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A MESSAGE FROM THBRRDAND EXECUTIVE

On behalf of the Board of Directors for the Municipal Benchmarking Network of Canada, we are pleased to share the 2019 MBNCanada
Performance Report. This report demonstrates the commitment of municipal governments to transparency and accountability. It also illustrates
that municipal governments deliver cost effective and efficient programs and services to residents and communities. The 2019report highlights
the results of 170 performance measures across 36 service areas.

MBNCanada has been working inpartnership with municipalities across Canada since 1998. Our purpose is to enhance municipal service delivery
through collaboration, networking and the implementation of performance measurement, benchmarking and other municipal continuous
improvement programs and initiatives.

This past year brought many challenges to municipalities, with the COVID-19 pandemic affecting every aspect of our operations. In these
extraordinary circumstances, municipal staff from participating local governments collaborated to produce this report. We acknowledge their
commitment and service efforts and appreciate the insights available from the data included in this 2019 MBNCanada Performan@ Report.

Looking ahead, we recognize the significance of collaboration and informatian-sharing between municipalities to enhance and improve service
delivery. The MBNCanada Board of Directors is committed to strengthening this partnership and developing opportunities to support the
evolution of this meaningful cooperation between particip ating municipalities. We value the ability of municipalities to share ideas and learn from
one another to ensure that our programs and services meet the needs of our communities.

Ed Archer Meighan Finlay
Chair, MBNCanada Board ofDirectors Executive Director

‘
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MBNCANADA FRAMEWORK
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Measures the benefit the
program is having on the
communities served in
relation to the intended
purpose or social outcomes
expected.
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What is done - Council decision
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Captures the number of
units of service provided or
delivered at service level
specified by Council. Often
an indicator or workload.

Measures the ratio of the
amount or resources used to
the number of units of
service provided/delivered.
Usually expressed in terms
of cost per unit or volume of
output per staff member
(productivity).
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Measures the quality of
service and degree of
customer satisfaction with
the service received, relative
to established service
standards; as well as the
customer’s needs and
expectations.
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PERFORMANCE REPORVERVIEW
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PERFORMANCE REPORVERVIEW
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HOW TO READ A GRAPH

The data is presented in alphabetical
order and three years of data is
included, e.g., 2019, 2018 and 2017,
wherever possible.

Each graph will include the following:
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A comment may be included if the
data for a specific municipality shows
an anomaly, a large variance or to
explain the absence of data.



MUNICIPAL SERVICE AR REPORTING

Service delivery differs between Single-Tier municipalities (Calgary, Hamilton, London, Montreal, Regina, SudburyGreater), Thunder Bay, Toronto, Windsor
and Winnipeg) and Upper-Tier municipalities (Durham, Halton, Niagara, Waterloo and York); therefore, not all partners collect and/or report for all service
areas. This chart reflects the data that has been providedby each municipality in this report.

SECTION SERVICE AREA CAL DUR HAL HAM LON MTL NIAG REG SUD TBAY TOR WAT WIND WINN YORK #OF PARTICIPATING
MUNICIPALITIES
1 Accounts Payable X X X X X X X X X X X X X X X 15
2 Building Permits and 10
Inspection
3 By-law Enforcement 10
4 Child Care 10
5 Clerks 15
6 Culture 9
7 Emergenz:él’\l;/lse)dical Ser 12
8 Emergency Shelters 10
9 Faciliies 15
10 Fire Services 10
11 Fleet 14
12 General Government| X X X X X X X X X X X X X X X 15
13 General Revenue X X X X X X X X X X X X X X X 15
14 Human Resources X X X X X X X X X X X X X X X 15
15 Information Technology X X X X X X X X X X X X X X X 15
16 Investment Management  x X X X X X X X X X X X X X X 15
17 Legal X X X X X X X X X X X 14
18 Libraries X _ X X X X X X X - 10
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MUNICIPAL SERVICE AR REPORTING

Service delivery differs between Single-Tier municipalities (Calgary, Hamilton, London, Montreal, Regina, Sudbury (Greater), Thunder Bay,
Toronto, Windsor and Winnipeg) and Upper-Tier municipalities (Durham, Halton, Niagara, Waterloo and York); therefore, not all partners collect
and/or report for all service areas. This chart reflects the data that has been provided by each municipality in this report

SECTION SERVICE AREA LON MTL NIAG REG SUD TBAY TOR WAT WIND WINN YORK & aizﬁg;ﬁﬁfgg\m
19 Licensing X X X X X X X X X 11
20 Long Term Care X X X X X X X X 11
21 Parking X X X X X X X X 10
22 Parks X X X X X X X X 10
23 Payroll X X X X X X X X X X X X X X X 15
24 Planning X X X X X X X X X X X X X X 14
25 POA (Court Services- X X X X X X X X X - X 10
26 Police Services X X X X X X X X X X X X X X X 15
27 Purchasing X X X X X X X X X X X X X X X 15
28 Roads X X X X X X X X X X X X X X X 15
29 Social Assistance 10
30 Social Housing 10
31 Sports and Recreatior 9
32 Taxation 10
33 Transit 12
34 Waste Management X X X X X X X X X X X X X X X 15
35 Wastewater X X X X X X X X X X X X X X X 15
36 Water X X X X X X X X X X X X X X X 15

b OFR?EE’%VFL?I'EIQR =R 29 25 24 36 35 26 25 28 36 31 36 28 36 27 26
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2019 MUNICIPAL DATA
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ACCOUNTS
PAYABLE

aisrraie

3 EES

VALUE PROPOSITION

| expect invoice payments to be processed
in an accurate, timely and efficient manner.

KEEP IN MIND:
Influencing Factors

Influencing factors can create variances
in comparison data from year-to-year
and from municipality-to-municipality.

Organizational Form
Centralized vs. decentralized functions

Policies & Practices

% Differences in business policies impact
invoice processing and payment times

Processes & Systems

Differences in system generated vs. manually
processed invoices, records management
practices and the nature of the

payment approval process

||I|| I|||| “

For a full description of influencing factors,
please go to: www.mbncanada.ca



Accounts Payable

Figure 1.1 Total Number of Invoices Processed per $1,000,000 of Municipal Purchases (Operating and Capital) for Goods and
Services

The measure represents how many invoices are processed by the Accounts Payable division in the reporting year per $1,000,000f municipal purchases. Invoices
counted in this calculation include paper and electronic purchase orders and nonpurchase orders, including P-card payments.

430

33]_

270
180

HAM MTL MIAG TEAY WAT WIND WINMN YORK MEDAN

?

2017 181 273 153 301 175 228 262 272 274 430 146 278 243 189 82 243

188 270 170 259 183 175 262 270
Source: FINV230 (Service Level)

Niagara: The decreasein 2019 is due to spending increases on Tangible Capital Assets, materials expenses and contracted services.
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Accounts Payable

Figure 1.2 Accounts Payable Operating Cost per Invoice Processed

This measure represents the operating cost directly associated with the processing of accounts payable invoices. Invoices caued in this calculation include paper and
electronic purchases ordersand non-purchase orders, including Rcard payments.

$14
$12
$10

$8

NIRRT

NIAG TBAY TOR WIND WINN YORK MEDIAN

2017 $6.56 $7.52 $6.87 $4.50 $7.63 $4.62 $558 $7.65 $5.43 $5.66 $11.32 $2.96 $8.66 $6.68 $6.03  $6.56

2019 $6.90 $7.74 $8.47 $3.93 $7.52 $541 $545 $8.97 $4.43 $590 $1251 $3.01 $9.95 $5.83 $6.43  $6.43
Source: FINV317 (Efficiency)

Sudbury: Staff shortages in 2019 lowered costs while volume processed was up 2%.

Windsor: The higher operating cost for 2019 is associated with overtime and additional staff required to improve processing delays. In addition, an extended
position vacancy in 2018 led to a lower operating cost that year.
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Accounts Payable

Figure 1.3 Number of Invoices Processed per Accounts Payable FTE

The measure represents the number of invoices processed by each Accounts Payable staff member. The types afivoices included are paper and electronic purchase
orders and non-purchase orders, including Pcard payments.

(Im Thousands)

28 7
20
15
10
Ll 1 I
0
CAL DUR HAL HAM LOM MTL MNI1AG TEAY VAT

WIND WINN YORK MEDI1AN

2017 18,515 10,429 15,139 22,193 12,208 19,622 12,034 9,653 13,682 12,019 12,542 17,721 7,888 13,151 17,909 13,151

2019 16,696 10,782 14,569 23,323 12,461 13,775 13,197 10,258 16,487 12,317 15,148 19,195 7,735
Source: FINV325 (Efficiency)

15,076 18,564 14,569

Montreal: Temporary positions have been created to make up for a significant delay in the billing period and to facilitate the transition to the new accounts payable system.
Regina: Streamlined the reporting structure through a corporate reorganizationwhich created savings within the service while processing more invoices.
Sudbury: Increase due to staff shortages resulting in overtime and contracted costs with external agency to facilitate invoice processing.

Toronto: Increase due to restructuring of Accounts Payable, elimination of portfolios and reallocation of staff to new work streams.
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Accounts Payable

Figure 1.4 Percent of Invoices Paid Within 30 Days

This measure represents the proportion of invoices paid within 30 days of the invoice date.

80% -
B0 % -
40%
20%
0%

HAM MTL MNIAG TEAY WAT WIND WINMN YORK MEDIAN

2017 87.3% 72.4% 68.2% 78.5% 83.9% 63.2% 815% 91.2% 56.4% 77.0% 68.4% 825% 66.7% 66.3% 52.2% 72.4%

2019 84.3% 74.7% 73.5% 81.0% 79.9% 65.9% 83.0% 90.4% 54.7% . 60.3% 85.2% 66.8% 73.9% 61.0% 74.7%
Source: FINV410 (Customer Service)

Montreal: The use of a new invoicing processing software from November 2018 - March 2019 did not have the desired effect, which resulted in increased delays.
Normal operations were not restored until later in the year.

Sudbury: Decrease due to staff shatages for most of 2019.

Toronto: Decrease due to increases in parked documents corporately and in response time from divisions on corrective action.
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KEEP IN MIND:
Influencing Factors
Influencing factors can create variances

in comparison data from year-to-year
PE R M I I s & and from municipality-to-municipality.

Complexity
Size and technical complexity of permit
applications and construction work

Economic Conditions

State of the local economy, interest rates
and employment conditions can affect
investment in building stock

Geography
More travel time and fewer inspections
can result in higher costs per permit

Inspection Services
Nature of inspection process may vary

Legislative Changes

Revisions or new Acts and Regulations
adds time to the review and
inspection process

VALUE PROPOSITION

| expect my municipality to ensure the'safety of
buildings in accordance with legislative requirements. Muunicipal Policy
Varying permit requirements
per jurisdiction

As an applicant, | expect my municipality to provide
clear information about building code requirements and the
application process is convenient, timely, and affordable.

For a full description of influencing factors,
please go to: www.mbncanada.ca




Building Permits and Inspections

Figure 2.1 Number of Residential and ICI (Industrial, Commercial and Institutional) Building Permits Issued in the Fiscal Year
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(In Thousands)

20 -
24
18
12
| I
o l. .. L[| [ —— .. ll
HAM LON MTL REG 5UD TEAY TOR WIND WINN MEDIAN
2017 20,353 7,155 3,865 16,741 2,974 1,761 1,068 19,865 3,580 11,669 5,510

2019 20,931 6,052 3,427 17,546 1,926 18,285 3,063 10,350

Source: BLDG801 (Statistic)

Calgary: In 2018, Calgary received a significant amount of multiresidential applications.

2019 MBNCanada Performance Report - 20



Building Permits and Inspections

Figure 2.2 New Residential Units Created per 100,000 Population

This is an economic indicator that highlights development trends in a municipality. Typically, there is a correlation betweenthe number of new residential dwelling
units, population growth and the overall economic growth of a municipality. In addition, this indicator is highly influenced by housing type, with high -density, multi-
residential projects (e.g., apartments, condominiums) yielding a higher number of units compared to lowdensity development (i.e. single households).

(In Thousands)

1.2
094
0.6
| i N
HAM MTL TEAY WIND WINN MEDIAN
2017 651 435 649 631 655 177 249 572 165 650 602

2019 1,140
Source: BLDG221 (Service Level)
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Building Permits and Inspections

Figure 2.3 Operating Cost of Building Permits and Inspection Services per $1,000 of Residential and ICI (Industrial, Commercial
and Institutional) Construction Value

This measure represents the operating costs associated with theprovision of building permits and inspection services. The fluctuation in year over year results is
impacted by the value of residential and ICI construction activity.

F20 -
F16
F12 -

.

. i

$|:| _

HAM TBAY WIND WINN MEDIAMN
2017 $10.11 $10.17 $4.72 $6.38 $9.93 $11.72 $6.65 $13.48 $5.49 $9.93

2019 $7.09 $11.33 . $10.37 $14.11 $11.28 $6.65 $12.32 $6.17 $10.37
Source: BLDG325 (Efficiency)

Montreal: Does not track.

Windsor: The favourable increase in projects construction value provided a laiger based over which to spread operating costs. Operating costs for 2019 were
comparable to prior years.
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