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Memorandum 

TO: Members of Council 

FROM: Ms. D. Earle, Deputy City Clerk 

DATE: Thursday, June 18, 2020 

SUBJECT: Additional Information  
 Committee of the Whole – June 22, 2020 
 
 
COMMITTEE OF THE WHOLE 
 
Additional Information 
 

1. Report No. R 79/2020 (City Manager’s Office) - City of Thunder Bay Program and 
Service Review – Phase Two – Final Report. 
 
Memorandum from Mr. N. Gale, City Manager, dated June 11, 2020 requesting the 
opportunity for Grant Thornton to present its Phase Two Final Report on the Program and 
Services Review. 
 
Attachment A – City Program and Service Review, Phase Two Final Report, Grant 
Thornton, June 11, 2020. 
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DEPARTMENT/ 
DIVISION 

City Manager's Office - Office of 
the City Clerk 

REPORT NO. R 79/2020 

 
DATE PREPARED 

 
06/11/2020 

 
FILE NO. 

 
 

 
MEETING DATE 

 
06/22/2020 (mm/dd/yyyy) 

 
SUBJECT 

 
City of Thunder Bay Program and Service Review – Phase Two – Final 
Report 

 
RECOMMENDATION 
 
With respect to Report No. R 79/2020 (City Manager’s Office) we recommend that the Grant 
Thornton Phase Two Final Report (Attachment A) on the City Program and Service Review be 
received; 
 
AND THAT the Report be published to the Get Involved section of the City’s website; 
 
AND THAT any necessary by-laws be presented to City Council for ratification. 
 
 
LINK TO STRATEGIC PLAN  
 
The Strategic Plan for 2019-2022 includes a strategic priority related to a Program and Service 
Review in response to Council’s desire for Council and the public to better understand the 
operations and services provided by the City. 
 
 
EXECUTIVE SUMMARY 
 
Grant Thornton will present the results of its Phase Two Final Report on the City Program and 
Service Review at Committee of the Whole on June 22, 2020. Report No. R 79/2020 (City 
Manager’s Office) along with Attachment A City Program and Service Review, represents the 
Final Report. 
 
 
DISCUSSION 
 
Grant Thornton was selected to provide professional consulting services (Request for Proposal 
34/2019) for a City Program and Services Review in two phases. 
 
Phase One of the review, as well as reviewing at a high level all 146 programs and services, 
recommended key areas to review in Phase Two.  
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Grant Thornton has provided the Final Report representing its in-depth review of the key areas 
with analysis of viable models and options. 
 
 
CONSULTATION 
 
Grant Thornton’s engagement process included surveys in both phases, public open houses at 
City Hall in Phase One, and information and updates on the Get Involved section of the City’s 
website (www.thunderbay.ca/getinvolved) in both phases. 
 
 
FINANCIAL IMPLICATION 
 
The cost of the Program and Service Review was $256,536 and submission was made to the 
Ministry of Municipal Affairs and Housing Audit and Accountability Fund to seek 
reimbursement of eligible costs from the Province for municipal reviews. A total of $230,314 
was received on April 6, 2020, under the Fund. 
 
 
CONCLUSION 
 
It is concluded that Grant Thornton’s Phase Two Final Report (Attachment A) be received at the 
June 22, 2020 Committee of the Whole meeting and distributed to the public for information.   
 
 
BACKGROUND 
 
On June 24, 2019, a resolution was passed at Committee of the Whole to award RFP 34/2019 – 
Professional Consulting Services: City Program and Services Review to Grant Thornton LLP, at 
a cost of $256,536 plus HST. 
 
On March 11, 2019 a motion was passed at Committee of the Whole and ratified by City Council 
that directed the City Manager to report back with options for various scopes on a proposed 
organizational review. 
 
On January 14, 2019 Committee of the Whole received a City Services Profile to assist City 
Council in decision-making on the 2019 and as a first phase to discussion about the type of 
program review Council may select. 
 
On December 2, 2019, Committee of the Whole received Corporate Report No. R. 181/2019 
providing the Grant Thornton Phase One Report as a First Report. That Corporate Report was 
presented for consideration at Committee of the Whole on December 16, 2019, and Grant 
Thornton was directed to proceed with the Phase Two review as outlined in the Interim Report. 
 
The last detailed Core Services Review conducted by the Corporation was undertaken in 1999 in 
response to financial challenges created by reductions in Provincial transfers. The consulting 

http://www.thunderbay.ca/getinvolved
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services for that review were provided internally by the former Management Studies section, 
which is no longer in place. 
 
 
REFERENCE MATERIAL ATTACHED: 
 
Attachment A – City Program and Service Review, Phase Two Final Report, Grant Thornton, 
June 11, 2020 (Distributed Separately) 
 
 
PREPARED BY:  NORM GALE, CITY MANAGER 
 
THIS REPORT SIGNED AND VERIFIED BY: 
(NAME OF GENERAL MANAGER) 
 
Norm Gale, City Manager 
 
 

DATE: 
 
 
June 11, 2020 

 
 



 
 

 
 Office of the City Manager 
 Fax: 623-1164 
 Telephone: 625-2224 

 

 

Memorandum 

TO: Ms. K. Power, City Clerk   
 
FROM: Mr. N. Gale, City Manager     
 
DATE: June 11, 2020  
 
SUBJECT: R 79/2020 (City Manager’s Office) City of Thunder Bay Program and Services 

Review – Phase Two Final Report, Committee of the Whole – June 22, 2020    
 
 
We request the opportunity for Grant Thornton to present its Phase Two Final Report on the 
Program and Services Review at Committee of the Whole on June 22, 2020. 
 
The Presentation will be as follows: 
 

- City Manager Norm Gale will introduce the presentation and be available for questions of 
Administration together with Linda Evans, General Manager – Corporate Services & Long 
Term Care, the City’s Project Manager for the review 

 
Grant Thornton’s presenters are as follows: 
 

- Sanjay Desai, Partner, Advisory National Leader Business Consulting, Grant Thornton 
LLP 

- Anthea Pinto | Manager, Business Consulting, Grant Thornton LLP 
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Authorship 

This is the Final Report prepared by Grant Thornton LLP (Grant Thornton) for The City of Thunder Bay (referred to as the City or 
COTB throughout) Program and Services Review. This report is based on information and documentation that was made 
available to Grant Thornton as well as information obtained from third party sources prior to the time of drafting the report. Much 
of the information was gathered from internal interviews and documents provided by City admin and staff as well as secondary 
research. The Final Report is built upon the findings of the Phase One Interim Report 

Grant Thornton assumes no responsibility and makes no representations with respect to the accuracy or completeness of any 
information provided to us. We are not guarantors of the information which we have relied upon in preparing the report, and 
except as stated, we have not attempted to verify any of the underlying information or data contained in this report. It is 
understood and agreed that all decisions in connection with the information as presented in this report shall be the responsibility 
of and be made by the City.  

This report was prepared for the City as part of the consulting engagement that was awarded to Grant Thornton based on its 
response to City of Thunder Bay’s RFP 34/2019 Professional Consulting Services: City Program & Services Review. This report 
is not to be used for any other purpose, and we specifically disclaim any responsibility for losses or damages incurred through 
use of this report for a purpose other than as described. 
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Document Purpose 

The purpose of this Final Report is to provide a deep-dive analysis and recommendations of the 12 divisions shortlisted in the 
Phase One Report as well as a review of the City’s organizational structure and strategic plan. The key purpose of this report is to 
provide further insight for the City to understand areas for improvement such as areas of cost reduction and process efficiency 
and how to prioritize various activities through strategic planning and performance measurements. An illustration of the project 
approach is below: 

Phase 1a Phase 1b Phase 1c Phase 1d Phase 2 

 
The review for Phase Two involves the deep-dive analysis of the following divisions 

Departments Divisions 

City Manager's Office 
Human Resources 

Corporate Services & Long-Term Care 

Corporate Information Technology (CIT) 

Homes for the aged 

Community Services 

Child Care 

Fleet and Facilities Services 

Recreation & Culture 

Infrastructure & Operations tax 

Parks 

Roads 

Solid Waste Collection 

Infrastructure & Operations rate 
Waterworks and Wastewater 

Mayor & Council 
Sister cities 

General Corporate Expenditures 

General Human Resources  
(honorariums to retirees, long service awards and retirees’ banquet) 

Project 
Mobilization 

Current State 
Assessment 
Analysis 

External 
Benchmarking 

   Program and 
Services Analysis 
& Phase One 
Interim Report 

    Phase 2:  Final 
Report & 
Presentation 
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Preamble 

This Phase Two report is produced in unprecedented times. The COVID-19 pandemic has led to a virtual halt of vast areas of commerce 
with global lockdown measures impairing revenue in broad areas of the private and public sector. 
In April 2020, StatsCan conducted a study and found that 80% of Canadian businesses reported impaired revenue as a medium to high 
issue with 50% of Canadian businesses reporting revenue impairment of 20% or greater while 30% of Canadian businesses reported 
revenue impairment of 40% or greater. Moreover, 45% of Canadian businesses reported in said research that they were considering 
reducing their workforce. 
During the COVID-19 crisis, municipal services such as waste management, emergency response services, care services and road 
repair have become even more vital. However, liquidity has suffered due to both revenue declines and payment deferrals due to 
lockdown measures. Areas impacted include reduced use of public transit, loss of parking fees, loss of various types of user fees and 
deferred or threat of non-payment of property taxes. 
Typically, 80% of money collected by municipalities is used to fund services, operations and maintenance– the vital services needed in 
the COVID-19 era. Major Canadian cities have publicly acknowledged the loss and fear of further losses: 

• City of Vancouver has announced it’s getting ready for a loss of $189M for 2020. 
 

• Calgary has reported losses of $15M a week. 
 

• Toronto is facing a hit of close to $65M a week. 
 

• Edmonton thinks it could lose up to $112M by December 
 

• City of Ottawa thinks it could lose up to $273M by December. 
These are the large cities, with large bases of revenue and deeper pockets. The challenge is equally grave or greater for smaller 
communities like Thunder Bay. 
Canadians have been laid-off at massive, unprecedented levels. To cope, the Canadian government has been working with all the major 
banks and has launched huge relief efforts. However, in order to do so, the Canadian government has borrowed more money in the 
history of Canada with the exception of World War II. 
The above data indicates a massive economic down-turn that will take time to recover from. Canadian communities will have to work 
together with both the public and private sector to address this recovery. All around, people and organizations will have to make difficult 
decisions on where to spend time and money and how to do it as efficiently as possible. These decisions will require leadership, setting 
aside politics or personal agendas and using facts, data and financial prudence. 
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In the public sector, these financial concerns must be balanced against being able to continue to offer vital services and maintain 
infrastructure that supports citizens including vulnerable groups in the community  
Accordingly, in the analysis provided herein, the report findings and recommendations are through a lens that would support: 

i) Vital services operations 
ii) Productivity and efficiency 
iii) Enable prudent fiscal management 
iv) Balance the interests of public health and needs of members of the community with financial challenges 

Considering the anticipated global challenge to recover from the economic consequences of the COVID-19 pandemic, future-thinking will 
require fiscal prudence, vital services excellence and sensitivity for social needs. 
 

Summary of Recommendations 

Based on the analysis conducted in Phase Two, there were 45 recommendations identified. These recommendations were categorized 
into four buckets: 

1. Cost Reduction 
2. Process Efficiency  
3. Alternative Delivery Model 
4. For Further Review 

 
In order to assist with the prioritization of recommendations, the top recommendations for cost reduction and process efficiency were 
identified based on the level of impact and the level of difficulty. It must be noted that our top recommendation is:  
To update the strategic plan to outline clear goals and performance metrics. The plan should also include internal strategies 
(e.g., to include human resources and information technology functions). 
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Top 5 Cost Saving Recommendations 

 
Top 5 Process Efficiency Recommendations

 

Legend  

#4 Reduce fleet collision occurrence 

#7 Sell or close underutilized rec & culture facilities 

#10 Consider closing and divesting the Conservatory 

#12 Consider moving to automated water meter readers to gain operational and   
financial efficiency 

#13 Dissolve the Sisters Cities Committee and reduce expenditure 

 

 

Legend  

#16 Develop a comprehensive digital strategy that is connected to the overall 
City strategic plan and its objectives 

#19 Increase Human Resources department involvement in the recruitment 
process to redirect frontline supervisor time to service delivery 

#24 Develop a strategic masterplan for all facilities 

#26 Develop clear process with regards to fleet acquisition including defining 
criteria for fleet purchases 

#35 Improve communication with public about roads.  
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Implementation considerations 

 
As identified in the Phase One report, effective implementation of recommendations is vital to executing change. Three areas that 
together lead to successful execution are formal processes for: 

1. Change management – Central to the change will be championship from senior leadership. Establishing administrative steering 
committees is a consistent recommendation for implementing recommendations. The same would be required for the strategic 
recommendations. An administrative steering committee supported and guided by, a project management office or project/change 
manager, properly resourced and with clearly defined authority and responsibility for outcomes will contribute significantly to 
success. 

2. Project management –The City should consider instituting a Project Management Office (PMO) tasked with facilitating effective 
strategic execution across all areas of the City. A PMO office will allow for focus and management of the processes, tools, and 
activities needed to complete a project change activity. Moreover, departments can be held accountable for processes leading to 
more effective communication and control; 

3. Controls – Controls can include initiatives such as managing timelines, quality and budget. These inputs manage the risk of failing 
on a project and can improve decision processes to manage scope/timelines/budgets for projects that tie to vision/goals/intents. 

Finally, the most effective control in any change management undertaking is an excellent communication protocol. This protocol is driven 
by the stakeholder map and the milestones established by the steering committee. Defining what needs to be communicated and to 
whom, how frequently to seek feedback, and the communication periods and milestones, drive accountability and buy-in and reduce 
implementation risk. 
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Background- COVID-19 

At the time of this report creation, there was an outbreak of COVID-19, global pandemic that continues to affect all communities in 
Canada. The City of Thunder Bay is no exception. The pandemic has led to numerous changes to municipal functions, business 
operations and people’s personal lives through social distancing, working from home and unemployment due to business closures.  
The impacts of COVID-19 will be felt in the short term but also in the long term as Canadians adjust to a new norm. These impacts have 
corresponding effects on the recommendations in this report.  
Notably with COVID-19, we would caveat that along with the recommendations, now is a good to time address areas where there is 
opportunity to create self-service capability for the public with automation or rationalize use of administrative space. 
Where possible, Grant Thornton attempted to capture the impacts of COVID-19 on implementation considerations for each 
recommendation. The specific recommendations, level of difficulty and time frame in this report may be prioritized differently given the 
City’s priorities to first address the needs created by COVID-19.  
 

Recommendations 

The recommendations are organized into four categories: 

• Cost reduction 
• Process efficiency 
• Alternative delivery model options 
• For further review 

For each recommendation, the following information is provided where applicable: 

• Financial impact: Outlines cost savings or expenditures where estimations could be made.  
• Anticipated level of difficulty (E/M/H): Indicates the level of effort required to implement the recommendation – easy, medium and 

hard.  
• Time (S/M/L): Indicates timeline for implementation where short term <1-year, medium term 1-3 years and long term is 3+ years 
• Implementation considerations: considers the resources, timeline and processes required to implement recommendations. It also 

outlines current work being done by the City to address certain areas. 
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Cost Reduction Recommendations  

No. Division Recommendations 

Annual Financial 
Impact ($)  

(unless otherwise 
stated) 

Anticipate
d level of 
difficulty 
(E/M/H) 

Time 
(S/M/L) 

Implementation 
Considerations 

1 Child Care Consider discontinuing City involvement of 
the Private Child Care Program. - M L 

This should be done in a phased approach.  Given this may 
be a sensitive topic and that COVID-19 creates abnormal 
conditions, we particularly emphasize this is not something 
to tackle in the short-term.  

2 

Homes for the 
Aged- Jasper 

Place 
Supportive 

Housing 

A business case should be developed to 
implement an alternative model of care 
(following a model of care and compassion as 
opposed to treating by diagnosis) for Jasper 
Place Supportive Housing Program with an 
outline of investment required, qualitative 
impact for service delivery (for both residents 
and staff) and savings that could be realized. 

- H M 

The alternative model of care has proved to have a positive 
impact on both residents and staff. In the interim of the 
business case, we recommend finding opportunities to 
improve staff morale by providing recognition, incentives 
and create a positive work culture which can be supported 
by Human Resources. 

3 
Asset 

Management- 
Fleet 

Encourage proper maintenance of fleet by 
other divisions. 

Estimated Savings: 
Range from 20-
100K 

M M 

Clear policies and follow up of fleet maintenance are 
needed. Technology should be used to track who used 
which vehicle and what is needed to properly care for 
vehicles.   

4 
Asset 

Management- 
Fleet 

Reduce collision occurrence through 
encouraging more responsible use of fleet 
(proper training, communication of best 
practices for operating fleet, etc.). 

Estimated Savings: 
116,900 (assuming 
50% of collisions 
can be avoided) 
Savings include 
fleet repair, claims 
costs and vehicle 
premiums 

M M 
Collision management is important for risk management. 
Insurance costs are impacted by a high collision rate. Work 
and progress have been made in this area by the City. 



 

14 
 

No. Division Recommendations 

Annual Financial 
Impact ($)  

unless otherwise 
stated 

Anticipate
d level of 
difficulty 
(E/M/H) 

Time 
(S/M/L) 

Implementation 
Considerations 

5 
Asset 

management- 
Facilities 

Determine if there is opportunity to reduce the 
cost of the highest cost non-revenue 
generating facilities even though they are 
core facilities for the City: 
• Water pollution and control plant: $6.4M 
• Bare Point water treatment plant: $2.8M 
• Mountdale transit yard: $685K 
• Balmoral police station: $578K 
• City Hall: $481K 

Estimated Savings 
Range: TBD M M 

Though these are core facilities that are necessary to 
operate, there could be opportunity to reduce costs. A 
technology assessment might be useful to see if less 
expensive automated processes can be applied by 
leveraging technology and online platforms. Due to COVID-
19, HVAC costs may increase given additional need for air 
circulation. This will impact many facilities.  

6 
Asset 

management- 
Facilities 

Facilities that can be candidates for cost 
reduction: 
• Archives: Costs $102K/annually- may 

be an opportunity to review data storage 
requirements to reduce the need to 
physically store data.  

• Victoriaville mall/Victoriaville Civic 
Centre: Both Costs $581K/annually- 
Out of scope but there is currently a 
review underway to determine if the mall 
should be kept, demolished or 
repurposed.  

• Baggage building Costs $92K/annually- 
can the purpose of the building be further 
expanded to an art hub or be used as a 
creative space etc. to increase utilization. 

• Pagoda building: Costs $34K/annually- 
potential to expand its purpose, build on 
it being a tourist landmark etc. or re-
purposed for something in the winter. 

Estimated Savings 
Range: TBD H L 

• There are multiple opportunities in this area that could 
be seized upon in the short term due to COVID-19.  

• The Archive facility could be consolidated with other 
administrative needs (dependent on the current state 
of the facility). 

• The Baggage Building could be used as space for 
recreational groups for meetings or public gatherings. 
There are currently changes happening in the 
Baggage Building such as the retirement of the gift 
shop operator. City staff are consulting with this 
operator and others to discuss potential alternative 
uses of the current ‘gift shop’ space to address the 
needs of artists and the community.    

 

7 Rec & Culture 

Sell or close underutilized facilities. These 
include: 
• Sell Port Arthur Stadium 
• Sell Jumbo Gardens Community Centre 
• End lease with Vale Community Centre 
• Close and potentially repurpose 

Boulevard Lake Beach 

Examples of net 
costs saved from 
facility closures: 
• Port Arthur 

Stadium: 
113,047 

• Jumbo 
Gardens: 
30,182  

• Vale Centre: 
43,782 

H M 

• Programming offered through these facilities should be 
moved to other neighbouring facilities to ensure 
programming for citizens is still being offered. 
Alternative options need to be provided to 
organizations using these facilities for meeting spaces 

• Other facilities on Boulevard Lake Beach would need 
to be closed if the beach is closed. E.g., washrooms 

• Opportunity to expand programming offered in the 
Kinsmen Centre (as it is opposite the Vale CC). 

• As revenues are depressed with COVID-19, now is a 
good time to close or sell facilities. 
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No. Division Recommendations 

Annual Financial 
Impact ($)  

unless otherwise 
stated 

Anticipated 
level of 

difficulty 
(E/M/H) 

Time 
(S/M/L) 

Implementation 
Considerations 

8 
Rec & 

Culture and 
Parks 

Given the Council’s priorities of reducing costs and 
current performance of the following facilities, we 
recommend: 
• Reviewing utilization rates and profitability of 

areas within the Canada Games Complex 
(CGC) and reduce service delivery in 
underutilized areas of the complex. 

• Reduce hours of operation of Muskeg Express 
to reduce loss.  

• Close underutilized areas of Chippewa. There 
may be opportunity to naturalize park land to 
reduce maintenance costs (which is a major 
driver of costs).  

Estimated Savings 
Range: TBD M L 

• During COVID-19, reduced hours might already be 
implemented. 

• Reducing service delivery could be through reduced 
hours of operation or eliminating underutilized areas 
in the facilities.  

• Large facilities like CGC or Chippewa need a deeper 
review of various services provided at these 
facilities, the number of visitors and the fees 
collected to see if changes in certain areas can be 
made that could reduce overall costs. 

9 Parks 

Thunder Bay has a large number of outdoor rinks 
compared to other municipalities. There is 
opportunity to reduce number of skating rinks by at 
least 21% or 8 skating rinks. 

Estimated Savings: 
Will depend on 
which skating rinks 
would be closed  

M M 

Cost savings will depend on type of rink (supervised vs. 
unsupervised) and utilization of rinks. The City should 
consider areas that have many skating rinks in the same 
neighbourhood so ice activities are still accessible.  
According to the City, there is a rink rationalization report 
underway. 

10 
Parks- 

Conservatory 

The current model is not sustainable and is a cash 
drain to the City (Total Conservatory costs are 
$622K with expenses split 50/50 between Parks 
Operations and Conservatory expenses). Given 
Council’s objective of reducing expenditure and 
the financial performance of the Conservatory we 
recommend considering closing and divesting the 
Conservatory. 

Estimated Savings: 
Approx. 230K 
+ one-time savings 
from investment into 
the Conservatory 
structure (2.1-3M) 

H L 

• If the City were to sell the Conservatory, the overall 
operations cost (from Parks operation) is $394K- 
(current park operations are $311K + additional 
$83K for cost of plants for the City from a third-party 
vendor). There could be opportunity to reduce this 
cost in the long term through partnerships with 
Lakehead University or with a private sector 
company. $394K annually is also considerably less 
when compared to the minimum $2.1M needed to 
renovate the structure to make it publicly accessible.  

• By divesting the Conservatory, there may be an 
opportunity for another organization to take it over 
along with the financial needs to renovate the facility 
and still have it available to the public. 
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No. Division Recommendations 

Annual Financial 
Impact ($)  

unless otherwise 
stated 

Anticipated 
level of 

difficulty 
(E/M/H) 

Time 
(S/M/L) 

Implementation 
Considerations 

11 Parks- Golf 
Given the financial performance of the 
golf courses, we recommend closing both 
golf courses.  

Estimated Savings 
100K  H M 

• Though the courses would be closed, maintenance costs 
for both courses would still cost the City $300K/annually.  

• Courses could be sold, repurposed or the land could be 
naturalized. 

• If the Council’s goal is to reduce costs, closing just one 
golf course may not necessarily reduce costs by much. 
This is due to two golf courses generating economies of 
scale, higher membership fees (for access of both 
courses), green fees for both courses, more tee time with 
two courses, etc. Therefore, we recommend closing both. 

• Getting out of the golf business creates space and time to 
focus on other issues/services/programs. 

• The analysis does not factor in implications of reduced 
revenue from COVID-19. 

12 
Water and 
wastewater 

Consider moving to automated water 
meter readers to gain operational and 
financial efficiency. We recommend 
conducting a deep-dive financial analysis 
including gathering a more defined quote 
for costing. 

Estimated Capital cost: 
11M + 1M in ancillary 
costs 
Estimated Savings: 
1.67M in annual 
revenue recovery and 
additional $300K in 
operational savings 

H L There is potential to decrease fees for citizens based on the 
cost savings in the long term. 

13 
Sister 
Cities 

Dissolve the Sisters Cities Committee and 
appoint one person as the main contact 
and planner. Reduce travel costs by 
leveraging technology. 

Estimated Savings: 
$18K (cost of travel and 
visiting conventions) 

E S 

There may be additional costs to staff the one contact person. 
A handover from the committee will also be needed. Emerging 
technology including video conferencing, email and secured 
data transfer platforms like drop box can support 
communications, relationship building and knowledge sharing 
whilst reducing travel costs. 
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Process Efficiency Recommendations 

No. Division Recommendations 

Annual 

Financial Impact 

($)  

unless 

otherwise stated 

Anticipated 

level of 

difficulty 

(E/M/H) 

Time 

(S/M/L) 
Implementation Considerations 

14 

CIT (and 
across all 

departments) 

Overall, IT should be considered a strategic pillar 
to service delivery and internal processes. As 
such COTB should consider technology to be a 
core function and area for inclusion for any 
project/process being planned or implemented.  

- M S 

• Initiated IT projects should be tied to projected ROI 
and then actual ROI measured to see if IT is 
optimized.  

• IT should be a part of groups such as cross-
functional project teams or planning committees to 
inform divisions of how technology can tie into their 
activities/objectives.  

• Potential investment might be needed for each 
division to hire or expand roles of dedicated 
superusers. 

15 CIT 
Develop more performance metrics to 
demonstrate progress and success and 
communicate them with relevant internal leaders.  

- E S 

Metrics could be measuring turnaround time to process 
work orders, number of software installations, number 
of training seminars conducted, etc. CIT should be able 
to provide appropriate service level agreements and 
turnaround times. Moreover, they can project 
corresponding ROI and evidence what is the industry 
standard and defend their ROI projection. 
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No. Division Recommendations 

Annual 

Financial Impact 

($)  

unless 

otherwise stated 

Anticipated 

level of 

difficulty 

(E/M/H) 

Time 

(S/M/L) 
Implementation Considerations 

16 CIT 

The City should develop a comprehensive digital 
strategy that is connected to the overall City 
strategic plan and its objectives. The digital 
strategy should encompass all aspects of 
information technology in the City including use of 
technology, data handling and data security, 
schedule for updates, best practices on how to 
choose technology software, when and where to 
involve the CIT team on general and division level 
projects. The parameters of where CIT can help 
divisions and which areas divisions need to 
resource themselves should be outlined. 

- M M 

• Strategy could tie to business outcomes 
(automation, savings, productivity, less duplication 
which can be tied to ROI projections). The digital 
strategy should be defined clearly and 
communicated to all divisions to improve 
understanding of what each division is responsible 
for. The communication of the digital strategy 
should include how technology will be used to 
achieve the goals of the corporate strategic plan.  
This will allow for proper staffing and budgeting at 
the division level in other departments.  

• A standard methodology should be created for 
divisions for choosing vendors, purchasing 
software, implementation and ongoing 
maintenance with a clear understanding of what 
CIT’s leading role should be in said vendor 

selection/implementation processes. 

• Communication of the importance of IT can 
empower the CIT team to become more proactively 
involved in organization decision-making and play 
a more active role in transforming how both internal 
and external services are more efficiently delivered 
e.g., how to incorporate Smart City initiatives within 
various divisions. Development of a strategy might 
require investment (for an external consultant if 
needed and implementation). 
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No. Division Recommendations 

Annual Financial 
Impact ($)  

unless otherwise 
stated 

Anticipated 
level of 

difficulty 
(E/M/H) 

Time 
(S/M/L) 

Implementation 
Considerations 

17 CIT 
A comprehensive plan to address software 
updates with regards to performance and security 
is essential. 

- E S 

The plan should outline when scheduled updates occur 
and should be communicated with all departments. 
Information should be shared online such as the main 
Intranet page. 

18 HR 

The overall City strategy needs to include how 
people (attracting, retaining, training, etc.) fits in 
with the overall values and corporate objectives of 
service delivery. 

- M M 

Including people management in the strategic plan is 
essential to guide not only the HR division but all other 
divisions as it can inform how to handle vacancies, 
recruitment, training, etc. It can provide guiding 
principles on best practices for communication, 
enforcing HR policies, union negotiation and 
management of teams. 

19 HR 

Increase Human Resource department 
involvement in the recruitment process to redirect 
frontline supervisor time to service delivery e.g., 
HR should screen candidates and provide 
supervisors a shortlist of candidates for 
interviews. 

- M M 

• An additional junior resource(s) will be required to 
support with recruitment. 

• Develop interview questionnaires and collaborate 
with supervisors to make sure they feel supported. 

20 HR 

Consider integrating HR databases as there are 
several platforms where data is shared and stored 
that hold information about different parts of the 
recruitment process e.g., There are three systems 
that are separate: iCIMS, Request to Hire is an 
internal system from CIT and TB 40 internal 
database. 

- M M 

Integration should be done carefully to not disrupt 
ongoing recruitment processes and to make sure data 
quality is maintained.  IT strategy tied to productivity and 
financial implications should be addressed first before 
approaching making changes. 

21 HR 
Leverage technology especially during the 
selection process such as using online screening 
filters, video interviews, etc.  

- M M 

• Supervisors will need training to use online 
technology.  

• Time may be saved given the selection process is 
online allowing HR to more quickly access 
screening information.  

• The City should consider further standardizing the 
process – for example selection checklists/scoring. 
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No. Division Recommendations 

Annual Financial 
Impact ($)  

unless otherwise 
stated 

Anticipated 
level of 

difficulty 
(E/M/H) 

Time 
(S/M/L) 

Implementation 
Considerations 

22 HR Continue building out corporate safety 
capability.  - E S 

Corporate safety is important for risk management. Investigate 
turning on additional Intelex functionality for easier incident 
reporting. Consider if all divisions can use Intelex or if certain 
divisions need a more customized platform. 

23 
Homes for 
the Aged 

Continue streamlining recruitment and 
collaborating with the HR team to support 
with HR activities.  

- M S 

A dedicated manager or dedicated resources should be 
considered for Homes for the Aged to handle HR tasks 
specifically around recruitment to reduce HR work for 
supervisors. Changes to HR within this division will require 
additional coordination given it will be more decentralized. 

24 
Asset 

management- 
Facilities 

Develop a strategic masterplan for all 
facilities (similar to the 2017 Rec & 
Culture Fit Together report). 

- H M 

The masterplan should include age of facility, maintenance 
requirements, capacity %, utilization, % of costs related to 
HVAC, plans for demolition, renovation, etc. Use the plan to 
look for options regarding maintaining, repurpose, divest, etc. 

25 Child Care 

The City should continue offering daycare 
services given the current strengths of the 
program. However, there needs to be a 
change from the status quo given the size 
of waitlist for child care and the lack of 
expansion plans. 

- H L 
Work with TDSSAB to find opportunities to increase delivery 
capacity. 

26 
Asset 

management- 
Fleet 

Develop clear process with regards to 
fleet acquisition including defining criteria 
for fleet purchases. 

- M S 

• Determine and implement level of supervisor 
accountability for fleet with various divisions  

• Organize mediation/larger discussion with divisions to 
make sure all voices are heard. Refreshed communication 
protocols could be through online requests, use of 
checklists and following best practice for fleet deployment 
under various scenarios.  

27 
Asset 

management- 
Fleet 

There is a policy for idling (3 minutes with 
some exceptions) but there is low 
enforcement and compliance. The City 
should make reducing idling a priority 
across all relevant divisions. 

- E S 

• There are cost savings with reduced idling as well as 
reduced pollution (there is technology options related to 
this type of problem). 

• The financial impact of idling for COTB is unknown. As an 
example, City of Hamilton (population of 500K) estimates 
they save $2-3M by limiting idling to 3 minutes per hour of 
operating time. The idling rate should align to the City’s 

environmental objectives. 
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No. Division Recommendations 

Annual Financial 

Impact ($)  

unless otherwise 

stated 

Anticipated 

level of 

difficulty 

(E/M/H) 

Time 

(S/M/L) 
Implementation Considerations 

28 

Asset 
management- 

Fleet 

There is a take home fleet policy but needs 
to be revamped to have stricter restrictions 
as well as tighter supervision. This is 
necessary to reduce liability and cost for 
the City.  

- M M 

Clear policies need to be enforced with proper accountability 
and reporting. E.g., supervisors need to be held accountable if 
their staff takes fleet home when they are not authorized tp. 
Leverage technology through:  

• Creating an online system alert if fleet is not returned. 

• Develop measures that cannot be gamed that creates 
transparency to discourage breaking rules.  

To support an updated take home policy, the City may need to:  

• Clarify roles and/or functions that may warrant taking a 
vehicle home (e.g., employee is on-call) 

• Identify and provide two to three secure ‘satellite’ parking 

locations to accommodate employees who do not 
necessarily work in a consistent office location. 

29 

Asset 
management- 

Fleet 

Take underutilized fleet out of the fleet 
pool. The Fleet division should continue to 
leverage data effectively to help 
understand fleet utilization and demand.  
 

Savings from 
underutilized fleet 
through savings from 
maintenance and 
repair, fuel, annual 
license and 
insurance along with 
operational savings 
through more 
responsible use of 
vehicles: Estimated 
Savings Range: $50-
200K 

M S 

• Review fleet that are under 50% utilized.  

• There can be costs associated with adding technology. 

• Data can be captured through adoption of on-board 
vehicle measures such as automated vehicle location 
[AVL] including GPS location, fuel use, kilometers 
travelled, idling rates, and driver behavior. 

• There must be a process on how to follow up with data 
provided to divisions about fleet utilization. A committee 
could be created with representatives of relevant divisions 
to review fleet performance and implement decisions to 
decommission certain vehicles.  
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No. Division Recommendations 

Annual Financial 

Impact ($)  

unless otherwise 

stated 

Anticipated 

level of 

difficulty 

(E/M/H) 

Time 

(S/M/L) 

Implementation 

Considerations 

30 
Rec & 
Culture 

Create policy that outlines what 
optimal x% cost recovery, the 
minimum social benefit and 
economic impact should be for 
each facility. 

- M S 

This policy should capture differences in performance based on time of year 
and purpose of the facility. The City should develop a KPI for tracking cost 
recovery monthly or quarterly for each facility. Tracking cost recovery 
throughout the year can allow the City to adjust costs and fees to guarantee 
cost recovery. 

31 
Rec & 
Culture 

Continue user fee review exercise 
and continue developing strategy 
for recreational advertising.  

- M M 

When conducting these reviews, it will be important to consider the purpose 
of the facility. Therefore, recommendation 30 ties in closely with user fees 
and advertising. For example, the user fee should consider the social and 
economic impact of the facility as well as financial performance. 

32 Parks 

Do not consolidate the North and 
South divisions given there are cost 
benefits to keeping them separated 
(quicker deployment of fleet with 
faster service delivery for a 
sprawling City and the large 
number of facilities/parks that need 
to be serviced). 

- E S 

• Continue with regular communication between divisions and leverage 
online platforms for information sharing and transparency of operations 
(staffing, equipment purchases, etc. can all be displayed on a 
dashboard online for supervisors to review). 

• Continue with proactive staffing between peak and off-peak seasons. 

33 Parks Maintain number of campgrounds 
as operations are profitable. - E M 

There may be process efficiencies from overall Parks technology initiatives 
such as coordinating activities and staffing through use of technology that 
could decrease expenses. 

34 Roads 

Develop an updated specific roads-
fleet asset management program 
where the cost of fleet is close to 
budgeted costs. 

- M M 
Coordination with fleet for equipment purchases and scheduling of fleet 
maintenance during off-peak times of day can improve service levels and 
reduce costs. 
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No. Division Recommendations 

Annual 
Financial 
Impact ($)  

unless 
otherwise 

stated 

Anticipated 
level of 

difficulty 
(E/M/H) 

Time 
(S/M/L) 

Implementation 
Considerations 

35 Roads 

Improve communication with public about 
roads. The City should have more frequent 
and effective consultations with public to 
understand what the public’s specific 
concerns are regarding roads. 

- E S 

Make it an inclusive process with the community and determine whether 
there needs to be work done to improve perception of quality of roads (issues 
with potholes, snow clearing, etc.). This could be through frequent sharing 
of progress metrics, sharing benchmarking information that shows COTB is 
performing well when compared to other municipalities as well updating 
public on road conditions due to extreme weather conditions.  

36 
Solid 

Waste 
Collection 

The City should investigate increasing the 
diversion rate as the current performance is 
very low compared to other municipalities. 

- M M 

There is already progress being shown from the City on this given all #1 and 
#2 coded plastics (i.e. bottles and non-bottles) will be accepted effective July 
2020. Increasing diversion could be done through a reduction strategy that 
includes a waste reduction education campaign. The campaign should 
include education on what to recycle in Thunder Bay. The City should 
consider a compost pick up program (highlighted in the Phase One public 
survey) and developing waste management programs for commercial 
buildings and local businesses. Investment might be required to improve 
diversion.  
 
The City identified that low hanging fruit has been implemented and more 
investment would be required to identify further efficiencies. 

37 

Water 
and 

Waste 
water 

Stick to the status quo of using contractors 
for water membrane maintenance. - E S The division saves costs by using a contractor as well as ensures better 

quality of maintenance.  

38 
Sister 
Cities 

Set performance measures to understand 
the value of interacting and partnering with 
all 5 sister cities.  

- E S 
There may be certain cities that COTB may need to increase or decrease 
interactions or communications with to maximize value. This approach can 
redeploy effort, time and resources to areas with highest return.  

39 
General 

HR Maintain the retiree’s banquet. - E S The focus of the event should have a shift in focus to not just individual 
recognition with gifts to potentially a celebration of service.  
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Alternative Delivery Model Recommendations 
 

No. Division Recommendations 

Annual 

Financial 

Impact ($)  

unless 

otherwise 

stated 

Anticipated 

level of 

difficulty 

(E/M/H) 

Time  

(S/M/L) 
Implementation Considerations 

40 

Homes for the 
Aged- Jasper 

Place 

Alternative delivery models (private vs. 
public model) could be considered in the 
long term for Jasper Place Supportive 
Housing Program to tackle high demand. 
Because this is a highly regulated area, we 
recommend conducting a separate review 
into delivery models if the City was 
interested in exploring other models such 
as external service providers. 

- H L 

Explore alternative delivery models in the long term. Given 
the current pandemic and the fact that it is compulsory for 
the City to deliver some level of service, following the status 
quo of the current delivery model can work for the next 
three years. There may be additional investment provided 
by the province due to COVID-19 which could increase 
home capacity but also improve quality of care which could 
negate the need to switch to another model.  

41 
Solid Waste 
Collection 

Based on our analysis a hybrid service 
delivery model – In house and contracted 
service is a potential model that could work 
for the City. Consider transitioning to an 
alternate service delivery models in a 
phased manner. In order to determine if an 
alternate model required, the City should 
consider the results of the current review of 
the day to day operations that can identify 
bottlenecks, inefficient cost drivers and 
other operational inefficiencies such as 
staffing of City resources. This can confirm 
opportunities for alternative models.  

- H L 

There is a solid waste review underway to review day to 
day operations. Based on the results of the review, an 
alternative delivery model might become more evident. 
Changing the delivery model will require time and effort to 
review options and implement 
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For Further Review Recommendations 

No. Division Recommendations 

Annual 

Financial 

Impact ($)  

unless 

otherwise 

stated 

Anticipated 

level of 

difficulty 

(E/M/H) 

Time 

(S/M/L) 
Implementation Considerations 

42 HR 

Conduct a deep-dive assessment of 
the recruitment process to determine 
opportunities for processes to be 
eliminated or consolidated to make 
recruitment more streamlined. 

- M M 

The deep dive could be done internally or externally. It will be important to 
critically evaluate if certain steps are required, where technology can be 
used and who should be responsible for each activity. Given the size of the 
organization, recruitment needs by department/division should be 
considered.  

43 
Homes for 
the aged 

Supervisor workload needs to be 
vetted. - M M 

Given Homes for the Aged is heavily regulated, a further review is required 
to determine if supervisors have a heavy workload and whether additional 
staff is required. 
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No. Division Recommendations 

Annual Financial 

Impact ($)  

unless otherwise 

stated 

Anticipated 

level of 

difficulty 

(E/M/H) 

Time 

(S/M/L) 
Implementation Considerations 

44 Child Care 

 

The current delivery model of 
daycare (does include the 
Private Home Child Care 
program) works as it provides 
good quality and affordable 
service A separate review into 
viability of transferring services 
to a private entity from the City 
is needed given the size of the 
budget and sensitivity of dealing 
with a vulnerable population. In 
looking at this, timing and review 
should consider social needs, 
fiscal prudence and operational 
excellence.  

- H L 

We acknowledge that TBDSSAB as the local Provincial system 
administrator and potentially the Ministry of Education might have to lead 
this review. 

An alternate model could be looked at after COVID-19 given it would be 
risky to change the model now. Maintain a balanced approach that looks at 
operational excellence, social needs and fiscal prudence. It is understood 
that provincial regulations, standards, and license requirements makes this 
a complex area to look at. Some areas to be considered include: 

• capacity of child care centres,  

• length of waitlists, 

• forecasted demand of child care over the short to long term, 

• level of quality of care provided,  

• available subsidies provided by the province 

• number of other service providers in the City/region 

• cost of operations and ability to recover all costs 

• fees and affordability of services 

45 
Water and 

waste water 

Consider a focused Water and 
Sewer services review of 
operations for opportunities to 
reduce operational costs  

- H M 

• Such reviews enable a City to identify true revenue requirements of 
operating water and sewer services. Moreover, from an outcome 
perspective, a review can determine if the division is doing what it 
needs to do to reduce costs, has enough accountability and if there are 
formal indicators that can confirm quality and efficiency. There are 
enterprise software solutions for this tied to apps/field technology that 
could be relevant 
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Strategic Plan Assessment  
The importance of a strategic plan was highlighted as a core driver for service delivery in the Phase One report. 
When the report was created, the City Strategic Plan was being drafted. Therefore, we have reviewed the finalized 
strategic plan from January 2020 to provide Administration and Council input into whether the City is moving in the 
right direction and what would be needed to enhance strategy planning. 
The Strategic Plan was finalized in January 2020 and outlines strategic actions under the four pillars - Lead, 
Serve, Grow and Renew. The City Administration is currently working on an implementation plan and intends on 
reporting progress on the plan bi-annually. 
General best practices for strategic plans include the following components: 

• Vision and mission: Overarching statements that provide a summary of the organizations’ purpose and 
ambitions for the future. These statements should be aspirational and should inform the organizations goals. 
 

• Goals: Are qualitative or quantitative material objectives of what the organization wants to achieve over a 
defined amount of time.  
 

• Strategies: Statements of directions with regards to initiative/activities that are for the purposes of hitting the 
established goals.  For example, new investments, maintenance or establishment of new programs and services.  
 

• Performance Metrics: Measures that are either qualitative or quantitative that can be used to report on an established and 
prescriptively agreed basis on the use of resources, level of activity, units of product or service provided, and impacts realized as a 
management tool to monitor activities needed to implement strategies are being done. Performance metrics are critical controls to 
keep plans on track. 
 

• Resources (optional in a strategic plan): Capacities or support required to help support strategic initiatives, activities or programs. 
Resources could be tools, people, or investment(s) needed to execute the strategies. Outlining resourcing is critical to successfully 
executing strategies. This can be included in the strategic plan or the implementation plan. 

Review of the City strategic plan components: 

Item 
Included in the 

Strategic Plan 
Commentary 

Vision/Mission ✓ The vision and priorities mentioned in the document are aspirational and provide adequate high-level direction as to where the City 
wants to focus efforts. 

Figure 1: Example of how 
components in a strategic 
plan connect to each other 
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Goals x There is an absence of overall goals in the plan. The goals could be built out from the priorities outlined in the plan but requires more 
detail. 

Strategies ✓ Strategies are clearly linked to each pillar and encompass many of the key areas for growth such as technology, stakeholder 
engagement, City infrastructure etc.  

Performance 

Metrics 
x 

Though there are key indicators such as quality of life, there are no specific metrics attached to each strategy. Moreover; there is 
missing information on where the data for each indicator is sourced from, how many times they are measured, and which stakeholders 
are being consulted. Without outlining these details, there will be an absence of accountability and measures of progress and delay to 
take corrective action. Our understanding is that each department has their own strategic plans with specific measures however, it is 
also important the City have overall specific performance metrics. 

 
As mentioned in the Phase One report, the strategic plan 
should clearly define and drive tactical and operational 
decision-making and resource planning and guide service 
delivery Based on the objectives of Council, the strategy 
should also include a plan to reduce cost and generate 
revenue. 
A strategic plan focused on internal operations such as people, 
process, communications within the City is lacking. The 
internal plan should include internal goals for areas that impact 
all divisions. These areas should have clear objectives and 
goals of their own. Figure 2 provides some examples of an 
internal strategic plan. Specific areas that should be outlined 
include:  

• The plan should include the role of Human Resources 
Divisions in the City to support improved communication, 
succession, recruiting, knowledge transfer, and support for 
change management and ultimately service delivery; and 

• The plan should include the role of technology within the 
entire City organization 

 
 
Finally, having clear goals and strategies can help with decision making such as which capital and infrastructure projects to prioritize 
(given limited funding across the City) and which facilities to divest/consolidate while still meeting the public’s need of having a good 
quality of life. A decision matrix built from the strategic plan can help determine which areas should receive funding.  

Figure 2: Examples of internal strategies that the City could consider for an updated strategic plan 
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Service Delivery Analysis 
The analysis for Phase Two was conducted by reviewing the Phase One Current State Findings and diving deeper into areas for 
improvement. From the current state findings, analysis was conducted to confirm areas of strength, validate issues, further uncover 
opportunities to reduce costs and generate revenue and determine qualitative and quantitative considerations for alternative delivery 
models. 
 

 
 
Corporate Information Technology 

Phase One Current State Findings 

• Corporate information technology requires a detailed strategy and action plan that focuses on integrating with the City as a whole.  

• Specific areas of concern included the use of legacy vs modern system, timely system updates, training within the IT department 
and the overall need for a comprehensive digital strategy for now and the evolving future. 

 
Phase Two Analytical Findings 

• It was noted in the Phase One report that IT was not seen as a strategic area for the City and that it should be incorporated into the 
overall strategic plan. In the latest strategic plan released in January 2020, the City mentions technology under their Serve pillar which 
indicates the City is moving in a positive direction to make IT a more strategic function. IT could also be mentioned in the Renew pillar 

• There was perception internally that the City uses legacy or outdated systems. Moreover, stakeholders complained of duplicated data 
entry, poor data generated to inform strategic and operational decisions and paper-intensive systems. After reviewing data and 
speaking with internal stakeholders it was noted that: 
o The large IT systems that are used by many divisions such as SAP are regularly updated and are not considered ‘legacy’. 
o Most computers are running on modern systems such as Windows 10. The City uses proven technology used by other 

municipalities such as Infor Hansen for public asset management and Intelex for safety management. 
o Some specific software such as AMANDA for property management is used by various other municipalities across Canada to 

support service delivery. 

Phase One Current State Findings
(Based on Phase One Report) Phase Two Analytical Findings
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o Systems may seem ‘outdated’ due to the operational processes that have not been updated to efficiently incorporate technology.  
For example, the process to input Accounts Payable information could be to immediately scan the invoice and then process it 
online as opposed to processing the hardcopies first and then inputting into the computer after the process is complete. 

o There is room for process improvement to challenge ‘how things are done’ in various divisions that use technology. Though it may 
require training on new processes, the time required to conduct certain activities could be decreased which in turn can reduce 
cost. 

• In Phase One, a lack of training and a lack of succession planning was deemed to be a risk. However, in the Phase Two research, it 
was uncovered that the core issue of training and succession lies not within CIT itself but with other departments where there may be 
a perception of decreasing functional expertise (e.g., understanding of water membrane properties in the Water division that would be 
used in decision making for choosing water meter devices). This may be due to consolidating or elimination of superusers, revised job 
titles (that do not indicate the individual is a superuser) or reallocating resources that have reduced the number people dedicated to 
deploying technology at a departmental level.  

• There may be duplicated roles or gaps in procuring technology at the division level that needs to be assessed (duplication of roles 
between CIT and specific division staff). There could be a lack of understanding of technology optimization, knowledge gaps and lack 
of staff training at the division level in other departments. 

 
Human Resources 

Phase One Current State Findings 

• The recruiting process is inefficient which may impact negatively the quality of internal and external service delivery from other 
departments. 

• Occupational Health and Safety does not seem to be efficiently integrated with operations-centric departments such as roads, 
waterworks, etc. 

• There appears to be a lack of consistent process regarding management of unionized employees and labour relationships. 
 
Phase Two Analytical Findings 

• Thunder Bay’s recruitment cycle time is 84 days for non-union workers and 67 days for unionized staff. In comparison, Greater 
Sudbury’s average time to hire non-union staff is currently 43 days and 20 days for union staff. 

• The recruitment process currently has almost 30 steps from identifying a need to filling in a position. There could be unnecessary 
steps that create a lengthier process that may not leverage technology effectively (e.g., certain processes are online while others are 
on paper making it difficult to track). 
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• Municipalities like Moncton have attempted to streamline their recruitment process by conducting a Six Sigma black belt project on the 
recruitment process. They found that job posting and job closing were areas with the most non-value add steps and were eliminated. 
Moreover, overall recruitment time was also reduced using an online recruiting software called VidCruiter.  

• Specific activities have been noted to lengthen the recruitment process like the development of job descriptions that may need various 
levels of approval or job postings from unionized jobs are put up only once every two weeks. (there are exceptions to this process). 
This can add 13 days to the recruitment process just because postings are only put up once every two weeks.  

• iCIMS, an applicant tracking system, was added in 2017 which has helped with the recruitment process. Other functionalities can be 
turned on such as providing question lists for supervisors for interviews but is dependent on budget. 

• There have been changes in the past few years that have provided more support to departments for recruitment. Some examples 
include positions posted every week for Long-Term Care or development of recruitment videos to assist attracting applicants for 
lifeguards.  

• Departmental supervisors may not have the expertise and time to shortlist applications or conduct reference checks (anecdotally, a 
supervisor could receive up to 300 applications that they would have to shortlist by themselves). 

• There is a performance management program call PACT that was rolled out in 2018 that was communicated across the departments 
over multiple mediums.  

• Qualitatively, feedback received indicated that there has been progress to negotiate with unions within various divisions. However, 
there was no quantitative indication of progress. Therefore, there are no measures we understand to be in place that can be used as a 
measure to know if these negotiation processes can be improved year over year. 

• Due to staffing changes over the past few years corporate safety has been understaffed. Over the last year, there has been dedicated 
resources for INOPS divisions. HR staff have been working out of yards twice a week and working directly with people to help the 
divisions comply with procedures and safety policies. Intelex (software platform where incidents stats can be posted and information 
can be shared with departments) has helped with corporate safety improvements.  

 

Homes for the Aged (Long Term Care Homes or LTCH) 

Phase1 Current State Findings 

• Legislative and health care system structural changes in Ontario could impact Pioneer Ridge LTCH service delivery 
environment.  

• An alternative delivery model has been suggested by several employees to reduce costs.  

• There are opportunities to optimize staffing.  
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Phase Two Analytical Findings 

• Due to COVID-19, there are interim changes to the delivery of long-term care to minimize infection. Due to various outbreaks in care 
homes across Ontario, there has been a lot of attention on long term care homes by the Province. Therefore, there may be long term 
changes and increased investment to improve delivery from the Province. 

• Long term care is a highly regulated sector in healthcare and therefore, the division does a large amount of reporting. Performance 
measures include internal indicators, residents’ satisfaction and staff satisfaction.  

• In Ontario, 58% of homes are privately owned, 24% are non-profit/charitable and 16% are municipal. The potential delivery models if 
the City were to consider alternative models are: 
o Municipal delivery model 
o Not-for-profit/charitable 
o For-profit  
o Hybrid 

• Given long-term care beds are mandatory to provide, the alternative delivery model applies only to Jasper Place. DSSAB currently 
runs the program with the twenty-four-hour on-site Support Services Program supported by the City of Thunder Bay. 

• If the City were to consider an alternative delivery model for the Support Services Program, they would have to work with DSSAB to 
determine a model that would work. Given DSSAB is a not-for-profit board, another not-for-profit organization would be an appropriate 
fit for the Support Services Program. As Homes for the Aged is a highly regulated space, a deep-dive of an appropriate model would 
be needed if the City was to consider an alternative model. 

• Lack of funding and resources, increased number of residents and shortage of staffing can lead to frustration and stress for all 
employees especially supervisors. 

• There is opportunity to improve staff morale and provide resources, so they feel empowered.  

• There are other models for senior care (different than delivery model) that the City can consider. There is a global trend where LTCH 
is moving away from treating based on diagnosis and is moving towards a social and compassionate model. An example is the 
Butterfly Program used in the UK which focuses on friendship, laughter and connection. Residents experience less depression, have 
fewer falls and need fewer antipsychotic drugs which in turn leads to savings in the long run from fewer hip fracture costs and savings 
from less antipsychotic drugs. The Malton Village Redstone dementia unit in Ontario reported $110,000 in overall annual savings, 
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based on homes with 30 to 60 residents because of the program. At the same time, workers gained a sense of purpose and costly 
staff sick days declined.1 

• This model has not received buy-in from COTB stakeholders given the current model of care works and moving to a new model would 
require investment. 

• It is challenging to recruit for LTCH given it is a demanding job. The division has been working with the HR group to streamline 
recruitment process to tailor it for long-term care e.g., weekly postings where LTCH can manage postings internally. 

• Supervisors spend a lot of time with HR when they could be on the floor supporting their teams and reduce some of the supervisors’ 
stress. There is a potential to have a dedicated HR person within LTCH that can handle recruitment, performance management, etc. 

 
Child Care 

Phase One Current State Findings 

• The City could consider supporting an alternative delivery models i.e., transfer services to for-profit sector to mitigate service 
delivery risk. 

• There are concerns about affordability, quality and capacity of child care centres in Thunder Bay. 
 

Phase Two Analytical Findings 

 

Daycare Centres 

• There are four child care centres that offer up to 294 spaces. There is also the Private 
Home Child Care Centres provided by the City as well.  

• There is a significant waitlist for child care and a shortage of spaces within the City of 
Thunder Bay when compared to other municipalities. The TBDSSABs Q4 2019 Board 
Report stated there were approximately 2300 children on the child care waitlist within the 
District of Thunder Bay. The waitlist for the community is managed by The District of 
Thunder Bay Social Service Administration Board. According to the City, the majority of 
the waitlist is for infants and preschoolers. Past business cases to review City capacity to 

                                                           
1 “Toronto’s smart plan to fix long-term care homes”, The Star, December 2019 

Centre Spaces 

Algoma 57 

Ogden 76 

Woodcrest 111 

Grace Remus 50 

Total 294 

Table 1: Capacity of current City child care centres 
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accept infants has suggested there would be a net financial loss to the City based on current funding levels. 
 

 Thunder Bay City of Beaumont City of Toronto 

Population 110K 11K 2.9M 

Capacity of centres 

(% of population) 
294 (0.3%) 138 (1.2%) 733,500 (0.3%) 

Waiting List 

(% of population) 
2300 (2.1%) 95 (0.9%) 15,000 (0.5%) 

Expansion Plans No No Yes (addition of 30K more spots by 2026) 

Fees (approximate daily fees)  

12/18 Months ($) 53.03 49.33 85.00 

3 Years ($) 46.36 45.74 65.34 

3+years ($) 39.74- 43.09 39.45 94.00 

Table 2: Comparative research of child care operations 2 

*Level of fees does not indicate the level of revenue given some families receive fee subsidies  

Based on Table 2, comparative research for day care centres indicates that: 
o Thunder Bay daycare fees are relatively average when compared to other municipalities. 
o Thunder Bay has a reasonable waiting list when compared to others. There are no expansion plans or scheduled reviews to 

address the capacity shortage which could lead to increasing waitlists and growing capacity issues in the medium to long term. 
 
High level considerations of fully moving services to a private sector (for-profit model): 

• Ability to attract a private provider given Thunder Bay’s relative isolation is unknown. 

• Ability to guarantee the quality of care by the private provider. Research shows that it is not easy to regulate for-profit centres into 
better quality.3 

                                                           
2 Toronto’s Licensed Child Care Capacity Growth Strategy 2017-2026, City of Toronto 
3 What Research Says About Quality in For-Profit, Non -Profit and Public Child Care, Briefing Notes, Child Care Canada Resource Unit 

https://www.toronto.ca/legdocs/mmis/2017/cd/bgrd/backgroundfile-102626.pdf
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• Legal and financial policy structures in Ontario can lead to high fees provided by private centres (to meet compliance standards) 
which can reduce affordability. 

• Potential risk if the provider chooses to step away from providing child care services after the City hands it over. 

• Competition between private centres can improve the quality offered and more affordable. However, the City may not be able to 
guarantee multiple providers interested in offering daycare services. 

• The City generated a net loss of $966K in 2019 from child care operations (daycare centres and the Licensed Private Home Child 
Care Centres). 

• The public survey indicates that the residents find the City providing services works well. 
 

Licensed Private Home Child Care Centres 

• There are currently 10 operators for the Licensed Private Home Child Care Centres (of a potential 25 per the City’s license). The ten 
private home child care providers currently provide child care services for 61 children and 44 families. Over the years, the providers 
are less willing or able to meet needs, are generally looking for typical work hours similar to the centres, and often have limited 
interest in accepting higher need clients. Therefore, it has been challenging for the City to attract more private home child care 
providers (given there can be 15 more operators) despite years of marketing, recruitment, etc. by the City.   

• While the City of Thunder Bay has been the only administrator and service provider of Licensed Private Home Child Care for many 
years, other potential alternate service providers might be able to take on the program such as other licensed public institutions like   
Lakehead University or Confederation College. Considerations for moving the program to another provider are: 
o Time required by City staff to administer the program 

when it could be used to expand the daycare centres 
instead 

o There is no legislated mandate for the municipality to 
administer/deliver the Licensed Private Home Child 
Care Program; 

o There are financial risks to the City in continuing to 
deliver the program (outlined in the Private Home 
Daycare report) 

o The Private Home Child Care Worker position is 
vacant; and, 

o City Council is generally looking to reduce/contain 
the scope of municipal services; 

Table 3: Type of Child Care Arranges for Children aged 4 and under, StatsCan 
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• External research illustrated in Figure 4 supports that home daycare is 
not as popular in Ontario when compared to daycare centres and private 
care (care provided by relatives) 4 

• Based on StatsCan research, location, quality of care and cost are the 
leading indicators of choice of child care.  

• Given the research findings for child care, there is no guarantee that the 
Licensed Private Home Child Care operators are in areas where there 
may be child care centre deserts and therefore, may not address the 
gaps in child care in Thunder Bay 
 

 
 

Fleet and Facilities Service 

Phase One Current State Findings 

• There is an ineffective relationship and therefore suboptimal communication between Fleet, Parks and Roads divisions. 

• The sprawl of City buildings represents the historic north and south infrastructures which need to be assessed to determine 
if certain assets can be sold, demolished, consolidated, etc. 

 

Phase Two Analytical Findings- Fleet  

• There are many vehicles that are left idling which increases costs. Though there is a policy for idling (3 minutes), it is not enforced, 
and compliance is low. According to Fleet Challenge Ontario, municipal vehicles typically idle 35-45%. There are cost savings 
generated from lower idling5. For example: 

o In 2008, the City of Hamilton realized savings of $300,000 annually through reduced idling and estimates it can save $2-3 
million annually through full compliance with its idling policy of limiting idling to 3 minutes per hour of operating time.  

                                                           
4 Child care in Canada, StatsCan Census 2011 
5 Municipal Green Fleet Management in Ontario, Best Practices Manual 2008, Fleet Challenge Ontario 

Figure 3:Location is the leading reason behind the choice of child care, StatsCan 



 

37 
 

o Toronto Police could save $570,000 annually with a 10% improvement in fuel efficiency (enforcement vehicles typically idle 
65-85% of operating time). 

• There are pressures from divisions to deliver services at a specific standard with a limited budget. Due to lack of budget, the 
lifespan of fleet is pushed to additional years which strains the operating costs (by increasing maintenance) e.g., in 2020, Fleet 
requested a $5M budget to replace vehicles but only received $3M. 

• There is a lack of accountability of fleet assets from other divisions which leads to poor maintenance of fleet. For example, the lack 
of daily and weekly operational maintenance on a backhoe led to total replacement of pins and bushings in 2019 of over $17,800. 
These expenses could have been avoided with proper maintenance. 

• Avoiding collisions is another opportunity to reduce costs. E.g., collision incident damage and unplanned maintenance for Sept 1, 
2019, to Feb 29, 2020, was $116,900 (does not include larger amounts that are put through insurance claims). 

• Anecdotally, based on multiple sources, we have heard that staff take vehicles home when they do not need to. If such incidents 
were occurring, this can lead to liability and cost for the City. Policy changes can proactively resolve issues like this if they are 
occurring. 

• Fleet has performance metrics of vehicle utilization of at least 50%. There are several 
vehicles in the current fleet that are below 50%. Therefore, there may be 
opportunity to identify underutilized fleet and remove them from the vehicle pool. 

• There is a lack of a common goal of reducing fleet costs as well as coordinating 
purchasing vehicles effectively e.g., a division may need a smaller sized truck but 
requests a larger sized truck which leads to higher purchase costs as well as fuel and 
maintenance costs. There is an opportunity to right-size vehicles and refigure fleet to 
get rid of underutilized vehicles.  

• Overall, the areas for cost reduction mentioned above require the cooperation and 
participation of the various divisions using fleet. This is illustrated in Figure 5. An  
accountability framework that defines the responsibility for roles based on needs and 
skills could be helpful for these divisions. 

 
 
 

 
 

Fleet 

Roads Parks 

Figure 4: Illustrations of how divisions need to work together to 
collectively lower costs 
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Phase Two Analytical Findings- Facilities  
Background:  
We requested the City staff to fill in a survey of all City facilities and rank all facility buildings on a scale of 1-5 to score the budgetary 
requirements of each facility. Facilities that score 1 have a very high cost per sq. ft and 5 has a very low cost per sq. ft. The rankings were 
based on the relative costs of all facilities. The purpose of the survey was to understand the facility value and performance. It must be 
noted that determining facility value is not based solely on financial impact but also on social and economic value. Given the scope and 
time frame of this project and the in-depth analysis required to provide social and economic scores on each facility, the analysis only 
includes reviewing the financial results of each facility. To determine specific recommendation on facilities (especially public-facing 
facilities such as rec & culture) further work to determine social and economic value is required. 

In some cases, departments could not isolate the specific information for a specific structure, so information about related structures has 
been grouped under one facility name e.g., ‘Chippewa’ includes all washrooms, cabins, campgrounds, etc.  
Generally, there could be savings from programming costs based on the recommendations made in the other divisions. However, it is 
valuable to review all total costs (facility costs plus programming costs) to determine if savings can be identified. 
Please note: Net Costs = Facility Revenues – (Programming Costs + Facility Costs) 
General insights 

• Utility costs are a main driver for facility costs such as HVAC. There is currently an infrastructure gap and capacity to do 
maintenance is limited. Therefore, utility equipment might be outdated that could increase utility costs.  

• When consolidating facilities, the City must consider geography and accessibility to services for specific neighbourhoods. 
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Revenue generating facilities 
There are two main clusters of revenue-generating 
facilities:  
a) Community centres and arenas that generate 

$100K-($350K) in net cost and are almost cost 
recovery 

b) Large facilities that make a significant loss 
generate low revenue and have a high total cost 
(a more negative net cost) e.g., the Conservatory, 
Chippewa, Animal services. Anecdotally, FW 
Gardens and 55plus centre are highly used so 
there could be an opportunity to increase fees 

Note the Conservatory net cost includes 
Conservatory operations costs plus production 
greenhouses and Parks planting bed services. The 
cost of the Conservatory is 50% of total costs- 
approximately $310K 
 
 

  

There are four outlier facilities not included in this graph:  

• Canada Games Complex: Score: 4. (Net Cost: ($2.35M) 
Revenue: $1.99M)- Cost recovery 46% 

• Solid Waste & Recycling Facility: Score: 2 (Net Cost: 
($2.31M) Revenue: $4.68M) Cost recovery 67% 

• Pioneer Ridge: Score: 4. (Net Cost: ($3.16M) Revenue: 
$14.57M) Cost recovery 82% 

• Note: The Transit Garage facility expenses annually are 
$521K or 4% of net municipal cost of providing transit. 

Figure 5: Revenue Generating Facilities (without outliers) Net Cost by Facility Revenue 
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Figure 6: Revenue-generating facilities ranked bar graph 

Specific facility insights: 

• Churchill and Volunteer pool have the highest costs given they are the only public indoor pools. Churchill has the highest cost per sq. 
ft. compared to all other pools. According to the City these pools are opened all year round and no fees are charged to access outdoor 
pools based on Council direction (exception may be Toonie lessons which represent an approximate 87% subsidy). 

• The Port Arthur Arena and Delaney Arena have the highest percentage of total costs compared to other arenas. According to the City, 
Port Arthur Arena has the highest cost recovery (71.1%); Fort William Gardens has the lowest (51.6%).   

• West Arthur Community Centre has the highest cost per sq. ft compared to other centres.  
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Non-revenue generating facilities 

 
Figure 7: Non-revenue generating facilities ranked bar graph 

Specific facility insights: 
 
The highest cost generating facilities are: 

• Water pollution and control plant: $6.4M 

• Bare Point water treatment plant: $2.8M 

• Mountdale transit yard: $685K 

• Balmoral police station: $578K 

• City Hall: $481K 
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Recreation and Culture 
Phase One Current State Findings 

• COTB does a good job organizing community events and summer programming for children 

• Recreational and sports facilities are important to the public. 

• Revenue generation can be improved through updated user fees and advertising 

• Some recreational facilities are seen as redundant 
 

Phase Two Analytical Findings 

• There is no clear policy that outlines what the optimal x% cost recovery should be for recreational facilities. Moreover, there is a lack 
of policy guidance for what social benefit facilities should achieve.  

• There is currently a review underway to revise user fee structures where there is a shift towards subsidizing high community benefit 
areas that will impact a larger group of people in the City.  

• Current user fee by-law allows for 1.5-2% fee increases every year. Ad hoc changes could be done to increase fees by 5-10%. 

• Strategy development for recreational advertising is underway but on pause due to COVID-19.  

• Insights on revenue-generating facilities (see graph below): 
o Pools: Churchill pool and the Volunteer pool and Community Centre generate a larger loss compared to the other pools 

because they are the only public indoor pools in the City (excluding Canada Games Complex) and are open all year long. 
Churchill and Volunteer Pools operate year-round while outdoor pools operate 8 – 10 weeks of the year.  In respect to cost 
recovery, Churchill recovers 25% of costs; Volunteer Pool/Community Centre 33% of costs; Widnall 0.002% of costs and 
Heath 0.00% of costs. Canada Games Complex has an indoor pool, amongst other amenities and recovers 46% of costs. 

o Arenas/stadiums: All arenas sit below the cost recovery line. There may be an opportunity to increase some fees or charge 
for events at stadiums at cost recovery. Port Arthur stadium is maintained exclusively for use for one private baseball team. 
Port Arthur stadium also requires significant investment to maintain its viability. 

o Community centres: There are a few community centres that are underutilized that could be closed, sold or repurposed (i.e., 
have expanded programming): 

▪ Jumbo Gardens: The centre is underutilized and had the lowest visits of all centres in 2017 of 5,197 visits. In 2018 it 
had the second-lowest of 7,628 visits (Vale was lowest).  

▪ Vale Community Centre: The centre is currently leased and has low utilization so the City can consider terminating 
lease upon renewal given nearby Kinsmen Youth Centre. 
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▪ Kinsman Centre: The Centre is a dedicated youth centre. There is an opportunity to make it a family service hub. 
Moreover, because it is across the Vale Community Centre, the City could collaborate work with the Boys and Girls 
Club on youth programming and expand services offered. 

▪ Boulevard Lake Beach: It is a supervised beach with poor beach and water. The number of visitors has reduced over 
the years because of the low quality. It is possible to discontinue beach supervision; rationalize or re-purpose 
facilities that support beach supervision.  The public could still access beach at their own risk. 
 

 
Figure 8: Rec & Culture Facilities Net Cost by Facility Revenue 
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Parks 

Phase One Current State Findings 

• The Parks division (both north and south) manages many services in Thunder Bay that have varied resource 
requirements. Given the large number of services managed by Parks, the divisions appear to be doing a good job of 
allocating resources. 

• Staff management is lacking within the Parks department especially with union members. 

• The Park's department outdated structure can lead to internal inefficiency in service delivery and lower labour productivity. 
 

Phase Two Analytical Findings 

Budget, staffing and resourcing 

• Compared to other municipalities, COTB’s Park’s budget is large which could be a function of the City’s geographical area and all the 
services provided by the City that are not typically in municipal scope such as Chippewa and the Conservatory.  

 COTB Sault Ste. Marie Kingston Moncton 

City Population 110,172 73,368 136,685 67,575 

Geographical Area 

(sq. km) 
448 715 450 142 

Parks Budget $8.7M $3.2M $3.7M $7.0M 

Parks Budget/Total 

Budget Ratio 
1:28 1:35 1:65 1:22 

Table 4: Comparative analysis of Parks budget 
• The various services provided by Parks relate to each other so resources can be shared efficiently even though there are many types 

of services offered. E.g., There are two marina park employees in the summer that work on the north and south yard winter rinks in 
the winter. 

• The division leverages part-time employees in the summer (the number of workers double in the summer) which helps minimize the 
full-time compliment. 

• There are certain service areas that are maxed out in terms of staff and budget such as maintenance of playground sites. There is 
also a lot of planning required and divisions planning group is struggling to cope with the level of engagement and planning required 
for capital planning. 
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• Like other divisions, the budget for large maintenance projects is limited. 

• Parks has started to build out technology to support operations e.g., forestry deployed a digital work order system which generates 
daily work tasks. There are initiatives still in development so cost savings are not known yet, but staff activity will be better coordinated 
which could lead to some savings. 

• In 2018, a field supervisor was added to support the north and south supervisors and to improve overall supervision help with training 
and mentoring. The results of the additional supervisor are only recently being realized due to:  

o The supervisor needing time to settle in  
o Anecdotally, there was staff turnover in 2019 which led to poor communication and teamwork in the division 

• There are certain services areas that are managed by various divisions that result in issues with accountability and communication. 
For example, governance of the Marina is seen as an issue because it is managed by several groups - Roads, Parks, Community 
Services, and there are many user groups; hotels, restaurants, condos. One lead division or one contact might be needed to funnel all 
issues or requests efficiently. 
 

North and South Yards 

• There is good communication between the two divisions. For example, there are bi-weekly meetings with the supervisors and 
coordinators to share information on equipment purchasing, staffing etc. Moreover, specific roles are shared between divisions to 
avoid duplication of roles such as the mechanic and carpenter. 

• There are advantages of having two separate yards such as:  
o More efficient fleet deployment e.g., because of City sprawl slow-moving equipment placed in the two yards can more quickly 

be deployed out as opposed to a central yard. 
o If the divisions were to merge, there would 90 to 100 people under one division which would create supervision issues. 

 
Golf courses 

• Municipal golf courses are important to the public given it provides affordable 
access to the sport. In the winter, the course is used as a park for activities like 
cross country skiing. Customer satisfaction rate increased from 65% to 85% in 
2019. 

• The golf courses have been operating at a net loss for the past three years. See 
Table 5. 

Year Revenue Cost* Net cost 

2017 $1.45M ($2.21) ($760K) 

2018 $1.55M ($2.00M) ($450K) 

2019 $1.62M ($2.13M) ($510K) 

Table 5: Financial performance of both golf courses from 2017-2019 
* City has informed us that Cost includes direct and indirect expenses 
including an outstanding loan. Direct Expenses and Net Cost of 
Operations are available from the City 
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• Golf membership revenue only represents 29% revenue. The remaining revenue comes from green fees, equipment rental, beverage 
sales, merchandise sales etc.  

• The potential to brand the golf courses better (to become an accessible family-friendly courses which can also be used in the winter) 
was considered to improve financial performance. If the City considered running the golf courses based on a “commercial operational 

model” as opposed to the public service model, it could better capture costs. There is also potential to reach out to sporting groups 
such as Golf Canada to determine if receiving financial support to cover a proportion of operating costs is feasible.  This would require 
considerable time, effort and investment. 

Considerations for closing golf courses: 

• Closing one golf course was considered as opposed to closing both courses. There is a lot of complexity when determining the 
implications of closing one course as there are economies of scale and shared resources so closing one course may not lead to a lot 
of savings e.g. if only one course was being operated, the City may need to limit the number of memberships in order to ensure that 
public green fees are still available. 

• The two courses balance each other out in terms of accessibility due to weather. For example, Chapples is more central and receives 
more rain during wet seasons. Therefore, members use Strathcona during those periods. Members can purchase access to both 
courses so closing one course may lead to an adjustment of membership fees leading to less revenue. 

• Even if the courses were closed, the City will still have to maintain the courses such as general maintenance, animal control and 
security. 

• Revenue is generated from events held at the courses. If one course were to close, event revenue might decrease. 
• If only Strathcona was closed and the revenue and costs were assumed to be a 50/50 split (between Strathcona and Chapples), there 

would be an approximate cost of at least $405K (Net operational loss of Chapples ($255K) plus maintenance of Strathcona in the 
interim of it being sold (150K)). 

Conservatory 

• In 2018, the Conservatory generated a net loss of $622K and was one of the worst financial performing facilities compared to all the 
other City facilities. The Conservatory’s net cost includes Conservatory operations costs plus production greenhouses and Parks 
planting bed services. The cost of the Conservatory is 50% of total costs- approximately $311K. 

• Parts of the Conservatory structure needs to be updated. The cost to update the Conservatory structure to be accessible to the public, 
to meet safety requirements and to realize efficiencies is approximately $2.5-$3.1M in total. Though this cost would be phased, it will 
still be large infrastructure project.  
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• If the City were to consider charging fees, it should be based on covering the cost of operations. Further analysis would have to be 
conducted on fee structure but given annual usage of the conservatory in 2017 (approx. 32,500 people) and total Conservatory 
operations expenses ($311K), the average fee per visit would be $9.50 + HST (this does not include the cost of an FTE to collect fees 
and infrastructural investment). 

• There is potential to add revenue-generating operations in the Conservatory such as a coffee shop or a gift shop. However, this would 
require additional investment.  

• Based on the Conservatory report to Council, the benefits of the Conservatory is that it helps produce 114 planting beds (types of 
plants grown have not been verified) within City parks. If this was contracted out (i.e., not grown in the Conservatory) it would cost the 
City $83,000 annually more than current costs- approximately $393K.  

• It is noted that the Conservatory does provide value to some residents and provides an indoor natural haven, especially during winter. 
Moreover, skillsets generated from the conservatory helps with the handling of remediation such as invasive plants in the City. 

 

Other facility performance              

• Muskeg Express generated a loss in 2019 with revenue only 
covering 35% of costs. 

• The Chippewa Amusement Rides are cost recovery and make a 
small profit of $1,473. There is also demand of both large and small 
rides. 

• Given the amusement park and campgrounds are at least cost 
recovery, the net loss of $708K from Chippewa is driven from the 
cost to maintain the parkland. There may be an opportunity to 
naturalize areas of Chippewa to reduce maintenance costs.                      
 
 
 

Table 7: 2020 campground budget (prior to COVID-19) 

Asset 
2019 Total 

Cost 

Revenue 

Target 

Actual 

Revenue 

Net 

Revenue 
Utilization 

Muskeg 

Express 
$11,400 $6,600 4,042 ($7,358) 1,519 Adults  

745 Children 

Chippewa 

Amusement 

Rides 

$46,700 $42,700 $48,173 $1,473 

11,450 large ride 
tickets 
13,170 small ride 
tickets 
550 other rides 

Chippewa Trowbridge 

Expenses $57,000 Expenses $90,000 

Revenue $67,700 Revenue $109,600 

Net Revenue $9,900 Net Revenue $19,600 

  Table 6: 2019 financials of Muskeg Express and Chippewa amusement park 
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• Overall, there may be many ice rinks when compared to other 
municipalities. Thunder Bay has a ratio of 0.35 outdoor skating rinks per 
1000 residents. If the City were to move closer to the average and 
emulate Strathcona County ratio of 0.27 (Strathcona County has a 
similar population of 100K), the City would have to reduce the number of 
skating rinks by 21% or close approximately 8 skating rinks. 
 

• The cost to operate winter rinks annually is $710K (the majority of costs 
is for maintenance and staff salaries). A public survey was conducted on 
winter rinks in winter 2020. 
 

• Compared to other municipalities, Thunder Bay has a large number of 
swimming pools per number of residents. This may be an area for reduction 
especially with pools with low usage. 

Table 8: Amenity type by population and number of facilities6 7 
Provision Ratio: The numbers not in brackets indicate the # of residents per one facility/amenity. 
Overall Quantity of Facilities: The number in (brackets). 
Numbers are based on City of Edmonton Report from 2018. Therefore, facility numbers might not reflect 2020 operations. Numbers have not been vetted. 
                                                           
6 Approach to Community Recreation Facility Planning in Edmonton Current State Report, April 2018  
 
7 Core Services Review, City of Greater Sudbury, January 2020 

Facility/Amenity Type Thunder Bay Greater Sudbury Ottawa Winnipeg Calgary Edmonton 

Population  110,172 161,530 934,243 705,244 1,239,220 932,546 
Artificial Turf Fields 

 (# of fields) 
107,910 (1) — 155,707 (6) 176,311 (4) 177,031 (7) 116,568 (8) 

Baseball Diamonds 
 (# of fields) 

2,346 (46) 2,213 (73) 3,301 (283) 1,881 (375) 2,659 (466) 1,167 (799) 

Curling Rinks 
 (# of facilities) 

107,910 (1) — 58,390 (16) 41,485 (17) 123,922 (10) 84,777 (11) 

Ice Arenas  
(# of ice sheets) 

13,489 (8 ice pads) 
2,899 (38 total skating 

rinks) 

10,096 (16 ice 
pads) 

2,884 (56 ice pads) 
17,627 (53) 24,319 (29) 26,366 (47) 29,142 (32) 

Indoor Artificial Turf 
Fields  

(not boarded) 

107,910 (1 upcoming 
Chapples indoor turf field) — — — — 932,546 (1) 

Indoor Aquatics Facilities 35,970 (3) 32,306 (5) 44,488 (21) 54,250 (13) 103,268 (12) 44,407 (21) 
Outdoor Pools 55,086 (2) — 103,805 (9) 70,524 (10) 154,903 (8) 186,509 (5) 

# Rectangular Sport 
Fields 

6,744 (16) 1,737 (93) 2,518 (371) 1,326 (532) 1,534 (808) 833 (1,119) 

Figure 9: 2015 Study conducted by the City of Red Deer comparing outdoor rinks 
per 1000 residents. With numbers adjusted to 2020 skating rink numbers and 

2016 population numbers the Thunder Bay ratio is now 0.35 
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Roads 

Phase One Current State Findings 

1. Road and street maintenance cause a lot of grievances for citizens.  
2. There is pressure on employees to meet the growing needs of road maintenance. City sprawl has also added to pressure for 

more maintenance. 
3. There is an opportunity to optimize snow removal and routes. 

 

Phase Two Analytical Findings 

• According to the Roads division, if COTB wanted to maintain pavements at existing conditions there would need to be $13 million 
in investment (in the last 5 years, the average spend was only $7-$8 million/year on pavement rehabilitation). This creates 
challenges in keeping up with maintenance. Moreover, Roads faces budget limitations given: 

a. There is a limited capital budget to address large road projects.  
b. Roads may budget for a certain amount every year but if there are harsher weather conditions, they may spend their budget 

earlier in the year which gives them less to spend for the remaining year impacting maintenance. 
c. Older fleet has less reliability and therefore the division must rent additional that increase costs in order to meet winter 

objectives. These are expenses that occur mid-year which is not budgeted for. 

• The three cost centres for Roads is fleet, wages and material costs. Material costs have been the main target for cost reduction in 
the past. There may be an opportunity to control the cost of fleet through improved asset management.  

• The Roads divisions has an objectives manual that outlines what tasks are completed based on priority and quality. For example, 
major highways and arterials are serviced first before smaller roads. Each task has a timeframe to complete which holds the 
division accountable for work conducted e.g., arterial roads must be serviced in 7 days from notice of issue. 

• Most work is done by the City with only 10% of work conducted by contractors. Based on feedback from the division, this mix 
works well for the City as fewer contractors can lead to more control of costs.   

• Overall, Roads has done a good job controlling costs compared to other municipalities as: 
o The cost per laneway is on par with other municipalities. The average cost per lane km from other municipalities is $11,926/km. 

In comparison COTB is at $11,362/km8.  

                                                           
8 MBN Performance Measureament Report 2017 



 

50 
 

o COTB has one of the lowest costs for winter maintenance when 
benchmarked with other municipalities- The winter maintenance 
cost per lane km is $1,502.26 for roads and $1,930.89 for 
sidewalks. The average cost for winter maintenance for single 
tiered municipalities is $4,315/km. 

• A review was conducted on sidewalk clearing recently where it was 
confirmed the practice of snow ploughing should continue (as 
opposed to asking citizens to shovel snow on their own sidewalks) to 
manage risk and liability. Many other communities like Ottawa and 
Prince George ask their citizens to shovel their sidewalks (with 
policies and by-laws that outline rules). COTB may want to re-consider 
sidewalk shoveling in light of how other communities have successfully 
rolled out the citizen shoveling their sidewalk model. 

• According to the IPSOS Citizen satisfaction survey, maintenance of sidewalks had one of the worst satisfaction levels. There is an 
opportunity to improve the quality of roads in certain areas of the City however, the ratings could also be due to: 

o The time of year the satisfaction survey was sent out or year itself (winter or early spring is when most road issues are 
reported due to freezing and thawing). 

o The expectation of Roads from citizens is misaligned with realistic quality of road maintenance (Thunder Bay benchmarked 
average when compared to other municipalities). 

o Lack of communication of the scope of Roads works. There may be an opportunity to share progress or performance 
metrics such as time to respond to queries.  

 

Solid Waste Collection 

Phase One Current State Findings:  

1. The average cost of collection and disposal of waste is higher than in other cities in Canada.  
2. There are issues with the process of garbage collection and potentially staff training is required.  
3. Previous attempts to optimize routes and reduce collection time have not been successful. 

 

Phase Two Analytical Findings 

Figure 10: Comparing cost for maintenance of roads across Canada from 2015-
2017, MBN Performance Measureament Report 2017 
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• There is a review currently being done in this division to work through balancing workload, improving public awareness, education, 
and enforcement, improving understanding of work and the right equipment for current and future needs. Solid waste management 
team and staff have been actively participating in this review. 

• The average cost of collection by population is approximately $40/per resident annually which is average compared to other 
benchmarked municipalities (Kingston is $55/per resident while Prince George is $24/resident). 

• There is a lot of opportunity for the City to improve solid waste diversion rate (the process of diverting waste from landfills through 
recycling, composting and source reduction activities). Thunder Bay has a diversion rate of 28% (increased by 8% since 2013). In 
comparison, the City of Toronto is at 53%, Greater Sudbury is at 45% and the City of Kingston is at 60%. There is a lot that can be 
improved around recycling and composting. There have been changes to the recycling policy where all #1 and #2 coded plastics (i.e. 
bottles and non-bottles) will be accepted effective July 2020. 

• Complaints surrounding waste collection is high. From 2017-2018 there were 6,367 inquiries about waste and garbage collection. The 
number of inquiries per in Thunder Bay is approximately 30 per 10,000 pickups. In comparison, Hamilton has only 3.1 per 10,000 with 
4 per 10,000 being best practice. 

• Given the current issues with Solid Waste collection and disposal service, we reviewed alternate service delivery models for Solid 
Waste collection and disposal. Primarily, there are three (3) service delivery models for Residential Solid Waste collection: 

 
 

1. In-house service by the municipality/City (Current model at City of Thunder Bay) 
  

a. The City is responsible for end-to-end operations of the service including staffing, administration, collection and disposal of 
waste.  
 

b. The assets (e.g. fleet and facilities) and support services (e.g. customer service and IT) are also managed by the City. 
 

2. Hybrid (Inhouse and contracted service) 
 

a. Per this model, the City or region is usually split into work areas.  
 

b. These work areas could be based on materials (e.g. recyclables or organics) or geography (e.g. North and South).  
 

3. Contracted service (Private sector) 
 

a. A municipality/City allows a private corporation(s) to exclusively manage the solid waste collection and disposal functions.  
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b. The City allocates a fixed amount in its annual budget for contracting out these services. As in a Hybrid model, the work 
areas can be divided based on material or geographic area of service. 

 

• Most municipalities in Canada have service delivery models for curbside collection that consist of municipal personnel, contracted 
services or a combination of the two. To determine which model to go ahead with, it is important to examine the role and significance 
of inhouse service delivery in various municipalities. Solid waste collection has been brought inhouse in municipalities like Saint John, 
NB, Conception Bay South NL, Port Moody BC, and Sherbrooke QC. These four case studies all acknowledged a high-volume 
service complaints and increased costs led these municipalities to go inhouse.  
o Conception Bay South’s mayor reported that the municipality has saved over $100,000 by moving to inhouse collection.  
o Two years after Saint John moved from a mixed public-private collection model to a fully inhouse model, the city found it had 

saved $700,000 in a year; $200,000 more than administration predicted.  
o Sherbrook’s insourcing saved the city $750,000.  
o When Port Moody moved its solid waste collection inhouse, it was on the heels of rising citizen complaints and the contractor’s 

failure to meet new recycling targets. The inhouse model has since provided a higher quality of service at a lower cost than before. 
Having all components of waste management inhouse enabled the city to derive an integrated new approach to waste 
management and diversion. Port Moody’s program has since won an award for its waste diversion by the Solid Waste Association 
of North America. 

 

• Lack of best practices, in small as well as growing municipalities, has led to inefficiencies in solid waste management across Canada. 
Therefore, there has been a trend of exploring and transitioning to alternate service models across the country, specifically the option 
of contracting out services. A lot of similar-sized cities (in terms of population) split the work based on material of collection and 
disposal. For e.g. Green for Life (GFL) collects St. Albert’s (Alberta) blue bag recyclables to be sorted, processed, bundled, brokered 
and sold to manufacturers around the world. St. Albert pays a per-household rate to GFL. It is a steady but cost-neutral program for 
the City and the City does get small rebates for paints, tires, batteries, etc. Contracting out services could support solid waste 
collection in Thunder Bay given the challenges in waste collection. Some examples that have created additional operational 
complexity in the City include the Industrial, Commercial and Institutional and Multi-Residential sector customers wanting additional 
collections beyond what is currently provided through by-law because they generate more waste than they have capacity to store. 
Additionally, some residents still place their waste on top of snowbanks in the winter and ignore the placing waste at the curb by the 
7am rule. 
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Water and Wastewater  

Phase One Current State Findings 

1. There is a disagreement on whether City staff or contractors should conduct water membrane maintenance. 
2. Automated meter reading for water could be installed to achieve efficiencies. 
3. Staffing and organizational structure need to be reviewed. 
 

Phase Two Analytical Findings 

• Currently the Water Treatment Plant (WTP) utilizes a full-time contractor and uses COTB staff working with the contractor when 
additional resources are required. The cost of the contractor is approximately $120K/year. 

• Evidence collected from the City shows that using a contractor for water membrane maintenance is more beneficial: 
o In the past, the WTP invested a great deal of time and money in training staff (both industrial millwrights and operators) to do 

membrane maintenance but the quality and consistency of repair work became an issue 
o The use of a contractor for membrane maintenance on a full-time basis began in 2017.  These repairs have been found to be 

more consistent and the contractor on average turns out twice the throughput compared to previous years.  
o Management staff have established through years of repairs that using a reliable contractor for this work achieves 

the highest quality of maintenance, thus protecting water quality. 
o Each membrane costs $1.26M, has a life cycle of 6-7 years and are very expensive (represents around 60% of the WTP’s 

capital budget). Therefore, poor maintenance performed during the membranes’ life cycle will adversely affect costs and more 
importantly water quality. 

• The Automatic Meter Reading program (AMR) was mentioned in Phase One as an opportunity to raise efficiencies in meter reading 
and revenue recovery. AMR uses wireless technology to automatically collect water consumption, diagnostic and status data from the 
City's water meters and transfer that data to a database for billing, troubleshooting and analysis. The battery-operated AMR 
transmitter is wired directly to the water meter inside the home and wirelessly communicates with mobile reading equipment installed 
in City-owned meter reading vehicles. Moving to an automatic water reading (AMR) technology that is connected to a central 
database for billing and analysis is consistent with the Smart Community movement that is emerging globally across cities. AMR 
technology reduces the cost of reading, provides real-time billing information, reduces estimated reading and re-billing costs and 
promotes energy conservation and customer savings with time-of-use consumption.  
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• Feedback from stakeholders from Phase One mentioned a possibility to separate water into a separate utility so that the Water and 
Waste Water divisions can have more focus on management and cost reduction. This stemmed from the division being rate -based 
and therefore, there may be a lack of incentive to pay attention to costs and quality at the same time.  

 
Sister Cities  

Phase One Current State Findings 

• This area is discretionary and could be eliminated. 
 

Phase Two Analytical Findings 

• There is value generated from a Sister Cities program based on a study conducted by Sister Cities International (Measures That 
Matter:  A study on the economic benefits of sister city relationships in the U.S. and their impact on the global economy 2014-2015).9 
It not only serves as an engine for diplomacy and peacebuilding, but also economic development and investment. This is particularly 
important for a remote but large city like Thunder Bay as foreign relations can encourage more trade, tourism, study abroad (i.e., 
international students), medical research, business development, etc. The specific economic impact of sister cities on a community is 
difficult to measure due to an inability to quantify the various forms of economic activities. 

• According to the same study by Sister Cities International, out of 545 U.S. communities, 42% of sister city programs operate with a 
budget of less than $5,000 USD and 79% have a budget under $25,000 USD. Another example is the City of Woodstock in Ontario 
which has a budget of $5000/ year.10  

• COTB spent $26,667 in 2019 on the Sister Cities program. 60% of the expenditure was for travel and visiting conventions. The 
remaining 40% of expenditure was related to printing, community relations, and in town delegations. 

• Based on comparisons with other cities, COTB might have too many cities. Greater Sudbury, Kingston and Moncton have 2-3 sister 
cities. Sault Ste Marie is the only benchmarked City with the same number of sister cities as Thunder Bay.  

 

                                                           
9 “A study on the economic benefits of the sister city relationships in the US and their impact on the global economy”, Measures That Matter, Sister Cities International 
 
10 Departmental Budget Estimates for 2019, The City of Woodstock 
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City Sister cities11  

Thunder Bay • Duluth, USA 

• Gifu, Japan 

• Jiaozuo, China 

• Little Canada, USA 

• Seinäjoki, Finland 

Sault Ste Marie • Cosenza, Italy 

• County Louth, Ireland 

• Forssa, Finland 

• Maia, Portugal  

• Sault Ste. Marie, USA 

Greater Sudbury • Brest, Belarus  

• Gomel, Belarus 

• Kokkola, Finland 

Kingston • Scottsdale, USA • Cienfuegos, Cuba 

Moncton • Lafayette, USA 

• Parma, Italy 

• North Bay, Canada 

Prince George No Sister City program  

       Table 9: Number of sister cities comparative  

 

General Human Resources 

Phase One Current State Findings 

The areas under review are Honorariums to Retirees (2019 expenditure is $13,340), Long Service Awards (2019 expenditure is 12,630) 
and Retirees Banquet (2019 expenditure is $10,930) which equate to $36,900 in 2019. These areas are discretionary and could be 
eliminated along with associated costs in other divisions. 
 

Phase Two Analytical Findings 

• In January 2020 Council eliminated the honorariums budget which was $13,340 in 2019 and reduced the long service awards budget 
by $2,000 which included eliminating service pins. The pins cost $5,260.19 in 2019. 

• The long service awards and retirees’ banquet is a much-anticipated event where staff get recognition for their service. At the 
banquet, every individual receives something (an honorarium or watch, etc.). With the budget changes, the format of the event will 

                                                           
11 Sister Cities of the World, Sister Cities Canada 
 

http://en.sistercity.info/sister-cities/Cienfuegos.html
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have to change as the honorariums have been cancelled. The division is currently considering how to ‘recognize’ retires at the 
banquet given the changes. 

• A total of 48 employees received 25-year watches in 2019 (37 from 2019 and 11 Police employees missed in 2018) with a total 
expenditure of $7,224.96 or $150/watch. 

• The banquet is usually held at a ballroom (Old Fort Williams/Victoria hotel) and has a reasonable cost of $10,930 with 145 guests or 
$75/attendee. 
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Organizational 
Structure Review 
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Introduction 

As per the scope of this project, the organizational structure review was to specifically focus on the span of control of each department, given the City 
has recently updated its structure. However, we have included our high-level thoughts on the structure, as structure can inform span of control. 
Structure: Organizations are usually structured based on functions that have similar goals or outcomes. The goals of each department should be built 
from the City’s corporate strategic plan and should be used as a guiding document to determine how functions and people are organized. For 
example: Does the Homes for the Aged have a similar expected outcome as the overall Corporate Services Group. Supervisors, talent and resources 
can be shared for effectively by grouping similar functions and areas with similar goals, Moreover, there can be favourable overlap with stakeholder 
engagement and reporting which can reduce the administrative burden.  
There was an organizational restructuring that happened a few years ago. Feedback from administration is that the current structure is effective for 
each department. There could be certain divisions that could be moved into other departments but for the most part, the structure works and supports 
operations. There are some specific examples shared such as 
possibility moving LTCH under community services or 
combining parks and recreation under one department. It is 
important to note that these changes may not lead to 
efficiencies and may lead to higher costs.  
 
Span of control 

Span of control can flex based on factors including12: 
i) complexity of work 
ii) managerial capability 
iii) technology 
 
Span of control for municipalities should consider level of 
expertise required and type of operations. Figure 12 illustrates 
indicators of when to have a large or small span of control.           
 

 

 

 

                                                           
12 “How Many Direct Reports Should You Have?” Inc.com, March 2019 

Figure 11: Indicators of when to have a large or small span of control 
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Departmental Review 

 

City Manager’s Office  

• City Solicitor & Corporate Counsel 

• Human & Corporate Safety 

• Corporate Strategic Services 

• Office of the City Clerk 
Span of control area for improvement: Not Applicable 
 
 
 
 
 
 
Development and EMS 

• Planning Services 
• Building Services 
• Licensing & Enforcement  
• Realty Services, 
• Thunder Bay Fire Rescue (out of scope) 
• Superior North EMS (out of scope) 

Span of control area for improvement: Not applicable. There are changes 
underway within the Licensing & Enforcement Division to change processes 
and realign job duties in order to drive efficiencies and increase productivity 
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Corporate Services and Long-Term Care  

• Financial Services 
• Revenue 
• CIT 
• Internal Audit & Continuous Improvement 
• Long Term Care & Senior Services  

Span of control area for improvement:  

1) Financial services: There may be too many managers in this 
division. City admin clarified there are 3 managers and 1 
supervisor with 28 FTEs. There may be an opportunity for less 
people to complete all the tasks. Positions could be consolidated 
to reduce number of senior positions 

2) Pioneer Ridge (Long-Term Care): Feedback mentioned that 
supervisors are overloaded with work. Because this is a highly 
regulated and technical area, a specialized review is needed to validate. 

 
Community Services 

• Asset Management 

• Public Transit 

• Recreation and Culture 

• Central Support Services (recently includes Municipal Child Care) 
 

Changes since November 2019: During 2020 budget deliberations, a vacant manager position in Rec and Culture was identified and removed from 
the division.  To support this change, the City re-aligned accountability for municipal child care with Central Support Services and Arenas/Stadia with 
Facilities Services in Asset Management.   
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Span of control area for improvement:  

We acknowledge that changes are ongoing in this department given the 
changes during 2020 budget deliberations. 

Central Support Services: Recently added Child Care. There is a plan to 
review of leadership and supervision for child care in 2020.  

1. Asset Management: Given the number of FTE, there are too many 
supervisors under Facilities - 4 supervisors for 18 FTEs. Unless the 
City determines there is a certain level of complexity in this division, 
we recommend reducing supervision. 
 

2. The Supervisor Equipment (Transit) has 21 subordinates which is 
higher than the ideal span of control at first glance. It could be worth 
reviewing given span on of control considerations mentioned 
above. Since managing transit equipment is important to 
coordinate, we recommend reviewing the workload of the 
supervisor to make sure they have enough support and whether 
subordinates have enough supervision, performance management 
and training support if needed.  
 

3. Transit: There are also 2 supervisors overseeing 100+ operators within Transit.  
The City realizes this is an area for improvement and is proactively working to address this. 
 

4. Rec & Culture: This division is mostly made of part time 
employees with span of control being larger than 20 
people. We recommend making sure the supervisors feel 
they have enough support during peak periods especially 
for Aquatics, Wellness Children and Youth. If they do not, 
there may be need to hire additional supervisor(s). 
 

5. Since Parks is not in Rec and Culture, there may be need 
for a formal communication plan given there are 
synergies between the two divisions. Similar functions 
include facility/park bookings; recreation/park planning; 
facility/park maintenance, etc.  
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Infrastructure & Operations 

• Central Support Division 

• Engineering & Operations Division 

• Environment Division 
 
Span of control area for improvement: 

1. Engineering & Operations Division: The Director has 10 
direct reports and anecdotally lacks time to dedicate for 
more strategic items. We recommend a dedicated manager 
positioned under the director to reduce span of control.  
Further, there may be an opportunity to establish the 
Sustainability Coordinator as team leader under the GM (to 
reduce direct reports to the GM) and fold under the Climate 
Adaptation and Mobility Coordinators (Mobility Coordinator 
currently reports to Director – Engineering & Operations). The COVENCO report did recommended to add a Manager of Engineering and a 
Manager of Storm water under the Director position. Both Manager positions have not been implemented. 

 

2. Parks: There may need to be an additional Field Supervisor or other resourcing (such as technology) to support the Parks North and Parks 
South Field Supervisor. This can allow for more support for supervision.  
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Public Survey 
Findings 
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Background  

The public survey was launched from April 27th to May 18th to allow citizens to weigh in on the shortlist of public facing services in scope 
for this phase as well the various Parks/Rec & Culture facilities highlighted in the Phase One report as areas for cost reduction. 
 
The survey received 779 responses from a wide range of age groups. The largest responder group was the 55-64 years group that made 
up 26% of the responses. 57% of responses were from women while 38% were from men. 
 
Demographics of Survey Participants from the Get Involved website 
Age: 

  

 

 

Gender 
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General insights 

• Many responses mentioned they do not have enough information on financials and usage of facilities to determine whether the 
City should keep or get rid of facilities. It may be a useful exercise to share the financial and usage information with the public on 
each facility/group of facilities and then conduct a similar survey. It will allow the City to understand if the public changes their 
stance given the performance of various facilities with many of the large facilities making a significant loss. 

• There is qualitative value that certain facilities provide (above and beyond financial performance). It will be up to the City to 
determine if there are sufficient public areas that allow for access to green space, natural spaces that directly link with wellbeing 
and quality of life. Though this may be difficult to measure, usage metrics as well demographics of visitors can provide indicators of 
which groups derive value from certain facilities.  

• There are some areas that the public were split on. Feedback included that facilities were working well but also facilities needed 
improvement. This can illustrate that 1) there are differing opinions of the current state of service delivery, 2) the idea of ‘good 
service delivery’ differs within the City’ and 3) there may be areas in the City that are better serviced (such as being close the City 
core) that may sway opinion. 

 

Key feedback of specific service areas and facilities 

 

Child Care 
Areas of service delivery that are working well: 

• City provision of daycare services 
• Quality of daycare services is very good  
• Friendly and professional staff at the centres 

 
Areas of service delivery that could be improved: 

• Increased wages for staff 
• More care centres/capacity of current centres as there are not enough spots  
• Expanded hours of operation 

 

Homes for the Aged 
Areas of service delivery that are working well: 
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• The Homes is city owned and operated 
• Quality of care provided 
• Quality of staff that are friendly & well trained 

 
Areas of service delivery that could be improved: 

• More staff (higher staff to patient ratio) 
• Higher wages for staff  
• Shorten waiting lists 

 
Recreation and Culture 
Areas of service delivery that are working well: 

• Specific facilities mentioned were the Canada games complex, Churchill and Volunteer pool and community centres 
• Recreational programming, outdoor events and the waterfront 

 
Areas of service delivery that could be improved: 

• Updating facilities such as Fort Williams 
• Re-opening Dease pool 
• Changes in administration such as lowering fees, online registrations and more outdoor programing 

 

Parks 
Areas of service delivery that are working well: 

• Good quality of maintenance (such as grass cutting) and cleanliness 
• Aesthetics such a flower beds, gardens and trees 
• Programming at parks 

Areas of service delivery that could be improved: 

• More parks 
• Extended hours 
• More free facilities in parks such as splash pads, washrooms etc. 
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Roads 
Areas of service delivery that are working well: 

• Roads division does a good job in service delivery 
• Specific areas that were acknowledged were street cleaning and plowing in winter 

 
Areas of service delivery that could be improved: 

• The number one issue mentioned was potholes with most people complaining about the quality and timeliness of pothole repair.  
• Earlier snow plowing  
• Better coordination of traffic lights 

 
Solid Waste Collection 
Areas of service delivery that are working well: 

• 1-week pickup with the 2-bag limit 
• The pickup schedule 
• The quality of staff and service 

 
Areas of service delivery that could be improved: 

• Add more leaf days 
• Add a composting pick up service 
• Add more materials/ types of plastics that can be recycled 
• Should allow for 3 bags (maybe during certain times of year like holidays and to stop charging for additional bags) 
• A few annual pickups of hazardous waste  

 

Water and Waste Water 
 

Areas of service delivery that are working well: 

• Quality and cleanliness of water 
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• No disruptions in water delivery 
• Reliability of service and quality of delivery 

 
Areas of service delivery that could be improved: 

• Water rates are high 

• More detail on billing is needed 

• There are concerns about heavy metals or additives in water  
• Concerns about lead pipes in households and that the City should replace them 

 

 

Should the City increase, decrease or maintain the current number of aquatic venues?  
 

Overall feedback for increasing venues: Supervised aquatics provides important 
recreational availability. Feedback also involved keeping Dease Pool open. 

 

Overall feedback for maintaining venues: Facilities are working well, and current 
number of facilities is good. 

 

Overall feedback for reducing venues: Facilities such as Churchill Pool, Boulevard Lake 
Beach and Sandy Beach are underutilized. 
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Should the City increase, decrease or maintain the current number of 
community centres?  
 

Overall feedback for increasing centres: More centres for specific groups of people such as 
youth, elderly, indigenous, etc. and more accessible community centres. 

 

Overall feedback for maintaining centres: Current centres are well used and the City does 
not need more centres given population size. 

 

Overall feedback for reducing centres: There are centres that are underutilized and could 
be amalgamated. 

 

 

 

 

Should the City increase, decrease or maintain the current number of campgrounds?  
 

Overall feedback for increasing campgrounds: Camping is a big draw for tourism and 
provides an inexpensive outdoor activity especially for families. More campgrounds 
can prevent crowding, provide more location options and can be a revenue 
generating option for the City. A popular example mentioned was to add a 
campground closer to the City. 

 

Overall feedback for maintaining campgrounds: Adequate number of campgrounds. 
Many responders did not know the usage of campgrounds. Some mentioned more 
advertising of the grounds to improve usage. 

 

Overall feedback for reducing campgrounds: The City should not be in the business 
of campgrounds and should be left to private sector. Campgrounds are underutilized. 
Many suggested to keep Trowbridge and get rid of the Chippewa campsites.  
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Should the City increase, decrease or maintain the current number of skating rinks?  
 

 Overall feedback for increasing skating rinks: Adds activities for people to do in the winter. Skating 
rinks also promote healthy lifestyles. 

 

Overall feedback for maintaining skating rinks: Rinks are adequately used in each neighbourhood. 
Rinks provide a good opportunity for outdoor activity in the winter. 

 

Overall feedback for reducing skating rinks: There might be rinks that are underutilized specifically 
outdoor rinks. There may be opportunity to close/consolidate outdoor rinks. 

 

 

 

 

Should the City divest from the Chippewa? (Yes, No, I don’t know, No Opinion) 

Overall feedback no opinion or I don’t know: Don’t have enough information on the 

performance/utilization of Chippewa. 

 

Overall feedback for keeping Chippewa: The park is beautiful, provides activities for children 
through rides, is a good space for events, and is a historic space. 

 

Overall feedback for divesting Chippewa: Responders had not visited the area in a while and the 
park is not accessible for all people in the City. Suggestion to work with FWFN and hand 
Chippewa back to them. 
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Should the City divest from the Conservatory (Yes, No, I don’t know, No Opinion) 

 

Overall feedback no opinion or I don’t know: Do not have enough information, have not been to 

the Conservatory in a while, don’t know the viability of keeping it as a City asset vs. selling to a 
private entity. 

 

Overall feedback for keeping Conservatory: The Conservatory is an asset to the City and is a 
cultural and heritage facility. It is a unique part of the City and provides a place to visit and 
experience in the winter 

 

Overall feedback for divesting Conservatory: It may have low utilization and if it is losing the 
City money then close it. It will also cost the City money to restore. 

 

 

 

Should the City divest from Muskeg Express?  
(Yes, No, I don’t know, No Opinion) 

Overall feedback for no opinion or I don’t know: Have not heard of it, have not ridden on it, 

would depend on costs. 

 

Overall feedback for keeping Muskeg Express: Acts as a tourist attraction and is a good 
activity for children. 

 

Overall feedback for divesting Muskeg Express: Not used enough and old fashioned.  
Another activity could be added to the park instead. 
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Should the City continue operating golf courses? (Yes, No, I don’t know, No Opinion) 

 

Overall feedback for no opinion or I don’t know: Don’t use the municipal golf courses, don’t 

know the utilization/financial performance to determine if they should remain open or not. 

 

Overall feedback for keeping golf courses: Provides a recreational activity to public, 
accessible golfing option for citizens, opportunity to generate revenue for the City and 
courses are highly utilized. 

 

Overall feedback for divesting golf courses: There are other courses in the City, sell one 
course, golf is not a sport used by all so should reduce City expenditure for golf. 
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Other survey responder information 

 

POSTAL CODE: 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Sources of Traffic to Webpage & Survey: 

Traffic-Channel Source 
Aware 
(Visitors) 

Engaged-Visits  
(Survey 
Participants) 

Direct - 1529 386 

Referrals android-app 13 3 

Referrals 
icrt-
cotb.esolutionsgroup.ca 1 0 

Referrals insidectb.thunderbay.ca 1 0 

Referrals linktr.ee 9 1 

Referrals webmail.bell.net 3 1 

Referrals www.netnewsledger.com 17 4 

Referrals www.tbnewswatch.com 1362 227 

Referrals www.thunderbay.ca 139 26 

Search Engine bing 11 5 

Search Engine duckduckgo 3 0 

Search Engine google 139 42 

Social facebook 786 77 

Social instagram 4 1 
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City of Thunder Bay – Program and Services Review 

YOUR CITY PROGRAMS AND SERVICES – HAVE YOUR SAY 

COVID-19 is transforming our world and affecting all of our daily lives. Before the pandemic, the City of Thunder Bay engaged Grant Thornton to 
undertake a program and service review. The purpose of the review is to gain further understanding of specific services and provide information for 
Council and Administration to make informed strategic choices regarding those services.  

Phase One was completed in November.  Phase Two continues so that we are in a position to make efficiency and effectiveness improvements to 
programs and services when the emergency is resolved. 

Grant Thornton is assessing any possible alternatives to the current models for delivery and creating opportunities such as this for the public and 
stakeholders to give input on those recommendations. Grant Thornton will provide citizens, elected officials, and City staff with a framework 
detailing potential options, costs and benefits, and feasibility of delivery options for the future. This phase of work will be completed by June 2020.  

Help us continue this important work by responding to this survey. 

Introduction 
What is the purpose of the survey? 
The City of Thunder Bay has engaged Grant Thornton LLP to conduct a Review of City Services. The purpose of the review is to gain further understanding of specific services 
provided by the City and provide information for council and administration to make informed strategic choices regarding those services. Responding to pressures for greater efficiency, 
effectiveness in service delivery, improved performance and sustainability, the review will identify current services and their delivery, potential changes to delivery methods, and/or 
service levels, and recommend opportunities for improvement or cost-effectiveness. 

The review process will identify opportunities and provide recommendations for changes, expansion, reduction, elimination and alternate service delivery models. 

The purpose of the public survey is to gather anonymous feedback and input to the process of the Phase 2 of the Services Delivery Review 

Who can participate in the survey? 
All residents of the City of Thunder Bay. 

Confidentiality 
Grant Thornton LLP takes confidentiality and privacy seriously. It is also our experience that more reliable information is provided where people can speak in confidence. Therefore, we 
will not track individual user information. All responses are aggregated, and no individual responses are shared with the City. 
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More information? 
Further questions and feedback can be communicated in confidence to the Grant Thornton team by writing to the Project Consultant, Anthea Pinto at anthea.pinto@ca.gt.com 

Service Delivery 

The following areas were part of a shortlist of services recommended for a more in-depth review by Grant Thornton during our Phase 1 Service Delivery Review.   

Please fill in the following areas based on your opinion of each service area   

 

Roads (includes maintenance of all roads, sidewalks in the City) 

1. Name one element about Roads service delivery that you would like to remain the same i.e., what is already working well. 

 

2. What is one element you would like to improve or change about the Roads service delivery? 

 

• I do not know/no opinion 

 

Solid Waste (includes garbage collection and recycling) 

1. Name one element about Solid Waste service delivery that you would like to remain the same i.e., what is already working well. 

 

2. What is one element you would like to improve or change about the Solid Waste service delivery? 

 

• I do not know/no opinion 

 

Parks (includes all parks, campgrounds, the conservatory, etc.) 

1. Name one element about Parks service delivery that you would like to remain the same i.e., what is already working well. 

 

2. What is one element you would like to improve or change about the Parks service delivery? 
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• I do not know/no opinion 

Recreation and Culture (includes all arenas, indoor/outdoor pools, community centres, programs for individuals of all ages/abilities, special events, funding/other in 
kind supports to non-profit organizations, etc.) 

1. Name one element about Recreation and Culture service delivery that you would like to remain the same i.e., what is already working well. 

 

2. What is one element you would like to improve or change about the Recreation and Culture service delivery? 

 

• I do not know/no opinion 

1. Child Care (includes responsibility for 4 municipal child care centres (Woodcrest, Algoma, Ogden, Grace Remus) and administration of Private Home Child 
Care).  Name one element about municipal licensed Child Care service delivery that you would like to remain the same i.e., what is already working well. 

 

2. What is one element you would like to improve or change about the Child Care service delivery? 

 

• I do not know/no opinion 

Long Term Care and Senior Services  

1. Name one element about Long Term Care and Senior Services (Pioneer Ridge and Jasper Place) service delivery that you would like to remain the same i.e., 
what is already working well. 

 

2. What is one element you would like to improve or change about the Long Term Care and Senior Services service delivery? 

 

• I do not know/no opinion 

Water/Waterworks 

1. Name one element about Water/Waterworks service delivery that you would like to remain the same i.e., what is already working well. 

 

2. Identify one element you would like to improve or change about the Water/Waterworks service delivery? 

 

• I do not know/no opinion 
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Asset Review 
Various assets or facilities across the City of Thunder Bay require investment to maintain throughout the year.  In the Phase 1 report of the Service Delivery Review, there were various 
areas that were suggested to be reduced or eliminated based on cost, low usage and facilities becoming obsolete 

Please fill in the following areas based on your understanding of each area/group of facilities as well as the value they bring to the City and the impact it has quality of life 

In terms of reducing or eliminating assets/facilities, what are your thoughts on: 

1) Number of aquatic venues (The City has 2 indoor (Churchill and Volunteer Pool/Community Centre, 2 outdoor (Art Widnall, Heath) swimming pools, not including the pools in the 
Canada Games Complex, and typically supervises 2 beaches during summer (Boulevard Lake, Sandy Beach)) 

• Increase number of supervised, aquatic venues 

• Reduce number of supervised, aquatic venues 

• Maintain current number of supervised, aquatic venues 

Please explain:  
 

2) Number of community centres (The City directly operates or supports volunteer boards in operating 9 community centres, 2 Older Adult Centres (55 Plus, West Arthur), and 1 
dedicated youth centre (Kinsmen)) 

• Increase number of centres 

• Reduce number of centres 

• Maintain current number of centres 

Please explain:  
 

3) Number of campgrounds (The City has 2 main campgrounds with over 100 campsites) 

• Increase number of campgrounds 

• Reduce number of campgrounds 

• Maintain current number of campgrounds 

Please explain:  

 

4) Number of skating rinks (The City has 37 skating rinks) 

• Increase number of skating rinks 

• Reduce number of skating rinks 

• Maintain current number of skating rinks 
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Please explain:  

5) Should the City divest Conservatory? (i.e., close or sell) 

• Yes 

• No 

• I don’t know 

• No opinion 

Please explain:  

 

6) Should the City divest Chippewa? (i.e., close or sell)) 

• Yes 

• No 

• I don’t know 

• No opinion 

Please explain:  

 

7) Should the City divest/remove Muskeg Express in Centennial Park?  

• Yes 

• No 

• I don’t know 

• No opinion 

Please explain:  

 

8) Should the City continue operating golf courses? (The City currently operates 2 golf courses)  

• Yes 

• No 

• I don’t know 

• No opinion 

Please explain:   
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	FROM: Ms. D. Earle, Deputy City Clerk

