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Disclaimer

This report has been prepared by KPMG LLP (“KPMG”) for the Municipality of St.-Charles (“Client”) pursuant to the terms of our 
Agreement with the Client dated August 22, 2022.   KPMG neither warrants nor represents that the information contained in this report is 
accurate, complete, sufficient or appropriate for use by any person or entity other than Client or for any purpose other than set out in the 
Engagement Agreement. This report may not be relied upon by any person or entity other than Client, and KPMG hereby expressly
disclaims any and all responsibility or liability to any person or entity other than Client in connection with their use of this report.

This report is based on information and documentation that was made available to KPMG at the date of this report. KPMG has not 
audited nor otherwise attempted to independently verify the information provided unless otherwise indicated.  Should additional 
information be provided to KPMG after the issuance of this report, KPMG reserves the right (but will be under no obligation) to review this 
information and adjust its comments accordingly.  

Pursuant to the terms of our engagement, it is understood and agreed that all decisions in connection with the implementation of advice 
and recommendations as provided by KPMG during the course of this engagement shall be the responsibility of, and made by, the
Municipality of St.-Charles. KPMG has not and will not perform management functions or make management decisions for the 
Municipality of St.-Charles.

This report may include or make reference to future oriented financial information. Readers are cautioned that since these financial 
projections are based on assumptions regarding future events, actual results will vary from the information presented even if the 
hypotheses occur, and the variations may be material.  

Comments in this report are not intended, nor should they be interpreted, to be legal advice or opinion.

KPMG has no present or contemplated interest in the Municipality of St.-Charles nor are we an insider or associate of the Municipality of 
St.-Charles . Accordingly, we believe we are independent of Municipality of St.-Charles and are acting objectively
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Introduction 

Project Methodology

The methodology for the review involved the following major work steps:

Project Initiation

• An initial meeting was held with the Chief Administrative Officer and Treasurer to confirm the terms of the review
including the objectives, deliverables, methodology and timeframes.

Current State Assessment

The purpose of the second phase was to assess the current state of the Municipality and its departments. To achieve 
this, the following took place:

• Information concerning the Municipality’s operations, staffing and financial performance were reviewed and
summarized in order to identify the types of services delivered, the associated level of resources (personnel and
financial)  required, and the method of funding;

• In advance of the first set of meetings with municipal staff, KPMG prepared draft municipal service profiles for the
Municipality’s municipal services;

• KPMG provided a presentation to Council on October 5th which outlined the review process and provided an
opportunity for Council to ask questions;

• KPMG interviewed members of Council to discuss the Municipality and the services provided;

• Meetings were held with municipal staff to discuss the nature of the services provided and the associated service
levels, the rationale for the Municipality’s involvement in the delivery of these services and the method of delivery.

The terms of reference 
for our engagement 
were established in 
KPMG’s engagement 
letter dated August 22, 
2022. The Municipality 
of St.-Charles (the 
‘Municipality”) engaged 
KPMG LLP (‘KPMG’) to 
assist in an objective 
evaluation of current 
service offerings 
provided by the 
Municipality, with the 
view of identifying 
potential opportunities 
intended to maximize 
value-for-money, 
minimize pressure on 
taxes and contribute 
towards the long-term 
sustainability of the 
Municipality. 
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Introduction

Project Methodology

Review of Current Service Delivery Models 

• Upon the completion of the first set of meetings, the Municipality provided commentary with respect to the municipal service profiles. Upon receipt,
KPMG issued the final municipal service profiles. The service profiles illustrate the services offered by the Municipality, the rationale for service
delivery, the current service level standard and service delivery model, financial performance, and benchmarking information.

• During this stage of our work, an analysis of the current procedures and practices was performed. In conjunction with the Municipality, key processes
were mapped out, analyzed and reviewed to ensure compliance.

Jurisdictional Analysis

• Discussions were held with the Municipality to determine appropriate municipal comparators that would be utilized during the course of the review.
Municipal comparators were identified and selected based on the following considerations:

• Single tier municipalities • Geography – located in Northern Ontario

• Similar households and/or population • Typical and/or historical comparators

Municipality Population1 Households1 Size (km2)1 Op. Exp. (Less 
Amortization)2

Total CVA3

St.-Charles 1,357 788 314.46 $3.14 million $191 million
Bonfield 2,146 1,080 206.22 $3.71 million $288 million
Macdonald Meredith 
and Aberdeen 1,513 803 163.26 $2.77 million $158 million

Machar 969 875 182.65 $2.45 million $261 million
Markstay-Warren 2,708 1,119 505.92 $4.89 million $253 million
Nipissing 1,769 1,012 387.95 $3.01 million $389 million

1 – 2021 Statistics Canada Census Profiles 2 – Financial Information Returns – Schedule 40 3 – Financial Information Returns – Schedule 22A
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Introduction

Project Methodology

Jurisdictional Analysis

• Information concerning the comparator municipalities was obtained through analysis of available documentation (including information provided 
within the municipalities’ websites, responses to an information request to each comparator municipality, and Financial Information Returns).

Evaluation of Current Organizational Structure and the Development of Structural Options

• Our review involved an evaluation of the Municipality’s current organizational structure as well as potential changes to structure where applicable.

Opportunity Identification

• During the second and third phases of the review, discussions were held to identify potential opportunities for enhancing efficiencies, reducing 
operating costs and increasing non-taxation revenues, as well as the potential implementation issues and risks associated with each opportunity

Stakeholder Engagement

• As part of the review, KPMG undertook stakeholder engagement to gain further perspective on municipal services. The engagement was done 
through the use of a survey for residents. The survey was conducted using both an online tool as well as hardcopies provided to residents by the 
Municipality.

Draft Final Report

• KPMG consolidated all of the previous phases and provided the CAO and Treasurer a draft final report for the Municipality’s review

Final Report 

• Upon the acceptance of the contents of the draft final report, KPMG issued a final report for the municipal core service and organizational review.

• KPMG presented its findings to Council on XXXXX, 2023.



Municipality of St.-Charles

Municipal Core Service and 
Organizational Review

Chapter II – Finance Process 
Maps and Potential Courses of 
Action
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Process Maps and Potential Courses of Action

Our approach 

Our review involved a series of facilitated working sessions with Municipal staff to discuss the current processes used by the Municipality for the delivery 
of services.  During these working sessions, KPMG facilitated discussion with Municipal staff to identify the individual steps in the process under review, 
as well as any items that were perceived as impacting operating efficiencies, customer service, internal controls or risk management.  

The approach adopted to review the Municipality’s processes reflected the LEAN concept of value-stream mapping.  While there are many different 
definitions of LEAN, we define LEAN thinking as the belief that there is a simpler, better way through a continuous drive to identify and eliminate waste, 
or inefficiencies and errors, in day-to-day work.  It is about making work environments efficient and effective, so organizations can provide higher quality 
of services to their customers.  LEAN helps create time for quality improvement to be part of everyday routine activity. 

There are five common principles of LEAN thinking:

1. Value is defined by the voice of the client.  If a process or function doesn’t create value for the client (recognizing that clients can be internal or
external), the question is why is it being performed.

2. LEAN requires that you understand your process.  Process mapping allows you to have a picture of your process so that you can begin to make
improvements.  Without this understanding, it is difficult to have transparency and see where the problems are.  It also helps teams gain an
understanding of everyone’s involvement in the process.

3. LEAN seeks to develop flow, so that products or services move fluidly and without interruptions through the process.

4. LEAN seeks to establish pull, so that activities are undertaken in response to what a client needs when they need it, by reacting to a trigger. This is
contrary to how many processes are structured, which involves a push to the next user regardless of whether they are ready or not.

5. LEAN is a means of continuous improvement.  When done right, LEAN is not a one-time event but rather a journey to continually improve
processes and constantly strive to supply value, from the perspective of the client.
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Process Maps and Potential Courses of Action

LEAN methodologies are intended to help organizations identify and address one of eight typical types of inefficiencies. 

Inefficiency Description Examples

Defects Work or services that are not completed correctly 
the first time.

Departments key in hours worked incorrectly, 
requiring payroll to fix errors.

Overproduction Doing more than what is required to complete the 
task.

Generating reports that are not used by 
management.

Waiting Idle time when material, information, people or 
equipment are waiting. Waiting for approvals prior to issuing cheques.

Non-utilized talent Not utilizing all of the skills of employees. Incurring overtime because staff working in other 
departments cannot be used.

Transportation Moving equipment, supplies or equipment from 
place to place.

Transferring paper files from one location to another 
rather than using email.

Inventory Having more material and supplies on hand than 
what its needed.

Stocking extra stores inventory to prevent stockouts 
caused by poor order management.

Motion Unnecessary movement by employees to 
complete an activity.

Having staff attend meetings in person rather than 
by video or teleconference.

Extra processing Spending extra time and effort for an activity, 
including duplication of efforts.

Developing Excel spreadsheets to track information 
that is already available in MIS.
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Process Maps and Potential Courses of Action

How to read our report 

For each process under review, we have provided process maps that outline the individual worksteps undertaken as part of the process in Chapter II.  
These maps are outlined in flowchart form and are intended to assist in understanding (i) the individual worksteps performed by Municipal personnel; (ii) 
the sequential ordering of the worksteps; and (iii) decision points included in the process.  

Where an area for potential improvement has been identified, they have been indicated in the process maps through the following markers:

Included with the process maps are the potential areas for improvements, as well as potential courses of action that could be adopted by the 
Municipality to address the identified issues.  

P

S

F

L

Process inefficiencies, which may include duplication of 
efforts, manual vs. automated processes and the 
performance of work with nominal value

Client service limitations, representing aspects of the 
Municipality’s operations that may adversely impact on 
customer satisfaction

Financial risk, representing areas where the 
Municipality’s system of internal controls is insufficient 
to prevent the risk of financial loss

Litigation risk, consisting of potential areas where the 
Municipality’s processes may expose it to risk, including 
areas where existing measures to mitigate risk are 
considered insufficient
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Abbreviations

DH Department Head

FC Finance Clerk

CAO Chief Administrative Officer

RFP Request for Proposal

RFQ Request for Quote

RFT Request for Tender

GL General Ledger

AP Accounts Payable

WO Work Order

J/E Journal Entry

PAP Pre-Authorized Payment

FT Full time

PT Part time

YTD Year to date

COLA Cost of living adjustment

PW Public Works

OT Overtime
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Accounts Payable: Purchasing

Product or service need 
identified

Purchase 
between 

$1,000 and 
$10,000

Purchase 
greater 

than 
$10,000

Yes

Yes PO prepared for the 
purchase (discretion 

used) signed by DH or 
Treasurer

PO provided to the 
vendor when prepared

RFT / RFQ for services 
prepared to obtain 

information for RFT/RFQ 
process

Opened by the Clerk with 
other staff present 

(sealed tender process)

P1

RFT/RFQ assessment / 
scoring process 

performed (completed by 
appropriate staff)

Awarded RFT/RFQ back 
to council for approval 

(via report)

Suggested RFT/RFQ 
awarded via a Council 

resolution

To: Accounts 
Payable: 

Recording

P3

Purchase 
an ongoing 
purchase?

No

No

No

To: Accounts 
Payable 

Purchasing 
(continued)

P2
Yes
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Accounts Payable: Purchasing (continued)

Purchase 
Under 
$1,000

Yes Budgeted 
purchase?

DH or applicable staff can 
use petty cash funds for 

purchase
Purchase to be approved 
by the DH or Treasurer 
prior to purchase being 

made

Yes

No

To: Accounts 
Payable: 

Recording

P3

From: 
Accounts 
Payable: 

Purchasing
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Issue Potential Course of Action

Currently, the documented purchasing process 
followed by the Municipality requires Council 
approval for all purchases (regardless of dollar 
amount) when the purchase is not included in the 
budget.  This approval is required regardless of 
the dollar amount of the purchase which results in 
a number of insignificant purchases requiring 
Council approval to be in compliance with the 
purchasing procedures / policies. This may cause 
delays in purchases as staff await council 
approval. 

Consideration should be given to amending the purchasing policy to adjust the 
procurement thresholds requiring council approval. Council approval should only 
be required throughout the annual budgeting process.  For purchases outside of 
the annual budgeting process,  a threshold for the purchases must be 
established in order to eliminate the requirement for approvals of insignificant 
purchases. A suggested change would be that purchases less than $25,000 not 
included in the budget can require CAO approval and purchases exceeding 
$25,000 which are not included in the budget should be presented to Council for 
approval. 

It was noted that the DHs will reach out to the 
Treasurer for approval for the purchases 
regardless of the dollar amount.  This creates the 
impression that the Treasurer has overall 
responsibility for each department’s budget and 
actual vs. budget reporting.  As a result this 
removes the accountability for each DH to 
manage their individual budgets on an annual 
basis. 

Each DH should have overall accountability for the spending within their 
department.  This includes managing the actual spending in comparison to the 
budget on a monthly basis.  There is no requirement to request Treasurer 
approval for purchases provided that the purchase is in line with the purchasing 
policy established (budgeted purchases do not require Treasurer approval prior 
to processing the PO, non budgeted purchases exceeding $25,000 only require 
Council approval and under $25,000 can be approved by the CAO) as 
recommended above.

In addition, on a monthly basis the DH should prepare the actual vs. budget 
analysis for the spending in the department to date. This will ensure overall 
accountability for the budget and the spending resides with the appropriate 
individual (DH vs. Treasurer)

Potential Courses of Action

P1

P2
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Issue Potential Course of Action

It was noted that on occasion purchases can be 
made without a valid PO and the PO is prepared 
subsequent to the receipt of the goods to facilitate 
the payment of the invoice. This process 
circumvents the purchasing procedures and can 
result in purchases being made that are unapproved 
and not within budget.

• The purchasing procedures document must be followed for all purchases
made.  When the purchases exceed the threshold for the requirement of a
PO the PO must be prepared and approved prior to the purchase
occurring.

• Purchases where the purchase has been made prior to the preparation of
the PO should be summarized monthly and reported to Council as a
circumvention of the purchasing procedures.

• Should there be multiple instances of the purchasing procedures not being
followed consideration should be given to removal of these tasks from the
individual’s role.

Potential Courses of Action

P3
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Required purchase by 
credit card identified 1

Credit Card Processing

1 There is a policy in place for the use of corporate credit cards.  Currently there are 5 individuals who have access to a Municipal Credit Card (CAO, 
Fire Chief, Director of Operations, Chief Building Official and the Mayor).  While there is a policy for credit cards there is currently no policy for what 
the points accumulated on the credit cards can be used for. 

Purchase is made and 
receipts are maintained 
by the holder of the card

Monthly statement is 
provide to the card holder, 
report provided to finance 

with summary of 
purchases and receipts

FC records the 
transactions within 

QuickBooks

Monthly statements 
provided to the Treasurer 
and Mayor for approval 

and sign off

Pre-authorized payment 
is made for the credit 

cards monthly 

P1 P2

P2
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Potential Courses of Action
Issue Potential Course of Action

A credit card policy does exist for municipal purchases however 
given the purchases made on the credit cards there has been an  
accumulation of a number of points in recent years.  There is no 
formal approach in place to determine what the points should be 
utilized for. 

The Municipality should develop a credit card points policy which 
establishes the types of transactions that can be covered via the 
use of these points.  Approval should be required for the use of 
the credit card points in the year. The dollar value of the proposed 
credit card points used should align with the revised purchasing 
procedures approval thresholds.

The credit card holders are responsible for the reconciliation of 
the the credit card statements on a monthly basis.  This includes 
accumulating the invoices / receipts / supporting documentation 
for all purchases. If the credit card holders are unsure where to 
code the expense, a request is made to the Treasurer to provide 
additional information to facilitate the coding of the purchase.

It was noted that while the credit card holders do reconcile their 
credit cards monthly there can be instances where the automatic 
withdrawal for the credit card payment is made prior to the 
submission of the supporting documentation for the purchases.  
This can result in expenses not being reconciled, supported with 
appropriate receipts/invoices and coded to the general ledger 
prior to the payment of the credit card bill.

It was noted that the credit card payment processing policy does 
indicate the following “

“Each card holder to return statement with complete 
backup documentation and appropriate coding within 10 
business days of being provided the statement” 

The currently credit card payment and processing policy does 
include a requirement for all back up to be provided within 10 
business days of the receipt of the statement. It was noted that on 
occasion this timeline is not followed for the submission of 
supporting documentation on a monthly basis.

Tracking of the timelines for the submission of the reconciled 
credit card statements should be completed.  When the card 
holder exceeds the 10 day timeline for 2 months in a row 
consideration should be given to the removal of credit card for a 
defined period of time and/or reporting of the missed timeline to 
council. 

P1

P2
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Accounts Payable: Recording

Goods provided  or 
services received

From: Accounts Payable Purchasing

Invoice received in the 
municipal office by the FC

Invoice received by the 
DH

DH provides information 
to facilitate expense 
coding and signs off

FC gathers packing slips 
along with invoice

FC codes the invoice to 
the GL accounts as a 

payable

Treasurer 
reviews/approves coding 

and purchases

Treasurer checks for 
accuracy (payment 

details, HST amounts)

To: Accounts Payable: 
Payment

P1
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Potential Courses of Action
Issue Potential Course of Action

The Municipality’s account payable process is a 
combination paper based and email based. There can be 
instances where emailed copies of invoices are printed 
out for processing. This represents a potential inefficiency 
as (i) the process consumes time and resources 
associated with the printing of electronic invoices; and (ii) 
the approval process involves the physical movement of 
invoices as opposed to email. 

In addition, an inconsistent use of the electronic process 
can result in delays and inefficiencies within the payment 
process as a result of the different processes being 
followed. 

The Municipality should consider the exclusive use of electronic invoices 
as opposed to paper copies, whereby invoices received by mail are 
scanned prior to processing.  Given that the Municipality has one generic 
email already (accounting@stcharlesontario.ca) this could be provided to 
all vendors / suppliers in order to have all invoices received electronically 
to a central site. 

This would allow the invoices to be scanned and saved by date and 
vendor only. A naming convention should be developed that will allow for 
an efficient electronic search (e.g. vendor, amount, batch number, 
payment date, cheque number, etc.).  It should be noted that currently 
municipal staff so scan and attach all invoices in QuickBooks. 

Electronic invoices can also be saved to a shared folder location with 
access restricted to only the Department Heads. The FC can then 
retrieve the documents from this location every week to prepare the 
payment batch.

P1
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Accounts Payable: Payment
From: Accounts Payable: 

Recording

FC prints prenumbered 
cheques and includes in 

the payment package 
provided to Treasurer  1

Payment 
Method

TelPay

Cheque

2 signatures on all 
cheques (one from 

Council and Treasurer)

Payment is posted in the 
system (QuickBooks) 

(both TelPay and cheque 
payments)

FC puts the cheques in 
envelopes 

FC brings the cheques to 
the post office to be 

mailed

Cheque stub filed with 
invoice

FC initiates the payment 
process and provides the 

payment package to 
Treasurer

Treasurer uploads 
payment details to the 

Telepay website

Treasurer updates 
banking information for 

any revised banking 
details

Package provided to  
Mayor for approval, 
selects “accept” to 
approve payment

Email provided to the 
Treasurer with code to 
finalize the payment in 

Telepay

EFT report is filed System notifies vendor of 
payment

1 Printed prenumbered cheques are locked away in a drawer at the administration office.

Treasurer accesses the 
bank account to pay 

Telepay for the amount of 
the payment run

Mayor accesses the bank 
account to accept the 

payment online to finalize
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Billings and Collections: Property Taxation – Assessment

MPAC Website file 
accessed by the 

Treasurer

TMM uploads the 
information into the taxation 
system for assessments (in 

TMM)

The Treasurer utilizes the 
prior year levy amount as 
a starting point for the first 

billing 

The levy at 50% of the PY 
final taxes (dollar value) 
for the first two interim 

(first week of January) 1

Ownerships are updated 
on an ongoing basis 

throughout the year  by the 
FC (MLS information etc)

FC ensures mortgage 
banking information is 

accurate 2

Report printed prior to 
finalizing reviewed by the 
Treasurer (high level, no 

detailed spot checks)

Finance team ensures 
payments and credits are 

properly applied to 
accounts

1 Prior year final taxes are used to calculate the interim taxes  for the Municipality as the budget for the year is not approved until further in the year. Interim 
levies invoiced to residents are compared to the final calculated levies.  
2 This process is completed on an ongoing basis throughout the year.  The banks will send this information throughout the year.

The Treasurer prepares 
the new tax rates by-law 

once Council approves the 
tax rates (based on the 

budget approval)

Treasurer downloads 
information from OPTA 

for property tax 
considerations

Treasurer imports info to 
OPTA and compares to 

tax by-law

Treasurer creates file in 
OPTA to upload into 

taxation software

Treasurer prints property 
tax bills and billing 
summary to ensure 

accuracy of information

Bills are folded and 
mailed by the Municipal 

office (manually)

P1

Tax insert included in the 
letter (messages from 

Council, things that have 
changed, tax rate, ongoing 

projects)
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Potential Courses of Action

Issue Potential Course of Action

It was noted that statements are provided to taxpayers when they 
have not made required tax and/or user charge payments by the 
appropriate due date.   Once the balance owing is greater than $100 
the statement will be sent to residents.  

The Municipality actively follows up on amounts owing which are 
close to / have exceeded the 2 year outstanding threshold. In the 
new year when the arrears are over the 2 years a reminder letter has 
been sent to the resident notifying them of the eligibility for tax sale.  
If they have not paid by the end of March the resident will be notified 
of the commencement of tax sale.  

The Municipality should continue to follow the procedures 
included within the taxation collection policy. 

The Municipality should consider different communication 
with the residents for balances which are greater than 3 
months past due.  The notices should include information 
relating to setting up a payment plan as it will increase the 
likelihood the Municipality will collect on the balances on a 
more timely basis.  

Consideration should be given to utilization of a red notice (or 
other coloured notice in the information sent to the resident) 
of past due accounts to draw attention to the outstanding 
balances and commence the payment process. 

P1
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Billings and Collections: Property Taxation – Payment

Property taxation bill sent 
to property owner by mail

Property owner receives 
bill

Final bills indicate the 
arrears amount

Receipt prepared by FC 
and provided to taxpayer 

(if requested)

Taxpayer processes 
payment online via online 

payment

FC looks up the property 
owner’s account and 

applies payment to O/S 
balance

Property owner comes to 
Municipal office or mails 

in cheque

On-line

Cash or 
Cheque

Taxpayer 
pays bill by 
original due 

date?

P1

Payment method selected 

Billings and Collections: Water 
and Property 

Taxation – Online 

No

Yes

Property owners 
automatic withdrawal the 

amount (PAP )

PAP 
Payments

Payments noted as NSF 
charges will be posted 

once identified the 
payment not made ($30 

charge applied)

Payment reversed in the 
system for the amount 
that was not available 

Communication of missed 
payment to property 

owner

To: Billings and Collections:
End of Day Cash Reconciliation

Statements sent to 
residents for any balance 
owing greater than $100

P2

Payments received from 
bank (paid via mortgage 

payments) 

Mortgage 
Payment

Reports are provided to Council when the properties are eligible for tax sale.  The reports show what is current 1 year and 2 year in arrears (the report does not contain specific 
information that would note who the resident is (No roll numbers etc).  Included in the report is the number of owners, number properties and the dollar amounts owing. Residents will 
have up to March 31 to make arrangements to pay the bill  and the Municipality is willing to agree to a payment plan.   If a payment plan / payments are not made by March 31 the 
amount will go to the tax collection agency. 

Billings and Collections: Water and
Property Taxation – Online 
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Potential Courses of Action

Issue Potential Course of Action

No formal letters are provided to residents when there is a missed payment 
(an NSF letter).  When individuals make their payments with PAP payments 
when 2 payments are missed as a result of insufficient funds the resident will 
no longer be eligible for the PAP program.

There is a tax collection policy that is in place for the 
Municipality that should be modified to include the 
timeline for the communication of the NSF letters to 
the residents (i.e. letter to be provided to the residents 
within 15 days of the notification of the insufficient 
funds).  This will ensure follow up is completed with 
the resident to ensure payment is received on a timely 
basis. 

It was noted that statements are provided to taxpayers when they have not 
made required tax and user charge payments by the appropriate due date. 

In January and July within the taxation bills there will be information that 
details the amounts in arrears.  During the spring / summer (April to October) 
a statement is provided to residents when there is a balance owing that is 
greater than $100.  Also included in the statement of account is a $5 fee to 
mail out statements and notification on the statement of the amount of interest 
that  is charged

The Municipality actively follows up on amounts owing which are close to / 
have exceeded the 2 year threshold. In January when the arrears are close to 
2 years a reminder letter has been sent to the resident notifying them of the 
eligibility for tax sale.  If they have not paid by March the resident will be 
notified of the commencement of tax sale.  It was noted that when the tax 
letters are provided to residents there are a number of payments that are 
received in January to reduce the balance to an amount owing that does not 
trigger the tax sale of the property.

Other than the reminder letter there is no active follow up with the resident for 
the outstanding taxation and user charges balances that are less than 2 years 
past due. 

The Municipality should continue to follow the 
procedures included within the current taxation 
collection policy.

The Municipality should consider different 
communication with the residents for balances which 
are greater than 3 months past due.  Setting up a 
payment plan and formally communicating the late 
balances should commence in the year the payments 
are overdue as it will increase the likelihood the 
Municipality will collect on the balances on a more 
timely basis.  

A listing of taxation balances in arrears over a 3 
months will need to be developed.  Consideration 
should be given to utilization of a red notice (or other 
coloured notice in the information sent to the resident) 
of past due accounts to draw attention to the 
outstanding balances and commence the payment 
process. 

P1

P2
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Billings and Collections: Water and Property Taxation – Pre-authorized 
payment

All payments matched to 
the bank information daily 

to ensure all separate 
deposits can be reconciled

Property Taxation –
Billing and Collections –

Mailing

Process payments in the 
tax software

PAP file sent to the bank 
(created by the tax software) 
(either 1st or 15th of month) 

(monthly basis this is 
completed)

Files from bank via fax or 
the bank portal to show the 

payments that were received 
from banks

At the end of each day, a 
batch is printed that takes 
the account information to 

make the JE in QuickBooks

PAP file sent to the bank 
(created by the tax software) 
(based on installment date –

4 times per year this is 
completed)

Monthly 
PAP

Quarterly 
PAP

Current and arrears trial 
balance is reviewed 

monthly (informal review 
completed)

P1

Report prepared for 
Council on aged taxes 

year over year (annually)

Assessment of accounts to 
review if there are any NSF 

account charges that are 
noted
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Potential Courses of Action
Issue Potential Course of Action

It was noted that statements are provided to taxpayers when they 
have not made required tax and user charge payments by the 
appropriate due date.   

In January and July within the taxation bills there will be information 
that details the amounts in arrears.  During the spring / summer 
(April to October) a statement is provided to residents when there is 
a balance owing that is greater than $100.  Also included in the 
statement of account is a $5 fee to mail out statements and 
notification on the statement of the amount of interest that  is 
charged

The Municipality actively follows up on amounts owing which are 
close to / have exceeded the 2 year threshold. In January when the 
arrears are close to the 2 years a reminder letter has been sent to 
the resident notifying them of the eligibility for tax sale.  If they have 
not paid by March the resident will be notified of the 
commencement of tax sale.  It was noted that when the tax letters 
re provided to residents there are a number of payments that are 
received in January to reduce the balance to an amount owing that 
does not trigger the tax sale of the property.

Other than the reminder letter there is no active follow up with the 
resident for the outstanding taxation and user charges balances 
that are less than three years past due. 

The Municipality should continue to follow the procedures included 
within the current taxation collection policy.

The Municipality should consider different communication with the 
residents for balances which are greater than 3 months past due.  
Setting up a payment plan and formally communicating the late 
balances should commence in the year the payments are overdue 
as it will increase the likelihood the Municipality will collect on the 
balances on a more timely basis.  

A listing of taxation balances in arrears over a 3 months will need to 
be developed.  Consideration should be given to utilization of a red 
notice (or other coloured notice in the information sent to the 
resident) of past due accounts to draw attention to the outstanding 
balances and commence the payment process. 

P1
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Billings and Collections: Property Taxation – Online Payment and Mortgage 
Payment 

Online payment sent 
directly by the bank

Bank emails payment 
summary to the Municipality 

by Roll # (sent when 
payments made only)

Files from bank via fax or 
the bank portal to show 
the payments that were 

received from banks

The FC looks up roll 
number or acct. # from 

payment summary 

The FC creates and 
uploads the cash batches 
for each report received 

from the bank

Payment is applied to 
user’s account by roll 

number or acct. #

Current and arrears trial 
balance is reviewed 

monthly (informal review 
completed)

P3

Property Taxation –
Billing and Collections –

Mailing

Report prepared for 
Council on aged taxes 

year over year (annually)

P1 P2
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Billings and Collections: Property Taxation – Interest Charges and Monthly 
Reconciliations

Interest charges are 
calculated on the 4th of 

the month

Once the charges are 
calculated they are posted to 

the appropriate accounts

Outstanding transactions 
or bill payments (such as 

Bell) are entered into 
QuickBooks

All payments reviewed to 
ensure they are properly 
entered into the banking 

system 

P1

Property Taxation –
Billing and Collections –

Mailing

Bank reconciliation is 
completed on a monthly 

by the 1st of the month (or 
next business day) by the 

Treasurer

Cash disbursement 
journal is entered into the 
system is provided to the 

Clerk (monthly)

Council approves the 
journal monthly
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Potential Courses of Action
Issue Potential Course of Action

It was noted throughout the monthly reconciliation process that the 
cash disbursement journal is provided to Council on a monthly 
basis to review and approve.  The listing of cash disbursements is 
transactions / payments which have already occurred.  

As a result,  approving the payments at this stage will not prevent 
any incorrect payments from being made as they have been 
processed in the system and sent to vendors.

The purchasing policies include a summary of the purchasing 
authority matrix that is required to be followed for the various 
purchases made by the Municipality.  Adherence to the purchasing 
policy is a preventative control as it ensures appropriate approvals 
are in place in advance of the purchases occurring. 

The review and approval of the cash disbursement journal should be 
discontinued as the approvals should occur in advance of the 
purchase taking place.  Council may still wish to review this 
information so they are aware of purchases that are taking place 
within the Municipality but there should be no requirement for any 
approvals as this is a duplication of the approval process when the 
purchasing authority matrix / purchasing policy is followed. 

P1
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Billings and Collections: Sewer Billings

Flat rate sewer fees set 
annually (in by-law)

Sewer charges invoiced 
once per year (on final 

property tax bill)

User comes to Municipal  
office (drop box option as 
well) or mails in payment

FC receives cash or 
cheque payment

FC prepares receipt if 
requested and provides it 

to user

FC accesses the user’s 
account and applies the 

payment

Resident 
pays bill?

Interest applied to the 
account and reminder 

sent to resident of unpaid 
bills

Resident 
pays bill?

Payment 
method for 

bill?

Property owner enters 
payment information
(ID number) online 

Online

Cheque
or

cash

To: Billings and Collections:
Water, Sewer and 
Property taxation

- Online

Yes

No

Yes

No

To: Billings and Collections:
End of Day Cash Reconciliation

Formal letter sent for the 
sewer arrears (similar to 
the process for property 

taxes)

Previously the Municipality had 19 sewer classifications with varying fees charged to residents.  There are now 6 classifications that are used (based on property classifications in MPAC). The 
charges include capital cost replacement fee, user fees (only if used) - residential user fee – flat rate, commercial fee (for businesses), accommodation fee (hotels, resorts), restaurants, half 
resident/half commercial.)

Billings and Collections: 
Property Taxation – Payment
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Billings and Collections: User Fees (Landfill)

By-law prepared that 
specifies the landfill user 
charges (schedule of fees 

updated as needed)

User fees approved are 
posted on the board at 
the landfill site and on 

Municipal website

Vehicle arrives at the gate 
and attendant determines 

fee based on vehicle 
and/or trailer size

Binder is prepared by roll 
numbers annually (to 

stamp when the free days 
are used)

Transactions recorded in 
the binder daily by roll 

number (stamp when free 
day has been used)

Cash or cheque received 
for the deposit at the 

landfill

QuickBooks updated for 
landfill fees and the 

related cash receipts

Receipt is prepared by 
the attendant at the 

landfill, one copy provided 
to the resident)

Receipts and binder are 
provided to the Municipal 

staff

The Municipality has 2 free landfill days which residents can use whenever they want in the year. Use of the free landfill day is documented in the book at the landfill. 
The landfill is open 3 days per week in the summer months and 2 days per week in the winter months.  

To: Billings and Collections:
End of Day Cash Reconciliation
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Billings and Collections: User Fees (Hall Rental)

Outlook calendar 
available to use to 

determine the availability 
of the rentals

Schedule of fees 
available for the hall 

rentals (dependent on 
rental type)

User contacts Municipal 
office to rent the hall (FC 
manages this process)

FC selects user fee from 
schedule of available fees

Contract prepared and 
signed for each rental 

which is stored in binder

To: Billings and Collections:
End of Day Cash Reconciliation

Rental takes place

Individual pays for the 
rental cost in advance of 

the rental occurring
Annual 
rental or 
one time 
rental?Invoice prepared for the 

rental and provided to 
individual / group for 

ongoing rentals

One-time

On-going
rental
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User charges – Arena

Customer contacts the 
facility to determine 

availability

Cheques are delivered to 
the Municipal Office

Cheques and cash 
received at the arena sent 

over to the Municipal 
office

Facility 
available?

Outlook calendar updated 
by FC for the rental

User arrives at facility on 
the date on their booking1

Contract  / Rental 
agreement set with 

individual / group based 
on rental rates

Yes

No

P2

To: Billings and Collections:
End of Week Cash Reconciliation

P1

No formal process in 
place to track the 

occurrence of the rental 
services

Process ends

Arena Manager may 
request cheque or cash 
or debit/credit payment  

for service 1

Cash and Cheques are 
deposited by the 
Municipal finance 

department

F1

1 Payment for the services can be received via cash or cheque or via debit/credit on site.  The payment can be made at the time the 
service is provided or at a later date (once invoice is received).

F1

F1

Revenues recorded within 
QuickBooks by Municipal 

Finance Staff

P3
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Potential Courses of Action
Issue Potential Course of Action

Currently the process of booking ice time and community 
hall rentals is based on a manual processes. The 
Municipality does not use a technology solution in the 
scheduling which can result in confusion within the 
process if the manual tracking spreadsheets are not 
updated.   As a result of the lack of process, additional 
time is spent by staff tracking the scheduled bookings 
and translating the bookings into invoices for the rentals.

The Municipality may want to consider exploring the potential of 
acquiring recreational software which would then allow for bookings to 
be consolidated within the Municipality's operations as well as potentially 
increase the user’s experience as they could potentially see when ice is 
available in live time opposed to having to be in contact directly with 
Arena staff / municipal staff.

Throughout the course of the process mapping it was 
noted the scheduling process utilized for the arena and 
community centre rentals is a manual process. In 
addition, there is no formal systems utilized to track 
contracts in place with groups and individuals renting the 
facilities. There is also no formal tracking of the 
individuals attending the arena for rentals (i.e shinny 
hockey or public skating)

This has created inefficiencies within the process when 
information is not appropriately tracked or available when 
needed.  

As indicated previously, the Municipality may want to consider exploring 
the potential of acquiring recreational software.

In addition, prior to a rental occurring, all contracts and agreements with 
the individual or group renting the facility  should be documented and 
formalized.  These agreements should be provided to the Municipal 
finance department for electronic storage of the contract / agreement.  
This will facilitate the process for invoicing for the rental and will help to 
ensure invoicing for rentals is not missed. Wherever possible the 
majority of the rental cost should be collected in advance of the rental 
taking place

At the current time there is no formalized process for the 
tracking of revenues associated with shinny hockey or 
public skating.  In addition there is only a manual process 
that is followed for the scheduling of arena rentals and 
use of the arena facilities.   In addition, there is no formal 
policy as to when advance payment for the rental should 
be required.  

A tracking sheet should be developed for the arena rentals and 
attendance at arena events (shinny hockey and public skating as an 
example). On a daily basis (when the arena is open) reconciliation 
should occur between the cash receipts/payments and the individuals 
attending the arena.

In addition, a formal policy should be developed for when payments are 
requested to be received in advance. Wherever possible the majority of 
the rental cost should be collected in advance of the rental taking place. 

P1

P2

P3
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Potential Courses of Action
Issue Potential Course of Action

There is no current process in place for the transactions occurring at 
the Arena.  The Arena Manager position has been vacant which has 
resulted in a lack of process for arena operations. When establishing 
the roles and responsibilities for the Arena Manager it should be 
ensured they do not have responsibility for booking the arena and 
community centre, tracking the bookings and potential collection of 
cash for the rental. There would be opportunities for the Arena 
Manager to retain the cash collected as there is no tracking of the 
rental in the system.  

With the Arena Manager having control over the process there would 
be a lack of segregation of duties as one individual has control over 
the process from start to finish. In addition, consideration should be 
given to who is responsible for any concessions to ensure there is 
accountability for any over/under cash shortages. 

Given the current lack of process there is the potential for a booking 
not to be recorded and the cash payment misappropriated.

Segregation of duties should be implemented within the 
arena and community centre rental processes with the hiring 
of an Arena Manager.  Given that the current process is 
manual, until a new electronic scheduling process is 
implemented there should be no ability for the Arena 
Manager to collect cash payments for the rentals. 
Consideration should be given to the interim process in place 
and who has the responsibility for cash collections.  This 
should not be the same individual who is responsible for 
scheduling. 

Responsibility for cash collections should be completed by 
finance staff at the Municipal office only.  Segregating these 
tasks will ensure individuals who are not responsible for both 
the booking / recording of the rental as well as the payment 
collection.  

F1
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Gym

Throughout the process mapping sessions it was noted there is a gym available to the residents.  The gym is able to be accessed via a fob.  Residents 
must go to the Municipal office in order to obtain the fob and are required to pay $5 for it.  There is a form that is completed for each gym membership 
(you can purchase a 1 month, 3 month or 1 year membership).  The length of the gym membership will dictate how long the fobs will work for.  Once 
the membership expires the fob will no longer allow the access to the gym.  While there is a listing of active memberships that is maintained there is 
no tracking of the fobs.  This is important at the current time as the current policy indicates the $5 is refundable when the membership is no longer 
active / the fob is returned.  Currently there is no tracking of the active fobs utilized to access the gym.

Potential courses of action

The Municipality should change the policy to indicate that the $5 paid for a fob is a non-refundable deposit associated with the gym membership.  This 
would eliminate the need to track the listing of active fobs and would not require the refund of the fees when the membership lapses. 
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Billings and Collections: Grants

For government grant 
applications, CAO 

identifies applicable 
program

CAO obtains grant 
application

Application is sent to 
Funder 

P1

For non-government 
applications the CAO 
completes the grant 

application

CAO completes 
application

CAO archives submitted 
application

Grant 
approved?

Letter of approval from 
funder is sent to CAO 

Yes

Unsigned Agreement is 
sent to CAO 

Council 
approval 
required?

No

P2

Agreement is discussed 
reviewed and approved by 

Council (and financial 
implications to Municipality if 

not 100% funded)

Yes

Agreement signed by the 
CAO and/or Mayor per 
the grant requirements

No

Project milestones 
achieved and reported on 

by CAO to receive 
payment

Payment received from 
grant provider

Subsequent reporting to 
funding sources and/or 
Council performed by 

CAO

Treasurer records 
revenue information into 

accounting system

Council approves 
applying for grant (based 

on municipal funding 
requirement)

P2P3

To: Billings and Collections:
End of Day Cash Reconciliation
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Potential Courses of Action

Issue Potential Course of Action

A strategic plan has not been formally been drafted for the 
Municipality to determine the areas of focus.  There can be input 
provided by Council on the priorities that should be addressed by the 
grants applied for however this does not occur on a consistent basis. 

In addition, currently there is no formal guidance provided by Council 
annually to establish grant priorities (operating, capital, job creation 
etc.) As a result, the CAO may be focusing efforts on initiatives that 
are not a priority of the Municipality or applying for any grant 
available to increase funding levels overall for the Municipality which 
is not sustainable. 

A strategic plan should be formally developed by the Council 
and Municipal staff to determine the priorities of the 
Municipality for the next five years. This will assist with 
prioritizing the grant opportunities the CAO will be applying 
for.

On an annual basis, the following procedures should be 
developed to ensure priority areas are focused on for the 
grant search.  This should include the following:
• Prior to the budgeting process, Council should set specific

priorities for operating, capital and job creation to ensure
grant research is focused on the relevant areas.

• Assign accountability for the grant research by type
(operating, capital and job creation to the Department
Head or CAO as applicable).

• On a standing, monthly basis have an update presented to
Council on the grant research and applications.

It was noted there is no formal tracking of the grant submissions and 
the status of the submissions. This can result in grants not being 
followed up on a timely basis and the information not available to 
provide an update to Council on the status of the grants.

It is recommended a grant tracking sheet be maintained by 
the CAO. This will ensure the status of the grant application is 
available on an as needed basis.  It will also facilitate the 
follow up on successful and unsuccessful grants and can be 
used as a starting point when subsequent grant applications 
are submitted (so the successful grant applications are used 
as a starting point).

P1

P2
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Potential Courses of Action

Issue Potential Course of Action

At the current time the CAO has overall responsibility for all grant 
applications for the Municipality. As indicated previously there is no 
formal direction or priorities established to determine which grants 
should be applied for rather all available grants tend to be applied for 
to increase the chance of additional funding for the Municipality.  
While this approach has resulted in a number of grants for various 
projects, it is also time consuming and inefficient to have a senior 
level staff member (the CAO) applying for all possible grants. 

Consideration should be given to having the CAO focus on 
more strategic opportunities for the Municipality.  This could 
result in the DHs being more involved in the process for the 
grant applications.  This would allow the CAO to develop the 
strategic plan in consultation with Council and ensure the 
focus of the CAO is on the strategic priorities of Council.  

P3
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Billings and Collections: End of Week Cash Reconciliation

System reports accessed 
/ printed by the FC to 

prepare deposit 

FC compares the 
cash/cheque collected to 
the batch report / end of 
day from cash machine 

If staff unable to 
determine cause of the 
difference Treasurer will 

assist and review

Staff investigates the 
difference to determine 
cause (prior to deposit 

being made)

FC prepares deposit slip 
for cash and cheque 

Cash/cheque stored prior 
to the deposit with the 

bank

FC will bring 
cash/cheques to bank to 

be deposited 

Billing and Collections – User fees
Billing and Collections – Property taxes

Billing and Collections – Sewer

Do the 
amounts 

reconcile?

Staff will void or correct 
transactions to balance to 
cash collected (if needed)

No

Yes
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Borrowings

Capital project identified 
and borrowing required 

for municipal portion

Borrowing proposal 
presented to Council for 

approval

Provincial funding 
sources contacted to 

arrange for the borrowing 

Principal repayments 
made on the loan over 

term of the loan

Borrowing recorded within 
the accounting system

P1

Annual debt repayment 
limit calculated 

Borrowing capacity 
assessed based on the 
new borrowing obtained 

Planning for capital purchases is completed annually based on the asset management plan.  Based on the asset management plan the
capital projects that will be completed will be determined.  Once the project is determined to be required an assessment will be
completed as to the funds for the project (OCIF, gas tax, tax levies, reserves or borrowings).  This assessment is completed for
purposes of preparing the capital budget. 
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Potential Courses of Action

Issue Potential Course of Action

It was noted that at the current time a formal borrowing policy has 
not been developed for the Municipality. When a capital project 
requires a portion to be funded by the Municipality, the request is 
brought to Council in order to approve the borrowing.  

A Capital Financing and Borrowing policy should be 
developed for the Municipality for the use and administration 
of capital financing and debt. 

The policy should consider the following items:
• Borrowing objectives
• Statutory borrowing requirements (per Municipal

regulation)
• Suitable and authorized financing instruments
• Financing risk identification and mitigation strategies

(including available debt capacity to fund future projects as
needed)

• Responsibilities and delegation of authority
• Maximum terms for financing and the related assets

eligible for financing

P1
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Monthly / Quarterly Reporting Process

Monthly reconciliation of 
the bank account 

transactions

Monthly transactions 
recorded 

Capital transactions 
recorded in the 

accounting system as 
purchases are made 

(within expense accounts)

Income statement YTD of  
budget to actual spent 

and staff report for 
Council

Income statements with 
the YTD actual and 

budget by the Treasurer 
(quarterly)

Variances reported to 
Council (no standard 

threshold for 
commentary)

Council package 
prepared and provided in 

advance of meeting

Presentation of financial 
results to Council

P1
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Potential Courses of Action

Issue Potential Course of Action

The Treasurer is responsible for presenting the budget vs. actual 
financial results within the financial statements to Council at the 
meetings. There is no standard threshold for follow up which is 
required to be commented on for the finance report and council 
presentations. 

In addition, the Treasurer is responsible for all preparations of the 
budget vs. actual analysis including commentary on each 
departments financial results.  The analysis starts with the 
municipality as a whole and then the analysis is completed at the 
department level. 

Within the Municipality the Treasurer is viewed as the individual who 
is the holder of the budget.  This is evidenced by the approval 
requests received from the DHs for purchases within the year. While 
there may be DHs at the Council meeting,  the Treasurer appears to 
have overall responsibility for the actual spending in the year. 

This results in less accountability for operating results for the 
individuals who are responsible for the department.

A threshold as both a percentage and dollar value should be 
set annually based on the current year’s budget. The dollar 
value and percentage changes between the actual and 
budget should be agreed upon with Council with the DH 
responsible for providing a written explanation of the 
over/under spending along with a forecast of spending to the 
end of the calendar year and a discussion as to whether there 
are any changes needed to the forecast for the remainder of 
the year.

Requiring the DHs to report on the spending within the 
budget lines under their control will result in increased 
accountability and increased oversight completed by the DHs.

Involving the DHs in the analysis of the departmental 
spending will allow the Treasurer to focus on the bigger 
picture items impacting the Municipality and analyzing the 
results for the Municipality as a whole.  This will also allow for 
additional time to be spent on strategic and capital planning 
for the Municipality and will reduce the amount of time spent 
by the Treasurer at year end to explain the budget to actual 
variances. 

P1
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Budgeting Process (Operating and Capital)

CBO and Fire chief provide 
department budget to 
Treasurer to review

Staffing information relating 
to FT staffing (new 

positions) updated by the 
Treasurer

Analysis of all positions 
(FT and PT) completed 

by the Treasurer

All full time and permanent 
part time staffing (if out of 

budget) decisions made by 
Council 

Sources of funding 
determined for projects 

(OCIF, gas tax, reserves 
etc)

Costs analyzed within the 
budget template by 

Treasurer (all done in 
Excel)

Treasurer meets with the 
DHs throughout the 

budget process (capital / 
operating items are 

prioritized)

Accumulation of 
departmental budgets by 

the Treasurer

Budget 
discussion 

with 
Treasurer

Recommend for 
approval

Not recommended for
approved

Various pieces of budget 
presented to Council 
through the budget 

preparation process (by 
Department)

Council 
approval of 

budget?

Treasurer has the final 
budget included in the 

accounting system 
(QuickBooks)

Approved

Not 
approved

P1

Note:  The operating and capital budgets are prepared on a combined basis.  There is no specific capital plan and budget at this point.
The Council will see the overall approval of the budget and they will need to approve the various priorities that have been set for the budget.

P1

Treasurer utilizes the YTD 
actual information and 

budget from prior year as a 
starting point for the budget 

worksheet

Director of Operations 
provides asset management 
plan to Treasurer to review

Calculation of overall 
expenditure increase and 

OPTA accessed to 
determine the impact on 

levies
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Potential Courses of Action

Issue Potential Course of Action

The annual budget process is completed by the Treasurer.  It was 
noted that while the DHs do assist with the development of the 
budgets certain pieces of information included within the budget can 
be a high level estimate only. For example, there may be no 
supported information to develop the budget for the larger projects 
which can result in overspending that was not budgeted for as the 
estimates were not provided by the relevant suppliers. 

As indicated within the monthly reporting process, there is currently 
no accountability outside of the Treasurer/CAO for the operating 
results of the Municipality.  This can result in the Treasurer needing 
to explain budget overruns when she did not provide the input on the 
budget inputs in the year. 

As indicated within the monthly reporting process, requiring 
the DHs to report on the spending within the budget lines 
under their control will result in increased accountability and 
increased oversight completed by the DHs.

Involving the DHs in the analysis of the departmental 
spending and having them accountable for budget 
development for the department will allow the Treasurer to 
focus on the bigger picture items impacting the Municipality 
and analyzing the results for the Municipality as a whole.  
This will also allow for additional time to be spent on strategic 
and capital planning for the Municipality and will reduce the 
amount of time spent by the Treasurer at year end to explain 
the budget to actual variances.

Given the recommendation to have increased departmental 
involvement in the monthly budget vs. actual analysis it is 
appropriate to have the individuals involved in the 
development of the annual operating and capital budget to 
facilitate the reporting required throughout the year. 

P1
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Payroll: Time Sheet Submission

See Payroll – Payroll 
Processing

Yes

No

No

Yes

Employee prints a 
templated timesheet for 

bi-weekly period

PW 
Department

?

Employee tracks time for 
each job and vehicle, OT 

worked, and vacation

Employee tracks hours,  
OT worked, and vacation

Includes pre-approved 
vacation/absence form 

Employee manually 
submits signed time 

sheet(s) to DH

P1

DH delivers hard copy of 
time sheet to FC

P2

Time sheets provided to 
FC to review for input and 

vacation tracking

FC contacts DH / Staff to 
complete form

Vacation / 
absence 
form on 
hand?

FC attaches printed 
vacation / absence 

request forms

P3
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Potential Courses of Action
Issue Potential Course of Action

Timesheets are prepared manually using paper copies 
which can result in timesheets being inaccurate (e.g. all 
hours not adding to 70 or 80 hours every pay period) or 
incomplete (e.g. description of the tasks and projects 
completed not being recorded (note - descriptions are 
required for PW staff only).

All staff should complete timesheets electronically, restricting submission 
until all errors or discrepancies have been addressed.  Formulas should 
be added to the timesheet template to the ensure the totals agree with the 
appropriate number of hours per pay period.  In addition, should 
descriptions be required for time worked there should be an error included 
if certain cells are left blank.

Employees / DHs are required to provide hard copies of 
their timesheets to the Municipal office. The time taken to 
deliver the timesheets can be spent on other value added 
activities.

Consideration should be given to a shared folder accessible by staff to 
upload their timesheets.  This would eliminate the requirement to deliver 
the timesheets to the Municipal office. 

In addition, upgrades should be investigated to determine how the use of 
electronic timesheets could be implemented for the Municipality to 
eliminate the amount of manual input. 

The Municipality’s payroll process in heavily paper based 
with timesheets and vacation approvals printed. This 
results in numerous pages of information that is incorrect 
or requires updating after review.  It results in an 
inefficient use of resources in the cost associated with 
printing the information along with the time for the 
individuals to access each time sheet and print the 
information. 

Consideration should be given to using and saving only electronic 
versions of payroll information. Electronic signatures can be developed 
and used for approvals. This would result in the saving in printing costs 
associated with confidential payroll information and would eliminate the 
need to physically store this information. 

P1

P2

P3
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Payroll: Payroll Processing
From: Payroll: 

Time 
Sheet Submission

No

Yes

FC manually updates 
hours from printed 
timesheet to QB

Automatic transmission to 
Mayor for second 

approval

Mayor reviews TelPay
upload to paper reports 

and timesheets

P1

If applicable, hours are 
allocated to each class 

depending on work 
performed

Time sheet 
is accurate 

and 
complete?

Follow up with employees 
and/or DHs

Employee provides 
resolution to the FC

Manual update of non-
union banked time in 

excel

Payroll transactions are 
uploaded into TelPay and 

approved by Treasurer

Treasurer reviews hours 
and completes the 

automated entry in QB

FC provides timesheets 
and forms to Treasurer

P2

Mayor approves TelPay
upload

Automatic bill payment is 
initiated and sent to 

Treasurer and Mayor for 
approval

Treasurer prints TelPay
Report and bank report 

for review.

Treasurer and Mayor 
signs and dates report

Receiver General, OMERS, 
EHT, WSIB, LIUNA, and 
pension are uploaded to 
TelPay and paid online

Treasurer uploads PD7A 
report into bank 

connected to Receiver 
General

Final versions of all 
payroll reports and 

timesheets are printed 
and filed

Password protected 
paystubs are 

automatically emailed 
through QB

P3
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Potential Courses of Action

Issue Potential Course of Action

Throughout the course of the review it was noted there is manual 
data entry of employee time sheet submissions into the payroll 
module. Manual data entry can result in data entry errors and creates 
inefficiencies requiring additional review, recalculations and recording 
manual timesheets/tracking, as well as additional potential errors 
when transferring time from the timesheet to the payroll software. 

The Municipality should consider the use of a combined 
payroll system be used which would amalgamate scheduling, 
timesheets, banked time tracking and payroll processing into 
one consolidated platform in order to reduce the risk of error 
when transferring timesheets as well as allow for significant 
reduction of review and data entry time necessary to process 
payroll on a bi-weekly basis. 

Should the system change occur, there would be additional 
training required for the DHs. 

The Municipality’s payroll process in heavily paper based with 
timesheets and vacation approvals printed. This results in numerous 
pages of information that is incorrect or requires updating after 
review.  It results in an inefficient use of resources in the cost 
associated with printing the information along with the time for the 
individuals to access each time sheet and print the information. 

Consideration should be given to using and saving only 
electronic versions of payroll information. Electronic signatures 
can be developed and used for approvals. This would result in 
the saving in printing costs associated with confidential payroll 
information and would eliminate the need to physically store 
this information. 

The Mayor is responsible for reviewing the payroll transaction register 
and EFT transmission. This second reviewer internal control, while 
needed, should be performed by another management level 
employee.

Consideration should be given to having the CAO review and 
approve the payroll transaction register allowing the Mayor to 
focus on additional strategic matters involving the Municipality.

P2

P1

P3
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Agenda Preparation

Committee of the Whole 
meets on the first Wednesday 

of each month and Council 
meets on the third 

Wednesday of each month 

CAO takes notes of action 
items for their purposes; 

Clerk take notes during the 
meeting

CAO instructs any 
department heads to act 

based on Council’s 
decisions

Clerk informs Council 
members all requests are 
due the Wednesday prior 

at noon

Clerk publishes the final 
agenda using software

Clerk emails Dept Heads 
the final agenda

Clerk publishes to 
Civicweb for public’s use

Clerk emails all members 
of Council the final agenda 

and to any delegations  

Clerk begins to prep the 
agenda within the software 

on the Friday

Clerk informs Dept Heads 
all reports (electronic only) 
are due the Thursday prior 

at 3pm

Mayor reviews agenda with 
Clerk and may request 

additional reports

P1

P2

P3P4P5
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Potential Courses of Action

Process Notes Potential Course of Action

The current structure of the Municipality’s meeting agendas should 
be examined to reflect municipal leading and/or common practices. 
At the time of the review, the current structure does not include a 
section within the agenda for “Action Items or Matters from Previous 
Council Meeting.” This presents the potential risk of action items 
identified and directed by Council “get lost” as new issues and 
matters emerge.

Additionally, the current structure of the agenda has Council 
potentially moving into a closed session meeting immediately after 
any delegations present to Council. This has the potential of creating 
a perception that Council may be addressing delegation matters in 
closed session regardless if this is the case.

The Municipality may want to consider the following changes 
to its current structure of its meeting agendas. The changes 
would include:
• Including a section that it is set aside to address and

update Council on action items identified at the previous
meeting; and

• Shift the closed session component within the agenda to
the end of agenda to mitigate any perception by
presenting delegations.

The development of meeting agendas requires department heads to 
submit their reports to the Municipal Clerk by a prescribed date and 
time (Thursdays before 3pm). This particular workstep has a series 
of matters that lead to a variety of inefficiencies including:
• No document version control; revisions are made to older

versions of reports which can create issues and time lost; and
• Deadlines are missed which leads to the Municipal Clerk seeking

reports from Department Heads.

The Municipality want to consider the following changes to 
how departmental reports are produced:
• Make use of technology (shared digital folder) for

departmental reports to avoid the potential use of older
versions of reports for revisions; and

• Establish a report template for the production of all
departmental reports which includes the ability for a
Department Head to indicate “no report” is forthcoming to
assist with the expedience of reporting back to the
Municipal Clerk.

P1

P2
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Potential Courses of Action

Process Notes Potential Course of Action

Currently, the Municipality meets twice a month – first meeting is a 
Committee of the Whole meeting and the second meeting is a 
meeting of Municipal Council. 

To ensure both meetings are conducted in an effective and 
efficient manner and to also ensure the staff resources 
required in developing reports for both of those meetings is 
maximized, the Municipality should ensure that this structure 
is being effectively used. For example, staff reports should be 
considered for Committee of the Whole meetings. 
Subsequent direction/decisions reached at the Committee of 
the Whole should then only be tabled at the following meeting 
of Council for Council’s approval versus requiring new reports 
unless new information has emerged since the Committee of 
the Whole meeting/direction.

As the agenda is being developed, the Mayor is provided with an 
opportunity to review the agenda with the Municipal Clerk and may 
request additional reports from Department Heads.

The Municipality may wish to consider ending this practice. It 
is the role of Council in its entirety to direct/request reports 
from municipal staff through the CAO.

The Municipality makes use of software to produce municipal 
meeting agendas which is considered to be a leading practice within 
the municipal sector. At the time of the review, the Municipality uses 
Civicweb software to achieve this and may have operational 
limitations for the Municipality’s purposes.

The Municipality may wish to explore the potential of 
acquiring a new software package that may increase upon 
the effectiveness and efficiency in the production of municipal 
meeting agendas.

P3

P4

P5
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Customer Service

Resident has an issue/question

Resident can go to the office

Resident can call the general 
line or Dept Head directly

Resident can email via a 
general email or Dept Head 
directly or Council directly Appropriate Dept is review the 

matter and respond if 
necessary

Appropriate Dept may 
respond directly but it is at 

their discretion

If submitted online, Clerk 
receive the notification

SO refers to the appropriate 
Dept

Resident can fill in a 
complaint form on website –

can be filed on the website or 
print it off and bring it in

Service Ontario/Office Admin 
is the first responder to the 

matter

P1

Resident has an issue/question Resident can call the general 
line or Dept Head directly

P2

P3

P4
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Potential Courses of Action

Process Notes Potential Course of Action

There does not appear to be an overarching customer/resident 
service directive that applies to all within the corporation. 

The Municipality may want to consider the development and 
establishment of a customer service directive which is 
considered to be a municipal leading practice.
The policy would provide direction as to every employee as to 
what the Municipality’s expectations are with respect to the 
timelines and processes associated with the management of 
resident inquiries. For example, all resident inquires received 
via email or online would be acknowledged within a 
prescribed timeframe.

One aspect of implementing a new approach to 
customer/resident service would include training of all 
municipal personnel including members of Council as to what 
the policy entails and how an issue should flow through the 
process from the time of initiation to the point of resolution.

Based on information shared during the review, there appear to be 
an inconsistent approach with respect to automatic replies from the 
Municipality’s general email account. The Municipality’s website will 
generate an automatic reply when an inquiry/issue is received but 
the Municipality’s general email account does not produce a similar 
response

The Municipality should explore the potential of its general 
email account generating an automatic reply for all emails 
received. These emails could potentially align with an earlier 
course of action which would provide the resident with the 
anticipated timelines for a response.

P1
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Potential Courses of Action

Process Notes Potential Course of Action

At the time of the review, the Municipality does not have a formal 
process to log all incoming residential inquiries/issues.

The Municipality should consider the implementation of a 
process by which all incoming issues/inquiries are logged. 
This is considered to be a common municipal practice. If a 
municipality does not track inquiries and/or issues, there is 
the potential for these matters to be lost among other 
operational matters and lead to inefficiencies such as multiple 
channels being engaged to address the same matter as well 
as increasing upon the perception of ineffective 
responsiveness by residents.

Based on the information provided and the worksteps associated 
with resident inquires/issues. The process appears to lack the 
following:
• No formal worksteps to close out matters;
• No formal process to report to Council on resident

issues/inquiries; and
• Potential limitations with the Municipality’s software to address

this.

The Municipality may want to consider the following to 
address the identified limitations:
• Establish a process by which all resident inquiries are

closed out; In order to achieve this and linked to a
previously identified course of action, the Municipality will
need to establish a record for all incoming matters so each
can be formally closed out with whatever action or non-
action took place;

• Building upon the previously identified courses of action
and in collaboration with Council, identify and establish a
mechanism by which the CAO or designate report to
Council on a timed basis (for example, quarterly) as to the
volume and nature of resident issues/inquiries. This
information may become useful in determining potential
operational issues and areas of interest; and

• Explore the potential of a software solution to better
manage the process from start to finish.

P3

P4
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Potential Courses of Action

Process Notes Potential Course of Action

The Municipality’s frontline staff do not attempt to triage resident 
inquiries and/or issues as they are received. 

Linked to the previous point regarding the logging of issues, 
the Municipality may want to begin the development of 
Frequently Asked Questions (‘FAQ’) document for frontline 
staff.
The creation of a FAQ document would provide the ability to 
potentially triage calls from being immediately redirected to 
Department Heads. The additional benefit is a resident 
receives a response in a timely manner versus potentially 
being redirected to another person within the Municipality. 

The Municipality should consider the implementation of a 
process by which all incoming issues/inquiries are logged. 
This is considered to be a common municipal practice. If a 
municipality does not track inquiries and/or issues, there is 
the potential for these matters to be lost among other 
operational matters and lead to inefficiencies such as multiple 
channels being engaged to address the same matter as well 
as increasing upon the perception of ineffective 
responsiveness by residents.

P3

P4
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Public Works – Work Order Management and Daily Work Assignment

Request for service; road 
patrol; residents, CAO, 

Drainage Superintendent, 
contractors and Council 

Director of Operations 
review the issue

DO prioritize the issue 
based on public health and 

safety 

Dispatched to crew to 
investigate and address

If not immediate, DO will 
record issue future work 

assignment
Work takes place

Crew returns to shop; DO 
will record action taken in 
daily operations journal

If task completed, task is 
erased from work list

DO speaks with operators 
at beginning of shift

Review of worklist and 
tasks that may have come 

in overnight

Worklist can be updated to 
reflect daily priorities

Crew is dispatched based 
on the work required

Work takes place
Crew returns to shop; DO 
will record action taken in 
daily operations journal

Daily Work Assignment

Work Order Management P1

P2
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Potential Courses of Action

Issue Potential Course of Action

In the event that Public Works operators are in the field performing 
work and another matter needs to be addressed, operators may be 
contacted by the Director of Operations through the use of a two-way 
radio but operators may also be contacted on their personal 
cellphones. 

The Municipality may want to consider the purchase of 
municipally-owned cellphones for the exclusive use of Public 
Works operators when the employees are working for the 
Municipality. 

The work performed by the Public Works Department is manually 
logged in a Daily Operations Log. The logs are kept but not secured 
in a fire-proof safe.

The Municipality want to consider that all operations logs are 
maintained and kept in an area that ensures the logs are 
safely secured to mitigate any risks to the loss of those 
records. 
Additionally, the Municipality want to explore the potential of 
making greater use of technology in two ways:
1) In relation to the previous point, explore the digitization of

Public Works operations records to increase upon the
safekeeping of these records; and

2) As a potential longer term opportunity for change, the
Municipality may want to explore the potential of shifting
to an electronic based approach to work order
management. The ability to issue work orders
electronically provides the ability to better track and
analyze the work performed by the Public Works
Department. This information may also assist in the
Municipality in future decision making including asset
management.

P1

P2
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Service Based Opportunities

This section presents the opportunities identified during the course of the review. The opportunities contained within the report are considered to 
described at a high level and as such, the potential financial and non-financial benefits were determined on an incremental basis. 

KPMG suggests that the potential benefits from these opportunities could be in the form of either capacity benefits or financial benefits:

• Capacity benefits result from workload reductions achieved through efficiency gains, allowing the Municipality’s personnel to focus on other
activities.  Given that this results in a redirection of staff, as opposed to a reduction in staff, capacity benefits do not result in direct cost savings.

• Financial benefits refer to efficiency gains that provide incremental cost savings to the Municipality through reductions in operating costs as well
any opportunities that may provide Municipality increases in other revenue sources (e.g. user fees).

The opportunities presented in the following table are not presented in a prioritized order.
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Service Based Opportunities

Nature of the 
Opportunity 

Opportunity Rationale Anticipated 
Benefit

Service Level 
Reduction/Operating 
Efficiency 

Explore the future of providing 
Service Ontario services 

At the time of the review, the Municipality provides both 
physical and human resources to provide a limited number of 
Service Ontario services including vehicle and driver licensing 
and Ontario health card services. 
Based on a review of the Municipality’s 2022 budget, the 
service costs the Municipality approximately $30,000 (which 
translates a tax levy contribution of approximately $30 per 
household). The results of the community survey did indicate a 
high level of satisfaction with the service. However, the service 
is not exclusive to the Municipality’s residents and can be 
accessed by any resident of the Province including all 
neighbouring communities who do not contribute to the service.
As part of the review’s comparative analysis, none of the 
comparator municipalities provide this type of service and as 
such, this service would be deemed to be discretionary based 
on the nature of it.
Recognizing all of the above, the Municipality may want to 
explore what and how Service Ontario should operate within its 
physical building. This may include:
• Entering into discussions with the Province of Ontario to

ensure that the service does not require a municipal subsidy
for a provincial service;

• To the extent, the Province of Ontario may not contribute to
the service operating at full cost recovery, the Municipality
may wish to explore the discontinuation of offering Service
Ontario services. If the Municipality decides to pursue this,
there exists the potential of repurposing the previous human
resources associated with Service Ontario to serve as
administrative support to the organization.

Potential 
operational 

cost savings/
Potential 

operational 
capacity gains 



65
© 2023 KPMG LLP, an Ontario limited liability partnership and a member firm of the KPMG global organization of independent member firms affiliated with KPMG International Limited, a private 
English company limited by guarantee. All rights reserved.
© 2021 KPMG LLP, an Ontario limited liability partnership and a member firm of the KPMG global organization of independent member firms affiliated with KPMG International Limited, a private 
English company limited by guarantee. All rights reserved.

Service Based Opportunities

Nature of the 
Opportunity 

Opportunity Rationale Anticipated 
Benefit

Operating Efficiency Review for consistency and/or 
develop municipal corporate 
systems

Corporate systems including formalized performance 
management, corporate training, and other programs including 
health and safety in ensuring that municipal personnel are 
provided with the opportunity to develop and maximize 
potential. 
Based on information shared during the review, the 
Municipality may want to consider the following:
• Ensure that the Municipality’s approach to human resources 

management is consistently applied across the organization;
• Explore the potential of health and safety becoming a 

function of management versus non-management 
personnel;

• Explore the potential of community emergency management 
becoming a function of management versus non-
management personnel;

• Regardless of size of an organization, ensure the 
development and maintenance of an orientation program for 
all incoming staff. This is important from both an introduction 
to the organization but also from a risk management 
perspective ensuring the individual is made aware of all 
policies and procedures associated with the organization as 
a corporate body.

• Engage Council to establish annual goals which then flow 
through the CAO and to the management team as part of 
their annual goal setting exercises; 

• Flowing from the point above, ensure participants in the 
performance management program have access to training 
opportunities to foster growth and/or address potential 
deficiencies.

Enhanced
decision-

making and 
service 
delivery;
Potential 

capacity gains
within the 

organization
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Service Based Opportunities

Nature of the 
Opportunity 

Opportunity Rationale Anticipated 
Benefit

Operating Efficiency Explore the development of a 
recreation master plan

Based on our observations as part of the review, it appears the 
Municipality has various recreational and community service 
based assets and before and after the COVID-19 pandemic, 
these assets have been under-utilized including the municipal 
arena.
Beyond the infrastructure, the Municipality appears to have had 
challenges in its overall approach to how and what it delivers in 
terms of recreational and cultural services – both strategically 
and operationally.
In order to better guide the Municipality, the Municipality may 
wish to seek out the development of a recreation master plan. 
A recreation master plan would examine the following areas:
• Vision.
• Capacity analysis.
• Needs assessment.
• Goals.
• Overall strategy.
• Financial plan.
• Roles and responsibilities.
• Action steps and timeline.

Enhanced
decision-

making and/or 
service 
delivery
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Service Based Opportunities

Nature of the 
Opportunity 

Opportunity Rationale Anticipated 
Benefit

Operating Efficiency Explore the potential for a renewed 
strategic plan including a long-term 
financial plan

The Municipality’s current strategic plan was developed to 
guide the Municipality for the years 2014 to 2019. With a new 
term of Council commencing in November 2022, this presents 
an opportunity for the Municipality to review the previous 
strategic plan but also potentially re-develop the strategic plan 
coupled with a long-term financial plan providing the 
Municipality with a potential road map to guide Council’s 
decisions from both strategic and financial perspectives.
A plan such as this could include:
• Identify the municipality’s goals and objectives with 

respect to overall direction and financial management;
• Review and analysis of all revenue sources, expenditures 

(operating and capital), reserve and reserve funds and the 
overall state of the municipal infrastructure;

• Establish short, medium and long-term targets for key 
drivers, which may include but not exclusive to tax rates, 
user fees, debt, reserve and reserve fund balances and 
capital spending;

• Development of policies that will govern the ongoing 
financial management (capital, debt, reserves and 
taxation) for the municipality; 

• Reflect the community’s desire for the municipality; and
• Provide an understanding as to the financial impacts of 

key decisions made by the municipality.

Enhanced
decision-

making and 
service 
delivery
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Service Based Opportunities

Nature of the 
Opportunity 

Opportunity Rationale Anticipated 
Benefit

Operating Efficiency Increase the frequency of 
tendering for services

Consistent with municipal peers, the Municipality has a number 
of contracts for services and materials including professional 
services (legal, insurance, etc) and operational services (public 
works related works). During the course of the review, the 
information shared with KPMG indicates that the Municipality 
may not be tendering for services as frequently as they could 
be. 
Increasing the frequency of tendering for services is a 
municipal common/leading practice and allows the Municipality 
to test the market and ensure the Municipality is receiving best 
value/service level for purchased goods and services.

Potential cost 
savings cannot 
be reasonably 

determined

Operating Efficiency Establishment and development of 
standard operating procedures 
(‘SOP’) for Operations

At the time of the review, the Municipality provides mandatory 
and/or essential Operations services almost exclusively with 
the use of its own resources (3 full-time staff). Additionally, the 
services provided are done so as result of the experience of 
the Municipality’s staff. 
The Municipality may wish to consider the develop of SOPs for 
the delivery of its services pertaining to all services provided 
under the Municipality’s Operations department. The 
development of SOPs is considered to be a municipal 
common/leading practice and provides the Municipality with the 
ability to provide knowledge transfer to new staff and potentially 
provide continuity in the event of staff departures (retirements, 
life event changes, etc.). 

Potential 
capacity gains

within the 
organization/

Enhanced
decision-

making and/or 
service 
delivery
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Service Based Opportunities

Nature of the 
Opportunity 

Opportunity Rationale Anticipated 
Benefit

Operating Efficiency Adoption of a winter roads 
maintenance policy

At the time of the review, the Municipality does not have a 
formally adopted winter roads maintenance policy. This policy 
is a critical document in establishing the Municipality’s level of 
service to be provided during winter events and may establish 
the prioritization of the Municipality’s infrastructure during 
winter events. 
The Municipality should review the current draft policy and 
determine whether this meets the needs of the corporation. 
Upon that review, the Municipality should adopt a winter roads 
policy to ensure compliance with provincial legislation.

Risk 
management/

Enhanced
decision-

making and/or 
service 
delivery

Operating Efficiency Adoption of a social media and 
communications policy

With the increase reliance on social media as the means by 
which organizations communicate and engage with the public, 
there is a heightened need within organizations to have a policy 
to oversees the use of social media as a citizen engagement 
tool as well as establish internal policies and procedures for the 
use of social media when acting on behalf of the organization. 
The Municipality should explore the potential of developing and 
adopting a social media and communications policy.

Risk 
management/

Enhanced
decision-

making and/or 
service 
delivery

Operating Efficiency Municipal website update Similar to the opportunity listed above, the Municipality’s 
website is its main tool for providing information to its residents 
as well as any potential visitors and/or interested parties. The 
Municipality should explore the potential of a refresh of its 
website and ensure it contains the types of information 
residents seek out. Two potential areas of interest may include:
• Enhanced access to municipal bylaws; and 
• A direct link to the Sudbury East Building & Bylaw Service 

site for accessing those services.

Enhanced
decision-

making and/or 
service 
delivery
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Service Based Opportunities

Nature of the 
Opportunity 

Opportunity Rationale Anticipated 
Benefit

Operating Efficiency Review the donation policy for 
Council’s purposes.

Every municipality provides support to its residents and 
community groups in various forms including in-kind and 
monetary donations. In response to the varying requests put 
forward to Council, many municipalities adopt municipal 
donation policies which establish eligibility to receive support 
from the municipality, financial and non-financial support. 
Donation policies provide clarity to both Council, in reviewing 
applications and community groups, in understanding what will 
be taken into consideration. It may also provide the Municipality 
with the ability to temper the expectations of community groups 
seeking financial support in light of the Municipality’s recent 
financial pressures.
The Municipality may wish to review the current donation policy 
and potentially update it to reflect the following:
• Demonstrate financial need for Council support;
• A mechanism to which the community organization reports

back to the Municipality as to the use of the donation; and
• Potentially include how frequently community organizations

can submit requests for assistance from the Municipality.

Enhanced 
decision-
making
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Service Based Opportunities

Nature of the 
Opportunity 

Opportunity Rationale Anticipated 
Benefit

Revenue Generation Review the Municipality’s 
approach to user fees

During the course of the review, municipal staff indicated that 
the Municipality’s user fees are not consistently reviewed 
and/or adjusted on an annual basis. The potential risk to user 
fees remaining ‘flat’ over time is the tax levy subsidy increases 
and a municipality then needs to play ‘catch up’ with user fee 
increases which may be viewed negatively by the community 
and user groups.
Given the current state and to avoid the risk noted above, the 
Municipality may wish to consider the following going forward:
• The development of a process by which departmental user 

fees and service charges may be subject to pre-determined 
timed review and determine whether or not those fees and 
charges should increase each year;

• Ensure that the current level of user fees and service 
charges reflect a level of cost recovery that the Municipality 
deems to be suitable;

• Ensure all services that are candidates for user fees (e.g. 
sports fields) are captured within the bylaw; and

• Where applicable, ensure that the user fees and service 
charges contain a component for capital replacement

Enhanced
decision-

making and 
service 
delivery
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Service Based Opportunities

Nature of the 
Opportunity 

Opportunity Rationale Anticipated 
Benefit

Revenue Generation Explore the potential development 
and implementation of non-
resident user fees for recreational 
services

At the present time, the Municipality’s user fee structure does 
not differentiate between residents and non-residents. 
Additionally, the Municipality does not monitor the usage of 
their facilities based on residency but it is acknowledged that 
residents from outside the municipality may access municipal 
services.
In certain instances, municipalities with  non-resident utilization 
will enact some form of non-resident user fees
The Municipality may want to perform the following:
• collect information concerning the residency of its users in

order to assess the number of non-resident users and
determine the potential revenue associated with this
opportunity; and

• Conduct analysis as to the feasibility of non-resident user
fees upon completing data collection.

Potential 
revenues 
cannot be 
reasonably 
determined

Revenue Generation Explore the establishment of a 
capital levy for the purpose of 
creating another revenue stream 
for the Municipality’s capital needs

Consistent with the Municipality’s recently updated Asset 
Management Plan, the establishment of a capital levy would 
provide the Municipality with additional capital revenues to 
leverage for the maintenance and replacement of municipal 
assets. The implementation of a capital levy is considered to be 
a leading practice within the municipal sector. Typically, 
municipalities establish a capital levy ranging between 1% to 
3% of its annual levy and may set the rate for pre-determined 
amount of time prior to review (5 years). Municipalities may 
also communicate how the capital levy was used on an annual 
basis.

Potential 
revenues 
cannot be 
reasonably 
determined
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Service Based Opportunities

Nature of the 
Opportunity 

Opportunity Rationale Anticipated 
Benefit

Operating Efficiency Explore the implementation of 
software for the Municipality’s 
cemetery operations

Based on information shared during the review, the 
Municipality appears to have purchased a software solution to 
oversee its municipal cemetery but the software has yet to be 
implemented. The Municipality should work with the software 
provide to ensure the software is operational for the 
Municipality’s purposes of managing the municipal cemetery in 
a more effective and comprehensive manner.

Risk 
management/

Enhanced
decision-

making and/or 
service 
delivery

Operating 
Efficiency/Alternate 
Service Delivery

Explore the potential expansion of 
shared services for animal control

The Municipality is engaged in shared service arrangements 
with neighbouring communities for the provision of building and 
bylaw services. An additional potential opportunity for a shared 
service is animal control. At the time of the report, animal 
control is provided by a third party with the contract overseen 
by the CAO but without a municipal facility to support the 
service. Given the current state, the Municipality may wish to 
explore the potential of discussing a shared service 
arrangement with neighbouring communities to gauge any 
interest in expanding into another protective service related 
shared service.

Potential 
capacity gains

within the 
organization/

Enhanced
decision-

making and/or 
service 
delivery
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Service Based Opportunities

Nature of the 
Opportunity 

Opportunity Rationale Anticipated 
Benefit

Alternate Service 
Delivery

Explore the potential expansion of 
contracted services 

The Municipality makes use of the third party service providers 
for a variety of services including wastewater and solid waste 
collection. The comparative analysis places the Municipality 
approximately 20% below the average when examining 
contracted services costs on a per household basis. Going 
forward the Municipality may want to consider the following:
• Examine and evaluate the costs of providing the service

with internal resources versus external resources; and
• Consider the sub-services within the service and determine

are the Municipality’s resources being utilized in an effective
manner or could tasks be provided by a third party,
essentially freeing up additional capacity within a
department with limited resources.

In the event that external resources are more cost-effective, the 
Municipality may have capacity to address other priorities 
within a department. For example, a large road construction 
project could be a good candidate for this type of approach. If a 
third party service provider can manage the project in a more 
cost effective manner, the Municipality can re-direct Public 
Works resources to other preventative maintenance needs 
during the same time.

Potential 
capacity gains

within the 
organization/

Enhanced
decision-

making and/or 
service 
delivery/
Potential 

operating cost 
savings
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Service Based Opportunities

Nature of the 
Opportunity 

Opportunity Rationale Anticipated 
Benefit

Operating Efficiency Explore the addition of redundancy 
to the Municipality’s Operations 
department

The Operations department has a staffing complement of three 
operators who provide year round services to the Municipality’s 
infrastructure as well as recreational services. To ensure 
effective and efficient service delivery, the Municipality may 
want to explore the potential of adding redundancy within the 
department either on a seasonal and/or part-time basis. The 
addition of this resource allows the Municipality address needs 
when needs occur such as winter road maintenance in the 
event an operator is unavailable (illness, vacation, etc.)

Potential 
capacity gains

within the 
organization/

Enhanced
decision-

making and/or 
service 
delivery

Service Level 
Adjustment

Explore a potential adjustment to 
curbside garbage collection

The Municipality provides weekly curbside garbage collection 
through the use of two third party service providers. As 
municipalities explore new approaches to waste management, 
one strategy used by municipalities is a shift to weekly to bi-
weekly waste collection. The Municipality’s larger contract 
expires in 2025 and there may exist the potential to shift to bi-
weekly garbage collection as part of the next contract and 
determine whether there are cost savings to be realized at that 
time.

Potential 
operating cost 

savings
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Service Based Opportunities 

We have provided below a potential prioritization of opportunities for consideration

Short
(<1 Year)

Medium
(1 to 2 Year)

Long
(2+ Years)

Timeframe

Pr
io

rit
y

Low

Med

High

2Review of Service Ontario

Establishment of 
winter maintenance 
policy

4

1 Operation of Municipal 
Arena

3

Municipal corporate systems

6

Strategic planning initiatives 5

User Fees

8

9

7
Establishment of SOPs

Corporate policy 
development

Capital levy

10 Frequency of tendering

Garbage collection15

11

Municipal cemetery software

12 Animal control

13 Expansion of contracted 
services

Operations redundancy14
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Organizational Design 

Organization Types Comparison Chart1

ORGANIZATION TYPE ADVANTAGES DISADVANTAGES USE WHEN

FUNCTIONAL
A functional structure is organized 
around major services/activity groups
Ex: finance, Clerk, planning

• Knowledge sharing within unit
• High functional specialization
• Efficiency & economies of scale
• Standardization

• Limited decision making
capacity

• Communication across
functions is difficult

• Coordination across functions is
difficult

• Less responsive to end user
needs

• Single line of business
• Common standards are required
• Highly regulated
• Core capability is based in

functional expertise or economies
of scale

PRODUCT/PROGRAM
A product structure is organized 
around products or programs
Ex: Corporate Services, Community 
Services

• Speed of product development
cycle

• Product excellence
• Product diversification
• Operating freedom

• Duplication of effort
• Lost economies of Scale
• Multiple customer points

• Product features are competitive
advantage

• Multiple products for separate
market segments

• Short product life cycles
CUSTOMER

A customer structure is organized 
around market segments or specific 
customers
Ex: specific urban areas

• Customization
• Relationship building
• Solutions not just products

• Knowledge sharing is limited
• Duplication of effort
• Lost economies of Scale

• Buyers/customers have power
• Customer knowledge is a

competitive advantage
• Rapid customer service is key
• Rapid product cycles are key

GEOGRAPHIC

A geographic structure is organized 
around physical location
Ex:  Amalgamated and/or annexed 
municipalities

• Responsive to regional customer
needs

• Relationship building
• Selective centralization-

decentralization

• Mobilization & sharing
resources is difficult

• Sharing knowledge is difficult
• Multiple points of contact for

clients
• Internal competition for

resources
• Client relationships belong to

who?

• Smaller efficient scale exists
• High cost of transport
• Just-in-time delivery is critical
• Need to locate close to supply

source

1 Adapted from Designing Your Organization, Amy Kates and Jay R. Galbraith, 2007
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Organizational Design 

Organization Types Comparison Chart1

ORGANIZATION TYPE ADVANTAGES DISADVANTAGES USE WHEN

PROCESS

A process structure is organized 
around major processes

• Process excellence
• TQ (total quality)
• Cycle time reduction
• Continuous Improvement
• Easy measurement
• Cost reductions

• Coordination between
processes is often difficult

• Short product life
• Rapid development cycles
• Cost reduction is critical

Matrix
Matrix organizations are typically 
designed so that the “Front” of the 
organization faces the customer and 
the “Back” of the organization is 
product facing.

• Single point of interface for
customer

• Cross selling
• Value-added systems &

solutions
• Product focused
• Multiple distribution channels

• Internal competition for
resources

• Price disagreements
• Customer needs disagreements
• Marketing belongs
• Conflicting metrics
• Complex accounting

• Multiple product lines and
multiple market segments

• Global customers
• Competitive advantage is in

combined customer and product
excellence

1 Adapted from Designing Your Organization, Amy Kates and Jay R. Galbraith, 2007
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Organizational Design

Municipality of St.-Charles Current Organizational Structure

Mayor and Council

Chief Administrative 
Officer

Library Board
Chief Librarian (Part-

time)

Director of 
Operations

Fire Chief (Part-
time)

Director of 
Finance/Treasurer

/Tax Collector
Municipal Clerk

Chief Building 
Official (Shared 

Position)

Building Inspector 
(Part-time)Finance Clerk

Asset Management 
Coordinator (1 year 

contract)

Service Ontario 
Administration

Volunteer Fire 
Service 

(All positions 
listed are part-

time)
Deputy Chief

Captain
Lieutenant

Fire Prevention 
Officer

Volunteer 
Firefighters

Heavy Equipment 
Operators (3)

Landfill Site 
Attendant/Janitor

Facilities/
Maintenance 

Worker
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Organizational Design

Comparative Staffing Analysis

The following chart is the comparative analysis of the Municipality’s staffing levels and the comparator group. Based on the analysis performed, the Municipality’s 
staffing levels are relatively consistent with the comparator group. While the Municipality’s full-time staffing levels appears to be higher than the average, the 
Municipality’s overall staffing complement is closer to the average upon further analysis. The Municipality’s employs one FTE to provide services related to Service 
Ontario and the Municipality shares a CBO and bylaw services with two other municipalities. When taking this into account, the Municipality may be considered to be 
consistent with the average staffing levels within the comparator group.
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St.-Charles Bonfield* Machar Macdonald,
Meredith and

Aberdeen

Markstay-Warren* Nipissing Average

Corporate Protective Infrastructure Community

Source: Information provided by municipal comparators

* - Denotes the use of Schedule 80 of the FIR

Municipality Direct Reports to 
Senior 

Administrator

St.-Charles 5

Bonfield Did not respond

Machar 2

Macdonald, 
Meredith and 
Aberdeen

5

Markstay-Warren Did not respond

Nipissing 5



82© 2023 KPMG LLP, an Ontario limited liability partnership and a member firm of the KPMG global organization of independent member firms affiliated with KPMG International Limited, a private English company limited by 
guarantee. All rights reserved.

Organizational Design 

Organizational Structure Analysis

For the purposes of the reader, the current organizational structure for the Municipality could be categorized as a functional model whereas the 
Municipality is organized around major services/activity groups. This organizational structure is consistent with similarly sized municipalities. Functional 
models bring the following advantages and disadvantages:

Based on our analysis of the Municipality’s organizational structure, the number of opportunities for change with respect to the organizational structure 
appear to be limited. The following items provide the rationale as to why there appear to be limited opportunities for structural change:

• The current organizational structure and direct reports to the Chief Administrative Officer is consistent with optimal organizational structure based on
the nature of the services and reporting lines; and

• The Municipality’s organizational structure is consistent with similarly sized municipalities based on our experience and the results of the comparative
analysis.

Advantages Disadvantages

• Knowledge sharing within unit
• High functional specialization
• Efficiency & economies of scale
• Standardization

• Limited decision making capacity
• Communication across functions is difficult
• Coordination across functions is difficult
• Less responsive to end user needs
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Community Consultations

Over the course of late November and into early December 2022, KPMG undertook community consultation through the use of survey for members of 
the community to complete and share their thoughts about current municipal services. 108 responses (62 responses via an online survey tool and an 
additional 46 responses received at the Municipal Office) were provided by the community. This chapter provides a summary of those responses.

Where Respondents Reside 

Of the 108 responses provided, 76.6% of the respondents indicated that they reside outside of the Village with the remaining 23.4% residing within the 
village.

Level of Satisfaction – Current Service Levels

The initial question of the survey asked residents to rank their level of satisfaction with current service levels for a variety of services provided by the 
Municipality of St.-Charles. Fourteen specific service areas along with overall satisfaction with the Municipality were presented to respondents to rate 
their current level of satisfaction as well as provide commentary as to why they chose the rating provided. Based on the responses provided for the 
second question of the survey, there appears to be a moderate level of overall satisfaction with the current complement of municipal services with only 
one instance where respondents appeared to be completely satisfied with a municipal service - Service Ontario (39.36% - completely satisfied). The 
table on the following table is a summary of the level of satisfaction based on the fifteen areas of interest.

Source: Community Survey Results

Outside of Village 
76.6%

Within the Village
23.4%
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Community Consultations

Level of Satisfaction – Current Service Levels

Source: Community Survey Results

Service Area Satisfied (Rated 6 or 
higher on the 10 point 

scale)

Dissatisfied (Rated 5 or 
lower on the 10 point 

scale)

Corporate Management - Financial Management 41.58% 58.52%

Corporate Management - Communications (Social media, website) 39.18% 60.82%

Corporate Management - Service Ontario (Driver licensing, health cards, ownerships) 81.91% 18.09%

Public Works - Summer Road Maintenance (Grading, pot hole repair, dust control) 44.23% 55.77%

Public Works - Winter Road Maintenance (Snow removal, sand and salt application) 52.53% 47.47%

Environmental Services - Solid Waste Management (Garbage collection, landfill) 78.22% 21.78%

Environmental Services - Wastewater Services (Sewers) 66.67% 33.33%

Protective Services - Fire Services 74.71% 25.29%

Protective Services - Bylaw Enforcement (Property standards, animal control) 49.41% 51.59%

Development Services - Building Services (Building permits, construction permits) 67.44% 32.56%

Development Services - Land Use Planning (Sudbury East Planning Board, municipal drainage) 45.71% 54.29%

Recreational and Community Services - Winter Recreational Facilities and Activities (Arena, community 
halls) 40.45% 59.55%

Recreational and Community Services - Summer Recreational Facilities and Activities (Parks, playgrounds) 60.67% 39.33%

Recreational and Community Services - Library Services 74.42% 25.58%

Overall Satisfaction 60.20% 39.80%



86© 2023 KPMG LLP, an Ontario limited liability partnership and a member firm of the KPMG global organization of independent member firms affiliated with KPMG International Limited, a private English company limited by 
guarantee. All rights reserved.

Community Consultations

Potential Priorities for a New Term of Council

In October of 2022, a new Municipal Council was elected in the midst of the review process. As part of the community survey and to assist the incoming 
Council, residents were asked to provide what they believe would be their top three priorities going forward. Based on the responses received, there are 
three areas were consistently identified by respondents: 

Source: Community Survey Results

Priority 1
The municipal road network – Winter and summer road 
maintenance

Priority 2
Recreational and community services - Responses noted 
arena operations and increased age-based programming 

Priority 3
Accountability and transparency – Responses noted 
increased communications with residents to demonstrate 
a commitment to accountability and transparency
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Community Consultations

Potential Service Enhancements/Expansion

Residents were asked to provide areas where they believed the Municipality may want to consider providing services that are not currently being 
provided by the Municipality at the time of the survey. The majority of respondents indicated that either a satisfaction with the current complement of 
municipal services being provided or did not provide new services they were seeking. However, for those residents who did provide responses, the 
nature of the services may fall outside of what would be considered core municipal service delivery but what still remain important within a community. 
In this case, the Municipality could still play a role but it would be more of an advocacy role. Examples of this would include:

• A number of respondents noted within this question as well as in other areas of the survey about the need for more reliable and responsive internet
services. The delivery of internet services is not commonly delivered but there are examples of municipalities working collaboratively to operate
telecommunication services. The pursuit of enhanced internet connectivity would be more of an advocacy project versus a service delivery matter;
and

• Similar to the perceived need for enhanced internet access, a number of respondents appear to be seeking more social services (e.g. access to
health care). Again, the Municipality could play the role of advocate to seek out new opportunities to increase upon social services in the community.

Potential Service Reductions

The majority of respondents did not consistently indicate municipal services to which they believe would be candidates for reductions. For those who 
responded to the question within the survey, the majority of the respondents indicated that they do not believe that the Municipality has services that can 
be reduced or no longer offered.

The Use of Technology and Citizen Engagement

The final two questions asked residents to provide their opinions with respect to the Municipality’s use of technology and whether the tools being used to 
engage with the public are effective. The respondents fall into two clear sides. A number of respondents shared opinions that the Municipality is making 
good use of technology (e.g. municipal website and social media) to engage with the public and a similar number of respondents shared a different set 
of opinions. For those who do not appear to believe the Municipality makes good use of technology in engaging with the public, there are common 
themes:

• The municipality website is in need of updating and residents shared experiences where they believe the site is difficult to navigate; and

• A number of residents believe the Municipality should return to the practice of streaming Council meetings similar to the Municipality’s approach
during the COVID-19 pandemic where meetings were held virtually allowing residents to watch Council’s proceedings without having to attend in
person.
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Arena Financial Analysis

Financial Results - Arena
The historical financial information was provided for the Arena for the 2018 to 2021 to complete financial analysis.  The financial results were included in 
the audited financial statements for each of the years. 

Year ending 
December 31, 

2018

Year ending 
December 31, 

2019

Year ending 
December 31, 

2020 1

Year ending 
December 31, 

20211

User Fees - $124 $80 -

Hall and Arena Rentals $9,534 18,587 8,624 -

Other revenues - 2,000 788 -

Total Revenue $9,534 $20,711 $9,491 -

Salaries and wages 122,956 120,546 25,098 8,907

Materials and supplies 146,386 139,614 91,612 59,316

Amortization - - - 19,576

Total Expenses $269,342 $260,160 $116,710 $87,799 

Annual Deficit ($259,808) ($239,449) ($107,219) ($87,799)

1 – The 2020 and 2021 financial results for the Arena were impacted by the COVID-19 pandemic.  The public health restrictions resulted in 
closure of the arena for extended periods of time throughout both the 2020 and 2021 years.  As a result, the expenses incurred in each 
year are not representative of typical operations for the arena operations. 
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Arena Financial Analysis
Revenue Analysis
Total revenue for the arena operations has varied over the last 
four fiscal years.   The user fees are minimal  and have 
fluctuated over the last number of years and have declined 
within 2020 and 2021 as a result of the impacts of the COVID-
19 pandemic.

As indicated on the previous page, each year has experienced 
a significant deficit resulting in municipal contributions to cover 
the expenditures within the arena operations.    Municipal 
contributions as a percentage of total operating expenses for 
the four year period is as follows:
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0.8
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Year ended
December 31,

2018

Year ended
December 31,

2019

Year ended
December 31,

2020

Year ended
December 31,

2021

User Fees Arena and Hall Rentals Other Municipal Contribution

Municipal 
Contribution % 

Municipal 
Contribution $ 

Year ended December 
31, 2018 96.46% $259,808

Year ended December 
31, 2019 92.04% $239,449

Year ended December 
31, 2020 91.87% $107,219

Year ended December 
31, 2021 100% $87,799
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Arena Financial Analysis

Operating and Capital Analysis
Similar to total revenue, operating expenses have fluctuated over the years.  Municipal contributions as a result have varied depending on the amount 
of the operating expenditures within the year.  It should also be noted there have been no capital investments made to the arena operations for the 
period of 2018 to 2021. Information provided to KPMG by the Municipality indicates that the Technical Standards and Safety Authority (TSSA) has 
advised the Municipality that it will be requiring a plan that will outline when the components of the facility will be updated. This requirement will provide 
the Municipality with the future costs of maintaining the facility and based on the information provided by the Municipality, the failure to meet the
TSSA’s requirements may have further implications including the ability to insure the asset.

0

0.2

0.4

0.6

0.8

1

Year ended December 31, 2018 Year ended December 31, 2019 Year ended December 31, 2020 Year ended December 31, 2021

Salaries and wages Materials and supplies Amortization
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Arena Financial Analysis

Activity Statistics
Formal tracking of the use of the facilities is readily available for the 2018 to 2021 year ends.  Within 2022 and 2023 tracking has commenced relating 
to bookings for hockey, shinny hickey, turbo practices, turbo games and curling.

Company Hockey Shinny Hockey Turbo Practices Turbo Games Curling

Year ended December 31, 2022 1 7 7 21 7 8

Year ended December 31, 2023 
(planned bookings) 9 9 24 11 7

1 – The Arena was closed for the first half of 2022 as a result of the COVID-19 pandemic

The 2022 budget included budgeted operating expenditures (excluding amortization) of approximately $187,000.  In addition the budget included 
capital expenditures of $60K for the arena heater/AC unit.  The proposed capital expenditures were to be funded by the parks and recreation reserve.

Total tracked events for the 2022 year are 50 events with a forecast of 60 events in the 2023 year.  Assuming the budgeted expenditures approximate 
the 2022 actual results the cost per each use of the arena is $3,740 for 2022 and $3,116 for 2023. As additional bookings are completed the cost per 
each event will decrease.

Municipal by-law 2022-26 details the fees per each arena event which includes the following:

• Shinny hockey - $100.75 + HST per event

• Turbo practices/games  - $79.90 per event

• Curling - $79.90/hour plus set up fee

Based on the comparative analysis completed, Northern Ontario municipalities do rely on municipal contributions in order to run the arena operations.  
The municipal contributions average approximately 70% annually, with 30% of the costs funded from user fees.  In addition, certain municipalities have 
a cost sharing arrangement with another municipality to share the costs associated with the running of the facilities. 
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Arena Additional Considerations
Proposed Course of Actions
Arena Bookings

• It was noted there is minimal tracking of the bookings for the Arena operations. Additional tracking would be important to allow for additional analysis
of the cost associated with each booking and also to ensure there is an analysis of the overall profitability of the various bookings.   In addition,
consideration should be given to allocating responsibility for booking of arena events to the recreation staff in order to remove this responsibility from
the municipal staff.  Municipal staff should remain responsible for the collection of payments to ensure proper segregation of duties.

Cost recovery

• Within the 2022 budget it was noted there was a $179,000 shortfall of revenues over expenses for the arena operations.  This indicates municipal
contributions for the majority of the arena costs.   This is consistent with the historical financial analysis which noted that overall the recovery through
user fees for the arena costs ranges from 0-8%. When looking to the comparator municipalities, it was noted the recovery of the arena costs range
on average at 20-30% of the annual costs. Assuming the goal is an estimated recovery of 20% of the total operating costs this would translate to
$37,400 in total arena revenues. Assuming the revenues from the 2019 financial results are a more typical revenue stream, this would translate to
increased revenues of $14,000 or approximately 37%.  In order to reduce the reliance on the municipal contributions these changes in user changes
should be implemented in the 2023 year end.

Opportunities for shared arrangements

• As noted above, certain Northern municipalities have a shared arrangement for use of the arena in order to reduce the municipal burden on the
partnering municipalities.  Consideration should be given to whether a shared arrangement would be possible with any neighbouring municipalities
which would allow for the municipal contribution to be shared.  This aligns with certain survey responses which had indicated better use of the
municipal facilities such as the arena.  Having various municipal partners utilizing the facilities would allow for the facilities to be better utilized on a
more consistent basis.

Concluding remarks

• The Municipality will need to monitor the situation with respect to the municipal arena. To the extent the steps above do not meet the desired
outcomes/targets coupled with future capital costs potentially placing pressure on the Municipality’s long-term debt capacity, the Municipality may
need to consider the future of the facility.
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Next Steps

Upon the acceptance of the final report and as the Municipality moves forward with the implementation of opportunities identified through the review, the 
Municipality may wish to consider the following:

1. The Review becomes a
standing item on future

Council agendas

• As Council moves into its
new role of implementation,
the Municipality may wish
to considering having the
service review as a report
to Council on a scheduled
basis (quarterly as a
potential increment).

• In our experience, this
practice assists in
maintaining momentum but
also provides an
opportunity for Council and
the community at large to
be kept up to date as to the
progress of the
opportunities identified
within the review.

2. Establish a project
sponsor 

• Project sponsorship can
assist in ensuring the
review’s findings shift into
the implementation phase.

• For the purposes of this
review, the Municipality
should give strongly
consider appointing the
CAO as the Project
Sponsor to oversee the
subsequent work efforts
associated with the review.

3. Prioritize the
opportunities

• To assist in the potential
implementation of
opportunities and to assist
Council in its decision
making process, the
Municipality may wish to
consider the development
of opportunity ranking
criteria.

• A sample prioritization
scorecard can be found in
Appendix C of the report.

4. Monitor and report
outcomes

• The final component of the
implementation process
should be the monitoring
and reporting on
implementation outcomes,
the purpose of which is to
communicate the overall
impact and/or benefits of
the implementation process
and any ‘lessons learned’
that may be relevant to
other transition activities.
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Financial Indicator Analysis

In order to provide additional perspective on the Municipality’s financial performance and position, we have included in this chapter an analysis of 
financial indicators for the Municipality and other comparative municipalities.  

In Canada, the development and maintenance of principles for financial reporting fall under the responsibility of the Accounting Standards Oversight 
Council (‘AcSOC’), a volunteer body established by the Canadian Institute of Chartered Accountants in 2000. In this role, AcSOC provides input to 
and monitors and evaluates the performance of the two boards that are tasked with established accounting standards for the private and public 
sector:

• The Public Sector Accounting Board (‘PSAB’) establishes accounting standards for the public sector, which includes municipal governments; and

• The Accounting Standards Board (‘AcSB’), which is responsible for the establishment of accounting standards for Canadian entities outside of
the public sector.

In May 2009, PSAB released a Statement of Recommended Practice that provided guidance on how public sector bodies should report on 
indicators of financial condition. As defined in the statement, financial condition is ‘a government’s financial health as assessed by its ability to meet 
its existing financial obligations both in respect of its service commitments to the public and financial commitments to creditors, employees and 
others’. In reporting on financial condition, PSAB also recommended that three factors, at a minimum, need to be considered:

• Sustainability.  Sustainability is the degree to which the Municipality can deliver services and meet its financial commitments without increasing
its debt or tax burden relative to the economy in which it operates. To the extent that the level of debt or tax burden grows at a rate that exceeds
the growth in the Municipality’s assessment base, there is an increased risk that the Municipality’s current spending levels (and by association, its
services, service levels and ability to meet creditor obligations) cannot be maintained.

• Flexibility.  Flexibility reflects the Municipality’s ability to increase its available sources of funding (debt, taxes or user fees) to meet increasing
costs.  Municipalities with relatively high flexibility have the potential to absorb cost increases without adversely impacting on affordability for local
residents and other ratepayers. On the other hand, municipalities with low levels of flexibility have limited options with respect to generating new
revenues, requiring an increased focus on expenditure reduction strategies.

• Vulnerability.  Vulnerability represents the extent to which the Municipality is dependent on sources of revenues, predominantly grants from
senior levels of government, over which it has no discretion or control. The determination of vulnerability considers (i) unconditional operating
grants such as OMPF; (ii) conditional operating grants such as Provincial Gas Tax for transit operations; and (iii) capital grant programs.
Municipalities with relatively high indicators of vulnerability are at risk of expenditure reductions or taxation and user fee increases in the event
that senior levels of funding are reduced. This is particularly relevant for municipalities that are vulnerable with respect to operating grants from
senior levels of government, as the Municipal Act does not allow municipalities to issue long-term debt for operating purposes (Section 408(2.1)).
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Financial Indicator Analysis

As a means of reporting the Municipality’s financial condition, we have considered the following financial indicators (*denotes PSAB recommended 
financial indicator). 

Financial Condition Category Financial Indicators

Sustainability 1. Financial assets to financial liabilities*
2. Total reserves and reserve funds per household
3. Total operating expenses as a percentage of taxable assessment*
4. Capital additions as a percentage of amortization expense

Flexibility 5. Residential taxes per household
6. Total long-term debt per household
7. Residential taxation as a percentage of average household income
8. Total taxation as a percentage of total assessment*
9. Debt servicing costs (interest and principal) as a percentage of total revenues*
10. Net book value of tangible capital assets as a percentage of historical cost of tangible capital assets*

Vulnerability 11. Operating grants as a percentage of total revenues*
12. Capital grants as a percentage of total capital expenditures*
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Financial Indicator Analysis

As noted on the following pages, the Municipality’s financial indicators and comparative analysis appear to demonstrate the Municipality does not 
appear to have issues with the two of the three financial condition categories. From an overall perspective, we note that:

• The Municipality appears to have residential taxation per household that is consistent within the comparator group and below the comparator
average but based upon our analysis, it would appear that the Municipality’s residential taxation as a percentage of average household income is
the highest within the comparator group. This may indicate affordability concerns within the community and the Municipality needs to consider
this as part of its overall budget process.

• Beyond the indicator relating to affordability, the Municipality’s financial position indicators are generally consistent with but in some cases more
favourable, than the comparator municipalities (long-term debt and associated costs and capital additions).

• Overall, the Municipality’s municipal service related operating costs are relatively consistent with the comparator group. The Municipality’s
personnel costs appear to be consistent with the comparator group.

• The Municipality’s cost recovery for recreational services where fees and charges can be implemented were the lowest within the comparator
group.

A summary of the financial indicators can be found on the following page. For the purposes of the reader, indicators with a green shading appear to 
be favourable in comparison to the peer group whereas those with yellow shading may indicate a less favourable comparison to the Municipality’s 
peers.
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Financial Indicator Analysis
Indicator Description Low Consistent High

Financial assets to financial liabilities Assesses municipal solvency x

Total reserves and reserve funds per household Assesses the Municipality’s ability to absorb incremental 
expenses or revenue losses through reserves versus 
taxes, user fees or debt

X

Total operating expenses as a percentage of 
taxable assessment

Assesses the Municipality to potential increase taxes X

Capital additions as a percentage of amortization 
expense

Assesses the Municipality’s extent to which it can sustain 
tangible capital additions X

Residential taxes per household Assesses the Municipality’s ability to increase taxes as a 
means of funding incremental operating and capital 
expenditures

X

Total long-term debt per household Assesses the Municipality’s ability to issue more debt by 
considering the existing debt loan on a per household 
basis

X X

Residential taxation as a percentage of average 
household income

Indication of potential affordability concerns X

Total taxation as a percentage of total assessment Indication of potential affordability concerns X

Debt servicing costs (interest and principal) as a 
percentage of total revenues

Indication as to the Municipality’s overall indebtedness X

Net book value of tangible capital assets as a 
percentage of historical cost of tangible capital 
assets

Indication as to the extent to which the Municipality is 
reinvesting in its capital assets as they reach the end of 
their useful lives

X

Operating grants as a percentage of total 
revenues

Indication as to the Municipality’s degree of reliance on 
senior government grants for the purposes of funding 
operating expenses

X

Capital grants as a percentage of total capital 
expenditures

Indication as to the Municipality’s degree of reliance on 
senior government grants for the purposes of funding 
capital expenditures

X
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Financial Indicator Analysis
FINANCIAL ASSETS TO FINANCIAL LIABILITIES

This financial indicator provides an assessment of the Municipality’s solvency by comparing financial assets (including cash, investments and 
accounts receivable) to financial liabilities (accounts payable, deferred revenue and long-term debt). Low levels of financial assets to financial 
liabilities are indicative of limited financial resources available to meet cost increases or revenue losses.

FORMULA

FIR Schedule 70, Line 9930, 
Column 1 divided by FIR 
Schedule 70, Line  9940, 
Column 1

TYPE OF INDICATOR
Sustainability 

Flexibility

Vulnerability

POTENTIAL LIMITATIONS

• Financial assets may include investments in government business
enterprises, which may not necessarily be converted to cash or yield
cash dividends

• Financial liabilities may include liabilities for employee future benefits
and future landfill closure and post-closure costs, which may (i) not be
realized for a number of years; and/or (ii) may not be realized at once
but rather over a number of years
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St.-Charles Bonfield Macdonald Meredith Machar Markstay-Warren Nipissing Comparator Average

Source: KPMG analysis of FIR Information (2020)
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Financial Indicator Analysis

TOTAL RESERVES AND RESERVE FUNDS PER HOUSEHOLD

This financial indicator provides an assessment of the Municipality’s ability to absorb incremental expenses or revenue losses through the use of 
reserves and reserve funds as opposed to taxes, user fees or debt.  Low reserve levels are indicative of limited capacity to deal with cost 
increases or revenue losses, requiring the Municipality to revert to taxation or user fee increases or the issuance of debt.

FORMULA

FIR Schedule 70, Line 6420, 
Column 1 divided by FIR 
Schedule 2, Line  40, Column 1

POTENTIAL LIMITATIONS

• Reserves and reserve funds are often committed to specific projects or
purposes and as such, may not necessarily be available to fund
incremental costs or revenue losses

• As reserves are not funded, the Municipality may not actually have
access to financial assets to finance additional expenses or revenue
losses

TYPE OF INDICATOR
Sustainability 

Flexibility

Vulnerability
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St.-Charles Bonfield Macdonald Meredith Machar Markstay-Warren Nipissing Comparator Average

Source: KPMG analysis of FIR Information (2020)
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Financial Indicator Analysis
TOTAL OPERATING EXPENSES AS A PERCENTAGE OF TAXABLE ASSESSMENT

This financial indicator provides an assessment of the Municipality’s solvency by determining the extent to which increases in operating 
expenses correspond with increases in taxable assessment.  If increases correspond, the Municipality can fund any increases in operating costs 
without raising taxation rates.  

FORMULA

FIR Schedule 40, Line 9910, 
Column 7 less FIR Schedule 
40, Line 9910, Column 16 
divided by FIR Schedule 26, 
Column 17, Lines 9199 and 
9299

TYPE OF INDICATOR
Sustainability 

Flexibility

Vulnerability

POTENTIAL LIMITATIONS

• As operating expenses are funded by a variety of sources, the 
Municipality’s sustainability may be impacted by reductions in other 
funding sources that would not be identified by this indicator.
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St.-Charles Bonfield Macdonald Meredith Machar Markstay-Warren Nipissing Comparator Average

Source: KPMG analysis of FIR Information (2020)
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Financial Indicator Analysis
CAPITAL ADDITIONS AS A PERCENTAGE OF AMORTIZATION EXPENSE

This financial indicator provides an assessment of the Municipality’s solvency by assessing the extent to which it is sustaining its tangible capital 
assets.  In the absence of meaningful reinvestment in tangible capital assets, the Municipality’s ability to continue to deliver services at the 
current levels may be compromised. 

FORMULA

FIR Schedule 51, Line 9910, 
Column 3 divided by FIR 
Schedule 40, Line 9910, 
Column 16

TYPE OF INDICATOR
Sustainability 

Flexibility

Vulnerability

POTENTIAL LIMITATIONS

• This indicator considers amortization expense, which is based on
historical as opposed to replacement cost. As a result, the
Municipality’s capital reinvestment requirement will be higher than its
reported amortization expense due to the effects of inflation.

• This indicator is calculated on a corporate-level basis and as such, will
not identify potential concerns at the departmental level.
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St.-Charles Bonfield Macdonald Meredith Machar Markstay-Warren Nipissing Comparator Average

Source: KPMG analysis of FIR Information (2020)
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Financial Indicator Analysis

RESIDENTIAL TAXES PER HOUSEHOLD

This financial indicator provides an assessment of the Municipality’s ability to increase taxes as a means of funding incremental operating and 
capital expenditures. 

FORMULA

FIR Schedule 26, Line 0010 
and Line 1010, Column 4 
divided by FIR Schedule 2, Line 
0040, Column 1

TYPE OF INDICATOR
Sustainability 

Flexibility 

Vulnerability

POTENTIAL LIMITATIONS

• This indicator does not incorporate income levels for residents and as
such, does not fully address affordability concerns.
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St.-Charles Bonfield Macdonald Meredith Machar Markstay-Warren Nipissing Comparator Average

Source: KPMG analysis of FIR Information (2020)
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Financial Indicator Analysis

RESIDENTIAL TAXATION AS A PERCENTAGE OF HOUSEHOLD INCOME

This financial indicator provides an indication of potential affordability concerns by calculating the percentage of total household income used to 
pay municipal property taxes.  

FORMULA

FIR Schedule 26, Line 0010 and 
Line 1010, Column 4 divided by 
FIR Schedule 2, Line 0040, 
Column 1 (to arrive at average 
residential tax per household).  
Average household income is 
derived from the National Housing 
Survey.

POTENTIAL LIMITATIONS

• This indicator considers residential affordability only and does not
address commercial or industrial affordability concerns.

• This indicator is calculated on an average household basis and does
not provide an indication of affordability concerns for low income or
fixed income households.

TYPE OF INDICATOR
Sustainability 

Flexibility 

Vulnerability
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St.-Charles Bonfield Macdonald Meredith Machar Markstay-Warren Nipissing Comparator Average

Source: KPMG analysis of FIR Information (2020)
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Financial Indicator Analysis

TOTAL LONG-TERM DEBT PER HOUSEHOLD

This financial indicator provides an assessment of the Municipality’s ability to issue more debt by considering the existing debt loan on a per 
household basis. High debt levels per household may preclude the issuance of additional debt.

FORMULA

FIR Schedule 70, Line 2699, 
Column 1 divided by FIR 
Schedule 2, Line 0040, Column 
1

TYPE OF INDICATOR
Sustainability 

Flexibility 

Vulnerability

POTENTIAL LIMITATIONS

• This indicator does not consider the Provincial limitations on debt 
servicing cost, which cannot exceed 25% of own-source revenues 
unless approved by the Ontario Municipal Board
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St.-Charles Bonfield Macdonald Meredith Machar Markstay-Warren Nipissing Comparator Average

Source: KPMG analysis of FIR Information (2020)
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Financial Indicator Analysis

TOTAL TAXATION AS A PERCENTAGE OF TOTAL ASSESSMENT

This financial indicator provides an indication of potential affordability concerns by calculating the Municipality’s overall rate of taxation. Relatively 
high tax rate percentages may limit the Municipality’s ability to generate incremental revenues in the future.

FORMULA

FIR Schedule 26, Line 9199 
and Line 9299, Column 4 
divided by FIR Schedule 26, 
Line 9199 and 9299, Column 
17.

TYPE OF INDICATOR

Sustainability 

Flexibility 

Vulnerability

POTENTIAL LIMITATIONS

• This indicator considers the Municipality’s overall tax rate and will not 
address affordability issues that may apply to individual property 
classes (e.g. commercial).
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Source: KPMG analysis of FIR Information (2020)
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DEBT SERVICING COSTS (INTEREST AND PRINCIPAL) AS A PERCENTAGE OF TOTAL REVENUES

This financial indicator provides an indication as to the Municipality’s overall indebtedness by calculating the percentage of revenues used to 
fund long-term debt servicing costs. The Municipality’s ability to issue additional debt may be limited if debt servicing costs on existing debt are 
excessively high.

Financial Indicator Analysis

FORMULA

FIR Schedule 74C, Line 3099, 
Column 1 and Column 2 
divided by FIR Schedule 10, 
Line 9910, Column 1.

TYPE OF INDICATOR

Sustainability 

Flexibility 

Vulnerability

POTENTIAL LIMITATIONS

• No significant limitations have been identified in connection with this
indicator
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St.-Charles Bonfield Macdonald Meredith Machar Markstay-Warren Nipissing Comparator Average

Source: KPMG analysis of FIR Information (2020)



110
© 2023 KPMG LLP, an Ontario limited liability partnership and a member firm of the KPMG global organization of independent member firms affiliated with KPMG International Limited, a private 
English company limited by guarantee. All rights reserved.

Financial Indicator Analysis
NET BOOK VALUE OF TANGIBLE CAPITAL ASSETS AS A PERCENTAGE OF HISTORICAL COST OF TANGIBLE CAPITAL ASSETS

This financial indicator provides an indication as to the extent to which the Municipality is reinvesting in its capital assets as they reach the end of 
their useful lives. An indicator of 50% indicates that the Municipality is, on average, investing in capital assets as they reach the end of useful life, 
with indicators of less than 50% indicating that the Municipality’s reinvestment is not keeping pace with the aging of its assets.  

FORMULA

FIR Schedule 51A, Line 9910, 
Column 11 divided by FIR 
Schedule 51A, Line 9910, 
Column 6.

TYPE OF INDICATOR

Sustainability 

Flexibility 

Vulnerability

POTENTIAL LIMITATIONS

• This indicator is based on the historical cost of the Municipality’s
tangible capital assets, as opposed to replacement cost. As a result,
the Municipality’s pace of reinvestment is likely lower than calculated
by this indicator as replacement cost will exceed historical cost.

• This indicator is calculated on a corporate-level basis and as such, will
not identify potential concerns at the departmental level.
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St.-Charles Bonfield Macdonald Meredith Machar Markstay-Warren Nipissing Comparator Average

Source: KPMG analysis of FIR Information (2020)
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Financial Indicator Analysis
OPERATING GRANTS AS A PERCENTAGE OF TOTAL REVENUES

This financial indicator provides an indication as to the Municipality’s degree of reliance on senior government grants for the purposes of funding 
operating expenses. The level of operating grants as a percentage of total revenues is directly proportionate with the severity of the impact of a 
decrease in operating grants.

FORMULA

FIR Schedule 10, Line 0699, 
Line 0810, Line 0820, Line 
0830, Column 1 divided by FIR 
Schedule 10, Line 9910, 
Column 1.

TYPE OF INDICATOR

Sustainability 

Flexibility

Vulnerability 

POTENTIAL LIMITATIONS

• To the extent possible, the Municipality should maximize its operating 
grant revenue. As such, there is arguably no maximum level associated 
with this financial indicator.
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St.-Charles Bonfield Macdonald Meredith Machar Markstay-Warren Nipissing Comparator Average

Source: KPMG analysis of FIR Information (2020)
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Financial Indicator Analysis

CAPITAL GRANTS AS A PERCENTAGE OF TOTAL CAPITAL EXPENDITURES

This financial indicator provides an indication as to the Municipality’s degree of reliance on senior government grants for the purposes of funding 
capital expenditures. The level of capital grants as a percentage of total capital expenditures is directly proportionate with the severity of the 
impact of a decrease in capital grants.

FORMULA

FIR Schedule 10, Line 0815, 
Line 0825, Line 0831, Column 
1 divided by FIR Schedule 51, 
Line 9910, Column 3. 

TYPE OF INDICATOR

Sustainability 

Flexibility

Vulnerability 

POTENTIAL LIMITATIONS

• To the extent possible, the Municipality should maximize its capital 
grant revenue. As such, there is arguably no maximum level associated 
with this financial indicator.
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Source: KPMG analysis of FIR Information (2020)
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Comparative Analysis

Service Indicator
St.-Charles

Comparator Municipalities

Low High Average

Corporate Wages and benefits per household $1,070.74 $1,055.27 $1,381.03 $1,183.08

Contracted services per household $560.58 $484.68 $1,353.22 $701.58

General Government Operating costs per household $995.58 $498.45 $777.34 $626.50

Wages and benefits as a % of department 
expenditures 52.3% 57.9% 72.4% 61.6%

Protective Services Policing Services – Operating costs per 
household $293.60 $243.08 $450.59 $333.05

Fire Services – Operating costs per household $145.07 $78.81 $398.67 $206.34

Fire Services – Wages and benefits as a % of 
department expenditures 45.4% 21.9% 51.5% 43.0%

Protective Services (Building Controls and By-
law) – Operating costs per household $40.11 $20.28 $151.33 $68.65

Transportation Transportation Services – Operating costs per 
household $665.92 $649.30 $1,072.99 $866.43

Transportation Services – Wages and benefits as 
a % of department expenditures 50.6% 43.7% 61.2% 54.2%

Environmental Solid Waste Management Services – Operating 
operating costs per household $215.87 $75.02 $312.60 $220.45

Source: Municipal Financial Information Returns (2020)
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Comparative Analysis

Service Indicator
St.-Charles

Comparator Municipalities

Low High Average

Recreation and Culture* Recreational and Cultural Services  – Net 
operating costs per household $330.76 $103.05 $388.22 $243.01

Recreational and Cultural Services – Cost 
Recovery through Non-taxation Revenues 2.7% 0.0% 25.8% 11.3%

Recreational and Cultural Services  – Wages and 
benefits as a % of department expenditures 40.7% 30.9% 49.5% 43.5%

Library – Operating costs per household $59.23 $9.94 $101.42 $48.48

Planning and Development Operating costs per household $40.47 $4.97 $112.85 $36.98

Source: Municipal Financial Information Returns (2020)

* - 2019 Financial Information Returns were used for Recreational and Cultural Service as a result of the impact of COVID-19 on this service area.
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Municipal Service Profiles

Municipal Services

For the purposes of our review, we have classified the Municipality’s services into one of four categories based on the rationale for the Municipality’s 
delivery of the service.

• Mandatory services are those services that are required to be delivered by regulation or legislation.

• Essential services are those services that, while not mandatory, are required to be delivered in order to ensure public health and safety and/or the
effective functioning the Municipality from a corporate perspective.

• Traditional services are those services that are not mandatory or essential but which are typically delivered by municipalities of comparable size
and complexity and for which a public expectation exists that the service will be provided.

• Other discretionary services are those services that are delivered at the direction of the Municipality without a formal requirement or expectation,
including services that may not be delivered by other municipalities of comparable size and complexity.

The following two charts summarizes the Municipality’s services by category defined above as well as budgeted expenditures.
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Mayor and Council
Service Profile

Expenditures and Personnel

2022 
Budgeted 
Expenditures

$105,424

FTE Not 
Applicable

Program

Corporate Services

Organizational Unit 

Mayor and Council

Service Type

External

Service Overview

Council acts as the governance body for the Municipality. 
Council’s role includes representing the public and 
consider the well-being and interests of the Municipality 
including the financial integrity. Council is also responsible
for the development and evaluation of programs and 
policies for the Municipality. 

Service Value

Mayor and Council lead the Municipality in fulfilling the 
requirements of governing as well as the strategic goals 
and objectives as identified by Council as a whole.

Potential Performance Indicators

A potential performance indicator for Mayor and Council would 
be to monitor outcomes in relation to the Municipality’s strategic 
plan that are in progress.

Below Standard At Standard Above Standard

Essential

Traditional

Other
Discretionary

Se
rv

ic
e 

ty
pe

Service level

Mandatory

Basis For Delivery

Mandatory – The establishment of a municipal council is 
a requirement of the Municipal Act, which is the primary 
legislation governing Ontario municipalities.  Among other 
things, the Municipal Act defines the role of council 
(Section 224), defines the role of the head of council 
(Section 225), and establishes the head of council as the 
chief executive officer and defines the role of chief 
executive officer (Section 226.1).
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Mayor and Council 
Service Profile  

Profile Component Definition

Direct Client A party that receives a service output 
and a service value

• Municipal Council
• Municipal employees
• Residents and organizations in the community
• Other governmental stakeholders and political associations

Indirect Client A set of parties that benefits from a 
service value without receiving the 
service output directly

• Not applicable

Service Output The output of a service that fulfills a 
client’s need

• Leadership of Council
• Advocacy and promotion of the Municipality
• Political representation, including resolution of constituency matters and issues

Primary Delivery 
Model

How the service is predominantly 
delivered, recognizing that a 
combination of delivery models may be 
used.

Own Resources – The function of Mayor and Council is provided through the 
Municipality’s own resources. 
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Mayor and Council 
Service Profile  

Expenditure Basis for Delivery Delivery Model Financial Information (2022 Budget)

Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement

FTEs

Mayor Mandatory Own Resources $30,960 - $30,960 0.0

Council Mandatory Own Resources $74,464 - $74,464 0.0

Total $105,424 - $105,424 0.0
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Office of the Chief Administrative Officer
Service Profile

Expenditures and Personnel

2022 
Budgeted 
Expenditures*

$893,131

FTE 1.0

Program

Corporate Services

Organizational Unit 

Office of the CAO

Service Type

External and Internal

Service Overview

As outlined in the Municipal Act, the role of the Chief 
Administrative Officer (‘CAO’) is to exercise general 
control and management of the affairs of the Municipality 
for the purposes of ensuring the efficient and effective 
operation of the Municipality. The Office of the Chief 
Administrative Officer ('CAO') provides corporate 
leadership and strategic direction to the organization.

Service Value

By way of its position, the Office of the CAO is tasked with 
implementing Council’s strategic direction and seeking 
guidance, approval and revisions to this direction where 
considered appropriate. Potential Performance Indicators

A potential performance indicator would be to monitor outcomes 
in relation to the Municipality’s strategic plan and a measurement 
of the CAO's annual work plan items that have been completed. 

Below Standard At Standard Above Standard

Essential

Traditional

Other
Discretionary

Se
rv

ic
e 

ty
pe

Service level

Mandatory

Basis For Delivery

Essential – Pursuant to Section 229 of the Municipal Act, 
municipalities may (but are not required) to appoint a 
CAO. Notwithstanding the optional nature of this position, 
our experience demonstrates that most municipalities with 
population levels similar to the Municipality’s typically 
have a CAO position within its organizational structure. 

* - Budgeted expenditures are
aggregated up to the total of
all Administration costs
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Office of the Chief Administrative Officer
Service Profile  

Profile Component Definition

Direct Client A party that receives a service output 
and a service value

• Municipal Council
• Municipal employees

Indirect Client A set of parties that benefits from a 
service value without receiving the 
service output directly

• Residents who benefit from the Municipality’s administration

Service Output The output of a service that fulfills a 
client’s need

• Strategic and operational decision making and problem resolution
• Linkages between Council's strategic approach and the Municipality’s operations
• Intergovernmental relations
• Contract management (Police, animal control)
• Human resources
• Committee oversight
• Grant writing and administration

Primary Delivery 
Model

How the service is predominantly 
delivered, recognizing that a 
combination of delivery models may be 
used.

Own Resources – The function of the CAO is provided through the Municipality’s own 
resources. 
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Office of the Chief Administrative Officer
Service Profile  

Expenditure Basis for Delivery Delivery Model Financial Information (2022 Budget)

Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement

FTEs

Administration Mandatory Own Resources $807,122 - $807,122 0.0

Administration 
Building Mandatory Own Resources $86,009 - $86,009 0.0

Total $893,131 - $893,131 0.0
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Finance
Service Profile

Expenditures and Personnel

2022 
Budgeted 
Expenditures*

$893,131

FTE 3.0

Program

Corporate Services

Organizational Unit 

Finance

Service Type

External and Internal

Service Overview

Finance provides financial leadership, planning, advice, 
guidance (i.e. policies) and reporting to internal and 
external stakeholders as well as transactional services 
relating to accounts payable, accounts receivable, general 
ledger, banking, payroll and tangible capital assets.

Service Value

Finance contributes to financial sustainability and 
flexibility by undertaking financial planning and analysis in 
connection with municipal decisions and strategies. 

Potential Performance Indicators

Potential performance indicators for Finance could include:

• Financial statement reporting timeframes (internal and 
external reporting)

• Percentage of purchases subject to formal procurement 
mechanisms (e.g. PO’s, RFP’, tenders)

Below Standard At Standard Above Standard

Essential

Traditional

Other
Discretionary

Se
rv

ic
e

ty
pe

Service level

Mandatory

Basis For Delivery

Mandatory – Pursuant to Section 286(1) of the Municipal 
Act, 2001, all Ontario municipalities are required to 
appoint a treasurer “who is responsible for the handling of 
all financial affairs of the municipality on behalf of and in a 
manner directed by the council of the municipality. 

* - Budgeted expenditures are 
aggregated up to the total of 
all Administration costs
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Finance
Service Profile  

Profile Component Definition

Direct Client A party that receives a service output 
and a service value

• Municipal Council
• Municipal employees
• Residents of the Municipality
• Third parties involved in financial transactions with the Municipality

Indirect Client A set of parties that benefits from a 
service value without receiving the 
service output directly

• Residents who benefit from the Municipality’s financial decision making
• Other levels of government

Service Output The output of a service that fulfills a 
client’s need

• Financial planning and analysis
• Property taxation
• Financial reporting
• Financial transaction processing
• Asset management
• Lottery licensing
• Health and safety
• Emergency management
• Front counter/reception services
• Rentals of municipal facilities

Primary Delivery 
Model

How the service is predominantly 
delivered, recognizing that a 
combination of delivery models may be 
used.

Own Resources – Municipal financial services are provided through the Municipality’s 
own resources. 
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Finance
Service Profile  

Expenditure Basis for Delivery Delivery Model Financial Information (2022 Budget)

Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement

FTEs

Administration Mandatory Own Resources $807,122 - $807,122 0.0

Administration 
Building Mandatory Own Resources $86,009 - $86,009 0.0

Total $893,131 - $893,131 0.0
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Municipal Clerk
Service Profile

Expenditures and Personnel

2022 
Budgeted 
Expenditures*

$893,131

FTE 1.0

Program

Corporate Services

Organizational Unit 

Municipal Clerk

Service Type

External and Internal

Service Overview

The Municipality’s Clerk Services fulfill the statutory 
requirements as outlined within the Municipal Act as well 
as the services necessary to support efficient and 
effective governance. This includes the preparation and 
distribution of meeting agendas and minutes and 
attendance in meetings to provide support for both 
Council and committees. Clerk Services is also 
responsible for the oversight of municipal elections every 
four years and oversees the Municipality’s Service 
Ontario service.
.

Service Value

The Clerks function is responsible for providing support to 
Council in the conducting of effective and efficient 
meetings in compliance with all related provincial 
legislation and by doing so, ensuring Council operates in 
an accountable and transparent manner.

Potential Performance Indicators

Potential performance indicators for Clerks may be to monitor the 
following: 

• compliance with provincial legislation including meeting 
requirements, municipal cemeteries, and records retention.

Below Standard At Standard Above Standard

Essential

Traditional

Other
Discretionary

Se
rv

ic
e 

ty
pe

Service level

Mandatory

Basis For Delivery

Mandatory – Section 228 of the Municipal Act requires all 
municipalities to appoint a clerk with the formal duties of 
the Clerk established within the legislation. 
. 

* - Budgeted expenditures are 
aggregated up to the total of 
all Administration costs
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Municipal Clerk
Service Profile  

Profile Component Definition

Direct Client A party that receives a service output 
and a service value

• Municipal Council
• Municipal employees
• Eligible voters and candidates every four years
• Residents of the Municipality

Indirect Client A set of parties that benefits from a 
service value without receiving the 
service output directly

• Residents who benefit from the Municipality’s administration

Service Output The output of a service that fulfills a 
client’s need

• Administrative support for Council
• Administrative support to other Municipal Departments
• Record of all Council meetings
• Records management
• Municipal Elections
• MFIPPA
• General inquiries
• Cemetery administration
• Municipal drainage
• Website/social media – external communications
• Administrative Monetary Penalty system (AMP)

Primary Delivery 
Model

How the service is predominantly 
delivered, recognizing that a 
combination of delivery models may be 
used.

Own Resources – The function of the Clerk is provided through the Municipality’s own 
resources. 
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Municipal Clerk
Service Profile  

Expenditure Basis for Delivery Delivery Model Financial Information (2022 Budget)

Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement

FTEs

Administration Mandatory Own Resources $807,122 - $807,122 0.0

Administration 
Building Mandatory Own Resources $86,009 - $86,009 0.0

Total $893,131 - $893,131 0.0
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Service Ontario
Service Profile

Expenditures and Personnel

2022 
Budgeted Net 
Expenditures

$29,953

FTE 0.0

Program

Corporate Services

Organizational Unit 

Service Ontario

Service Type

External

Service Overview

The Municipality operates a Service Ontario office on 
behalf of the Province of Ontario. The Service Ontario 
office in the Municipality is considered to provide limited 
services – only services relating to Vehicle / Driver 
Licensing and OHIP Cards.
.

Service Value

Service Ontario offices provide in-person service to 
Ontarians to access various governmental services. Potential Performance Indicators

Given the nature of the service, performance indicators 
associated with this service should align with provincial 
measurements for effectiveness and efficiency. 

Below Standard At Standard Above Standard

Essential

Traditional

Other
Discretionary

Se
rv

ic
e 

ty
pe

Service level

Mandatory

Basis For Delivery

Discretionary – The operation of a Service Ontario office 
is not typically provided by similarly sized municipalities.



131© 2023 KPMG LLP, an Ontario limited liability partnership and a member firm of the KPMG global organization of independent member firms affiliated with KPMG International Limited, a private English 
company limited by guarantee. All rights reserved.

Service Ontario 
Service Profile  

Profile Component Definition

Direct Client A party that receives a service output 
and a service value

• Residents of the Municipality requiring in-person access to the Service Ontario 
services provided for

Indirect Client A set of parties that benefits from a 
service value without receiving the 
service output directly

• The Province of Ontario 

Service Output The output of a service that fulfills a 
client’s need

• Driver and vehicle licensing
• OHIP cards

Primary Delivery 
Model

How the service is predominantly 
delivered, recognizing that a 
combination of delivery models may be 
used.

Own Resources– The Municipality provides the service on behalf of the Province of 
Ontario through the use of municipal resources.
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Service Ontario 
Service Profile  

Expenditure Basis for Delivery Delivery Model Financial Information (2022 Budget)

Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement

FTEs

Service Ontario Discretionary Own Resources $54,953 $25,000 $29,953 0.0

Total $54,953 $25,000 $29,953 0.0
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Municipal Cemetery
Service Profile

Expenditures and Personnel

2022 
Budgeted Net 
Expenditures

$34,748

FTE 0.0

Program

Corporate Services 

Organizational Unit 

Municipal Cemetery

Service Type

External

Service Overview

The Municipality’s cemetery operational services oversee 
the care and maintenance of one active municipal 
cemetery. By-law 2019-25 outlines the rules and 
regulations for the cemetery including seasonal burial 
services to its residents and provides for column burials. 

Service Value

The Municipality's cemetery operations provide residents 
with a variety of options by which residents can choose 
for their final resting place.. 

Potential Performance Indicators

The Municipality could potentially monitor the following indicators:

• frequency of grass maintenance; and

• compliance with provincial legislation and regulations 
associated with municipal cemeteries.

Below Standard At Standard Above Standard

Essential

Traditional

Other
Discretionary

Se
rv

ic
e 

ty
pe

Service level

Mandatory

Basis For Delivery

Traditional - The Funeral, Burial and Cremation Services 
Act, 2002 sets out the Municipality’s responsibilities with 
respect to cemeteries. 



134© 2023 KPMG LLP, an Ontario limited liability partnership and a member firm of the KPMG global organization of independent member firms affiliated with KPMG International Limited, a private English 
company limited by guarantee. All rights reserved.

Municipal Cemetery
Service Profile  

Profile Component Definition

Direct Client A party that receives a service output 
and a service value

• Anyone who accesses or accessed cemetery services
• Visitors to the cemetery

Indirect Client A set of parties that benefits from a 
service value without receiving the 
service output directly

• Not applicable

Service Output The output of a service that fulfills a 
client’s need

• Cemetery operations
• Care and maintenance

Primary Delivery 
Model

How the service is predominantly 
delivered, recognizing that a 
combination of delivery models may be 
used.

Own Resources – Cemetery operations are primarily delivered through the Municipality’s 
own resources. 
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Municipal Cemetery
Service Profile  

Expenditure Basis for Delivery Delivery Model Financial Information (2022 Budget)

Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement

FTEs

Cemetery Traditional Own Resources $44,738 $9,990 $34,748 0.0

Total $44,738 $9,990 $34,748 0.0
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Sudbury East Senior Transportation
Service Profile

Expenditures and Personnel

2022 
Budgeted Net 
Expenditures

$0

FTE 0.0

Program

Corporate Services

Organizational Unit 

Sudbury East Senior 
Transportation

Service Type

External

Service Overview

Through a shared service arrangement, the Municipality 
provides for senior transportation services for non-
emergency transportation to local and long-distance 
medical appointments and the service is provided on by-
appointment basis.
.

Service Value

Specialized transit provides transportation in order to help 
remove and prevent barriers that affect a person’s ability 
to gain and maintain employment, access health care, 
and pursue recreational, educational and social activities 
for themselves and their family. 

Potential Performance indicators

Given the nature of the service, the Municipality may want to 
consider the following performance indicators consistent with 
other specialized transit services:

• Operating cost per trip;

• Operating cost per hour; and

• Operating cost per kilometre.

Below Standard At Standard Above Standard

Essential

Traditional

Other
Discretionary

Se
rv

ic
e 

ty
pe

Service level

Mandatory

Basis For Delivery

Essential – The provision of specialized transit is a 
typical service offered by municipalities.. 
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Sudbury East Senior Transportation
Service Profile  

Profile Component Definition

Direct Client A party that receives a service output 
and a service value

• Residents of the Municipality requiring transportation for non-emergency medical 
appointments

Indirect Client A set of parties that benefits from a 
service value without receiving the 
service output directly

• The families that benefit from residents accessing the service

Service Output The output of a service that fulfills a 
client’s need

• Medical transportation services

Primary Delivery 
Model

How the service is predominantly 
delivered, recognizing that a 
combination of delivery models may be 
used.

Shared Service – The Municipality provides the service as part of a shared service 
agreement. 
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Sudbury East Senior Transportation
Service Profile  

Expenditure Basis for Delivery Delivery Model Financial Information (2022 Budget)

Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement

FTEs

Senior 
Transportation Traditional Shared Service $107,150 $107,150 - 0.0

Total $107,150 $107,150 - 0.0



Municipality of St.-Charles

Municipal Core Service and 
Organizational Review

Infrastructure Services –
Municipal Service Profiles
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Public Works
Service Profile

Expenditures and Personnel

2022 
Budgeted Net 
Expenditures

$919,600

FTE 5.0

Program

Infrastructure Services

Organizational Unit 

Public Works

Service Type

External

Service Overview

Public Works constructs and maintains municipal roads 
and bridges, which involves grading, repairing and 
improving road and bridge structures, maintaining signs, 
culverts, ditches and shoulders, snow clearing and 
sanding in the winter months and dust control and grading 
during the rest of the year. The Municipality maintains a 
road network comprised of 77.7 km of gravel, 0.7 km of 
HCB and 18.1 km of LCB.

Service Value

'The Public Works function contributes towards the overall 
delivery of public works functions, including transportation 
and environmental services in a manner that ensures 
public health and safety in the municipality. 

Potential Performance Indicators

The Municipality may want to monitor the following performance 
indicators:

• compliance with internal established service levels; and

• Compliance with the Provincial Minimum Maintenance 
Standards.

Below Standard At Standard Above Standard

Essential

Traditional

Other
Discretionary

Se
rv

ic
e 

ty
pe

Service level

Mandatory

Basis For Delivery

Mandatory – Section 44(1) of the Municipal Act 
establishes the Municipality's responsibility to keep 
highways or bridges under its jurisdiction “in a state of 
repair that is reasonable in the circumstances”.  Ontario 
Regulation 239/02: Minimum Maintenance Standards for 
Municipal Highways (which has been amended by Ontario 
Regulation 47/13) provides further clarification by 
establishing minimum maintenance standards for a range 
of road network maintenance activities.
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Public Works
Service Profile  

Profile Component Definition

Direct Client A party that receives a service output 
and a service value

• Users of the Municipality’s road network and associated infrastructure

Indirect Client A set of parties that benefits from a 
service value without receiving the 
service output directly

• Residents and other parties that benefit from effective transportation (e.g. individuals 
requiring land ambulance services)

Service Output The output of a service that fulfills a 
client’s need

• Winter road maintenance
• Summer road maintenance
• Roadside maintenance
• Bridge maintenance
• Fleet maintenance
• Building maintenance
• Road construction
• Municipal drainage
• Street lighting

Primary Delivery 
Model

How the service is predominantly 
delivered, recognizing that a 
combination of delivery models may be 
used.

Own Resources – The majority of the Municipality’s Public Works function is performed 
using the Municipality’s own resources. The Municipality does contract out elements of the 
service (brush cutting, calcium laying, drainage maintenance etc.)



142© 2023 KPMG LLP, an Ontario limited liability partnership and a member firm of the KPMG global organization of independent member firms affiliated with KPMG International Limited, a private English 
company limited by guarantee. All rights reserved.

Public Works
Service Profile  

Expenditure Basis for Delivery Delivery Model Financial Information (2022 Budget)

Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement

FTEs

Public Works Mandatory Own Resources $929,600 - $929,600 5.0

Drainage Mandatory Contracted Service $20,000 $10,000 $10,000 0.0

Total $929,620 $10,000 $919,600 5.0
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Solid Waste Management
Service Profile

Expenditures and Personnel

2022 
Budgeted Net 
Expenditures

$203,350

FTE 1.0

Program

Infrastructure Services

Organizational Unit 

Solid Waste Management

Service Type

External

Service Overview

Solid waste management services are provided through 
the use of a mix of own resources and third party service 
provider. The Municipality contracts out weekly curbside 
collection services and the operation of the municipal 
landfill site is done by the Municipality. The Municipality 
owns and operates one landfill site that operates on a 
seasonal schedule year round.

Service Value

Solid waste management contributes towards the 
environmental health of the Municipality by ensuring the 
effective disposal of residential and non-residential 
waste/garbage.

Potential Performance Indicators

The Municipality may want to establish and monitor a 
performance indicator that examines residential diversion rate.

Below Standard At Standard Above Standard

Essential

Traditional

Other
Discretionary

Se
rv

ic
e 

ty
pe

Service level

Mandatory

Basis For Delivery

Essential – The provision of effective solid waste 
management services is critical to ensuring the public 
health and safety of residents.  Under the Municipal Act, 
there is no requirement for municipalities to maintain solid 
waste management systems. Where municipalities 
choose to maintain these systems. the provisions of the 
related environmental compliance  and Provincial 
legislation, including but not limited to the Environmental 
Protection Act and Ontario Regulation 232/98: Landfilling 
Sites, dictate service level requirements for municipalities. 
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Solid Waste Management
Service Profile  

Profile Component Definition

Direct Client A party that receives a service output 
and a service value

• Residential households and local businesses who receive curbside garbage and 
recyclable collection services

• Residents who use the municipal landfill

Indirect Client A set of parties that benefits from a 
service value without receiving the 
service output directly

• Residents, non-resident sectors and visitors to the Municipality that benefit from 
effective solid waste services

Service Output The output of a service that fulfills a 
client’s need

• Household garbage and recycling collection
• Commercial garbage and recycling collection
• Landfill site operations

Primary Delivery 
Model

How the service is predominantly 
delivered, recognizing that a 
combination of delivery models may be 
used.

Blended – The Municipality makes use of a third party service provider for curbside waste 
collection services and operates the municipal landfill using municipal resources.
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Solid Waste Management
Service Profile  

Expenditure Basis for Delivery Delivery Model Financial Information (2022 Budget)

Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement

FTEs

Waste Essential Contracted Service $196,000 - $196,000 0.0

Blue Box Essential Contracted Service $3,500 $50 $3,450 0.0

Landfill Essential Contracted Service $36,400 $32,500 $3,900 1.0

Total $$235,900 $32,550 $203,350 1.0
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Wastewater
Service Profile

Expenditures and Personnel

2022 
Budgeted Net 
Expenditures

$45,000

FTE 0.0

Program

Infrastructure Services

Organizational Unit 

Wastewater

Service Type

External

Service Overview

Wastewater services are provided through the use of a 
third party service contract (operation of the wastewater 
infrastructure). Canadian Shield is the service provider.

Service Value

The provision of safe, reliable potable water services 
contributes to the health of the residents, the protection of 
property through fire suppression activities and economic 
activity by ensuring sufficient water supply for commercial, 
industrial and institutional customers. 

Potential Performance Indicators

The Municipality should monitor the key performance indicators 
and activity measures as prescribed by the Ministry of the 
Environment. 

Below Standard At Standard Above Standard

Essential

Traditional

Other
Discretionary

Se
rv

ic
e 

ty
pe

Service level

Mandatory

Basis For Delivery

Essential – Under the Municipal Act, there is no 
requirement for municipalities to maintain drinking water 
systems. Where municipalities choose to maintain a 
drinking water system, the provisions of the Safe Drinking 
Water Act, 2002, S.O. 2002, c.32 (‘SDWA’) and related 
regulations apply. The provision of effective wastewater 
management is critical to ensuring the public health and 
safety of residents.  Under the Municipal Act, there is no 
requirement for municipalities to maintain wastewater 
management systems.  Where municipalities choose to 
maintain these systems, Provincial legislation and 
regulation dictate service level and operational 
requirements for municipalities. 
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Wastewater
Service Profile  

Profile Component Definition

Direct Client A party that receives a service output 
and a service value

• Residential and Industrial, Commercial and Industrial ('ICI') customers
• Ministry of the Environment

Indirect Client A set of parties that benefits from a 
service value without receiving the 
service output directly

• Residents and organizations who benefit from access to wastewater management 
activities

Service Output The output of a service that fulfills a 
client’s need

• Distribution of potable water
• Water system maintenance
• Water servicing connections
• Distribution network repairs
• Emergency response to network requirements
• Contract administration

Primary Delivery 
Model

How the service is predominantly 
delivered, recognizing that a 
combination of delivery models may be 
used.

Contracted Service – Wastewater services are provided through a third party contract
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Wastewater
Service Profile  

Expenditure Basis for Delivery Delivery Model Financial Information (2022 Budget)

Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement

FTEs

Sewer Essential Contracted Service $149,569 $104,569 $45,000 0.0

Total $149,569 $104,569 $45,000 0.0



Municipality of St.-Charles

Municipal Core Service and 
Organizational Review

Protective Services – Municipal 
Service Profiles
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Police Services
Service Profile

Expenditures and Personnel

2022 
Budgeted Net 
Expenditures

$270,084

FTE 0.0

Program

Protective Services

Organizational Unit 

Police 

Service Type

External

Service Overview

The Municipality provides police services through a third 
party agreement with the Ontario Provincial Police 
(‘OPP’). The OPP provides the Municipality with the 
adequate and effective level police services as outlined 
within the Police Services Act and in accordance with the 
needs of the Municipality. 

Service Value

Police services contribute towards the safety of residents 
of the community through crime prevention, law 
enforcement, assistance to victims of crime, public order 
maintenance, education, and emergency response.

Potential Performance Indicators

Given the nature of the service, performance indicators 
associated with this service should align with provincial 
measurements for effectiveness and efficiency. 

Below Standard At Standard Above Standard

Essential

Traditional

Other
Discretionary

Se
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ty
pe

Service level

Mandatory

Basis For Delivery

Mandatory – Under Section 4 of the Police Services Act, 
“every municipality to which this subsection applies shall 
provide adequate and effective police services in 
accordance with its needs.”
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Police Services 
Service Profile  

Profile Component Definition

Direct Client A party that receives a service output 
and a service value

• Residents of and visitors to the Municipality

Indirect Client A set of parties that benefits from a 
service value without receiving the 
service output directly

• Residents of and visitors to the Municipality

Service Output The output of a service that fulfills a 
client’s need

• Police services

Primary Delivery 
Model

How the service is predominantly 
delivered, recognizing that a 
combination of delivery models may be 
used.

Contracted Service – Police services are provided by the Ontario Provincial Police
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Police Services 
Service Profile  

Expenditure Basis for Delivery Delivery Model Financial Information (2022 Budget)

Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement

FTEs

OPP Policing Fees Mandatory Contracted Service $270,084 - $270,084 0.0

Total $270,084 - $270,084 0.0
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Fire Services
Service Profile

Expenditures and Personnel

2022 
Budgeted Net 
Expenditures

$216,778

FTE 0.5

Program

Protective Services

Organizational Unit 

Fire

Service Type

External

Service Overview

The Fire Department is responsible for ensuring the 
health and safety of residents through the provision of 
programs and services focusing on three areas: 
education, prevention and suppression. 

Service Value

The St.- Charles Fire Department provides realistic fire 
prevention, education and protection for life and property.  
Through community involvement, continued education, 
innovation, aggressive and compliant leadership they 
protect citizens, property, and the environment from many 
hazards.

Potential Performance Indicators

Given the nature of the service, performance indicators 
associated with this service should align with provincial 
measurements for effectiveness and efficiency. 

Below Standard At Standard Above Standard

Essential

Traditional

Other
Discretionary

Se
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ic
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pe

Service level

Mandatory

Basis For Delivery

Mandatory – Section 2(1) of the Fire Prevention and 
Protection Act, 1997, S.O. 1997, c.4 (the ‘FPPA’) sets out 
that every municipality is required to establish a program 
in the municipality which must include public education 
with respect to fire safety and certain components of fire 
prevention  and provide such other fire protection services 
as it determines may be necessary in accordance with its 
needs and circumstances.
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Fire Services 
Service Profile  

Profile Component Definition

Direct Client A party that receives a service output 
and a service value

• Residents of the Municipality who receive fire services
• Property owners who are subject to fire inspections
• Third parties involved in fire and emergency service operations with the Municipality

Indirect Client A set of parties that benefits from a 
service value without receiving the 
service output directly

• Residents and visitors of the Municipality

Service Output The output of a service that fulfills a 
client’s need

• Fire incident response and operations
• Fire education and prevention

Primary Delivery 
Model

How the service is predominantly 
delivered, recognizing that a 
combination of delivery models may be 
used.

Own Resources – Municipal fire services are provided through the Municipality’s own 
resources. 
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Fire Services 
Service Profile  

Expenditure Basis for Delivery Delivery Model Financial Information (2022 Budget)

Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement

FTEs

Fire Department Mandatory Own Resources $218,278 $1,500 $216,778 0.5

Total $218,278 $1,500 $216,778 0.5
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Building and Bylaw Services
Service Profile

Expenditures and Personnel

2022 
Budgeted Net 
Expenditures

$16,795

FTE 1.5

Program

Protective Services

Organizational Unit 

Building and Bylaw

Service Type

External

Service Overview

Building Services provide an efficient system of building 
permit approvals which minimize hazards to persons and 
property by ensuring that all construction within the 
Municipality adheres to provincial and municipal 
regulations. This section issues building, plumbing, 
demolition, occupancy and other permits governed by the 
Ontario Building Code. 
The objective of municipal bylaw enforcement is to obtain 
compliance in accordance with the Municipality’s bylaws. 

Service Value

Through inspections, Building Services ensures that 
projects are designed and constructed in accordance with 
the terms and conditions of applicable municipal and 
legislative requirements. 
All citizens and visitors benefit from the enforcement of 
municipal bylaws as the result is the increased level of 
public safety, neighbourhood satisfaction, community 
pride, and overall positive impact on the quality of life.

Potential Performance Indicators

Through SEBBS, the Municipality may want to request that the 
following be monitored:

• the time from receipt of complete applications to approval, with 
a service level standard that indicates the percentage of 
applications to be approved within the established time 
frames; and

• the time from receipt of bylaw related matter (e.g. a complaint) 
to resolution, with a service level standard that indicates the 
percentage of complaints resolved within the established time 
frames.

Below Standard At Standard Above Standard

Essential

Traditional

Other
Discretionary

Se
rv

ic
e 

ty
pe

Service level

Mandatory

Basis For Delivery

Mandatory – Pursuant to Section 3.1 of the Building 
Code Act (‘BCA’), municipalities are mandated the 
responsibility to enforce the BCA and in doing so, are 
required to appoint a chief building officer and such 
inspectors under Section 3(2) of the BCA. 
Essential – Section 10 of the Municipal Act provides 
municipalities with the ability to pass bylaws with respect 
to several matters including the economic, social and 
environmental well being of the community. 

Building Services

Bylaw Services
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Building and Bylaw Services
Service Profile

Profile Component Definition

Direct Client A party that receives a service output 
and a service value

• Individuals or companies undertaking construction, renovation or other building-related 
projects that require permits

• Residents lodging complaints with respect to by-law non compliance
• Residents and visitors to the Municipality 

Indirect Client A set of parties that benefits from a 
service value without receiving the 
service output directly

• Individuals purchasing homes on the real estate market
• Development community
• Residents and visitors of the Municipality who benefit from by-law compliance

Service Output The output of a service that fulfills a 
client’s need

• Reviews of construction plans as part of the building permit issuance process
• Inspections during construction
• Final occupancy inspections
• By-law enforcement

Primary Delivery 
Model

How the service is predominantly 
delivered, recognizing that a 
combination of delivery models may be 
used.

Shared Service – Building and by-law services are provided by the Sudbury East Building 
and By-Law Services (‘SEBBS’) which is a shared service arrangement with the two other 
municipalities in Sudbury East (French River and Killarney)



158© 2023 KPMG LLP, an Ontario limited liability partnership and a member firm of the KPMG global organization of independent member firms affiliated with KPMG International Limited, a private English 
company limited by guarantee. All rights reserved.

Building and Bylaw Services
Service Profile

Expenditure Basis for Delivery Delivery Model Financial Information (2022 Budget)

Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement

FTEs

CBO Mandatory Shared Services $196,932
$208,681 1.5

By-law Essential Shared Services $28.544

Total $225,476 $208,681 $16,795 0.5
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Animal Control
Service Profile

Expenditures and Personnel

2022 
Budgeted Net 
Expenditures

$7,100

FTE 0.0

Program

Protective Services

Organizational Unit 

Animal Control

Service Type

External

Service Overview

The Municipality provides for animal control through a 
third party service provider. The Municipality administers 
the licensing and management of dogs in the community.

Service Value

Animal Services contributes towards the goal of 
establishing the community as a place where all pets 
have a caring, respectful and responsible home.

Potential Performance Indicators

The Municipality may want to monitor the time from receipt of 
animal control related matter (e.g.a complaint) to resolution, with 
a service level standard that indicates the percentage of 
complaints resolved within the established time frames.

Below Standard At Standard Above Standard

Essential

Traditional

Other
Discretionary

Se
rv

ic
e 

ty
pe

Service level

Mandatory

Basis For Delivery

Essential – Animal control is viewed as addressing public 
health and safety by managing animal populations in the 
community.  
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Animal Control
Service Profile

Profile Component Definition

Direct Client A party that receives a service output 
and a service value

• Owners of dogs in the community
• Residents affected by nuisance animals

Indirect Client A set of parties that benefits from a 
service value without receiving the 
service output directly

• Residents of the community who benefit from effective animal control measures

Service Output The output of a service that fulfills a 
client’s need

• Dog licensing
• Animal control

Primary Delivery 
Model

How the service is predominantly 
delivered, recognizing that a 
combination of delivery models may be 
used.

Contracted Service – The Municipality provides animal control services through the use 
of a third party service provider.
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Animal Control
Service Profile

Expenditure Basis for Delivery Delivery Model Financial Information (2022 Budget)

Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement

FTEs

Animal Control Essential Contracted Service $7,300 $200 $7,100 0.0

Total $7,300 $200 $7,100 0.0



Municipality of St.-Charles

Municipal Core Service and 
Organizational Review

Planning and Development 
Services – Municipal Service 
Profiles
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Land Use Planning
Service Profile

Expenditures and Personnel

2022 
Budgeted Net 
Expenditures

$32,823

FTE 0.0

Program

Planning and Development

Organizational Unit 

Land Use Planning

Service Type

External

Service Overview

Planning involves the general design of the municipality 
through the land use planning process. Land use planning 
enables the municipality to establish goals and objectives 
for growth and development.  The Municipality receives 
land use planning services through the Sudbury East 
Planning Board.

Service Value

Planning and Development Services promotes strategic 
growth and policy through land use planning. Through this 
process, the interests and objectives of individual property 
owners are balanced with the interests and objectives of 
the Municipality in alignment with the Provincial Policy 
Statement.

Potential Performance Indicators

Through the Sudbury East Planning Board, the Municipality may 
want to request that the Planning Board monitor the following:

• The time from receipt of completed application to approval, 
with a service level standard that indicates the percentage of 
applications to be approved within the established time frame 
(e.g. 90% of Official Plan Amendment applications to be 
completed within xx days)

Below Standard At Standard Above Standard

Essential

Traditional

Other
Discretionary

Se
rv

ic
e 

ty
pe

Service level

Mandatory

Basis For Delivery

Mandatory – The Planning Act establishes the 
responsibility for municipalities to make local planning 
decisions that will determine the future of their community.  
The Planning Act also requires municipalities to ensure 
planning decisions and planning documents are 
consistent with the Provincial Policy Statement.
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Land Use Planning
Service Profile

Profile Component Definition

Direct Client A party that receives a service output 
and a service value

• Residents and/or members of the development community
• Municipal departments affected by planning issues

Indirect Client A set of parties that benefits from a 
service value without receiving the 
service output directly

• Residents of the Municipality who benefit from a comprehensive and planned approach
to growth in the community

Service Output The output of a service that fulfills a 
client’s need

• Management of applications under the Planning Act
• Clarifications regarding land use designations or policies in the Official Plan
• Clarifications regarding zone categories and provisions in the Zoning By-Law

Primary Delivery 
Model

How the service is predominantly 
delivered, recognizing that a 
combination of delivery models may be 
used.

Shared Service – The Municipality provides for land use planning services through the 
Sudbury East Planning Board.
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Land Use Planning
Service Profile

Expenditure Basis for Delivery Delivery Model Financial Information (2022 Budget)

Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement

FTEs

Land Use Planning Mandatory Shared Service $32,823 - $32,823 0.0

Total $32,823 - $32,823 0.0



Municipality of St.-Charles

Municipal Core Service and 
Organizational Review

Recreation and Community 
Services – Municipal Service 
Profiles
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Recreational and Community Facilities 
Service Profile

Expenditures and Personnel

2022 
Budgeted Net 
Expenditures

$282,301

FTE 1.0

Program

Recreational and Community 
Services

Organizational Unit 

Recreational and Community 
Facilities

Service Type

External

Service Overview

The Municipality provides a variety of recreation and 
cultural services. Those services are delivered through 
various mechanisms including a number of recreational 
and community facilities. The Municipality operates a 
municipal arena (did not operate during the COVID-19 
pandemic), a community centre, a wellness centre, a 
fitness centre, and two parks for the public’s use.

Service Value

Community facilities provide accessible, inclusive,  
welcoming, quality spaces for community recreational 
programming, activities, rentals/events and 
neighbourhood gatherings.

Potential Performance Indicators

The Municipality may want to monitor the following:

• the level of cost recovery associated with all recreational and
community facilities; and

• Number of users and utilization of all recreational and
community facilities.

Below Standard At Standard Above Standard

Essential

Traditional

Other
Discretionary

Se
rv

ic
e 

ty
pe

Service level

Mandatory

Basis For Delivery

Traditional – The provision of recreational and cultural 
services are typical services offered by municipalities.
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Recreational and Community Facilities
Service Profile

Profile Component Definition

Direct Client A party that receives a service output 
and a service value

• Residents and visitors of the Municipality who access community facilities
• Residents and visitors  who participate in community events and programs

Indirect Client A set of parties that benefits from a 
service value without receiving the 
service output directly

• Residents and visitors

Service Output The output of a service that fulfills a 
client’s need

• Access to recreational facilities
• Facility maintenance (indoor and outdoor)

Primary Delivery 
Model

How the service is predominantly 
delivered, recognizing that a 
combination of delivery models may be 
used.

Own Resources – The Municipality provides for recreational and community facilities 
through the use of municipal resources. 
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Recreational and Community Facilities
Service Profile

Expenditure Basis for Delivery Delivery Model Financial Information (2022 Budget)

Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement

FTEs

Wellness Centre Traditional Own Resources $148,275 $112,749 $35,526 0.0

Arena Traditional Own Resources $187,504* $2,300 $185,204 0.0

Parks Traditional Own Resources $27,279 $140 $27,139 0.0

Community Centre Traditional Own Resources $27,791 $500 $27,291 1.0

Fitness Centre Traditional Own Resources $7,391 $250 $7,141 0.0

Total $398,240 $115,939 $282,301 1.0

* - Arena operating costs for 2022 are based on 6 months of operation
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Library Services
Service Profile

Expenditures and Personnel

2022 
Budgeted Net 
Expenditures

$59,090

FTE 0.0

Program

Recreational and Community 
Services

Organizational Unit 

Library Services

Service Type

External

Service Overview

Public library services are provided by the St.-Charles 
Public Library. The library is open six days a week to the 
public. The public library provides traditional library 
services including access to physical resources, access to 
internet based services and community programming for 
all ages. 

Service Value

Public libraries offer an environment and space for 
residents to gather or pursue their interests and goals and 
offers programs and spaces for cultural activities as well 
as learning and personal development

Potential Performance Indicators

Given the nature of the service, performance indicators 
associated with this service should align with provincial 
measurements for effectiveness and efficiency. 

Below Standard At Standard Above Standard

Essential

Traditional

Other
Discretionary

Se
rv

ic
e 

ty
pe

Service level

Mandatory

Basis For Delivery

Traditional – The Public Libraries Act does not require a 
municipality to establish public library but many small 
municipalities do so.
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Library Services
Service Profile

Profile Component Definition

Direct Client A party that receives a service output 
and a service value

• Residents and visitors of the Municipality who access library services

Indirect Client A set of parties that benefits from a 
service value without receiving the 
service output directly

• 'Residents and visitors

Service Output The output of a service that fulfills a 
client’s need

• Library operations
• Provision of programming
• Internet and computer access

Primary Delivery 
Model

How the service is predominantly 
delivered, recognizing that a 
combination of delivery models may be 
used.

Own Resources – The Municipality provides for library services through the St.-Charles 
Public Library.
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Library Services
Service Profile

Expenditure Basis for Delivery Delivery Model Financial Information (2022 Budget)

Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement

FTEs

Library Traditional Own Resources $3,000 - $3,000 0.0

Municipal 
Contributions Traditional Own Resources $56,090 - $56,090 0.0

Total $59,090 - $59,090 0.0



Municipality of St.-Charles

Municipal Core Service and 
Organizational Review

Appendix C – Implementation 
Tools
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Sample Prioritization Scorecard

Criteria Description Scoring Range

Low High

Financial Benefits What would the impact of this opportunity be to the Municipality’s in terms of cost savings, revenue gains 
and capacity increases?  

• Minimal impact 0
• Incremental impact of less than $25,000 +5
• Incremental impact of $25,000 to $49,999 +15
• Incremental impact of $50,000 to $99,999 +35
• Incremental impact of more than $100,000 +70

0 +70

Public Impact How would the public be impacted by this opportunity?  Would this opportunity enhance or reduce public 
health and safety and quality of life?  Does this opportunity benefit or adversely impact vulnerable segments 
of the community? 

• Significant positive public impact could be expected for multiple and/or vulnerable constituent groups
+40

• Positive public impact could be expected for some constituent groups +20
• Minimal public impact 0
• Adverse public impact expected for some constituent groups -20
• Significant adverse public response expected for multiple and/or vulnerable constituent groups -40

-40 +40

Customer Service Does this opportunity allow the Municipality to better respond to the needs of its customers?

• Significant enhancement in customer service, addresses major customer need(s) +10
• Some contribution to enhanced customer service, addresses secondary customer need(s) +5
• No impact on customer service (positive or negative) 0
• Opportunity will result in some deterioration in customer service -5
• Opportunity will have a major negative impact on customer service (timeliness, access) -10

-10 +10



175
© 2023 KPMG LLP, an Ontario limited liability partnership and a member firm of the KPMG global organization of independent member firms affiliated with KPMG International Limited, a private 
English company limited by guarantee. All rights reserved.
© 2021 KPMG LLP, an Ontario limited liability partnership and a member firm of the KPMG global organization of independent member firms affiliated with KPMG International Limited, a private 
English company limited by guarantee. All rights reserved.

Sample Prioritization Scorecard

Criteria Description Scoring Range

Low High

Time to Implement In what approximate time frame could this idea be feasibly implemented?

• Early to mid 2023 +5
• Before end of 2023 +3
• Before end of 2024 0
• 2024 and subsequent years -5

-5 +5

Consistency With 
Best/Common 
Practices

Is the opportunity consistent with best/common practices for similar-sized municipalities?
• Consistent with best/common practices +5
• Unknown 0
• Inconsistent with best/common practices -5

-5 +5

Effort and Cost to 
Implement

How much effort, primarily in terms of cost, will be required to implement this opportunity?  What are the 
ongoing costs to maintain this opportunity?

• Minimal implementation costs 0
• Implementation costs less than 50% of expected levy impact -4
• Implementation costs of 50% to 100% of expected levy impact -7
• Implementation costs in excess of 100% of expected levy impact -10

-10 0

Regulatory 
Compliance

Will the opportunity result in the Municipality being non-compliant with respect to Provincial or Federal 
legislation or regulation?

• No potential challenges with respect to non-compliance with legislation or regulation 0
• Potential challenges with respect to immaterial non-compliance with legislation or regulation -5

-5 0
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Potential Implementation Tracking Sheet

Opportunity

Implementation strategy Timeframe Responsibility One-time Cost Annual Cost

• Work step #1

• Work step #2

• Work step #3

• Work step #4

• Work step #5

• Work step #6

Considerations Response 

Impact on staffing levels/labour 
relations

Y/N

Community relations Y/N .

Service levels Y/N

Contractual obligations Y/N
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