
CITY OF VAUGHAN 
 

EXTRACT FROM COUNCIL MEETING MINUTES OF NOVEMBER 19, 2013 
 

Item 2, Report No. 13, of the Finance and Administration Committee, which was adopted without 
amendment by the Council of the City of Vaughan on November 19, 2013. 
 
 
 
2 PROPOSED SCHEDULE OF OPERATIONAL REVIEWS 
 
The Finance and Administration Committee recommends: 
 
1) That the recommendation contained in the following report of the Director of Innovation 

and Continuous Improvement, dated November 4, 2013, be approved; and 
 
2) That the presentation by the Director of Innovation and Continuous Improvement entitled 

“Proposed Schedule of Operational Reviews” dated November 4, 2013, be received. 

Recommendation 

The Director of Innovation and Continuous Improvement, in consultation with the Commissioner 
of Strategic and Corporate Services, recommends:  
 
1) That the proposed schedule of operational reviews be approved. 

Contribution to Sustainability 

Organizational sustainability can be defined as “the enduring challenge to achieve long-term 
success while having a positive impact on the society and the environment in which the 
organization lives and works” [Chartered Quality Institute].  A sustainable organization strives to 
understand its stakeholders’ needs and expectations in the present and the future and then 
ensures that the necessary operating / organizational frameworks are put in place. 
 
The City provides residents with more than 200 programs and services.  The Department of 
Innovation and Continuous Improvement (ICI) has been mandated to conduct operational reviews 
of these programs and services as a means of ensuring that stakeholder expectations are 
understood and addressed efficiently and effectively. Operational reviews thus become a 
mechanism to identify service delivery gaps and opportunities to develop new service delivery 
models while ensuring that services are delivered as efficiently and cost effectively as possible.  

Economic Impact 

There are no economic impacts associated with this report. 

Communications Plan 

No additional communication is required. 

Purpose 

The purpose of this report is to provide Council with the proposed schedule of operational reviews 
for the years 2013 – 2018. 

Background - Analysis and Options 

City Programs 
 
In 2011, the City conducted a program review that identified more than 200 programs and 
services provided to residents and other stakeholders.  The programs were categorized as being 
mandatory (i.e., required by legislation), standard (i.e., traditionally provided by most 
municipalities) or premium (i.e., provided by very few municipalities). 
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The review utilized a methodology in the review that categorized the programs as follows: 
 

Category Programs Expense (2012 Budget) 
# % $M % 

Mandatory 30 15% 33.6 18% 
Standard 141 69% 145.3 77% 
Premium 33 16% 10.3 5% 
 204 100% 189.2 100% 

 
The complete list of City programs identified in 2012 is provided in Attachment #1.  Since the 
initial review, the list of programs has been amended from 204 to 210, to reflect recent changes 
to commissions and to include programs that are funded from sources other than taxes (e.g., 
water and sewer services). 
 
Operational Reviews 
 
Operational reviews are one of the tools used by the Innovation & Continuous Improvement 
department that will assist Commissions and Departments across the City to: 
 

• Identify opportunities to enhance the client and resident experience, for both external and 
internal interactions; 

• Understand stakeholder expectations associated with services, i.e., what level of service 
should we deliver; 

• Ensure that the City is focused on the right things with respect to stakeholder 
expectations, i.e., are we being effective; 

• Assess the way in which expected services are being delivered, i.e., are we being 
efficient; and, 

• Develop a deep understanding of the drivers and levers of service delivery costs, i.e., are 
we using taxpayers’ funds wisely. 

 
Additionally, operational reviews provide an opportunity to identify where gaps exists and where it 
could be possible to deliver services in new or different ways, leverage new technologies and 
understand any risks or impacts associated with any changes to service levels. 
 
For the purposes of operational reviews, the programs have been grouped together into service 
streams that will facilitate the evaluation of all elements of program delivery from clarifying 
expectations and requirements, through operations to performance measurement.  This approach 
will ensure that the review takes a resident / stakeholder / customer perspective, rather than an 
internal department or commission perspective, to the service.  For example, an operational 
review of Winter Control Programs would include services provided by Public Works (e.g., Road 
Snow Removal) and Parks & Forestry Operations (e.g., Path / Sidewalk Snow Clearing). 
 
The complete list of service streams, together with how they are aligned with the city programs, is 
provided in Attachment #2. 
 
An overview of the phased approach to an operational review is provided in Attachment #3. 
 
Schedule of Operational Reviews 
 
Consolidating the programs into themes has resulted in the identification of 32 service streams 
and it is anticipated that it will take 6 years to complete an initial cycle of operational reviews of all 
service streams. 
 
In developing a schedule for the reviews, the Innovation & Continuous Improvement department 
has taken the following factors and constraints into account: 
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• challenges, concerns and issues with respect to particular services raised by Council or 
the Senior Management Team; 

• the scale and scope of the service stream – i.e., the number of departments that need to 
be engaged, the number of interactions with stakeholders; 

• the impact on Commissions and departments – i.e., how to minimize the interruption of 
service delivery during an operational review; 

• alignment with Internal Audit – i.e., ensuring that the operational review approach 
supports the Internal Audit focus on financial control and enterprise risk; and, 

• the size of the ICI department – i.e., how many reviews can each consultant manage, 
facilitate and support. 

 
The proposed schedule for operational reviews is provided in Attachment #4. 

Relationship to Vaughan Vision 2020/Strategic Plan 

“Additional Operational / Business Reviews” have been identified as one of the prioritized 
strategic initiatives within Vaughan Vision 2020 with a focus on ensuring a high performing 
organization.   
 
The proposed schedule for operational reviews outlined in this report by the Innovation & 
Continuous Improvement department provides a framework for how this strategic initiative will be 
addressed. 
 
Operational reviews directly link to the three goals of the City’s strategic plan: by assessing 
programs and services we are striving for ‘Service Excellence’; by implementing outcomes and 
recommendations from the reviews, we achieve ‘Organizational Excellence’; and, by engaging 
and working with staff in various departs who deliver these programs and services, we enable 
knowledge transfer and empower ‘Staff Excellence’. 

Regional Implications 

An operational review will identify any key linkages with other levels of government and ensure 
that these linkages are understood and that a framework for effective engagement is developed. 

Conclusion 

In its Vaughan Vision 2020 Strategic Plan, the City has identified operational reviews as being a 
priority strategic initiative.  Additionally, with over 200 programs and services delivered to 
residents and other stakeholders, a consistent, realistic and feasible approach is necessary in 
order to conduct these reviews. 
 
The Innovation & Continuous Improvement department has been mandated to work with other 
Commissions and departments to develop an approach for operational reviews and to facilitate, 
manage and support the successful completion of the reviews.  The schedule of operational 
reviews presented in this report will enable the City to: 

• conduct operational reviews on priority areas; 
• ensure that delivery of current services to residents and other stakeholders are not 

negatively impacted during the review; 
• align operational reviews with initiatives or reviews conducted by Internal Audit; and, 
• implement an on-going cycle of operational reviews. 
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Attachments 

Attachment #1: Program Index and Description – 2011  
Attachment #2: Service Streams and Programs 
Attachment #3: Operational Review Approach 
Attachment #4: Schedule of Operational Reviews 

Report prepared by: 

Derek Patterson, Director, Innovation & Continuous Improvement 
 
(A copy of the attachments referred to in the foregoing have been forwarded to each Member of Council 
and a copy thereof is also on file in the office of the City Clerk.) 
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FINANCE AND ADMINISTRATION COMMITTEE – NOVEMBER 4, 2013 

PROPOSED SCHEDULE OF OPERATIONAL REVIEWS 

Recommendation 

The Director of Innovation and Continuous Improvement, in consultation with the Commissioner 
of Strategic and Corporate Services, recommends:  

1. That the proposed schedule of operational reviews be approved. 

Contribution to Sustainability 

Organizational sustainability can be defined as “the enduring challenge to achieve long-term 
success while having a positive impact on the society and the environment in which the 
organization lives and works” [Chartered Quality Institute].  A sustainable organization strives to 
understand its stakeholders’ needs and expectations in the present and the future and then 
ensures that the necessary operating / organizational frameworks are put in place. 

The City provides residents with more than 200 programs and services.  The Department of 
Innovation and Continuous Improvement (ICI) has been mandated to conduct operational reviews 
of these programs and services as a means of ensuring that stakeholder expectations are 
understood and addressed efficiently and effectively. Operational reviews thus become a 
mechanism to identify service delivery gaps and opportunities to develop new service delivery 
models while ensuring that services are delivered as efficiently and cost effectively as possible.  

Economic Impact 

There are no economic impacts associated with this report. 

Communications Plan 

No additional communication is required. 

Purpose 

The purpose of this report is to provide Council with the proposed schedule of operational reviews 
for the years 2013 – 2018. 

Background - Analysis and Options 

City Programs 
 
In 2011, the City conducted a program review that identified more than 200 programs and 
services provided to residents and other stakeholders.  The programs were categorized as being 
mandatory (i.e., required by legislation), standard (i.e., traditionally provided by most 
municipalities) or premium (i.e., provided by very few municipalities). 
 
The review utilized a methodology in the review that categorized the programs as follows: 

Category Programs Expense (2012 Budget) 

# % $M % 

Mandatory 30 15% 33.6 18% 

Standard 141 69% 145.3 77% 

Premium 33 16% 10.3 5% 

 204 100% 189.2 100% 

 
The complete list of City programs identified in 2012 is provided in Attachment #1.   



 

 

 
Since the initial review, the list of programs has been amended from 204 to 210, to reflect recent 
changes to commissions and to include programs that are funded from sources other than taxes 
(e.g., water and sewer services). 
 
Operational Reviews 
 
Operational reviews are one of the tools used by the Innovation & Continuous Improvement 
department that will assist Commissions and Departments across the City to: 

 Identify opportunities to enhance the client and resident experience, for both external and 
internal interactions; 

 Understand stakeholder expectations associated with services, i.e., what level of service 
should we deliver; 

 Ensure that the City is focused on the right things with respect to stakeholder 
expectations, i.e., are we being effective; 

 Assess the way in which expected services are being delivered, i.e., are we being 
efficient; and, 

 Develop a deep understanding of the drivers and levers of service delivery costs, i.e., are 
we using taxpayers’ funds wisely. 

 
Additionally, operational reviews provide an opportunity to identify where gaps exists and where it 
could be possible to deliver services in new or different ways, leverage new technologies and 
understand any risks or impacts associated with any changes to service levels. 
 
For the purposes of operational reviews, the programs have been grouped together into service 
streams that will facilitate the evaluation of all elements of program delivery from clarifying 
expectations and requirements, through operations to performance measurement.  This approach 
will ensure that the review takes a resident / stakeholder / customer perspective, rather than an 
internal department or commission perspective, to the service.  For example, an operational 
review of Winter Control Programs would include services provided by Public Works (e.g., Road 
Snow Removal) and Parks & Forestry Operations (e.g., Path / Sidewalk Snow Clearing). 
 
The complete list of service streams, together with how they are aligned with the city programs, is 
provided in Attachment #2. 
 
An overview of the phased approach to an operational review is provided in Attachment #3. 
 
Schedule of Operational Reviews 
 
Consolidating the programs into themes has resulted in the identification of 32 service streams 
and it is anticipated that it will take 6 years to complete an initial cycle of operational reviews of all 
service streams. 
 
In developing a schedule for the reviews, the Innovation & Continuous Improvement department 
has taken the following factors and constraints into account: 

 challenges, concerns and issues with respect to particular services raised by Council or 
the Senior Management Team; 

 the scale and scope of the service stream – i.e., the number of departments that need to 
be engaged, the number of interactions with stakeholders; 

 the impact on Commissions and departments – i.e., how to minimize the interruption of 
service delivery during an operational review; 

 alignment with Internal Audit – i.e., ensuring that the operational review approach 
supports the Internal Audit focus on financial control and enterprise risk; and, 

 the size of the ICI department – i.e., how many reviews can each consultant manage, 
facilitate and support. 



 

 

 
The proposed schedule for operational reviews is provided in Attachment #4. 

Relationship to Vaughan Vision 2020/Strategic Plan 

“Additional Operational / Business Reviews” have been identified as one of the prioritized 
strategic initiatives within Vaughan Vision 2020 with a focus on ensuring a high performing 
organization.   
 
The proposed schedule for operational reviews outlined in this report by the Innovation & 
Continuous Improvement department provides a framework for how this strategic initiative will be 
addressed. 
 
Operational reviews directly link to the three goals of the City’s strategic plan: by assessing 
programs and services we are striving for ‘Service Excellence’; by implementing outcomes and 
recommendations from the reviews, we achieve ‘Organizational Excellence’; and, by engaging 
and working with staff in various departs who deliver these programs and services, we enable 
knowledge transfer and empower ‘Staff Excellence’. 

Regional Implications 

An operational review will identify any key linkages with other levels of government and ensure 
that these linkages are understood and that a framework for effective engagement is developed. 

Conclusion 

In its Vaughan Vision 2020 Strategic Plan, the City has identified operational reviews as being a 
priority strategic initiative.  Additionally, with over 200 programs and services delivered to 
residents and other stakeholders, a consistent, realistic and feasible approach is necessary in 
order to conduct these reviews. 
 
The Innovation & Continuous Improvement department has been mandated to work with other 
Commissions and departments to develop an approach for operational reviews and to facilitate, 
manage and support the successful completion of the reviews.  The schedule of operational 
reviews presented in this report will enable the City to: 

 conduct operational reviews on priority areas; 

 ensure that delivery of current services to residents and other stakeholders are not 
negatively impacted during the review; 

 align operational reviews with initiatives or reviews conducted by Internal Audit; and, 

 implement an on-going cycle of operational reviews. 

Attachments 

Attachment #1: Program Index and Description – 2011  
Attachment #2: Service Streams and Programs 
Attachment #3: Operational Review Approach 
Attachment #4: Schedule of Operational Reviews 

  



 

 

Report prepared by: 

Derek Patterson, Director, Innovation & Continuous Improvement 
 

Respectfully submitted, 
 
 
 
 
 
 
Derek Patterson 
Director, Innovation & Continuous Improvement 
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Id Stream Description Programs / Services Department Type* Rationale

1 Asset Management 

– Cemetery 

Management 

Maintenance and 

management of all City-

owned cemeteries

• Cemetery • P& FO M • Enables

management of 

asset lifecycle

2 Asset Management 

– Facilities 

Management

Design, construct, 

maintain and manage 

City-owned facilities

• Building Construction

• Cafeteria Services

• City Playhouse

• Community Centres

• Fire Stations

• Historical Buildings

• Libraries

• Municipal Buildings

• Other facilities

• Parks Facilities

• Uplands Golf/Ski

• Acquisition & Dispositions

• B & F

• B & F

• B & F

• B & F

• B & F

• B & F

• B & F

• B & F

• B & F

• B & F

• B & F

• LS – RE 

ST

P

P

ST

SE

ST

ST

ST

SD

SD

P

ST

• Enables

management of 

asset lifecycle

3 Asset Management

– Fleet 

Management

All services related to 

the acquisition, 

maintenance and 

disposal of City vehicles

• Fire Mechanical

• Fuel Pumps

• Repairs & Maintenance

• Yard Operations

• F & RS

• Fleet

• Fleet

• PW

SE

SE

ST

ST

• Enables

management of 

asset lifecycle

4 Asset Management 

– Green Space 

Management

Plan, design, construct, 

and maintain City parks 

and open spaces

• Playgrounds etc.

• Portable washrooms

• Trails / Paths / Open Spaces

• Park/Open Space Planning, Design & 

Construction

• Open Space Acquisition

• Park Facilities Replacement

• Trail Network Planning

• Open / Sports Spaces Maintenance

• Cash-in-lieu of parkland

• P& FO

• P& FO

• P& FO

• PD

• PD

• PD

• PD

• P& FO

• LS – RE 

SD

SD

SD

ST

ST

ST

ST

SD

ST

• Enables

management of 

asset lifecycle

* M – Mandatory 

SE – Standard Essential

ST – Standard Traditional

SD – Standard Desirable

P – Premium 
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Id Stream Description Programs / Services Department Type* Rationale

5 Asset Management –

Information 

Technology

All activities associated with 

identifying system 

requirements, acquiring, 

developing, managing and 

supporting systems and 

technical infrastructure.

• Business analysis

• Data & voice network

• Data centre operations

• Help desk

• Project management

• Solutions management

• Asset management

• Data & Security

• ITM

• ITM

• ITM

• ITM

• ITM

• ITM

• ITM

• ITM

P

ST

ST

SD

P

ST

ST

ST(?)

• Self-contained

programs

6 Asset Management –

Sewer Management

Plan, design, construct, and 

maintain sewers

• Sanitary Sewer Planning, Design & 

Construction

• Sanitary Sewer Maintenance

• PW

• PW

M

M

• Enables management 

of asset lifecycle

7 Asset Management –

Storm Sewer / Catch 

Basin Management 

Plan, design, construct, and 

maintain storm sewers & 

catch basins

• Storm Sewer Planning, Design & 

Construction

• Storm Sewer Maintenance

• Storm Water Management Ponds

• PW

• PW

• PF&O

M

M

SE

• Enables management 

of asset lifecycle

8 Asset Management –

Traffic Management

Design, construct, maintain 

and manage City-owned 

facilities

• Transportation Engineering

• Pavement Markings

• Traffic Studies

• Utility Coordination

• Graffiti Removal

• Platform Maintenance

• Road Patrol

• Road Sign Maintenance

• Roadway Sweeping

• Crossing Guards

• Road Planning, Design & Construction

• DT&E

• ES

• ES

• ES

• PW

• PW

• PW

• PW

• PW

• HR

• ES

SE

M

ST

ST

ST

M

M

M

ST

P

M

• Enables management 

of asset lifecycle

• Crossing Guards in 

HR?

* M – Mandatory 

SE – Standard Essential

ST – Standard Traditional

SD – Standard Desirable

P – Premium 
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Id Stream Description Programs / Services Department Type* Rationale

9 Asset Management

– Water Distribution

All services related to the 

acquisition, maintenance

and disposal of City 

vehicles

• Linear Infrastructure Renewal 

Management

• Water Distribution Planning, 

Design & Construction

• Water Distribution Protection & 

Maintenance

• Water Quality Testing

• ES

• ES

• PW

• PW

SE

M

M

M

• Enables

management of 

asset lifecycle

10 Budgeting & 

Financial Planning

Management of all 

budgeting, costing and 

financial planning activities

• Capital Budgeting & Account, 

Reserves & Trust

• Grants Research Administration

• LRFP

• Operating Budget Division

• Program Costing

• B&FP

• B&FP

• B&FP

• B&FP

• B&FP

M

P

P

M

ST

• Activities 

associated with 

building skills, 

capabilities, 

frameworks and 

approaches for 

budget 

management

11 Building & 

Renovation 

Management

All activities associated with 

processing, reviewing, 

inspecting, completing and 

managing permits

• Written Zoning Responses

• License and other Client 

Clearance Letters

• Non-OBC permits

• OBC building permits and 

inspections

• Title restriction clearances

• BS

• BS

• BS

• BS

• BS

SD

ST

SD

M

ST

• Represents

lifecycle of permit 

engagement with 

City

• Title restrictions?

* M – Mandatory 

SE – Standard Essential

ST – Standard Traditional

SD – Standard Desirable

P – Premium 
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Id Stream Description Programs / Services Department Type* Rationale

12 Licensing  & 

Compliance 

Services

Issuing of all licenses and 

the enforcement (ensuring 

compliance) of all by-laws 

excluding building 

standards (see service 

stream 11)

• Licensing and Permits

• Animal services

• By-Law Enforcement (3X)

• Licensing Enforcement

• Security

• Park & Community Patrol

• Parking & Signs

• Penalty Notice, Collections

• C

• BL&C

• BL&C

• BL&C / C

• BL&C

• BL&C

• BL&C

• BL&C

ST

SE

SE

ST

SD

P

SE

SD

• Covers lifecycle 

of compliance 

management –

license through 

collection

13 Community 

Engagement

Development and delivery

of key messages both 

internally and externally

• Access Vaughan

• City website content 

management

• Crisis communication

• Marketing & promotion

• Media relations

• AV

• CC

• CC

• CC

• CC

SD

SD

ST

SD

SD

• Requirement to 

keep “on 

message”

• Ensure

consistency

14 Corporate Services 

– Human Resources

All activities associated with 

attraction, retention,

development and managing 

human capital

• Compensation and 

Benefits

• Health & Safety

• Labour Relations

• Leaning & Development

• Recruitment

• HR

• HR

• HR

• HR

• HR

ST

ST

M

ST

SE

• Self-contained

programs

• (Performance 

appraisals?)

* M – Mandatory 

SE – Standard Essential

ST – Standard Traditional

SD – Standard Desirable

P – Premium 
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Id Stream Description Programs / Services Department Type* Rationale

15 Corporate 

Services – Legal 

Services

Activities related to the 

provision of legal advice 

and support

• Drafting and Reviewing 

Legal Documents

• Legal Advice

• Legal Actions

• LS

• LS

• LS

ST

ST

ST

• Self-contained 

programs

16 Corporate 

Services – Mail,

Courier & Print 

Services

Production, receipt and 

delivery of documents, 

mail and packages

• Corporate Mail & Printing 

Services

• Courier Services

• C

• C

ST

SD

• Printing services 

may need to be 

separated (but 

still need to be 

disseminated)

• Activities ensure 

item 

dissemination.

17 Corporate 

Services –

Support

Centralized corporate

support functions

• Environmental

Sustainability

• ICI

• Strategic Planning

• Insurance & Risk 

Management

• E

• ICI

• SP

• C

P

P

SD

ST

• Ensure alignment 

on developing / 

delivering long 

term vision –

what & how

18 Council & 

Committee

Governance

Centralized municipal 

government 

administrative support

• Advisory Committees

• Council Corporate

• Council Secretariat

• Integrity Commissioner

• Internal Audit

• Liaison Programs

• SAVI

• VYC

• CS

• C

• C

• IC

• IA

• CS

• CS

• CS

M/SD

SD

M

P

SD

P

SD

SD

• Ensure alignment 

on governance, 

admin practices, 

policies, 

processes and 

tools

* M – Mandatory 

SE – Standard Essential

ST – Standard Traditional

SD – Standard Desirable

P – Premium 
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Id Stream Description Programs / Services Department Type* Rationale

19 Development & Land

Use Planning

Review of all applications

under Planning Act, 

develop recommendations 

to Council and defend 

decisions to OMB

• Development Inspection & Lot Planning

• Development Services

• Engineering Planning

• Development Charge Administration

• LoC’s / Securities

• Investment Portfolio

• COA

• GIS

• OMB Hearings

• Application Examination and Approval

• Urban Design & Landscape

• OMB Appeals to VOP / Secondary 

Plans

• VOP

• Secondary Plans

• D&TE

• D&TE

• D&TE

• R&I

• R&I

• R&I

• C

• DP

• LS / DP

• DP

• DP

• PP

• PP

• PP

ST

SE

ST

SE

ST

ST

M

SD

SE / M

M

M

M

M

ST

• Complete (?) list 

of services 

associated with 

decisioning 

applications

20 Economic 

Development

Help grow local 

businesses and attract 

new businesses to the City

• Business Investment & Attraction

• Corporate Branding & Marketing

• Economic Cluster Development

• Employment Zone Development

• Foreign Business Development

• VBEC

• E&BD

• E&BD

• E&BD

• E&BD

• E&BD

• E&BD

ST

ST

ST

ST

SD

P

• Self-contained 

programs

* M – Mandatory 

SE – Standard Essential

ST – Standard Traditional

SD – Standard Desirable

P – Premium 
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Id Stream Description Programs / Services Department Type* Rationale

21 Elections 

Management

Manage all activities 

associated with any 

election

• Elections • C M • Self-contained 

programs

22 Financial Reporting Governance and Reporting 

of all Financial 

Transactions

• Financial Statements

• General Accounting

• A&FS

• A&FS

M

SE

• Ensuring framework 

for managing 

financial 

transactions

23 Fire / Emergency 

Planning & 

Response

Management

Manage all activities 

related to emergency 

planning, management, 

response & recovery

• BCP

• Exercises & training

• Plans & procedures

• Education

• Risk analysis

• Fire Dispatch

• Medical Response

• Fire Prevention

• Fire Operations

• Fire Training

• EP

• EP

• EP

• EP

• EP

• F&RS

• F&RS

• F&RS

• F&RS

• F&RS

P

M

M

M

M

SE

ST

SE

SE

SE

• Self-contained 

programs

24 Library Services All activities provided by 

Vaughan Libraries

• Core Programs

• Non-Core Programs

• Places & Spaces

• Research

• Collections

• Technology

• VPL

• VPL

• VPL

• VPL

• VPL

• VPL

SE

P

SD

ST

SE

SD

• Self-contained 

programs

* M – Mandatory 

SE – Standard Essential

ST – Standard Traditional

SD – Standard Desirable

P – Premium 
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Id Stream Description Programs / Services Department Type* Rationale

25 Procure to Pay Manage all activities 

related to procurement of, 

and payment for, goods, 

services and construction.

• Accounts Payable

• Procurement Contract Services

• A&FS

• PS

SE

ST

• Self-contained 

programs

• Contract 

management (?)

26 Program 

Development & 

Management

All activities associated 

with planning, developing, 

resourcing, delivering and 

managing recreation 

programs

• Arts

• City Playhouse

• Doors Open Vaughan

• Heritage Vaughan

• Aquatics

• General Fitness

• Recreational Programs Open Access

• Personal Training

• Adult Programs

• Camps

• Children & Youth

• Pre-school

• Seniors

• Public Skating

• CS

• CS

• CS

• CS

• R

• R

• R

• R

• R

• R

• R

• R

• R

• R

SD

P

SD

ST

SD

SD

SD

P

SD

SD

SD

SD

SD

SD

• Reflects similar 

activities

27 Property Tax 

Assessment, Billing 

& Collection

All activities associated 

with the assessment, 

billing and collection of 

property taxes

• Property Assessment

• Property Tax Billing & Collections

• A&FS

• A&FS

ST

M

• Lifecycle of 

property taxes

28 Records 

Management

All activities that enable 

the collection, storage, 

retrieval and dissemination 

of City records and 

artifacts

• Access & Privacy

• Records Management Services

• Archival Services – Local Artifacts

• Archival Services – Records 

• C

• C

• C

• C

M

M

P

M

• Reflects the 

lifecycle of records 

engagement with 

the City

* M – Mandatory 

SE – Standard Essential

ST – Standard Traditional

SD – Standard Desirable

P – Premium 



Attachment #2: Service Streams and Programs 
 

 

Id Stream Description Programs / Services Department Type* Rationale

29 Revenue 

Management

All activities associated 

with identification, 

collection and 

management of revenues

• Advertising

• Bowling Alley

• Permits – Hockey etc

• Services in kind

• Sports Village

• Vending & Concessions

• YRT

• Water Billing

• Property Tax Payment

• Licensing Payment

• Permitting Payment

• Offence Penalty Payment

• R

• R

• R

• R

• R

• R

• R

• PW

• A&FS

• C

• BS

• BL&C

P

P

SD

SD

P

P

SE

M

M

SE

SE

SE

• Reflects similar 

revenue 

management 

activities

30 Softscape 

Management

Maintenance of plants, 

trees, shrubs and grass 

throughout the City

• Horticulture

• Emerald Ash Borer

• Storm Clean-up

• Tree Maintenance

• Urban Reforestation

• Woodlot Management

• Boulevard Maintenance

• PF&O

• PF&O

• PF&O

• PF&O

• PF&O

• PF&O

• PF&O

SD

SE

ST

ST

ST

ST

ST

• Similar activities, 

assets, 

resources, 

processes and 

tools (?)

31 Solid Waste 

Management

All activities associated 

with managing and 

reducing waste collection 

across the City

• Backyard composters

• Blue Box Collection

• Garbage Collection

• Green Bin Collection

• Large Appliance Collection

• Yard Waste Collection

• Waste promotion & education

• PW

• PW / B&F

• PW / PF&O / B&F

• PW / B&F

• PW

• PW

• PW

P

SE

SE

SE

P

SE

SD

• Logical Stream 

of waste

management 

activities

32 Winter Control All activities associated 

with ensuring roads and 

sidewalks are safe during 

winter

• Path/Sidewalk snow clearing

• Ice and Snow Removal

• Road Snow Clearing

• Salting & Sanding

• Snow Fencing

• Windrow Snow Clearing

• Yard Operations

• PF&O

• PW

• PW

• PW

• PW

• PW

• PW

P

M

M

M

ST

P

ST

• Logical Stream 

of related 

activities

* M – Mandatory 

SE – Standard Essential

ST – Standard Traditional

SD – Standard Desirable

P – Premium 



Attachment #3: Operational Review Approach 
 

 

 
 
 

Checkpoint

• Project 
Summary

• Project 
Learnings

• Project 
Reference

• Process Changes
• Tool Changes
• Training
• Metrics
• Communication

• Recommendation 
– Service Delivery

• Recommendation 
– Process / Policy

• Recommendation 
– Organization

• Recommendation 
– Tools  (Reqt’s)

• Detailed 
Implementation 
Plan

• Quick Hits 
Implementation 
Plan

• Detailed Costs
• Detailed Benefits
• Risk Mitigation 

Strategy
• Performance 

Measurement 
Plan

• SWOT –
Process / 
People / 
Technology

• Challenges
• Gaps

• Decision 
Criteria

• High Level 
Benefits

• High Level 
Costs

• Potential 
Risks

• Project Charter
• Project Plan
• Project Governance
• Communications 

Plan

• Focus Groups 
/ Surveys

• Dept. 
Integration 
Points

• Cost Model
• Organization
• Processes
• Technologies
• Challenges / 

Issues
• Inputs
• Outputs

• Jurisdictional 
Review

• Best Practices

Launch
Current 
Business 
Practices 
Review

• Strategy
• Goals
• Logic Model
• Performance 

Measures
• Customer 

Expectations
• Financial Data
• Interviews
• Business Model
• Service Levels
• Volumes
• Projections
• Outcomes
• Key Resources

Internal Data 
Gathering

Current 
Assessment

Options 
Development

Recommendation 
& Plan 

Development

Quick Hits 
Implementation

Close

External Data 
Gathering



Attachment #4: Schedule of Operational Reviews 
 

 

 
 Stream ID Stream Description Operational 

Review Effort

Operational 

Review Plan

Internal 

Audit Plan

Count

32 Winter Control Large 2013 1

31 Solid Waste Management Large 2013 2

12 Licensing & Compliance Services Large 2013 3

3

Asset Management - Fleet 

Management Small 2013 4

25 Procure to Pay Small 2013 2013 5

26

Program Development & 

Management Large 2014 1

19

Development & Land Use 

Planning Large 2014 2

4

Asset Management - Green 

Space Management Large 2014 3

30 Softscape Management Small 2014 4

29 Revenue Management Small 2014 2014 5

27

Property Tax Assessment, Billing 

& Collection Small 2014 2015 6

8

Asset Management - Traffic 

Management Large 2015 2014 1

11

Building & Renovation 

Management Large 2015 2015 2

21 Elections Management Large 2015 3

17 Corporate Services - Support Small 2015 4

14

Corporate Services - Human 

Resources Small 2015 5

22 Financial Reporting Small 2015 2015 6

Stream ID Stream Description Operational 

Review Effort

Operational 

Review Plan

Internal 

Audit Plan

Count

9

Asset Management - Water 

Distribution Large 2016 1

23

Fire  / Emergency Planning & 

Response Management Large 2016 2015 2

2

Asset Management - Facilities 

Management Large 2016 2014 3

7

Asset Management - Storm 

Sewer / Catch Basin Management Small 2016 4

10 Budgeting & Financial Planning Small 2016 5

18

Council & Committee 

Governance Small 2016 6

6

Asset Management - Sewer 

Management Large 2017 1

5

Asset Management - Information 

Technology Large 2017 2

13 Community Engagement Large 2017 3

15

Corporate Services - Legal 

Services Small 2017 4

16

Corporate Services - Mail, 

Courier & Print Services Small 2017 5

1

Assest Management - Cemetery 

Management Small 2017 6

24 Library Services Large 2018 1

20 Economic Development Large 2018 2

28 Records Management Large 2018 3

The following programs may need to be considered “out-of-scope”:  
1. Integrity Commissioner and Internal Audit included in Council & Committee Support 
2. Vaughan Libraries  

Note: ICI resources will also need to focus on assisting implementation 
of change (2014 onwards). 

Streams identified by SMT in 2013 Operational Budget Guidelines 
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