Designated Spaces.   

 
9. No person shall park or leave a motor vehicle in a Private Designated Space except with a 

Permit.   
 

10. No person shall park or leave a motor vehicle in a Private Designated Space while an 
Extraneous Record, but not a Permit, is displayed or used in respect of the motor vehicle.   

 
CITY PARKING FACILITIES AND HIGHWAYS 

 
11. No person shall park or leave a motor vehicle in a designated parking space for vehicles 

displaying an accessible parking permit, in a City parking lot or other City parking facility or 
on a City highway, except with a Permit.     
 

12. No person shall park or leave a motor vehicle in a designated parking space for vehicles 
displaying an accessible parking permit, in a City parking lot or other City parking facility or 
on a City highway, while an Extraneous Record, but not a Permit, is displayed or used in 
respect of the motor vehicle.   
 

13. No person shall stop a motor vehicle on a City highway, contrary to a sign prohibiting 
stopping except the stopping of vehicles with a Permit, unless the motor vehicle is 
displaying a Permit.     

 
14. No person shall stop a motor vehicle on a City highway, contrary to a sign prohibiting 

stopping except the stopping of vehicles with a Permit, while an Extraneous Record, but not 
a Permit, is displayed or used in respect of the motor vehicle.   

 
15. No person shall stand a motor vehicle on a City highway, contrary to a sign prohibiting 

standing except the standing of vehicles with a Permit, unless the motor vehicle is displaying 
a Permit.   

 
16. No person shall stand a motor vehicle on a City highway, contrary to a sign prohibiting 

standing except the standing of vehicles with a Permit, while an Extraneous Record, but not 
a Permit, is displayed or used in respect of the motor vehicle.   

 
OFFENCES 

 
17. Where a vehicle has been left parked, stopped or standing in contravention of this by-law, 

the owner of the vehicle is guilty of an offence, even though the owner was not the driver of 
the vehicle at the time of the contravention of the by-law, and is liable to the applicable fine 
unless, at the time of the offence, the vehicle was in the possession of another person 
without the owner's consent. 
 

18. Every person who contravenes section 5, 6, 9, 10, 11, 12, 13, 14, 15 or 16 of this by-law is 
guilty of an offence and on conviction is liable to a fine of not less than $300.00 and not 
greater than $5,000 for each offence, exclusive of costs.   

 
ENFORCEMENT 

 
19. The provisions of this by-law may be enforced by an Officer. 
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20. The provisions of section 9 of this by-law may also be enforced by a person, holding a valid 
Private Parking Agent License under the City’s Business Licensing By-law, who is 
authorized by the land owner to provide parking enforcement on the land. 

 
21. Every person having possession of an accessible parking permit shall, upon the demand of 

an Officer, surrender the same for reasonable inspection to ensure that the provisions of this 
by-law are being complied with. 
 

22. An Officer, to whom an accessible parking permit has been surrendered, may retain it until 
disposition of the case if the Officer has reasonable grounds to believe that the said permit is 
being used or has been used in contravention of this by-law.   

 
23. Any fine under this by-law is recoverable under the Provincial Offences Act. 

 
24. Where a vehicle is found parked or left in contravention of this by-law, an Officer may 

cause the vehicle to be moved or taken to and placed or stored in a suitable place and all 
costs and charges for this removal and for any care and storage of the vehicle, are a lien 
upon the vehicle, which may be enforced in the manner provided by the Repair and Storage 
Liens Act. 

 
GENERAL 

 
25. This By-law is to be construed with all changes in number and gender as may be required by 

the context.   
 

26. Any reference herein to any by-law, act, regulation or approval of any government shall be 
construed, as may be required by the context, as a reference thereto as amended or re-
enacted from time to time or as a reference to any successor thereto then in force.   

 
27. If a court of competent jurisdiction declares any provision or part of a provision of this by-

law to be invalid, illegal, unenforceable or of no force and effect, it is the intention of 
Council in enacting this by-law that the remainder of the by-law shall continue in force and 
be applied and enforced in accordance with its terms to the fullest extent possible according 
to law.   

 
28. This By-law shall come into effect at 12:01 a.m. on May 1, 2014 or when the set fines have 

been approved by the Regional Senior Justice, whichever occurs first. 
 
29. By-law number (1984)-11440 of The Corporation of the City of Guelph, and all by-laws 

amending the same, are hereby repealed as of the effective date set out in the immediately 
preceding section of this by-law.   
 

30. The short title of this by-law is the “Accessible Parking By-law”.   
 

31. This by-law is hereby adopted as Municipal Code Amendment #XXX which amends 
Chapter #XXX to the City of Guelph Municipal Code.   

 
PASSED this     day of                             , 2014 
 
 

 _____________________________________ 
 KAREN FARBRIDGE  –  MAYOR  
  
  
 _____________________________________ 
 BLAIR LABELLE  –  CITY CLERK 
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SCHEDULE “A” 

LEGISLATIVE AUTHORITY 

 

WHEREAS sections 8 and 10 of the Municipal Act, 2001 authorize a municipality to pass a by-
law respecting public assets of the municipality, social well-being of the municipality and health, 
safety and well-being of persons;   
 
AND WHEREAS sections 8, 10 and 102(1) of the Municipal Act, 2001 authorize a municipality 
to pass a by-law for establishing a system of accessible parking;   
 
AND WHEREAS section 102(2) of the Municipal Act, 2001 authorizes a municipality to require 
the owners or operators of parking lots or other parking facilities to which the public has access, 
whether on payment of a fee or otherwise, to provide designated parking spaces for vehicles 
displaying an accessible parking permit;  
 
AND WHEREAS section 102(2) of the Municipal Act, 2001 requires that a municipality which 
does the foregoing, shall prescribe the conditions of use of the accessible parking permit and to 
prohibit the improper use of the permit;  
 
AND WHEREAS section 100 of the Municipal Act, 2001 authorizes a municipality, in respect of 
land not owned or occupied by the municipality that is used as a parking lot, to regulate or 
prohibit the parking or leaving of motor vehicles on that land without the consent of the owner of 
the land if a sign is erected at each entrance to the land clearly indicating the regulation or 
prohibition;  
 
AND WHEREAS section 101(3) of the Municipal Act, 2001 requires that if signs are erected on 
land specifying conditions on which a motor vehicle may be parked or left on the land or 
regulating or prohibiting the parking or leaving of a motor vehicle on the land, a motor vehicle 
parked or left on the land contrary to the conditions or prohibition shall be deemed to have been 
parked or left without consent;  
 
AND WHEREAS section 101(1) of the Municipal Act, 2001 authorizes a municipality to pass a 
by-law regulating or prohibiting the parking or leaving of a motor vehicle on land, and if it does 
so, to provide for the removal and impounding or restraining and immobilizing of any vehicle, at 
the vehicle owner’s expense, parked or left in contravention of the by-law and subsection 
170(15) of the Highway Traffic Act applies;   
 
AND WHEREAS section 101(2) of the Municipal Act, 2001 authorizes a municipality to enter 
on land at reasonable times for the purposes described in the foregoing;   
 
AND WHEREAS section 102(1) of the Municipal Act, 2001 requires that if a municipality 
passes a by-law for establishing a system of accessible parking, the sole manner of identifying 
vehicles shall be an accessible parking permit issued and displayed in a accordance with the 
Highway Traffic Act and the regulations made under it;   
 
AND WHEREAS section 102(3) of the Municipal Act, 2001 authorizes a municipality which 
passes a by-law as foregoing to authorize in such by-law the removal and impounding of any 
vehicle, at its owner’s expense, parked or left contrary to the by-law;   
 
AND WHEREAS sections 26, 27 and 28 of the Highway Traffic Act and sections 1 through 8 of 
R.R.O. 1990, Regulation 581 (Accessible Parking for Persons with Disabilities) regulate 
accessible parking permits respecting issuance, period in force, cancellation, fictitiousness, 
alteration, fraudulent obtaining, display, surrender, giving, lending, selling, offering for sale, use 
by other persons, inspection and retention by officers, validity, equivalence with comparable 
permits issued by other jurisdictions and return;   
 
AND WHEREAS section 11 of R.R.O. 1990, Regulation 581 requires that a parking space 
designated under a municipal by-law for the use of persons with a disability shall be distinctly 
indicated by erecting an accessible parking permit sign as described therein;   
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AND WHEREAS section 13(1) of R.R.O. 1990, Regulation 581 requires that a sign that 
prohibits stopping except the stopping of vehicles displaying a valid accessible parking permit 
shall be as described therein;   
 
AND WHEREAS section 14(1) of R.R.O. 1990, Regulation 581 requires that a sign that 
prohibits standing except the standing of vehicles displaying a valid accessible parking permit 
shall be as described therein; 
 
AND WHEREAS sections 80.34, 80.35, 80.36, 80.37 and 80.38 of Ontario Regulation 191/11 
(Integrated Accessibility Standards) under the Accessibility for Ontarians with Disabilities Act, 
2005 regulate off-street parking facilities for the use of persons with disabilities respecting types 
of parking spaces, access aisles, numbers of parking spaces and signage;   
 
AND WHEREAS section 425(1) of the Municipal Act, 2001 authorizes a municipality to pass 
by-laws providing that a person who contravenes a by-law of the municipality passed under the 
Municipal Act, 2001 is guilty of an offence;   
 
AND WHEREAS section 427 of the Municipal Act, 2001 requires that a by-law establishing a 
system of accessible parking shall provide that every person who contravenes the by-law is 
guilty of an offence and on conviction is liable to a fine of not less than $300.00;   
 
AND WHEREAS section 428 of the Municipal Act, 2001authorizes a municipality to provide, 
by by-law, that, where a vehicle has been left parked, stopped or standing in contravention of a 
by-law passed under the Municipal Act, 2001, the owner of the vehicle is guilty of an offence, 
even though the owner was not the driver of the vehicle at the time of the contravention of the 
by-law, and is liable to the applicable fine unless, at the time of the offence, the vehicle was in 
the possession of another person without the owner’s consent;   
 
AND WHEREAS the Provincial Offences Act provides for the recovery of certain fines;   
 
AND WHEREAS the Repair and Storage Liens Act provides for the enforcement of certain 
liens.  
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TO   Operations, Transit & Emergency Services Committee 

 
SERVICE AREA Operations, Transit & Emergency Services 

 
DATE   February 4, 2014 

 
SUBJECT  Business Licence Fees 2014 
 

REPORT NUMBER OTES021402 
 

 
 

EXECUTIVE SUMMARY 

 

PURPOSE OF REPORT 
To establish business licensing fees for 2014. 
 

KEY FINDINGS 
Business licence fees are based on a full cost recovery model with an average 
fee increase of 2.96%. 

 

FINANCIAL IMPLICATIONS 
Business licensing fees are calculated on a cost recovery basis; therefore, no 
additional revenue will be realized from the proposed 2014 business licence 

fees. 
 

ACTION REQUIRED 
To receive staff’s report and to recommend an amendment to the City’s 
Business Licence By-law to set the Business Licence Fees for 2014 be passed by 

Council. 

 
 

RECOMMENDATION 

 
1. That the Operations, Transit & Emergency Services Committee Report 

#OTES021402 regarding the Business Licence Fees 2014 dated February 4, 
2014 be received; 

 
2. That staff be directed to prepare the necessary amendments to Business 

Licence By-law (2009)-18855, as amended to incorporate the 2014 fees as 
identified in Operations, Transit & Emergency Services Committee Report 
#OTES021402 dated February 4, 2014. 
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BACKGROUND 

 
As per Council direction, staff are required to recommend annual business licence 
fees to recover the costs of administration, inspection and enforcement for both 
new and renewal business licences. 

 
REPORT 

 
Staff have reviewed the operating costs of issuing both new and renewal business 

licences for 2014 and based on the cost recovery model are recommending the 
2014 Business Licence fees (ATT- 1). 

 

CORPORATE STRATEGIC PLAN 

 
This report supports the following goals in the strategic plan: 

2.3 Ensure accountability transparency and engagement 
3.1  Ensure a well designed, safe, inclusive, appealing and sustainable City 

3.2  Be economically viable, resilient, diverse and attractive for business 

 

FINANCIAL IMPLICATIONS 

 
Business licensing fees are calculated on a cost recovery basis; therefore, no 
additional revenue will be realized from the proposed 2014 business license fees. 

The nominal increase in fees will be offset by operating costs. 
 

DEPARTMENTAL CONSULTATION 

 
Human Resources 
Finance 

Public Works 
Corporate Communications 
Wellington Dufferin Guelph Health Unit 

 

COMMUNICATIONS 

 
An ad inviting the public to submit comments or speak to the fee increase was 

placed in the Guelph Tribune on January 23, 2014 in compliance with the Public 
Notice Provisions Policy. All background information and reports are available on 
the City of Guelph website and the reports are available at ServiceGuelph. 

Businesses will be informed during the renewal process of the increase in fees.  
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ATTACHMENTS 
ATT-1 Schedule of Current (2013) & Proposed 2014 Business Licence Fees  

 
 

 
 
 

Report Author:   Jennifer Jacobi, Licensing Coordinator     
   Bylaw Compliance, Security and Licensing 

 
 
 

 
 

 
 

 
 
__________________________  __________________________ 

Recommended By    Approved By 
Doug Godfrey  Derek J. McCaughan 

Manager  Executive Director 
Bylaw Compliance, Security & Operations, Transit and Emergency Services 
Licensing  519 822-1260 x2018 

519 822-1260 x2520  derek.mccaughan@guelph.ca 
doug.godfrey@guelph.ca  
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Current & Proposed Schedule of Fees 
 

Inspection 

Business Current Fee for 
Application for 

Inspection-2013 

Proposed Fee-2014 (to 
the nearest dollar) 

Adult Entertainment 
Establishment 

$289.00 
 

$297.00 

Adult Entertainment Retail 
Establishment 

$250.00 $258.00 

Amusement Establishment $278.00 $286.00 

Bed & Breakfast $201.00 $207.00 

Catering Company $251.00 $258.00 

Food Premises $290.00 $298.00 

Food Vehicle $176.00 $183.00 

Holistic Services - Owner $330.00 $338.00 

Holistic Services – 
Operator/Practitioner 

n/a n/a 

Hotel Establishment $321.00 $332.00 

Pawnbroker $201.00 $207.00 

Personal Services 
Establishment 

$237.00 $245.00 

Private Parking Agent $63.00 $63.00 

Public Assembly Hall $290.00 $298.00 

Street Vendor $176.00 $183.00 

Driving Instructor n/a n/a 

 

Application 

Business Current Fee for 
Business Licence 
Application-2013 

Proposed Fee-2014 

Adult Entertainment 
Establishment 

$181.00 $186.00 

Adult Entertainment Retail 
Establishment 

$181.00 $186.00 
 

Amusement Establishment $148.00 $152.00 

Bed & Breakfast $148.00 $152.00 

Catering Company $148.00 $152.00 

Food Premises $148.00 $152.00 

Food Vehicle $148.00 $152.00 

Holistic Services - Owner $148.00 $152.00 

Holistic Services – 
Operator/Practitioner 

$231.00 $237.00 

Hotel Establishment $148.00 $152.00 

Pawnbroker $148.00 $152.00 

Personal Services 
Establishment 

$148.00 $152.00 
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Private Parking Agent $148.00 $152.00 

Public Assembly Hall $148.00 $152.00 

Street Vendor $181.00 $186.00 

Driving Instructor $148.00 $152.00 
 

Renewal 

Business Current Renewal Fee-
2013 

Proposed Fee-2014 

Adult Entertainment 
Establishment 

$251.00 $258.00 

Adult Entertainment Retail 
Establishment 

$251.00 $258.00 

Amusement Establishment $164.00 $169.00 

Bed & Breakfast $164.00 $169.00 

Catering Company $175.00 $180.00 

Food Premises $175.00 $180.00 

Food Vehicle $222.00 $228.00 

Holistic Services - Owner $254.00 $261.00 

Holistic Services – 
Operator/Practitioner 

$203.00 $207.00 

Hotel Establishment $227.00 $237.00 

Pawnbroker $99.00 $101.00 

Personal Services 
Establishment 

$222.00 $228.00 

Private Parking Agent $99.00 $101.00 

Public Assembly Hall $169.00 $175.00 

Street Vendor $249.00 $256.00 

Driving Instructor $99.00 $101.00 

 
 


