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About KPMG

Member firms operate in 144 countries and have more than 137,000
professionals working around the world.

Three functional service lines i
Audit, Tax and Advisory, as well as KPMG Enterprise (Private Company
Adviser) and Emerging Markets

Organized along lines of business i Consumer Markets, Energy and
Natural Resources, Financial Services, Industrial Markets, Information
Communications & Entertainment, Private Equity and Public Sector

In Canada we have been operating for 169 years and have about 5,400
people located in 33 offices, represented by a professional staff of more
than 4,000 comprising 437 partners.

On April 1, 2009, KPMG LLP acquired Chartwell International Holdings
Inc. and its wholly-owned subsidiary, Chartwell IRM Inc., in a friendly
acquisition. Alan was part of this acquisition!
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About KPMG i Municipal External Clients

City of Abbotsford
Town of Arnprior

The Art Gallery of the City of Windsor
Association of Municipalities of Ontario

Town of Banff
City of Belleville
Ville de Blainville
City of Brampton
Ville de Bromont
City of Burnaby
City of Calgary
Ville de Caraquet
City of Chilliwack
City of Brooks
City of Merritt
City of St. Albert
Town of Cobourg
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City of Kingston

City of Kitchener
City of Langford
Town of Lasalle
Town of Latchford
County of Lennox & Addington
City of Lethbridge
Town of Lincoln

City of London

Ville de Lorraine
Town of Markham
City of Medicine Hat
County of Middlesex
Town of Milton

City of Mississauga
Ville de Montreal
City of Moose Jaw

dian Limited Liability Partn

City of Saint John

Ville de Sairgtache
Ville de Savrges

City of Sault Ste. Marie
Town of Sidney
County of Simcoe

Ville de Sorel

City of Spruce Grove
Ville de St. Constant
City of Stratford

City of Surrey

Town of Taber

Ville de Thetford Mines
City of Thorold

City of Toronto

Town of Coalhurst
Town of Granum
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About KPMG i Municipal External Clients

Cont 6d

City of Colwood

City of Coquitlam

City of St. Thomas

County of Lethbridge

Town of Drumheller

Town of Durham

City of Edmonton

County of Essex

Town of Fort Erie

City of Fort Saskatchewan
City of Greater Sudbury
Regional Municipality of Halifax
Regional Municipality of Halton

Town of New Tecumseth

City of New Westminster
County of Newell No. 4
Regional Municipality of Niagara
Town of North Dundas

Town of Oakville

City of Ottawa

County of Oxford

Regional Municipality of Peel
City of Peterborough

City of Port Moody

Power CommiSiioaf Saint John
City of Prince George

Town of Markham
City of Vancouver
Ville de Varennes
City of Vaughan

City of Victoria

Town of View Royal
Ville de Chateauguay
Villede & Or

Ville de Victoriaville

Regional Municipality of Waterloo
County of Wellington

City of Westmount

City of White Rock
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City of Hamilton
County of Hastings
Town of High Level
County of Huron
City of Kamloops

City of Regina

Regional Municipality of Durham
County of Renfrew

Ville de Repentigny

City of Richmond

City of Windsor

City of Winnipeg

Regional Municipality of Wood Buffalo
Regional Municipality of York
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About KPMG

Committed to supporting professional associations,
such as:

Government Finance Officers Association (GFOA)
Municipal Finance Officers Association (MFOA)

Canadian Association of Municipal Administrators (CAMA)
Federation of Canadian Municipalities (FCM)

Association of Municipalities of Ontario (AMO)

Municipal Information Systems Association (MISA)
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About Alan Mitchell

Senior Manager, Performance & Technology, Advisory Services
Part of Chartwell IRM Inc. purchased by KPMG in April, 2009

Co-Author of the Municipal Reference Model and currently working with the
Municipal Information Systems Association of a software product to be
released in early 2010

Specialist in serving municipalities across Canada and internationally 1
current assignments include:

City of Toronto i eService Strategic Plan

City of Toronto i Financial Planning and Financial Reporting System
(Program and Service Based Budgeting)

City of Edmonton i POSSE Vision and Strategy (Work Management System
Review)

City of Windsor 7 Service Delivery Review i Phase 2
City of Moncton i Corporate Services Review
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What Challenges are Municipalities
Facing during the Economic Downturn?

Impacts of Economic Downturn:

Shrinking tax base as Aincome bas
huge hit and as vacancy rates increase throughout the Province

Increasing costs of social support services with higher unemployment
rates and a shift from resource industry towns to urban municipalities

Increasing costs for public sector labour as collective agreements

appear i mmune to whatoés happening

No property tax increases as politicians are all too well aware of the
impact on families struggling to see themselves through these tough
times

Reduced private sector labour costs as employment in resource
sector is taking the pressure off of capital construction costs!

EQEB 2009 KPMG LLP, a Canadian Limited Liability Pa aoperative. Al rights reserved. KPMG and the KPMG logo af




11/26/2009

How are these Challenges any different from
Normal Challenges in Municipalities?

Factors Influencing Municipalities Today:

Budget shortfalls due to no property tax increase i seeking ways of
circumventing unilateral budget cuts across all departments!

Increasing demands for improved service delivery i improved efficiency,
effectiveness and quality!

Increasing labour costs as a result of collective agreements that continue to
support increasing costs €é& not just

Changes in legislation that tend to increase service costs i new accounting
requirements (PSAB3150), greening environment, reducing carbon footprint!

Increasing demands for greater public accountability i improved performance
reporting

Growing demands to pay for the unfunded liability associated with our aging
infrastructure

Increasing demands for new, innovative technology solutions i web sites,
social networking solutions, €l
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City of Moncton states:

eéthe Cityds finances are 6goo
revenues increased sufficiently over the past five years to
cover the increased expenditures.

If this pattern
continues while tax revenues increase at a slower pace or stall
(a strong possibility in the present economic downturn), the
City may soon face serious challenges.

City of Moncton
September 21, 2009
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What are Municipalities doing to
overcome these Challenges?

Over the last several years, the following municipalities have issued RFPs to
conduct the following:

City of Saint John, New Brunswick i Operational Review (2005)
City of Windsor, Ontario i Service Delivery Review (2008 i 2009)

City of Vancouver,B.C.T Revi ew of the Cityo6s Businesses;
General Operations (2009)

City of Ottawa, Ontario i Efficiency Savings Initiative (2009)

City of Calgary, Albertai Management Consulting Expertise (Core Service Review) (2009)
City of Moncton, New Brunswick i Corporate Services Review (2009)

Town of Halton Hills, Ontario i Service Delivery Review (2009)

City of Hamilton, Ontario I Strategic Services Operational Review (2009), City Housing
Operational Review (2009), Recreation Division Organizational Review (2009)

City of Penticton,B.C.T A Revi ew of the Cityds Gener al
Organizational Review (2009)

é the |Iist goes on, and on!

etk PG frendamtional!

What has initiated these Reviews or
Studies?

Reasons for conducting these reviews / studies include:
Economic downturn!
Mayor / Council Priority
An Audit Recommendation
Perception that there are savings to be discovered and capitalized on

Shrinking budget allocations and the municipality can no longer make
unilateral budget cuts

Time for organizational change i senior management retirements,
perceived duplication of effort, too much management, etc.

Need for a behavioural change i focused too much on managing the
organization and not enough on service delivery

Need for improved performance management i introducing better
measurements, benchmarking, etc.
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What is the Common Thread?

Common threads in almost every study:
Improving our Services i can we improve efficiency, effectiveness and quality?

Back to Service Basics i what Services do we provide, are they core to our
business, what value are they offering, do we offer the right Services?

Service Levels T who decided what Service Level we currently offer, how much
would it cost to improve the Service Level, is the public prepared to pay for the
current Level of Service or should it be reduced?

Service Accountability i who is accountable for what Services, is the allocation
correct or does it need to be adjusted?

Alternate Service Delivery i can we outsource, in-source, privatize, contract
out all or a portion of our Services?

Service Operations i how do we deliver a service, are there better ways, can
we learn from others?

PHfGateetik KPIME ruedemtione!

What is the Common Thread?

Common gquestions municipalities are challenged in
answering:

Can you provide a comprehensive list or inventory of your Services?
What is the cost to provide a unit of each Service?
How effective are we in delivering the Service value to our customers?

How do we compare with other municipalities?
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What is a Service Based Approach?
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What is a Service Based Approach?
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What are the Benefits of this Approach?

Benefits include:
Focus on what you do and not who delivers it!

Improved communication among and between management and staff
using a common vocabulary

Opportunity to ask some really tough questions i questions that have
been lingering but never asked / answered!

Ability to see the big picture when the big picture is required (i.e.
Strategic Plan) and to see the very small details (i.e. Process, Activities
and Tasks) i and everything in between!

For many, this approach integrates all the disparate transformation
initiatives that may be underway in your municipality!

Change in the behaviour of management and staff i a move towards
Service Excellence!

Em ©2009 KPMG LLP, a Ca nited Liabi el itk ISP retndeationely g ved. KPMG and the KRGS logo af

What types of initiatives might use the
Service Based Approach?

Customer Satisfaction Survey . Performance Measurement Design,

Policy and Needs Analysis Implementation and Benchmarking

Service Level Agreement

Program Design and Review
Development

Service Design, Planning and Review . 1 .
Process Mapping, Reengineering /

Service Integration : Optimization

Multichannel Service Delivery _ Quality Control Certification (ISO,
Multi-Jurisdictional Service Delivery NQI, etc.)

Service Level Review . Organizational Design &

. Restructuring
Strategic Plan Development

(Community / Corporate) ., Council / Committee Governance

. . Review/Design
Transformation Portfolio

Management . Revenue Review (Fees / Charges /
Rates)
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What types of initiatives might use the
Service Based Approach?

Customer Satisfaction Survey
Policy and Needs Analysis
Program Design and Review

Service Design, Planning and
Review

Service Integration
Multichannel Service Delivery

Multi-Jurisdictional Service
Delivery

Service Level Review

Strategic Plan Development
(Community / Corporate)

Transformation Portfolio
Management

©2009 KPMG LLP, a Canadian Limited Liabilty Pa

kpmg!

Performance Measurement Design,
Implementation and Benchmarking

Service Level Agreement
Development

Process Mapping, Reengineering /
Optimization

Quality Control Certification (ISO,
NQI, etc.)

Organizational Design &
Restructuring

Council / Committee Governance
Review/Design

Revenue Review (Fees / Charges /
Rates)

What types of initiatives might use the
Service Based Approach?

Alternate Service Delivery Review
Position / Job Description Definition

Employee Performance Plan
Development

Communication Plan Development

Program and Service Based
Budgeting

Activity Based Costing
Management Audit
Enterprise Architecture Development

Information Technology Strategic
Planning

Business Intelligence Design
Software Requirements Definition

Application Design / Development /
Implementation

COTS Procurement
Application Portfolio Rationalization

Web Site / Portal Design / Redesign
(Channel Access to Services)

Information Management Program
Design

Records & Information Collection

10
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City of Fredericton i Core Services Defined
using Masl ow6s Hierarch
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City of Saint John 1 A Call for a New

Governance Structure!
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City of Saint John i New Governance
Structure Built Around Programs!
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Toronto takes on Program and Service Based
Budgeting challenge!

Planning

Mayor's

p— | RO

Efficioncy &
Effectiveness Metrics

City Services

Financial Planning Anatysis &
Sywtem
(FPARS)
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Toronto takes on Program and Service Based
Budgeting challenge!
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Imagine a Program / Service Budget!
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oProperty Taxation Service Amount Owing:
uWater Supply Service olaxes: $1,200.00
uSolid Waste Collection wWVater: $205.00
L Service oChild Care:  $121.00
uZonlr]g. ERIC2ICHO0 uRecreational Instruction WIOTAL: $1,526.00
phrea Service

oFire Insp.  Nov. 6, 2008 g . P
aHealth Insp. N/A uChild Care Service

«Building Plans: KA aDog Licensing Service

aae
aOwnership:  ABC Limited
wAssessed Value: $345,000
oD.P. Design.: Residential

@ADD NEW SERVICE?

Water Supply
Operational System
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City of Edmonton i Departmental Strategic
Plans for Information Technology

ASSIT MANVALEMENT

IO STAEE) OV LN IS0
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Inter -Jurisdictional Collaboration

Seniors Program and Service Alignment Model

LOCAL SERVICES

FEDERAL SERVICES

PROVINCIA|
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