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In December 2020, through a competitive process, North Kawartha selected 
Strexer Harrop to complete a third-party Service Delivery Review (SDR). 
Strexer Harrop worked with staff using Lean Six Sigma tools to complete the 
SDR.  Lean Six Sigma is an internationally recognized, project-based 
methodology that focuses on eliminating nonvalue added work and errors, 
reducing variation and increasing efficiency and effectiveness of processes 
both financially and operationally. The result is improved service delivery 
providing better value for the customer. 

Feedback from the public and stakeholders was overwhelmingly positive; 
there were no immediate ‘red flags’ that had to be addressed.

Working with staff, Strexer Harrop created process maps and jointly 
discussed ideas for potential improvements for more than 30 different 
processes. 

The recommendations in this Service Delivery Review have a total five 
year savings of $309,602 and additional revenue potential of $302,144 
before expenses. Several recommendations require further investigation for 
their savings/revenue opportunities. 

Executive Summary
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$546,286

Total Savings & 

Increased 

Revenue 

After Expenses 
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“Staff, with the direction of Council, aim to provide 
enhanced customer service, appropriate programs and 
services and to utilize tax dollars as efficiently and 
effectively as possible to sustain a united and healthy 
community. 
This third-party review will help guide us into the future.” 

Alana Solman, CAO

“Council is pleased to be undergoing a Service Delivery 
Review of our municipal programs and services. 
Through this process we hope to have a more engaged 
community, to better align local government services 
with the needs of all residents, along with finding 
efficiencies and cost-savings.” 

Mayor Amyotte

Project Support



DMAIC

Define a problem or 
improvement opportunity.

Measure process 
performance.

Analyze the process to 
determine whether the 
process can be improved or 
should be redesigned.

Improve the process

Control the improved 
process
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Definitions

SIPOC

Supplier – who provides 
the information/request

Inputs – what does the 
process need to complete 
the request 

Process – what are the 
steps to complete the 
process

Output – what is the end 
result

Customer – who are the 
internal and/or external 
customers

VOC Voice of the Customer

VOB Voice of the Business 

AMP Asset Management Plan 

CVOR Commercial Vehicle Operator’s 
Registration

FIR Financial Information Return - the 
data collection tool used by the Ministry 
of Municipal Affairs and Housing to 
collect financial and statistical information 
on municipalities. 

SDR – Service Delivery Review

TOMRMS – The Ontario Municipal 
Records Management System



FIR # 
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0250 General Government (Includes Finance & 
Clerks Department)
Protection Services

0410 Fire
0420 Police Services
0430 Conservation Authority
0440 By-Law Enforcement
0445 Building Permit & Inspection
0450 Emergency Planning
0612 Roads
0850 Environmental & Waste Management
1010 Health

Recreational & Cultural Services
1610 Parks  
1620 Recreation Programs
1634 Recreation Facilities
1640 Library
1810 Planning & Development



Phase One: Define & Measure
Voice of the Customer: surveys, interviews and 
process mapping with internal and external 
stakeholders.

Phase Two: Analyze
Data compiled and presented to understand the 
workflow and customer experience. 

Phase Three: Improve & Control
Stakeholder consultations and ‘future state’ 
process mapping to enhance customer 
experience and potential cost 
savings/avoidance. Waste is eliminated from 
processes, work becomes quicker and more 
efficient.
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Methodology

Define

Measure

AnalyzeImprove

Control



• Use the resources we already 
have in house and expand use 
where possible – people, 
software, systems, assets.

• Partner where possible to 
provide service for North 
Kawartha residents and 
businesses.

• Continue to build relationships 
to enhance knowledge, access 
to service and best practices.

Guiding Principles
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Define & Measure
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• Land area 776 sq.km
• Population: 2479
• Median age: 55.4
• Total private dwellings: 3552
• Private dwellings occupied by usual residents*: 1114
• Median full time income: $42,617
• Median total income of economic families $70,766
• Median total income of economic families without 

children or other relatives $69,248
• Median total income of economic families with 

children $89,771
*Private dwelling occupied by usual residents' refers to a private dwelling in which a 
person or a group of persons is permanently residing.

North Kawartha Profile - 2016 Census
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Average family size of 
economic families 2.6
Average family size of 

couple economic families 
with children 4.0

In the context of 
economic families, total 
income refers to receipts 
from certain sources of 

all of its family members, 
before income taxes and 

deductions, during a 
specified reference 

period.
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183
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5-9 Employees

10-19 Employees

20+ Employees

Indeterminate
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Businesses – OMAFRA Analyst

272 
Registered 
Businesses



561 individuals completed the public 
survey: 
• 42% are permanent residents
• 53% are seasonal residents
• 72% have lived in North Kawartha 10+ 

years
• 60 business owners completed the 

survey
• 45% are retired or not in the workforce
• 50% work full-time or part-time

Public Survey Summary
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6 public consultations were held virtually
• Participants overwhelmingly preferred virtual 

consultations to in-person, several participated 
from their permanent residences outside the 
region and stated they would not normally be 
able to participate

The following main themes were identified in the 
public survey as opportunities for discussion:

• Business Attraction 
• Business Retention 
• Internet 
• Parks & recreation
• Roads
• Waste Management 

Public Consultation Summary
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21 interviews were completed with staff and 
Council
7 interviews were completed with external 
stakeholders:

• County of Peterborough
• City of Peterborough (providers of 

social services in North Kawartha)
• Peterborough & The Kawarthas 

Economic Development & Tourism
• Peterborough Public Health

Stakeholder Interviews
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21

7

Staff & Council
External Stakeholders



Strexer Harrop met with each department to map processes

Department Staff – Process Mapping
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Analyze
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General inquiries received by reception were 
recorded over a three-week period in January

Reception Data Collection
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General Inquiries
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Fire
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Building / Planning / By-Law
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Building / Planning / By-Law
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Construction Value Of Permits
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Roads – Maintenance Schedule
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July August September October November
Road patrol X X X X X
Grading X X X X X
Asphalt patching X X
Apply material & grade X X
Weed control X
Grass mowing X X
Safety device repair X X
Washout repair X X X X X
Culvert replacement X X X
Ditching X X
Debris clean up X
Administrative X X
Culvert cleaning X X X X
Site repairs Glen Alda CC X X
Hardtop asphalting X X X
Tree removal X X X X
Sign repair / replacement X X
Transfer station bins X X
Prepare fleet for winter maintenance X X
Training X
Plowing & sanding X



Recreational Programs
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Assets – FIR Schedule 51A 
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FIR # 2018 Opening 
Net Book Value

0250 General Government $1,491,549
Protection Services

0410 Fire $1,703,066
0420 Police Services
0430 Conservation Authority
0440 Protective inspection and control $25,599
0445 Building permit and inspection services
0450 Emergency Planning
0612 Roads $10,392,537
0850 Environmental & Waste Management $395,049
1010 Health $1,448

Recreational & Cultural Services
1610 Parks  $390,051
1620 Recreation Programs
1634 Recreation Facilities $10,484,401
1640 Library $1,031,843
1810 Planning & Development

TOTAL – Tangible Capital Assets $25,921,543

The FIR is the data collection tool used by the Ministry of Municipal Affairs and Housing to collect financial and statistical information on municipalities. 
The FIR is a standard document comprised of a number of schedules which are updated each year to comply with current legislation and reporting 
requirements.

40%

25%

15%

8%

12%

2017 Asset Management Plan
Summary Of Asset Conditions

Very Good ($23.6 M)
Good ($14.7)
Fair ($8.4 M)
Poor ($4.8 M)
Very Poor ($7 M)



User Fees / Permits Revenue
Source: Consolidated Schedule of Segment Disclosure 
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Improve & Control
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Savings & Revenue Calculations
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Productivity 
Savings (P)

Revenue 
Opportunities (R)

Service 
Enhancements (E)

Productivity savings 
were found in 

collaboration with staff.

A median wage of 
$28.11 per hour was 

used to calculate 
savings when the # of 

hours are known.

Revenue opportunities 
were found in 

collaboration with staff 
and stakeholders.

Initiatives include missed 
revenue opportunities & 

fees valued at true 
costs.

Opportunities were 
found in collaboration 

with staff and 
stakeholders.

Initiatives require 
additional research prior 

to recommending a 
solution.

$249,702 
Estimated NET 5 Year 

Savings

$296,584
Estimated NET 5 Year 

Revenue Increase

Additional Savings & 
Revenue Opportunities 

To Be Determined



Example: Records Centre 
Storage

0250-SDR-P01

0250: General Government

SDR: Service Delivery Review

P: Productivity Savings

PRODUCTIVITY 
SAVINGS (P)
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250-SDR-P01
Records Centre Storage
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Opportunity Recommendation

The Records Centre is approximately 1500 sq ft.  

It is currently at 70% capacity. Additional filing cabinets 
will be required. There is an opportunity to scan paper 

files in order to save costs and improve efficiency when 
searching for records.

Staff is recommending the purchase of a scanner. 

Savings Calculation
Estimated cost of a scanner to meet the needs for scanning 

these records is $7000.  
Additional file cabinets for physical records is $14,000 

Additional $1000 savings per year on paper, file folders & toner.

Strategic Goals 5 Year 
Investment

5 Year 
Savings

Net 
Savings

4.1 Promote responsible environmental 
stewardship $7,000 $19,000 $12,000



250-SDR-P02
Electronic Records
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Opportunity Recommendation

File Hold has been introduced to store electronic files.

TOMRMS provides records classification in relation to 
the Retention By-Law.  

Physical records exist and require increased level of 
staff resources to access for Freedom of Info and other 
requests to view as well as effort to transfer to storage, 

review when retention requires disposal. 

Searching for physical records requires more effort than 
electronic records. 

Continue to train staff to properly classify records, store and 
search electronically and in the use of workflows ending in 

storage. e.g. A/P Invoice process. 

Savings Calculation
Estimate of 2 hours per week can be saved. 

Productivity time taken to physically locate records can be 
reallocated to other tasks. 

Strategic Goals 5 Year 
Investment

5 Year 
Savings

Net 
Savings

3.1 Maintain policies that enable effective 
governance $0 $14,617 $14,617



250-SDR-P03
Bank Reconciliation
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Opportunity Recommendation

The bank reconciliation process could be re assigned 
based on staff resources.

Document the process so that other staff can be trained to do 
this work.

Savings Calculation
Estimate of 4 hours per month can be saved. 

Strategic Goals 5 Year 
Investment

5 Year 
Savings

Net 
Savings

3.1 Maintain policies that enable effective 
governance $0 $6,746 $6,746



250-SDR-P04 
Corporate Purchasing Tender Template
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Opportunity Recommendation

Variation exists across the organization.  Each 
department uses a different tender template.  

Information may be missed or duplicated/redundant. 

Staff are developing a corporate template that all departments 
will use.  Continue to standardize and refine inputs from 

departments that inform tenders and capital projects.

Savings Calculation
Estimate of 5 hours per month can be saved. 

Strategic Goals 5 Year 
Investment

5 Year 
Savings

Net 
Savings

3.3 Provide for effective Township 
communications $0 $8,433 $8,433



250-SDR-P05
Paymentus
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Opportunity Recommendation

Paymentus is a payment platform for North Kawartha 
customers to pay for some services.  

Reconciling payments is done by both Treasury and 
Building/Planning because the assignment of payments 

to program areas is not clear in the reports. 

Improve the coding of payments to better inform reports so that 
payments can be properly assigned to appropriate programs i.e. 

Tax payment, Building Permit.  

Savings Calculation
Approximately 1 hour per week can be saved through elimination 

of duplication of work.

Strategic Goals 5 Year 
Investment

5 Year 
Savings

Net 
Savings

3.1 Maintain policies that enable effective 
governance $0 $7,309 $7,309



250-SDR-P06
Address Changes
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Opportunity Recommendation

Property Address report from the County is reviewed by 
3 people.  Only 2 are invested in the data. 

Criteria to investigate is not clear. Investigations 
consume staff resources.

Financial savings on investigation component is unknown.  
Document criteria for investigating an address change.  Track 
number of investigations.  Clarify who needs to be reviewing 

address changes bi monthly process.

Savings Calculation
Approximately 2 hours per month can be saved through 

elimination of duplication of work.

Strategic Goals 5 Year 
Investment

5 Year 
Savings

Net 
Savings

3.3 Provide for effective Township 
communications $0 $3,373 $3,373



250-SDR-P07
Admin Support 
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Opportunity Recommendation

Roads:
Centralize admin component of road maintenance 
concerns / service – following up with the resident. 

Collect useful data based on trends and remove this 
work from supervisor. 

Fleet:
Collect and maintain data on equipment utilization, 

preventative and emergent repairs, adherence to CVOR 
requirements (vehicle circle checks). View fleet through 

a corporate lens.

Review resources across the organization that could be re 
assigned to support Roads Department.

Savings Calculation
Approximately 1 day per week is spent on admin activities by 

supervisor

Strategic Goals 5 Year 
Investment

5 Year 
Savings

Net 
Savings

3.1 Maintain policies that enable effective 
governance $0 $58,469 $58,469



410-SDR-P01
Volunteer Fire Fighter Training Material Production
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Opportunity Recommendation

VFF attend monthly training to achieve specific learning 
outcomes. Training materials require 50+ binders to be 

updated fully twice annually(40VFF, 6 Students, 5 
Instructors, 1 Chief, 1 Deputy Chief) and randomly 

throughout the year if learning objectives change or new 
training is introduced.

Binders could be eliminated. Provide 7 Access Passes to File 
Hold for Chiefs and Instructors.  Updates could be done 

electronically. Materials would be accessed on  mobile tablets by 
instructors. 

Savings Calculation
Approximately 10 hours per month can be saved in this process. 

Annual licenses for File Hold will be required and a one time 
purchase of 6 tablets.

Strategic Goals 5 Year 
Investment

5 Year 
Savings

Net 
Savings

3.1 Maintain policies that enable effective 
governance $10,400 $19,366 $8,966



440-SDR-P01
By-Law Enforcement
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Opportunity Recommendation

Enforcement process involves numerous follow up 
actions by staff depending on responses by offenders.  

Variation exists in tracking. Tracking is duplicated. 
Opportunity exists to improve tracking tool so that timely 

follow up can be achieved with less staff time.

Opportunity exists to improve tracking tool so that timely follow 
up can be achieved with less staff time.

Track timing of First Notice, Second Notice, Order.  Implement 
fee structure for non compliance.  Process needs 

teeth/consequences to encourage customer compliance and 
response.

Savings Calculation
Estimated time savings 1-2 hours/week 

Strategic Goals 5 Year 
Investment

5 Year 
Savings

Net 
Savings

3.1 Maintain policies that enable effective 
governance $0 $14,617 $14,617



445-SDR-P01
Keystone Retirement
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Opportunity Recommendation

Cloud Permit is a virtual platform for constructors and 
designers to apply for building permits.  Provides full 

reporting of data for MPAC, Stats Canada and informs 
Enforcement Order Process. 

Cloud Permit has ability to add Planning Applications, Zoning 
Amendments and track Enforcement.  

Savings Calculation
Cloud Permit upgrade is an cost of $8000 

The current program 'Keystone' costs $2300/year.

Strategic Goals 5 Year 
Investment

5 Year 
Savings

Net 
Savings

3.1 Maintain policies that enable effective 
governance $40,000 $11,500 -$28,500



445-SDR-P02
Permit Concierge Services
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Opportunity Recommendation

Homeowners/ratepayers applying for a permit for the 
first time often need assistance getting started.

Establish “office hours” that can be booked with ratepayers to 
guide them through the process and answer their questions. 

This can be done virtually or in person.

Savings Calculation
Meetings with ratepayers will save rework (5 hours per week) 

by staff. The purchase of a tablet and/or kiosk has been 
estimated at $2500.

Strategic Goals 5 Year 
Investment

5 Year 
Savings

Net 
Savings

3.3 Provide for effective Township 
communications $2,500 $36,543 $34,043



612-SDR-P01
Standardized Tool Kits – Roads Department
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Opportunity Recommendation

Use data - type of issues to standardize tools for each 
operator/truck to enable operator to arriv.e

prepared/tooled to complete the work without returning 
to the shop.

Implement 5S in the shop.  

Use colour coding and audit to ensure tools stay with assigned 
trucks/operators.

A standard tool kit will reduce labour hours currently spent 
locating tools.   

Savings Calculation
Estimated 1 hour per week time savings. 

Strategic Goals 5 Year 
Investment

5 Year 
Savings

Net 
Savings

3.1 Maintain policies that enable effective 
governance $0 $7,309 $7,309



612-SDR-P02
Arborist Services RFP
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Opportunity Recommendation

Currently multiple quotes are required when an Arborist 
is required for a roads concern. This causes delays in 

service and additional administration for staff requesting 
quotes, comparing and following-up with contractors.

Issue a RFP for Arborist Services. Multiple vendors can be 
selected and staff can use a 'Round Robin' approach to ensure 

approved contractors are provided with equal opportunities.

Savings Calculation
Estimated 5 hour per month time savings. 

Strategic Goals 5 Year 
Investment

5 Year 
Savings

Net 
Savings

3.1 Maintain policies that enable effective 
governance $0 $8,433 $8,433



850-SDR-P01
Waste Deposits To Transfer Station
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Opportunity Recommendation

Currently all data relating to Waste operations is 
collected in paper form.  Having the data in a format that 

allows for analysis will help inform future waste 
collection programming.

Opportunity exists to shift from paper based data collection to an 
electronic data collection tool.  Data relating to amount of waste, 

type of waste would inform future programming.

Savings Calculation
Daily inspections 1 hr per day (per days open) 

Strategic Goals 5 Year 
Investment

5 Year 
Savings

Net 
Savings

3.1 Maintain policies that enable effective 
governance $0 $45,819 $45,819



1634-SDR-P01
NKCC Facility Inspections
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Opportunity Recommendation

NKCC and its numerous systems are inspected daily by 
staff.  Records of anomalies and inspection completion 

are paper based. 

Inspections currently take 90 minutes each day the 
NKCC is open (302 days/year) of staff time to complete.  

Opportunity exists to reduce this by 50% if electronic 
collection was implemented. 

Electronically stored Data collection system could replace paper 
based collection.  Data reports relating to anomalies by type, 

cost could better inform preventative maintenance programming 
and staff training to prevent excessive costs in the future. 
Electronic collection estimated to reduce manual paper 

inspections time by 50%.    

Savings Calculation
Labour savings estimated to be 45 minutes per day. 

Strategic Goals 5 Year 
Investment

5 Year 
Savings

Net 
Savings

3.1 Maintain policies that enable effective 
governance $0 $37,949 $37,949



1634-SDR-P02
Facility Inspection Call Ins
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Opportunity Recommendation

Anomalies are often addressed by a staff member and 
could result in call ins for other staff with expertise 

(Call in = 3 hours pay and interruption of staff day off). 
Some anomalies require calling a contractor.

Payroll data indicates call in cost.

Savings Calculation
Estimated occurrence twice monthly at 3 hrs each call. 

Strategic Goals 5 Year 
Investment

5 Year 
Savings

Net 
Savings

1.1 Ensure that existing infrastructure is 
sustained reflective of the AMP $0 $10,120 $10,120



REVENUE 
OPPORTUNITIES (R)
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250-SDR-R01
Finance Fees

North Kawartha Service Delivery Review Final Report February 2021 48

Opportunity Recommendation

Tax related fee structure should reflect true costs.

Change 'rush fee' to a fixed rate - current $10 charge does not 
deter and does not reflect true cost. 

Track # of requests for tax certificates, tax research and # of rush 
requests. Time track for 4 weeks and update fee in next 

scheduled By-Law update.

Revenue Calculation
Revenue estimated based on 52 Tax Certificates (fee increased 
from $40 to $60) + 12 rush  (rush fee increased from $10 to $60) 

& 12 Tax Research charges (fee increased from $10 to $60)

Strategic Goals 5 Year 
Investment

5 Year 
Revenue

Net 
Revenue

3.1 Maintain policies that enable effective 
governance $0 $10,700 $10,700



250-SDR-R02
Assessment Review
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Opportunity Recommendation

County lead Assessment Review Project could be 
considered.  

Project compares MPAC data beside aerial photography 
to find properties that may be under assessed i.e. 
assessed as vacant land but building has occurred 

without a permit.

There are 400 such properties in the County – some of 
which would be in North Kawartha.

Investigate further in order to balance potential liability to the 
township vs potential financial gain. Complete MPAC review of 

property assessments to ensure assessment at appropriate 
levels.  

Revenue Calculation 

3 hours per month staff time allocated to reviewing County aerial 
views. Lost tax revenue is unknown. Estimated 0.5% 

assessment increase. Legal fees unknown.

Strategic Goals 5 Year 
Investment

5 Year 
Revenue

Net 
Revenue

3.1 Maintain policies that enable effective 
governance $5,060 $136,444 $131,384



445-SDR-R01
Building Permit Fees
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Opportunity Recommendation

Permits are issued with an expiry date.  Re issue is free 
to customer but impacts staff resources.  Financial 

burden is carried by tax base rather than user.

Permit Re issue fee
Administration fee

Enforcement Fee for 2nd Notice

Revenue Calculation 

5 x $500 Administration Fee 
(administration fee varies from $500 - $750 

depending on the application)

Strategic Goals 5 Year 
Investment

5 Year 
Revenue

Net 
Revenue

3.1 Maintain policies that enable effective 
governance $0 $12,500 $12,500



445-SDR-R01
Septic Inspections
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Opportunity Recommendation

4000 septic systems exist in the township. 

Each requires an inspection once every five years.  

There is no fee to the owner. Cost burden on tax base.

Implement a fee of $35 per system (to be added to tax bills). 
Revenue to be invested in summer student jobs and offset 

administrative work.

Revenue Calculation 

4000 systems over a 5 year period 
$35 per inspection 

Strategic Goals 5 Year 
Investment

5 Year 
Revenue

Net 
Revenue

4.1 Promote responsible environmental 
stewardship $0 $140,000 $140,000



850-SDR-R01
Cash Handling At Transfer Station
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Opportunity Recommendation

Currently the transfer station is only able to accept cash 
payment.  Often visitors do not have cash so a reduced 

fee is accepted resulting in lost revenue.

Safety for staff and proper fee collection could be 
enhanced with point of sale technology (debit, credit). 

Alternative payment methods to include non cash options 
(debit).

Revenue Calculation 

Estimate of $100 per month additional revenue (5 peak months) 
and $100 per year in debit machine expenses.

Strategic Goals 5 Year 
Investment

5 Year 
Revenue

Net 
Revenue

3.1 Maintain policies that enable effective 
governance $500 $2,500 $2,000



SERVICE 
ENHANCEMENTS (E)
To Be Explored 
Further
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250 – General Government
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Recommendation 
# Recommendations

250-SDR-E01

• Expand Paymentus program to implement a 'virtual city hall payment centre' for residents.
• Allow payments for all program areas on this platform. 
• Reconciliation efficiencies can be obtained with all payment information in one location.  
• Could be accomplished with current website provider.

250-SDR-E02

• There is an opportunity to educate residents and promote the social service programs 
offered through the City of Peterborough in North Kawartha. Community Care is currently 
the 'Hub' for social services.  Housing, Ontario Works and Childcare service 
administration is currently done one day per week in Apsley.  

• North Kawartha can partner with City service provider for their ‘app’ to access social 
services.  

• Review and expand terms of reference of the Community Development Committee to 
amplify information and communications in the community reaching those in need.  

• Partner with Economic Development Committee for business and job creation programs.  

250-SDR-E03

• Human Resources services such as legislated training tracking and others are currently 
provided by HR Live. Continue working with HRLive platform to expand offerings.  

• Consider an employee engagement survey with action planning to determine baseline 
employee experience and build program to attract and retain qualified staff. 

• Amplify recognition programs and employee learning and development.



North Kawartha Service Delivery Review Final Report February 2021 55

Recommendation 
# Recommendations

250-SDR-E04 • Consider LEAN and Process Improvement training opportunities for staff.

250-SDR-E05 • Update website with most requested information. Minimize clicks (especially on mobile 
devices) by incorporating key information in the main section before + tabs

250-SDR-E06

• North Kawartha has a formal Complaint Process and Policy on the website for residents 
use. Variation exists in how residents access staff and report issues of a less severe 
nature.  Examples: pothole, street sign replacement needed, program info request.

• There is an opportunity to improve the customer experience by centralizing the request for 
service access point for residents and improving the process by including an issue 
'closure' step. Purchase a software that interfaces well with customer and provides useful 
reporting to staff.  File Hold provides workflow capability so could be a solution. Clerk is 
working with Image Advantage for work flow. CAO and other leaders could see status of 
all issues at a glance and provide support to staff where needed. 

• North Kawartha will benefit by having robust data that could inform the assignment of staff 
resources, asset management and infrastructure needs.  This system could provide 
regular reporting to Council and the Community. The data that is collected would provide 
further analysis to drive work order plans and asset management plans. 



612 – Roads & Fleet
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Recommendation 
# Recommendations

612-SDR-E01 • Ontrac may not be fully utilized. Consider training. Data collection and use could inform 
asset management plans relating to roads and equipment life cycle.

612-SDR-E02

• Variation exists by department in how fleet is maintained.  Data is needed to manage 
assets (Acquire, Use, Maintain, Retire)

• Centralizing a Fleet Program is recommended to include repair, maintenance, purchase, 
utilization and cost tracking.  

• Consider lease program for some equipment to ensure access to required preventative 
maintenance for specialized equipment e.g. Dump Truck (plow harness)

• Long term savings could be obtained through regular maintenance schedules prolonging 
the life of vehicle fleet (proactive vs reactive). 

• Standardize CVOR (Commercial Vehicle Operators Registration) equipment ‘circle check’ 
logs & response to safety issues.

612-SDR-E03
• Monitor winter maintenance co-operation with County. 
• Continue exploration of shared service model for winter road maintenance.  A full cost vs 

benefit analysis required.  

612-SDR-E04

• Shared equipment purchase with County or other township for large equipment e.g. 
brushing, street sweeping, heavy equipment - Agreements to own, use, maintain.

• Mesh technology could be shared by townships and County. 
• Capital cost savings could be achieved through purchase agreement with the County -

value to be determined 



1620 – Recreational Programs
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Recommendation 
# Recommendations

1620-SDR-E01

• Registration information is documented electronically and in paper format in more than 
one place.

• Administration costs to register participants for each program is unknown.    
• Full post program review is recommended to determine the most efficient manner to 

administer programs (electronically verses current manual process) that meets the needs 
of residents and North Kawartha staff. 

1620-SDR-E02

• North Kawartha follows the Municipal Access to Recreation Policy that all of the townships 
in the County of Peterborough where the goal is provide access to recreational 
programming at a cost that results in financial break even, not profit. Programs include tax 
base support (infrastructure use) and user pay (instruction and programming).

• It is recommended that Program Staff survey participants and the community to 
continually enhance program offerings. 

• Experienced staff currently in role could share knowledge for future succession planning. 
• An overall understanding of cost to run each program by participant could product data for 

future planning. 



1810 – Development Charges Review
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Recommendation 
# Recommendations

1810-SDR-E01

• North Kawartha currently does not have a Development Charge (DC) charge for new 
construction. The costs to develop are currently on the tax base.

• The number of projects that would be applicable is low but could increase.  
• There is an opportunity to introduce Development Charges for deposit in a reserve to fund 

new and applicable infrastructure and assets. 
• Direct impact unknown, further information required to quantify potential revenue stream.  

Future work on this initiative balanced with ability to attract business to the township.  



Dashboard
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Dashboard

Assets

2019 
Unaudited 

Actuals
2020 Budget

2020 
Unaudited 

Actuals

% Of Total 
Expenses

Operating 
Costs Per  
Household

2018 
Opening 
Net Book 

2019 
Unaudited

2020
Unaudited

General Government 90% $895,569 $1,175,880 $730,973 14% $185 $1,497,549 $87,715 $99,444
Protection Services

Fire 92% $503,005 $538,213 $483,791 9% $123 $1,703,066 $300 $300
Police Services 69% $982,517 $997,459 $989,711 19% $251
Conservation Authority $70,997 $77,550 $77,819 1% $20
By-Law Enforcement 86% $25,599 $600 $750
Building Permit & Inspection 79% $130,448 $172,951 $171,739 3% $43 $192,409 $179,861
Emergency Planning $5,309 $7,000 $2,959 0% $1

Roads 76% $1,650,876 $1,284,928 $1,145,466 22% $290 $10,392,537 $750 $750
Environmental & Waste Management 86% $407,084 $484,661 $486,375 9% $123 $395,049 $32,487 $37,619
Health $8,666 $1,610 $9,740 0% $2 $1,448
Recreational & Cultural Services

Parks  93% $390,051
Recreation Programs 91% $41,607 $12,198
Recreation Facilities 98% $631,206 $713,583 $770,365 15% $195 $10,484,401 $176,493 $81,081
Library $203,997 $300,210 $273,576 5% $69 $1,031,843

Planning & Development 85% $97,853 $121,962 $102,139 2% $26 $81,765 $58,525

TOTAL 86% $5,587,527 $5,876,007 $5,244,652 $1,328 $25,921,543 $614,125 $470,528
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Survey Results
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519
93%

14
2%

10
2% 14

3%
I own a home/cottage in
North Kawartha

I rent a home/cottage in
North Kawartha

I work/volunteer in North
Kawartha but live in
another community

Other
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Relationship To North Kawartha

557 
Responses



223
42%

283
53%

29
5%

Permanent Resident

Seasonal Resident

Other

North Kawartha Service Delivery Review Final Report February 2021 64

Resident Status

535 
Responses



24
4%

99
19%

309
58%

74
14%

27
5% Less than 2 years

2 - 10 years

10+ years

I've lived here my whole
life

Other
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How Long Have You Lived / Owned 
Property In North Kawartha?

533 
Responses



Under 18

18-24

25-34

35-44

45-54

55-64

65+

Prefer not to answer

0 50 100 150 200
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Age
530 

Responses



1

2

3

4

5

6

7+

0 50 100 150 200 250

North Kawartha Service Delivery Review Final Report February 2021 67

How Many People In Your Household?

530 
Responses



Yes, children under the
age of 18

Yes, adult dependents
over the age of 18

Yes, both children and
adult dependents

No dependents at all in
the household

0 100 200 300 400
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Dependents In The Home
530 

Responses



I am a student

I work full-time

I work part-time

I work casual

I am retired

I am looking for work

I am not in the workforce

Other (please specify)

0 50 100 150 200 250
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Employment Status
530 

Responses



468
89%

60
11%

No Yes
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Business Owner?

528 
Responses
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What Is Your Overall Level Of Satisfaction 
With The Quality Of North Kawartha’s 
Communications With Its Residents?

1 - Very Dissatisfied

2 - Dissatisfied

3 - Neither Satisfied nor
Dissatisfied

4 - Satisfied

5 - Very Satisfied

0 50 100 150 200 250

467 
Responses



0

1

3

7

63

119

274

Radio

In-person at Community…

Newspaper

Other

North Kawartha Website

Social Media

Email

0 100 200 300
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Which Method Is The Most Effective For 
The Township To Connect With You?

467 Responses



3.17

3.37

3.59

3.61

3.73

3.8

3.88

3.93

Location to file a complaint

Application forms & permits

Council agendas & minutes

Sports & community programs registration

Public notices

Contact information

Hours of operation

Accessibility (reading text)

0 2 4 6
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How Easy Is It To Find The Following?

457 Responses



440

182

281

290

363

311

320

North Kawartha is an excellent place to live.

I have good access to high speed internet.

I have reliable cell phone coverage.

I feel there is an adequate police presence in
my community.

I feel that the volunteer fire service meets the
needs of my community.

The Township supports small businesses.

The Township actively promotes and
encourages tourism.

0% 20% 40% 60% 80% 100%
Agree Don't Know Disagree
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Do You Agree Or Disagree With The 
Following Statements?

468 Responses



402

192

252

336

405

392

Payment methods are convenient.

Complaints are resolved in a timely manner.

Maintenance concerns are resolved in a timely
manner.

Staff respond to my requests for information in
an accurate & timely manner.

When I speak with Township staff, they are
courteous.

When I speak with Township staff, they are
knowledgeable.

0% 20% 40% 60% 80% 100%
Agree Don't Know Disagree
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Do You Agree Or Disagree With The 
Following Statements?

468 Responses



373

344

415

275

193

The Township has well maintained public
spaces - trails, parks, beaches, etc...

There is adequate water access - lake access,
docks, boat launches, trailer parking, etc...

The Township has well maintained public
buildings - community centres, fitness centre,

arena, etc...

The Township offered a wide range of
recreational programs for me and my family

pre-COVID.

The Township currently offers a good selection
of recreational programming for me and my

family with COVID measures.

0% 20% 40% 60% 80% 100%
Agree Don't Know Disagree
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Do You Agree Or Disagree With The 
Following Statements?

468 Responses



322

243

239

Council is dedicated to fiscal responsibility.

My Councillor responds in a reasonable time to
my concerns.

I am well represented in Council decisions.

0% 20% 40% 60% 80% 100%
Agree Don't Know Disagree
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Do You Agree Or Disagree With The 
Following Statements?

466 Responses



353

319

268

343

Overall, the Township has well maintained
roads.

Road repairs are competed in a timely manner.

Spring street and sidewalk cleaning is done in a
timely manner.

Snow removal is done in a timely manner.

0% 20% 40% 60% 80% 100%
Agree Don't Know Disagree
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Do You Agree Or Disagree With The 
Following Statements?

466 Responses



372

301

376

The recycling program meets my needs.

Curbside garbage collection meets my needs.

Hours of operation at the landfill meet my
needs.

0% 20% 40% 60% 80% 100%
Agree Don't Know Disagree
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Do You Agree Or Disagree With The 
Following Statements?

467 Responses



220

279

244

Permits are issued in a timely manner.

I know who to contact if I have a question
about the staus of my building or sewage

system permit.

I know who to contact if I have a question
about the staus of my zoning application.

0% 20% 40% 60% 80% 100%
Agree Don't Know Disagree
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Do You Agree Or Disagree With The 
Following Statements?

466 Responses



Public Consultations 
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Agenda
1. Project Overview
2. Public Survey Results & Your Input

Service Delivery Review 
Public Consultations / January 2021



Project Overview

From The Province:

The Municipal Modernization Program 
is an important part of our 
government’s plan to help 
municipalities lower costs and 
improve services for local residents 
and businesses over the long term. 

The review project being undertaken 
by your municipality is an important 
step toward achieving Ontario’s goal 
of helping municipalities deliver 
efficient, effective, modern services 
that meet the evolving needs of our 
communities. Lean SixSigma Process Mapping By Strexer Harrop

Pictured Here: Recreation Program Registration



Project Overview

From Alana Solman, CAO:

“Staff, with the direction of Council, aim to 
provide enhanced customer service, 
appropriate programs and services and to 
utilize tax dollars as efficiently and effectively 
as possible to sustain a united and healthy 
community. This third-party review will help 
guide us into the future.”

From Mayor Amyotte:

“Council is pleased to be undergoing a 
Service Delivery Review of our municipal 
programs and services. Through this process 
we hope to have a more engaged community, 
to better align local government services with 
the needs of all residents, along with finding 
efficiencies and cost-savings.”

Lean SixSigma Process Mapping By Strexer Harrop
Pictured Here: Household Garbage



Methodology

1. Phase One: Define & Measure. 
Surveys, interviews and process mapping with 
internal and external stakeholders.

2. Phase Two: Analyze.
Data compiled and presented to understand 
the workflow and customer experience. 

3. Phase Three: Improve & Control.
Stakeholder consultations and ‘future 
state’ process mapping to enhance 
customer experience and potential cost 
savings/avoidance. 

IMPORTANT NOTE: No services will be cut & 
no jobs will be eliminated. This is 100% about 
customer service (internal & external customers)

Procedure Review By Strexer Harrop
Pictured Here: Fitness Centre Inspection



Survey Respondents

2479

3552

2259

3949
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3,000
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4,000

4,500

Population Households

2016 2018

561 individuals completed the 
public survey. 
• 42% are permanent residents
• 53% are seasonal residents
• 72% have lived in North 

Kawartha 10+ years
• 60 business owners completed 

the survey
• 45% are retired or not in the 

workforce
• 50% work full-time or part-time



Strategic Plan & Governance
Vision: A united and healthy community 
connected to our natural heritage.

Core Purpose: Provide leadership, education, 
infrastructure and cost-effective resources to 
ensure sustainable rural and urban growth. 

Strategic Pillars: The Strategic Pillars further 
define and support the Vision Statement and Core 
Purpose of the Township. They provide the link 
between the Core Purpose and the Strategic 
Directions. 

1. Infrastructure - Investments in Municipal 
Infrastructure 

2. Economy - Guide Economic Growth for a 
Sustainable Community 

3. Governance - Maintain a Strong, 
Accountable, Municipal Government 

4. Environment - Protect and Enhance the 
Environment

0

50

100

150

200

250

Council is dedicated to
fiscal responsibility.

I am well represented in
Council decisions.

Disagree Neutral Agree Don't Know



Communications

65% of survey respondents are satisfied with the quality of North 
Kawartha’s communications with residents. When asked which method 
is the most effective way for the Township to connect with them:
◦ 59% prefer email 
◦ 25% prefer social media
◦ 13% prefer the website

1. There are currently 668 subscribers to the North Kawartha 
eNewsletter. What additional information would you like to receive in 
the newsletter?

2. What information do you most often search for on the North 
Kawartha website? Is it easy to find? Are there changes you would 
recommend?



In terms of the overall impact on this community as a place to live 
and work, what is the most significant change, you would like to 
see in the next five years? (# of respondents – open ended question)
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32 32
23 23

16 14
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General 
Government 
– Economic 
Development 

99 survey respondents 
wanted the Township to 
focus on business 
development.

1. How can North 
Kawartha support 
existing businesses?

2. How can North 
Kawartha attract  
new business?

20%

80%

2020 Budget

General…



General 
Government 
- High Speed 
Internet

85 respondents wanted the 
Township to focus on high speed 
internet. The Township can support 
the investment by private sector 
Internet service providers in a few 
ways.

1. Do you have any concerns with 
North Kawartha supporting the 
installation of towers in order 
increase high speed Internet 
options for residents?

2. Would you consider a 
“community build” whereby you 
and your neighbours pitch in to 
bring high speed internet to your 
street. 

20%

80%

2020 Budget

General…



Roads

75% of survey respondents 
stated that the roads 
throughout North Kawartha 
are well maintained.

1. How can the Township 
increase this number?

2. What level of service do 
you expect in the winter?

3. What level of service do 
you expect in the summer?

22%

78%

2020 Budget

Roads



Parks & 
Recreation

80% of survey respondents 
stated North Kawartha has 
well maintained recreational 
facilities. 

1. Would you use a Tennis 
Court in Apsley? Do you 
currently use the one at 
Wilson Park? 

2. What type of Fitness 
Classes would you be 
interested in? 

3. What times do/would you 
use the Fitness Centre?

12%

88%

2020 Budget

Parks & Recreation



Waste 
Management

71% stated that the operating 
hours meets their needs. 
1. What could be done to 

increase satisfaction?

69% stated the recycling 
program meets their needs. 
2. What could be done to 

increase satisfaction?

54% stated the curbside 
garbage program meets their 
needs.
3. What could be done to 

increase satisfaction?

8%

92%

2020 Budget

Waste Management



THANK YOU FOR 
PARTICIPATING 



The following comments and suggestions were made by residents 
and business owners:

• More publicity for local businesses – community bulletin board, 
maps

• Visits to the business from Council members
• Building code enforcement standards too high for businesses 

owners to meet, it deters growth/expansion and perception for new 
business to come to the area

• Many seasonal residents don’t have a reason to “go into town”, once 
they are at the cottage, they don’t leave

• One participant described how they often use the fitness centre in 
the morning and then run errands in Apsley

• Several participants commented that they shop in Bancroft, 
Lakefield or Peterborough as there is more selection

Business Attraction & Retention
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The following comments and suggestions were made by residents 
and business owners:

• In general most participants would not object to a request by an 
Internet Service Provider (ISP) to install a tower in their 
neighbourhood

• Concerns raised included:
• would towers delay fibre/cable installations?
• Will it be tall enough to reach everyone – past tower installation was unsuccessful

• When discussing the possibility of neighbours investing in a 
‘Community Build’ there were many questions and in general it could 
be of interest but residents would need more detailed information 
before expressing interest. 

• Concerns raised included:
• would it be possible to pause service in the off season?
• What would they own if they invested in bringing Fibre To The Home (FTTH) on their 

road

Internet
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The following comments and suggestions were made by residents 
and business owners:

• Conditions of roads depended on where residents lived – comments 
ranged from ‘very well maintained’ to ‘not in good condition’

• Is there a strategy for paving the gravel roads
• Pave gravel roads to reduce maintenance over the long term
• Flooding on some roads were mentioned but overall those concerns 

are addressed very quickly, staff is very responsive
• Providing information to residents on a schedule / plan for 

improvements

Roads
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The following comments and suggestions were made by residents 
and business owners:

• There was some interest in the possibility of using a tennis court in 
Apsley and making it accessible via card access

• A swimming pool was suggested in several public consultations 
however there was an understanding that it would be a significant 
cost and more exploration would be required. Currently if residents 
want to swim in the winter they have to travel to Peterborough

Parks & Recreation
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The following comments and 
suggestions were made by residents 
and business owners:

• Staff are very helpful and respectful
• There was a great deal of interest in 

making the hours and program details 
more easily accessible including an 
mobile app

• Who to call for garbage / recycling 
concerns could be more visible & 
accessible (less clicks)

• An understanding of why item not 
picked up – notes are not specific

• Additional tags were suggested and 
willing to pay $5 per tag

• Construction waste should be 12 
months not just summer

Waste Management
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The following comments and suggestions were made by residents 
and business owners:

• Public access on Loon Lake to support the Provincial Park for 
canoeing & kayaking

• The number of visitors using private roads to access lakes is 
increasing – what can be done?

• Building & planning compliance is difficult & enforcement too strong
• Make it easier to access water quality information on the website
• The website is cumbersome – there is a lot of information but too 

many clicks/drill down to find what they are looking for
• Septic inspection program should be more proactive

Additional Comments & Suggestions
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Interviews 

Staff / Council 
Key Stakeholders
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The following comments and opportunities were offered by partners 
from Peterborough City and County:

• Support and fund the expansion of the Community Development 
Committee to stabilize the workforce.

• Encourage businesses to access learning programs at the 
Peterborough Kawartha Economic Development Corporation.

• Develop and implement an Economic Development Strategy.

• Access data from Workforce Development Board and Fleming 
College to inform community and economic programming and 
strategy. 

Recommendations from Partners
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• Review the County Service Delivery Review and seek ways to partner 
and participate in working teams and improvement opportunities.

• Participate in the County Assessment Review Project.

• Advance the County Waste Reduction Education Program in North 
Kawartha.

• Share the purchase, maintenance, use of large roads maintenance 
equipment with the County and other townships.

• Continue to build relationships with the County and surrounding 
townships seeking ways to work together.

Recommendations from Partners
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Process Maps
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Staff arrive at 
landfill

​Household Garbage Deposits - Waste

Visual 
inspection: 

garbage left at 
gate - LOG

Open garbage 
and recycling 
bins - inspect 

for animal 
presence or 
destruction

Animal present?
Wait for animal to 

exit
Bear?

Remove self, 
close gates, 
call OPP and 
MNR for help

Bear is 
removed from 
site - open to 

public

​YES

​NO

​YES

Open the 
office.

Complete daily 
station log

Greet 
customers 
and count 

cars

Visual inspect 
of garbage 

deposits.  Give 
direction and 
charge fees or 

punch card, 
stanps

20 free bags or 
sell sticker?

Determine 
waste location 

and direct 
customer

Sell sticker for 
each bag

Document 
Refusals to 

pay

Document 
contruction 
materials, 

metal, 
appliances.

Customer dumps
Visual assessment - 

dump in correct bin?
Visual - dump in 

correct bin?

​NO

​YE
S

Redirect customer
Customer 
complies

Provide info for 
options

​YES

​NO

Document in 
Log

Move items 
deposited in wrong 

bin

Customer Exits



Registrant 

arrives at 

NKCC

Registration 
Form Complete

Hand in Form to 
Program Coord

PC reviews 
form for 

completeness

Ask questions 
to determine 
best level for 
participant

Provide schedule 
and next steps to 

registrant.

Complete 
registration form

File form in 
Binder

Provide registration 
info to program 

instructor.

Instructor 
provides 

updated list of 
participants

Cross 
reference 2 

lists to confirm 
class list and 

payments 
required

Instructor 
evalulates 

participants

First class of the 
session occurs

Move Participant 
to a different 

level or keep in 
current class

Update lists 
and provide to 

PC

Adjust cost of 
registration

Ask participant/
parent for payment

Process 
payment (cash, 

chq, debit)

Update registration 
form in binder - 

stamp 'paid'

Update bank 
deposit

Update 
participant info 
in spreadsheet 

(MS Word)

Evaluate 
program at 
end of year 
(participant 
satisfaction 

and financial 
review)

Remain in current 
class

Decision to 
inform next 

year's program

Budget 
Request for 

new 
equipment if 

needed

End of session.

​Opportunities:  Use of data in 
decision making for program 

offerings.  Data is kept electronically 
and in paper form.  Both databases 
are updated everytime.  Decisions 

on program level could be 
streamlined.  How many of these 

occur?  Data review.



Enter Building
Inspect Water 

Treatment 
Sprinkler Room

Fill in manual log 
book

Issue or Alarm?
Consult SOP 

and/or call for 
back up

​YES

​NO

Inspect Ice 
Plant Room

Issue or Alarm
Consult SOP 

and/or call for 
back up

Visual 
inspection of 

Ice Resurfacer

Note any issues and 
push up to 
Supervisor

Inspect Control 
Room

Issue or Alarm

Consult SOP 
and/or call for 

back up

Update Records 
in Control Room 

(Manual - in 
book)

Go to main entrance 
and unlock door to 
welcome patrons

Turn on Admin 
Lights

Open Fitness Centre



Treasury: Property Transfer ProcessTreasury: Property Transfer Process
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Accept transfer 
document

Investigate? File in GP Process

Yes

  Rework

Key info 
into GP

Post the 
batch to 
generate 

report

Analysis
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