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Project Context

The Town of Amherstburg engaged StrategyCorp to conduct a Service Delivery 
Review (“SDR” or “Engagement”) to identify ways to modernize service 
delivery, reduce future costs, and make the best use of limited resources. 

The primary focus of this review is to evaluate the Town’s services in order to 
achieve a more efficient and effective service delivery model, without 
compromising customer/ratepayer services or local identity and control.

Methodology and Approach 

Our approach to conducting the current state assessment utilized multiple 
sources of inputs and extensive engagement, including:

1. Analyzing internal and external data to evaluate current operations and 
trends;

2. Benchmarking current performance and delivery models against relevant 
municipal comparators;

3. Conducting one-on-one interviews and workshops with elected officials, 
senior leadership, and staff; and 

4. Identifying initial improvement opportunities and assessing them against
evaluative criteria to shortlist those with high potential.
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Initiation Current State Assessment 
Improvement Opportunities & 

Recommendations 

Project Kick-Off: 
Align on project 
objectives and work 
plan.

Stakeholder 
Engagement: 
Identify key 
stakeholders and 
develop engagement 
plan.

Improvement Opportunity 
Definition: Research and refine 
improvement opportunities.

Recommendations and 
Implementation Planning: Develop 
detailed recommendations including 
3-year budget projections, 
implementation and performance 
measurement considerations.

Investigation: Review data and 
documents, conduct stakeholder 
interviews and identify 
benchmark municipalities.

Exploration: Conduct Cross-
Functional SCOPE Workshop.

Observations and Findings: 
Develop Current State 
Assessment Report.

SDR Engagement PhasesCurrent Phase: Current State Assessment 

This report details the results of Phase 2 of the 
Engagement, which encompasses the Current State 
Assessment and Opportunity Generation activities. 

The objectives for this Phase include:

• Assessing Amherstburg’s municipal environment, 
including its strengths, weaknesses, opportunities, and 
threats.

• Building a thorough understanding of the Town’s 
municipal services and delivery models.

• Evaluating how Amherstburg compares to its peer 
municipalities within and beyond Essex County.

• Identifying potential improvement opportunities to be 
further explored in the next phase of the Engagement.

Progress to Date 

EXECUTIVE SUMMARY
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Based on our work to conduct the current state assessment, we have developed a list of 37 potential service delivery improvement opportunities: 

• 14 potential enterprise-wide opportunities 15 department specific opportunities and, eight shared services opportunities further investigation.

• A short-list of eight cost-saving opportunities recommended for further exploration, (additional leading practice opportunities are also highlighted). 
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Comprehensive Overview of the Town of Amherstburg’s Municipal Services

EXECUTIVE SUMMARY
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Service profiles were developed for each service provided by the Town and are available in Appendix C. These profiles were developed based on available data and 
financial information, augmented by discussions with key stakeholders involved in service delivery. 

ESSEX COUNTY SERVICES (OUT OF SCOPE)
Community Services/ 

Housing with Supports

• Community Services/ 
Housing with Supports 

Sun Parlor Home

• Administration

• Nursing & Personal Care

• Food & Nutrition

• Laundry/Housekeeping/ 
Maintenance

• Capital

Emergency Medical 
Services

• Emergency Medical 
Services

• Emergency Management 
Coordination 

Infrastructure Services

• Construction – Roads & 
Bridges / County Wide Active 
Transportation System

• County Maintenance – Roads, 
Bridges and CWATS

• Fleet and Facilities

Library Services

• Library Services 

General Government 
Services 

• Council Services

• Administrative & Financial 
Services 

• Human Resources

• Planning Services

TOWN OF AMHERSTBURG SERVICES 
Office of the Chief 

Administrative Office

• CAO's Office

• Clerk's Office

• Council & Committees

Corporate Services

• Financial Services

• Human Resources

• Information Technology

• Non-Departmental

Engineering and Public 
Works

• Environmental Services-
Water and Wastewater

• Roads and Fleets

• Engineering and 
Operations - Drainage

Fire

• Administration

• Technical Rescue 

• Fire Suppression

• Fire Prevention and Public 
Fire Safety Education

• Apparatus and Equipment

• Medical Assistance

• Community Emergency 
Management

Parks, Facilities, 
Recreation and Culture

• Facilities

• Libro Centre

• Parks

• Recreation Services

• Tourism and Culture

Planning, Development 
and Legislative Services

• Building

• Licensing and 
Enforcement

• Planning & Legislative 
Services

• Police (Out of scope -
contracted out to the City 
of Windsor)

Through the review, it was generally observed that the Town delivers most of its services using its own staff resources with only a few services contracted to a third-
party vendor. See Appendix D for a list of contracted and shared services in each department. 
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Amherstburg at a Glance

EXECUTIVE SUMMARY

• The existing Town of Amherstburg was established in 1998 through the amalgamation of the former 
Town of Amherstburg, Township of Anderdon and Township of Malden.

• Amherstburg is the fifth largest municipality (by population) in Essex County and sits at the most 
southernly portion of Ontario in the Windsor-Essex region.

• A waterfront community bounded by both the Detroit River and Lake Erie, the Town offers 
abundant natural features for residents and tourists, including parks, marine berths and beaches. 

• As one of the oldest towns in Ontario, Amherstburg has a strong sense of civic pride and heritage 
and has an abundance of festivals and events that celebrate its rich history and community spirit. 

• The Town is a community in transition. With some increased residential growth on the horizon and 
the desire for more commercial and industrial development, Amherstburg’s identity moving 
forward is more complex as it cannot be characterized as solely a “bedroom community” or 
“retirement community.”

• Since 2014, the Town has worked hard to build a system of sustainable financial management to 
ensure that it can continue to provide the services residents rely on every day. 

2011 2016

21,936
21,556

1.8% 
increase 

Median After-Tax Household Income

Ontario Amherstburg

$83,712

0 5000 10000

65+

15-39

Age Distribution

Population Demographics

$67,022

Amherstburg has:

• Seen a slight increase in population from 2011-2016.

• Significant portions of its population in older age brackets.

• An above average median household income, when compared to the rest of the province.

• A residential property tax rate that has been increasing since 2016, which has contributed to the 
growth of the Town’s net municipal levy.
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Information gathered through existing data and documents, specific details on all core services, SMT and Council 
interviews, and a workshop with staff, informed the following outputs, which in turn, were used to develop service 
delivery improvement opportunities.

Key takeaways were as follows: 

• Amherstburg has been focused on financial rebuilding and recovery since 2014, and while the Town has seen 
improved financial health and sustainability, the past crisis casts a long shadow on financial sustainability, service 
delivery, and staff morale.

• The Town needs a plan to grow its population to sustain affordability for taxpayers (by spreading costs across a larger 
tax base) and to utilize overbuilt infrastructure.

• While reducing overall debt burden, the Town will need to build its reserves to address the its infrastructure backlog 
and to guard it against future economic shocks.

o e.g. The Town significantly lags relevant peer comparators in reserves levels. The reality of financial shocks like 
COVID-19 and the significant investments in infrastructure over the years requires savings-levels to provide the 
municipality the flexibility to invest. 

• Like many Ontario municipalities, Amherstburg faces resource constraints (both financial and staff-related) while 
striving to meet the expectations of its residents to provide high-quality services via modern facilities and 
infrastructure. 

o e.g. Amherstburg’s recreation fees as a percentage of associated expenses have declined over the past 10 
years, meaning that the burden then falls to the tax base.

• The relationship between Council and Town Administration requires strengthening through increased focus on 
strategic oversight, improved communication, and trust building.

Key High-Level Findings from the Current State Review 

Service Delivery Improvement 
Opportunities 

SMT & Council 
Interviews 

Client Data 
and 

Documents 

Service Profile 
Information

SCOPE 
Workshop

Strengths, Weaknesses, 
Opportunities, Threats (SWOT) 

Financial 
Analysis 

Benchmark 
Analysis 

Operating Environment

Preliminary analysis indicates that high-impact opportunities lie in a clear growth plan, potential revenue 
diversification, exploring more shared service and contracting arrangements, modernization of tools and processes to 
delivery better customer service, and a modest reorganization and staffing redeployment/increase. 
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• Amherstburg is trending towards financial health and sustainability and 
building up reserves while continuing to reduce debt from pre-2014.

• Amherstburg is beginning to see modest growth and is facing an important 
turning point as it plans for what kind of growth will support the sustainable 
delivery of municipal services moving forward. 

• Amherstburg’s aggressive debt management strategy has yielded positive 
results and will need to balance its focus on reducing debt while funding 
capital projects to address its infrastructure backlog.

• Amherstburg meets nearly all of the MMAH’s targets for key financial 
indicators, except the target for the asset sustainability ratio. 

• Amherstburg’s capital spending has fluctuated over time while it seeks to 
improve asset management planning and develop more robust business 
processes to support infrastructure investment.

• Amherstburg’s recreation fees have declined over the past 10 years.

• Amherstburg’s cost recovery with respect to water and sewer rates has seen 
some fluctuation in recent years, including a decline since 2016. 

StrategyCorp assessed Amherstburg’s financial health according to several indicators taken from the Ministry of Municipal Affairs and Housing’s (MMAH) Financial 
Information Return (FIR) data using the returns from 2009-2018 (see full analysis in Appendix A). Some general themes emerged from the initial financial analysis:

Financial Analysis

EXECUTIVE SUMMARY

Financial Indicators and Areas of Exploration

• Total Municipal Property Taxes Per 
Household

• Total Taxable Assessment (and per 
Household)

• Annual Operating Expenditure (per 
Capita and per Household

• Total Reserves (and per Household)

• Total Municipal Debt Burden (per 
Capita and per Household) 

• Municipal Debt Burden (per Capita 
and per Household)

• Residential Assessment Percentage

• Non-Residential Assessment 
Percentage 

• Operating Surplus Ratio 

• Rates Coverage Ratio 

• Asset Sustainability Ratio 

• Asset Consumption 

• Debt Service Coverage 

• Debt Sustainability 

• Debt Charges as a % of Property Tax

• Annual Repayment Limit and Input 
Factors

• Revenues, Operating Expenses, Capital 
Expenses, and Reserves

• 10-Year Operating Results 

• Capital Spending per Household

• Taxation, User Fees, and Service Charges 
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In examining the current state of service delivery in Amherstburg, a benchmark analysis was conducted to compare key components of the Town against similar 
peer municipalities (see full analysis in Appendix B). The following is a summary of themes and findings identified in that analysis:

Amherstburg Relative to its Peers 

• Although Amherstburg is meeting the majority of MMAH’s targets for key 
financial indicators, it performs lower than its peer municipalities in most 
areas.

• Amherstburg’s debt charges relative to its annual repayment limit is 
significantly above average, and it has the highest debt charge relative to 
property tax revenues among its peer comparators. 

• Amherstburg contributes less to reserves on a per household basis.

• Amherstburg contracts out fewer services, although this may have changed 
given the municipality’s contracting out of police services in 2019. 

• Amherstburg has more building assets than its peers.

• Amherstburg subsidizes recreational and culture services more than most of 
its peer municipalities due to the decline in user fees to offset expenditures.

• Amherstburg is under-resourced in full-time staff and spends less on salaries, 
wages and benefits compared to its peers.

• Amherstburg may benefit from some organizational realignment, in view of 
the organizational structures of its comparators. 

Tier Location Persons/ km2 Population Median Income Reserves Debt
Amherstburg Lower Essex 118.2/km2 21,936 $39,519 $10.71M $39.97M

LaSalle Lower Essex 461.8/km2 30,180 $43,452 $45.62M $30.18M
Kingsville Lower Essex 87.3/km2 21,552 $36,396 $24.52M $15.37M
Fort Erie Lower Niagara 184.7/km2 30,710 $30,491 $ 25.83M $8.03M
Strathroy-Caradoc Lower Middlesex 77.1/km2 20,867 $35,032 $24.91M $8.98M

Lincoln Lower Niagara 146.1/km2 23,787 $37,821 $21.86M $4.20M

EXECUTIVE SUMMARY

2018 FIR data2016 StatCan data

Comparative 
Snapshot:
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Through the course of our assessment of the Current State, we identified several strengths and weaknesses internal to the Corporation of the Town of Amherstburg 
that impact how services are delivered in Amherstburg. 

Amherstburg’s Internal Strengths and Weaknesses

EXECUTIVE SUMMARY

11

STRENGTHS

• Resident-centric approach: Administration and staff 
are committed to providing high-quality services to 
residents.

• Committed and competent staff: Staff are 
dedicated and willing to put in the hours required 
to get the job done.

• Financial turnaround: Focus in recent years on 
building and fiscal sustainability has supported a 
more secure financial position for the Town.

• Significant investment in infrastructure: Due to 
historical investments (beginning 2009), the Town 
has the highest amount of infrastructure 
investment per resident in comparison with its 
fellow municipalities in Essex County. (Note that 
this is also viewed as a weakness due to the burden 
of the underutilized infrastructure).

• Public communication and engagement with 
residents: Communication to the community has 
significantly improved as a result of increased 
opportunities for consultation and engagement and 
the adoption of innovative digital tools like Talk the 
Burg.

WEAKNESSES

• Lack of a formalized corporate strategic vision: The Town does not have a corporate strategic plan that 
sets out strategic priorities and provides a framework for Council and staff to advance priorities and 
measure success. 

• Collaboration and governance: Greater understanding of the roles and responsibilities of Council and 
staff should be supported to improve collaboration and communication to create a shared vision for the 
Town.

• Long-term fiscal sustainability: Sustaining the Town’s current level of infrastructure maintenance 
requires long-term financial planning and balancing the desire for investments in new initiatives with the 
need to maintain existing infrastructure. 

• Overbuilt and under-utilized infrastructure: Past emphasis on investment in infrastructure results in 
financial pressures on the Town due to the higher demand on upkeep. Amherstburg has more building 
assets and subsidizes more recreational and culture services than most of its peer municipalities due to 
the decline in user fees to offset expenditures.

• Internal communications: The Town does not have an internal corporate communications strategy to 
support cohesive communication between Council and administration as well as across departments, 
which can result in silos and misinformation.

• Human resources planning: Staff retention and succession planning are challenges to knowledge transfer 
and continuous improvement.

• Outdated technology: Many internal tools and processes are paper-based and create additional work.

• Undocumented business processes: The Town has some inconsistent internal processes and procedures 
in place, some are unofficial and ad hoc, which can create challenges to consistency in administration.Page13
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OPPORTUNITIES

• Adaptation and flexibility as a result of COVID-19: The COVID-19 pandemic 
drove the modernization of some customer-facing services, communications 
and internal processes, demonstrating that efficiencies and modernization 
improvements can be implemented swiftly and effectively.

• Greater collaboration with the County and neighbouring municipalities: 
Information-sharing and shared service agreements could support improved 
efficiencies, cost and time savings and greater consistency in policies and 
service delivery across municipalities.

• Future-focused planning: The Town can leverage demographic data to 
proactively support strategic long-term planning and ensure that the right 
service mix and models are in place now and into the future.

• Economic growth and development: Amherstburg can determine where its 
major economic development goals should lie and what its priorities should be 
to stimulate growth to support the sustainable delivery of municipal services 
(i.e. focus on residential before commercial growth). 

• Beyond a “bedroom community”: Amherstburg is not simply a community for 
commuters and retirees, but also a vibrant and affordable destination for young 
families and businesses.

• Physical and geographical features: Amherstburg’s waterfront layout ensures it 
has a desirable offering in the County in terms of parks, festivals and events. 

• Cultural and heritage attractions: Amherstburg has a rich history and 
abundance of heritage attractions that make the Town a destination for visitors.

THREATS

• “More with less”: The Town is facing pressure to provide high-quality service 
with limited revenue sources, staff (Amherstburg is below average in terms of 
its full-time staff and expenses related to salaries, wages and benefits 
compared to its peers) changing public demands, political constraints on 
increasing taxation, the threat of provincial cuts and, now, a global pandemic.

• Balancing the status quo and change: Growth is required to enable the Town 
to maintain its existing assets and finance new infrastructure but there is also 
concern about preserving the Town’s identity and character.

• Comparative financial performance: While meeting the majority of MMAH’s 
KPI targets Amherstburg performs lower than its peers in most areas.

• Underfunded reserves: Amherstburg contributes less to reserves on a per 
household basis than its peers. 

• Evolving political landscape: The Town must respond to and ensure 
compliance with shifting provincial mandates and legislation, but limited staff 
capacity means this response is reactive, rather than proactive.

• Lack of representation to government partners: Municipal associations do not 
sufficiently represent the voice of Amherstburg – and staff have limited 
capacity to undertake advocacy work on their own.

• Mitigating reputational risk: Since 2014, the Town has improved its operations 
and management, however, collaboration and trust-building among Council, 
staff and residents is essential to mitigate concerns that the Town does not 
have its “house in order” and may be a candidate for amalgamation. 

Through the course of our assessment of the current state, we identified several opportunities and threats external to the Corporation of the Town of Amherstburg 
that have shaped, are shaping, or will shape, service delivery in Amherstburg. 

EXECUTIVE SUMMARY

12

Amherstburg’s External Opportunities and Threats
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Overview of Service Delivery Improvement Opportunities (1 of 2) 

EXECUTIVE SUMMARY

13

Enterprise-Wide Opportunities Departmental Opportunities

Governance and Strategy 

1. Develop a corporate strategic plan and corporate planning framework.

2. Develop an Enterprise Risk Management (ERM) framework and process.

3. As part of the ongoing Official Plan review, establish a plan to grow the 
municipalities population and assessment bases

4. Adopt the existing a Long-Term Financial Plan.

5. Strike a balance between the two roles of Council and build a staff-
Council relationship.

People & Culture

6. Enhance internal/external communications.

7. Develop a comprehensive HR Strategy.

8. Conduct review of staffing levels and mix.

Processes & Technology

9. Adopt the updated reserve policy.

10. Seek ongoing improvements in IT systems/tools.

11. Conduct a review of contracted services.

Service Delivery 

12. Invest in a centralized customer service system.

13. Develop a customer experience strategy that leverages digital service 
delivery options.

14. Create and maintain an inventory of service profiles.

CAO’s Office 

15. Consider addition full-time 
communications resource. 

Corporate Services 

16. Maintain momentum on the 
implementation of an automated 
online payment portal.

17. In addition to the updating the 
reserve policy, support funding for 
asset management initiatives and 
adoption of updated AMP.

18. Clarify the roles and responsibilities of 
Finance. 

19. Implement a central corporate 
property database.

Engineering & Public Works

20. Develop long-term capital plan for 
roads. 

21. Implement remote water reading.

22. Conduct an updated Water & Sewer 
Rate Study.

Parks, Facilities, Recreation, & Culture 

23. Conduct a review of recreation fees.

24. Evaluate the placement of Facilities 
Management within its current 
department.

Planning, Development, & Legislative 
Services

25. Align on Amherstburg’s long-term 
planning vision. 

26. Expand the scope of the current 
Tourism function to include economic 
development and business 
improvement.

27. Improve processes between 
Engineering and Public Works, and 
Planning, Development and Legislative 
Services.

28. Consider bringing legal services in-
house.

Fire

29. Assess current structure of certain fire 
services and requirements that stress 
the department.

37 opportunities for improved service delivery were identified. Below is an overview of enterprise-wide and departmental opportunities: 
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Overview of Service Delivery Improvement Opportunities (2 of 2) 

EXECUTIVE SUMMARY

14

37 opportunities for improved service delivery were identified. Below is an overview of shared services opportunities that are both enterprise-wide and 
department-specific: 

Shared Services 

Enterprise-Wide

30. Increase participation in collaborative purchasing 
organizations.

31. Identify opportunities to share fleet and 
expensive equipment across departments and 
with neighbouring municipalities.

32. Explore the development of a south shore shared 
services initiative or corporation to deliver key 
services such as HR, IT, finance, and components 
of fire.

Engineering and Public Works

33. Continue to explore possibility of sharing water 
services with Windsor/Essex.

34. Explore enhanced regional role in the delivery of 
certain services such as roads, infrastructure and 
uploading the remaining drainage services to the 
County.

Parks, Facilities, Recreation, and Culture 

35. Explore partnerships with neighbouring 
municipalities and private and non-profit entities 
to deliver recreation programming / rent out 
facilities.

Planning, Development and Legislative Services

36. Explore opportunities for a more regional 
approach to planning, building, and by-law 
enforcement. 

Fire 

37. Consider the development of a south shore 
Jointly Managed and Operated Fire Service.

Page16



15CONFIDENTIAL: DRAFT FOR INTERNAL USE ONLY

Of the 37 opportunities, we have identified a preliminary shortlist of eight opportunities (below) to be developed more fully in the next phase of the project. In 
addition to this list, several other foundational opportunities that reflect leading practices in municipal management will be built-out, including the development of 
a corporate strategic plan; adoption of the existing long-term financial plan; a corporate planning framework; and succession planning, among others.

Service Delivery Improvement Opportunities for Further Exploration  

EXECUTIVE SUMMARY

As part of the ongoing Official Plan review, establish a long-term growth plan (see 
opportunity #3).

➔ Amherstburg’s population growth has been slow relative to regional peers and 
its ability to sustain itself as a standalone, full-service municipality is unlikely 
unless the municipality’s population and assessment base grow. 

Conduct a review of organizational design and staffing mix and levels (see 
opportunity #8).

➔ Amherstburg is not properly resourced at its core, as it is below average in terms 
of its full-time staff complement compared to its benchmark comparators

Explore partnerships with neighbouring municipalities and private and non-profit 
entities to deliver recreation programming and rent out facilities where excess 
capacity exists (see opportunity #35).

➔ Sharing programming with other south shore municipalities can lead to 
increased utilization rates and rental revenues.

Maintain momentum on the implementation of an automated online payment 
portal for a range of resident services (e.g. taxes, accounts receivable, water utility, 
parking, dog tags) (see opportunity #16).

➔ A shift to online payments free up staff time while improving customer service 
(there is potential to include a service/convenience fee and generate revenue).

Conduct a review of recreation fees and explore partnerships with neighbouring 
municipalities and private and non-profit entities structure (see opportunity #23).

➔ Amherstburg’s recreation user fees as a % of associated service expenses are 
10% lower than the averages of its comparable peers.

Invest in a centralized customer service system (e.g. a CRM software) to provide a 
seamless customer experience (see opportunity #12).

➔ Tracking inquiries/complaints/compliments would enable the gathering of data 
to understand challenges, improvement opportunities, and measure results.

Explore the development of a south shore shared services initiative or corporation 
to deliver key services such as HR, IT, finance, recreational programming delivery, 
components of fire, and certain public works services (e.g. winter control), among 
others (see opportunity #32).

➔ By sharing assets and resources with neighbouring municipalities, Amherstburg 
can lower costs through economies of scale and scope.

Conduct a review of contracted services and explore potential savings or increased 
capacity that may (or may not) result from contracting out (see opportunity #11).

➔ Upon initial review appears that Amherstburg spends a proportionately smaller 
part of its operating budget on contracted services, relative to its peer group in 
the Essex County member municipalities. 
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16CONFIDENTIAL: DRAFT FOR INTERNAL USE ONLY

StrategyCorp has identified and prioritized opportunities for the Town of Amherstburg to improve service delivery efficiencies and savings. Failure to take certain 
foundational steps that address the Town’s core resourcing shortfalls may result in the Province viewing Amherstburg as a prime candidate for amalgamation.

Key Service Delivery and Sustainability Risks (1 of 2) 

RISK POTENTIAL OUTCOME OF INACTION MITIGATION 

1. Slow year-over-over residential and declining commercial, growth. 

• Amherstburg YOY growth for the past 10 years is -2.2%. 

• Between 2011-16, Amherstburg’s population increased by 1.8%, which 
falls short of the growth demonstrated by its adjacent neighbours, 
Essex (up 4.2%) and LaSalle (up 5.4%).

• Increased tax burden on smaller tax-base

• Tax increases

• Service reductions

• Grow and diversify tax base – prioritize 
residential growth and commercial growth 
will follow.

2. Overbuilt infrastructure coupled a capital backlog, insufficient 
reserves and lack of a fully funded asset management plan.

• The 2016 AMP identified 27% of assets in poor or fair condition.

• Contributes less to reserves than its Essex County and non-Essex peers.

• Aging and vulnerable infrastructure

• Tax and fee increases

• Service reductions, including capital repair 
and renewal projects

• Develop a fully funded and Council-
approved asset management plan. 

• Increase annual reserve contributions.

• Seek to deploy overbuilt infrastructure to 
service other users outside of Town.

EXECUTIVE SUMMARY
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StrategyCorp has identified and prioritized opportunities for the Town of Amherstburg to improve service delivery efficiencies and savings. Failure to take certain 
foundational steps that address the Town’s core resourcing shortfalls may result in the Province viewing Amherstburg as a prime candidate for amalgamation.

Key Service Delivery and Sustainability Risks (2 of 2)

RISK POTENTIAL OUTCOME OF INACTION MITIGATION 

3. Cost recovery of water and sewer and recreation expenses have 
declined in recent years, increasing the burden on the tax base to 
compensate.

• Since 2016 water and sewer charges expenses are outstripping revenue 
growth when compared to related expenses.

• Amherstburg’s recreation fees relative to expenses have declined over 
the past 10 years and are lower than most of its peer municipalities.

• Inequity is who bears the costs of user-based 
services

• Tax increases 

• Service reductions 

• Set policy goal to rebalance user fee v. 
tax-based funding of expenditures to 
support greater cost recovery and 
reduced reliance on tax base.

• Add recreation programming to drive 
more fee revenue and greater utilization 
of assets.

4. Continued staff under-resourcing to deliver core services.

• Below average in terms of its full-time staff complement and on 
expenses related to salaries, wage and benefits compared to peer 
municipalities. 

• Failure to meet existing and future service 
demands

• Inability to recruit and retain talent

• Loss of staff to neighbouring municipalities

• Poor resident experience

• Ensure optimal human resourcing of core 
service functions.

• Invest in staff training and performance 
management to deliver Council-approved 
services effectively and efficiently.

EXECUTIVE SUMMARY
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POTENTIAL AREAS OF EXPLORATION
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ENTERPRISE-WIDE IMPROVEMENT OPPORTUNITIES
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Enterprise-Wide Improvement Opportunities (1 of 5) 

POTENTIAL AREAS OF EXPLORATION

20

xxx Theme Opportunity and Rationale Potential Outcomes

Governance and 
Strategy

1. Opportunity: Develop a corporate strategic plan and corporate planning framework that articulates a long-term 
vision and short- to medium-term strategic priorities and clearly articulates Council’s priorities. The framework 
would connect the corporate strategic plan, annual budget process, strategic financial plan, and capital plans, with a 
performance management/measurement process. Monitor, report and celebrate successes. 

Rationale: While Amherstburg has an externally-focused community strategic plan, it would also benefit from an 
updated vision and set of priorities to guide department level planning and to ensure alignment on and measurable 
progress toward achieving the Town’s goals. Additionally, there is currently a lack of connection and continuity 
between the Town’s strategic, financial, and performance management processes. Council and staff would like to be 
engaged in identifying priorities and the resources needed to deliver on them

✓ Efficiencies

✓ Value-Add

2. Opportunity: Develop an Enterprise Risk Management (ERM) plan that will identify, assess, and prepare for any 
potential for critical issues that may interfere with the Town’s operations and objectives.

Rationale: Amherstburg’s population growth has been slow relative to regional peers and its ability to sustain itself 
as a standalone, full-service municipality is unlikely unless the municipality’s population and assessment base grow. 

✓ Efficiencies

3. Opportunity: As part of the ongoing Official Plan review, establish a long-term growth plan for the municipality. 

Rationale: Amherstburg’s population growth has been slow relative to regional peers and its ability to sustain itself 
as a standalone, full-service municipality is unlikely unless the municipality’s population and assessment base grow. 

✓ Efficiencies

✓ Value-Add

4. Opportunity: Prioritize the adoption of the of a Long-Term Financial Plan. 

Rationale: A 10-year Strategic Financial Plan was reviewed by Council in 2015, but never adopted. Since then, the 
administration has been applying the principles of the plan informally. The 2020 Corporate Services Finance 
workplan includes preparation of an updated Long-Term Financial Plan for Council consideration and adoption but 
staff have not had the capacity to execute on this effort. 

✓ Efficiencies

✓ Value-Add
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Enterprise-Wide Improvement Opportunities (2 of 5) 

POTENTIAL AREAS OF EXPLORATION
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xxx Theme Opportunity and Rationale Potential Outcomes

Governance and 
Strategy

5. Opportunity: Work toward striking a balance between the two roles of Council (i.e. operational oversight and 
strategic oversight) and strengthening the staff-Council relationship through regular training on the roles and 
responsibilities of both elected officials and staff. 

Rationale: Both staff and Council identified the critical need for continuous improvement in their collaboration, 
openness, and trust.

✓ Efficiencies

✓ Value-Add
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Enterprise-Wide Improvement Opportunities (3 of 5) 

POTENTIAL AREAS OF EXPLORATION
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xxx Theme Opportunity and Rationale Potential Outcomes

People and 
Culture

6. Opportunity: Promote increased trust, transparency, and staff engagement through enhanced internal and 
external communications processes.

Rationale: There is an opportunity to improve communications internally (from Council to the administration, senior 
leadership to managers, managers to staff, and across departments) and externally (from Council and the 
administration to residents). Staff identified a silo effect between departments, and a lack of awareness of 
organizational initiatives. It is felt that improvement in this area will lead to improved customer service, raise 
engagement, and reduce duplication of efforts across the organization.

✓ Efficiencies

✓ Value-Add

7. Opportunity: Develop a comprehensive HR Strategy that addresses succession planning, staff retention, 
performance management, and a comprehensive training/progression model.

Rationale: A prominent theme at all levels of the organization is the concern around staff retention and succession 
planning (especially with respect to retiring staff). Additionally, it was noted that while there is training available, it is 
not a comprehensive curriculum, and that while there is a performance management program, it is implemented 
inconsistently across the organization. An organization-wide approach to HR will help ensure that staff turnover is 
reduced; organizational knowledge and capabilities are not lost; and that staff are being trained for the roles they 
play now and plan to grow into.

✓ Efficiencies

8. Opportunity: Conduct a review of organizational design and staffing mix and levels to support optimal use of 
each staff member and ensure alignment to the objectives of their department (e.g. the communications resource, 
bringing legal counsel in-house, the separation of the clerk from the CAO’s office, etc.).

Rationale: Concern was been raised around the Town’s staffing levels and mix. Initial benchmarking analysis 
indicates that Amherstburg has a lower full-time staff complement than its peers and that it may be under-
resourced. Opportunities to relocate staff and/or work units to departments that align more closely with their roles 
and responsibilities should be considered in order to build an organizational structure that supports service 
excellence. 

✓ Cost-Savings/
Revenue Generation

✓ Efficiencies
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Enterprise-Wide Improvement Opportunities (4 of 5) 

POTENTIAL AREAS OF EXPLORATION
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xxx Theme Opportunity and Rationale Potential Outcomes

Processes and 
Technology

9. Opportunity: Adopt an updated reserve policy based on capital needs and in conjunction with an updated asset 
management plan (AMP).
Rationale: The Town has made significant progress toward improving its financial health but has failed to meet 
MMAH’s target Asset Sustainability Ratio, which reflects the poor condition of over a quarter of its assets (per the 
2016 AMP, the most recent document). The Town is planning to conduct a review of its reserves as well as undertake 
an Asset Management Initiative to develop a fully funded AMP that will meet legislative requirements, prioritize 
asset renewals and investments and determine funding demands. However, resource limitations may impact the 
delivery of this work for 2020. 

✓ Cost-Savings/
Revenue Generation

✓ Efficiencies

✓ Value-Add

10. Opportunity: Implement ongoing improvements in IT systems and tools to streamline key organization 
processes and procedures through either outsourcing, sharing IT delivery (with certain neighbouring municipalities 
or across the county), or the development of an IT strategy.
Rationale: It was noted that technology and processes tend to be out-of-date or “patchwork” across departments 
(e.g. CRM, software for GIS, records management, claims management etc.), and there is a need to understand 
technology gaps and to prioritize how to address them. A more cohesive approach to IT systems management could 
support information sharing and tracking that would also address key silos across work units (e.g. Fire prevention, 
Building and Bylaw). The County taking a lead roleproviding IT support to lower tier municipalities may provide 
consistency in systems, lower costs, and reduce duplication of software investment, among other benefits.

✓ Cost-Savings/
Revenue Generation

✓ Efficiencies

✓ Value-Add

11. Opportunity: Conduct a review of contracted services and explore potential savings or increased capacity that 
may (or may not) result from contracting out.
Rationale: Amherstburg spends a proportionately smaller part of its operating budget on contracted services, 
relative to its peer group in the County member municipalities. A review of contracted services will identify which 
services comparable municipalities outsource and what the corresponding unit costs for the outsourced service are. 
This will then be compared with Amherstburg’s services that are either outsourced already or could be considered 
for outsourcing. Note: Additional information regarding the Town’s full list of contracted services is required. 

✓ Cost-Savings/
Revenue Generation

✓ Efficiencies
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Enterprise-Wide Improvement Opportunities (5 of 5) 

POTENTIAL AREAS OF EXPLORATION
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xxx Theme Opportunity and Rationale Potential Outcomes

Service Delivery 12. Opportunity: Invest in a centralized customer service system (e.g. a CRM software) to provide a seamless 
customer experience from the opening of a ticket to the internal tracking of the response and resolution. 

Rationale: There are a low number of complaints from residents, but when they are submitted, they are processed 
in a fragmented manner with no clear timelines for response or resolution. Tracking inquiries and complaints would 
enable a streamlined and reliable approach to customer service and support the Town in gathering data to 
understand challenges, service volumes, improvement opportunities, and measure results. This is an ideal 
opportunity for a shared service with one or more neighbouring municipalities.

✓ Efficiencies

✓ Value-Add

13. Opportunity: Further develop and implement a customer experience strategy that leverages digital service 
delivery options.

Rationale: There is an opportunity to save staff time and resources via digital registration and payments processing. 
Customers increasingly expect the use of digital tools and platforms to improve their experience. Paperless and 
cashless opportunities can increase efficiency for the customer and the back office and enable staff to focus on the 
customer rather than labour-intensive processes. Post-COVID, there is an opportunity to adopt processes for 
contactless transactions, greater efficiency, and customer convenience.

✓ Efficiencies

✓ Value-Add

14. Opportunity: Create and maintain an inventory of service profiles that (1) identify the service delivery model (in-
house, contract, etc.); (2) tracks partnership opportunities; (3) service level standards; and (4) key performance 
indicators and targets. 

Rationale: The Town does not currently have a centralized system to track and evaluate service levels, the way 
services are delivered, and measure performance against standards and KPIs.

✓ Cost-Savings/
Revenue Generation

✓ Efficiencies
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DEPARTMENT-SPECIFIC IMPROVEMENT 

OPPORTUNITIES
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Department-Specific Improvement Opportunities (1 of 8)

POTENTIAL AREAS OF EXPLORATION
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xxxDepartment Opportunity and Rationale Potential Outcomes

CAO’s Office 15. Opportunity: Consider the addition of a full-time communications resource to lead the development and 
implementation of enhanced internal and external communications processes (see opportunity #6).

Rationale: The Town does not currently have a corporate communications plan or dedicated communications 
resource, which has led to some fragmentation and inconsistency both in internal and external communications. A 
centralized effort could support more strategic communications as well as new or innovative approaches to keep 
residents and staff informed and engaged in the Town’s activities and operations. The majority of the peer 
municipalities have a communications staff resource (e.g. communications coordinator). This position could be 
combined with other 'strategic duties’ (e.g. coordinating the strategic planning process).

✓ Efficiencies

✓ Value-Add
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Department-Specific Improvement Opportunities (2 of 8)

POTENTIAL AREAS OF EXPLORATION
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xxxDepartment Opportunity and Rationale Potential Outcomes

Corporate 
Services

16. Opportunity: Maintain momentum on the implementation of an automated online payment portal for a range 
of resident services (e.g. taxes, accounts receivable, water utility, parking, dog tags, etc.).

Rationale: There are currently many services that still require in-person payment. Changes made to in-person 
processes during COVID should be continued and built upon. Online payments may encourage more timely 
payments and registrations and would also serve residents’ desire for more options and flexibility for the completion 
of payments. A shift to online payments may also free up staff time for other initiatives while also improving 
customer service. There is also the potential to include a service/convenience fee and generate additional revenue 
for the Town, thus generating additional revenue. 

✓ Cost-Savings/
Revenue Generation

✓ Efficiencies

✓ Value-Add

17. Opportunity: In addition to the development of an updated reserve policy and AMP (see opportunity #9), 
support funding for asset management initiatives and adoption of updated AMP. 

Rationale: Although progress has been made on the AMP, there has been no movement on the 2016 plan for the 
establishment of business processes to guide future planning and expenditures. There has been some commitment 
from council to get work done, however a lack staff resources have delayed progress. A commitment to funding the 
life-cycle reserve with annual contributions will result in the long-term sustainability of the AMP.

✓ Efficiencies

✓ Value-Add

18. Opportunity: Clarify the roles and responsibilities of management in relation to Finance in providing support to 
other departments and define financial capabilities departments should have internally.

Rationale: Finance is not currently resourced to provide the level of support requested by individual departments, 
including budgeting, flow monitoring, monthly accounting and authorization. This is also a risk management issue 
with both corporate and departmental implications to be considered. 

✓ Efficiencies

✓ Value-Add
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Department-Specific Improvement Opportunities (3 of 8)

POTENTIAL AREAS OF EXPLORATION
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xxxDepartment Opportunity and Rationale Potential Outcomes

Corporate 
Services

(Continued)

19. Opportunity: As part of the centralized customer service system (see opportunity #12) implement a central 
corporate property repository/shared database or further use existing software to full capability (i.e. Laserfiche)

Rationale: There is currently no system (e.g. CRM database) for all departments to communicate or share 
information electronically. For properties that receive services from multiple departments, a shared repository or 
database could support increased collaboration, streamline information sharing and timelier resolution of issues. 
Best practices of peer municipalities will be of value.

✓ Efficiencies

✓ Value-Add
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Department-Specific Improvement Opportunities (4 of 8)

POTENTIAL AREAS OF EXPLORATION
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xxxDepartment Opportunity and Rationale Potential Outcomes

Engineering and 
Public Works 

20. Opportunity: Implement a long-term capital plan for roads as set out in AMP and identify resourcing needs and 
operating plans to drive a linkage between daily resource utilization and strategic needs.

Rationale: Road conditions have been consistently expressed as a concern of staff, Council and residents, and 
capacity has been cited as a major barrier to upkeep. A long-term capital plan would support the prioritization of 
projects based on need, funding availability and resources, condition assessments, and help avoid one-off projects.

✓ Efficiencies

✓ Value-Add

21. Opportunity: Implement remote water reading using technology that is integrated with a centralized database 
for billing and analysis and consider the installation of border meters to track and bill for cross-border water usage.

Rationale: While initial implementation may be costly, Automatic Meter Reading (AMR) has the potential for 
significant down-stream savings by reducing the cost of meter reading, providing real-time billing data, reducing re-
billing costs, detecting leakages, and promoting energy conservation and customer savings with time of use 
consumption. Amherstburg supplies water to parts of Essex and LaSalle and has issues with delinquent payments. 
Border meters would address this by billing the municipalities directly as opposed to residents. Consultation with 
Essex Power may offer some options for consideration, comparable to those in other local municipalities.

✓ Cost-Savings/
Revenue Generation

✓ Efficiencies

22. Opportunity: Conduct an updated Water & Sewer Rate Study to review and ensure rates reflect inflationary 
increases and growth and capital needs.

Rationale: While the Town is in line with its comparator municipalities with respect to water and sewer charges as a 
percentage of expenses, the downward trend observed in recent years is an indication that an updated Water & 
Sewer Rate Study should be undertaken to ensure that rates reflect inflationary increases and growth and capital 
needs. This is particularly important, given the size of Amherstburg’s water and wastewater infrastructure relative to 
the customer base it serves and the need to maintain this infrastructure in the long term. 

✓ Cost-Savings/
Revenue Generation

✓ Efficiencies
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Department-Specific Improvement Opportunities (5 of 8)

POTENTIAL AREAS OF EXPLORATION
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Department Opportunity and Rationale Potential Outcomes

Parks, Facilities, 
Recreation, and 

Culture 

23. Opportunity: Conduct a review of recreation fees. This review, which would analyze user rates, fee levels and 
total revenues, among other data inputs, may reveal opportunities for cost savings and/or increased revenues, 
including adjustments to the existing fee structure.

Rationale: Amherstburg’s recreation user fees as a percentage of associated service expenses are 10% lower than 
both the averages of its comparable peers in and outside of Essex County. Although the Town does align fees with 
the Consumer Price Index and recently instituted a surcharge to support capital upgrades, cost recovery for 
recreation expenses has remained low. Recommendations to increase fees have been brought forward in the annual 
budgeting process but have not been supported by Council or residents. However, this means that to continue to 
provide the same level of service, the burden then falls on the residential tax base. A comprehensive review of 
recreation fees would support the business case for a sustainable fee and user rate structure moving forward. 

✓ Cost-Savings/
Revenue Generation

24. Opportunity: Evaluate the placement of Facilities Management within its current department, and consider 
either a separate facilities department to provide services to multiple departments or the development of a ‘whole-
of-organization’ facilities plan that can identify opportunities for internal shared resources and more efficient uses of 
facilities. 

Rationale: Amherstburg’s Facilities function provides services to a range of other functional areas within the 
organization and is responsible for range of activities outside the scope of Parks, Recreation, and Culture. 
Additionally, ensuring state of good repair to assets is an integral component of AMP.

✓ Efficiencies

Page32



CONFIDENTIAL: DRAFT FOR INTERNAL USE ONLY 31CONFIDENTIAL: DRAFT FOR INTERNAL USE ONLY

Department-Specific Improvement Opportunities (6 of 8)

POTENTIAL AREAS OF EXPLORATION
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Department Opportunity and Rationale Potential Outcomes

Planning, 
Development 

and Legislative 
Services

25. Opportunity: Align on Amherstburg’s long-term planning vision with respect to growth and economic 
development.

Rationale: The Town lacks a long-term growth and development vision and strategy. It is unclear whether growth is 
a priority, and if it is, what that growth should look like (i.e. maintain status quo as being predominantly a 
bedroom/retirement community vs. attracting younger families; continue to focus on tourism vs. increasing
commercial and industrial growth). For example, the former Honeywell site has been long vacant, somewhat 
remediated, but has not yet been successful in attracting development, notwithstanding expressions of interest.

Alignment on Amherstburg’s growth objectives would enable the Town to consider specific initiatives to support 
those objectives (e.g. if prioritizing commercial/industrial development, developing a Town liaison for developers, 
proactively upgrading the Official Plan and Zoning permissions, etc.). This also aligns with recent activities 
undertaken by the Town to support economic development, including its submission, in partnership with WEEDC, of 
three properties, including the former Honeywell site, to the province’s Job Site Challenge.

✓ Efficiencies

✓ Value-Add

26. Opportunity: Expand the scope of the current Tourism function to include economic development and business 
improvement. 

Rationale: While tourism is key to Amherstburg’s identity and economic model, the role of the municipality in 
prioritizing tourism, as opposed to a broader economic development program with respect to business retention and 
attraction, has been a source of both internal and external criticism. Keeping in mind that both of these functions are 
provided at the regional level, funded through the County levy and that some duplication exists it may be justified. 
Consequences, risk and cost vs. benefit should be examined and considered.

✓ Cost-Savings/
Revenue Generation

✓ Efficiencies

✓ Value-Add
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Department-Specific Improvement Opportunities (7 of 8)

POTENTIAL AREAS OF EXPLORATION
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Department Opportunity and Rationale Potential Outcomes

Planning, 
Development 

and Legislative 
Services

(Continued)

27. Opportunity: Improve development processes that connect Engineering and Public Works, and Planning 
Development and Legislating Services to be more consistent when it comes to securities, agreements, and the 
overall process.

Rationale: As a result of a lack of documented protocols and requirements, the development planning process 
currently varies from development to development. A documented, standardized process would increase efficiency 
across service areas. 

✓ Efficiencies

28. Opportunity: Consider bringing legal services in-house to provide the majority of the Town’s legal services and 
contract external legal services as needed.

Rationale: The Town currently receives external legal services, and there is an opportunity to review whether the 
status quo or the hiring an internal solicitor is the most cost-effective method of service delivery. An initial review of 
Amherstburg’s peer municipalities indicates that half currently provide in-house legal services and half contract out. 

✓ Cost-Savings/
Revenue Generation

✓ Efficiencies

Page34



CONFIDENTIAL: DRAFT FOR INTERNAL USE ONLY 33CONFIDENTIAL: DRAFT FOR INTERNAL USE ONLY

Department-Specific Improvement Opportunities (8 of 8)

POTENTIAL AREAS OF EXPLORATION
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Department Opportunity and Rationale Potential Outcomes

Fire 29. Opportunity: Assess current structure of services and requirements that put stress on the department.

Rationale: There are potential opportunities that could be examined to increase the department’s capacity such as
establishing a self-inspection program for less at-risk properties, and with random inspections rather than annual 
inspections, although all opportunities would need to be appropriately evaluated against legislative requirements. 

For this to be possible, resources will be need in the short term to conduct site visits to confirm demonstrated 
compliance, but once this is complete, self-inspection will result in less of a burden on the fire department in the 
longer term. 

✓ Cost-Savings/
Revenue Generation

✓ Efficiencies
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Shared Services Improvement Opportunities (1 of 5)

POTENTIAL AREAS OF EXPLORATION
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Department Opportunity and Rationale Potential Outcomes

Enterprise-Wide 30. Opportunity: Increase participation in collaborative purchasing organizations that offer procurement support 
and expertise to facilitate a collaborative purchasing initiative with some or all the neighbouring municipalities. 

Rationale: Navigating the procurement process is complex and time consuming. Additionally, the delivery of some 
services in a shared capacity may result in cost savings (e.g. through economies of scale in purchasing), increased 
collaboration, and stronger relationships between regional partners.

✓ Cost-Savings/
Revenue Generation

✓ Efficiencies

✓ Value-Add

31. Opportunity: Identify opportunities to share fleet and expensive equipment (procurement, operations, 
maintenance, etc.) across departments and with neighbouring municipalities.

Rationale: There is often unnecessary overlap in purchases made by departments within the Town and by the Town 
and its neighbours. 

✓ Cost-Savings/
Revenue Generation

✓ Efficiencies

32. Opportunity: Explore the development of a south shore shared services initiative or corporation to deliver key 
services such as HR, IT, finance, and components of fire services and recreational programming delivery, and certain 
public works services (e.g. winter control), among others. 

Rationale: By sharing certain assets and resources with neighbouring municipalities, Amherstburg can lower costs 
through economies of scale and scope. It may allow access to new revenue streams that require a critical mass of 
users or inputs. Additionally, there are non-financial benefits including potential service enhancements and 
expansion; increased service integration; sustainability and viability across the region; building local capacity, trust 
and, relationships while also maintaining local identities; and potentially seeing a positive public response to more 
efficient use of assets in providing services across municipal borders.

✓ Cost-Savings/
Revenue Generation

✓ Efficiencies
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Shared Services Improvement Opportunities (2 of 5)

POTENTIAL AREAS OF EXPLORATION
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Department Opportunity and Rationale                Potential Outcomes

Engineering and 
Public Works

33. Opportunity: As part of the potential shared services corporation (see opportunity #32), continue to explore the 
possibility of sharing water with Windsor/Essex.

Rationale: The Town’s Water Treatment Plant was built for a population of 55,000 residents. As a result, some 
20,000 residents are currently funding the system, making it an expensive asset for the Town. 

✓ Cost-Savings/
Revenue Generation

✓ Efficiencies

34. Opportunity: Explore potential of an enhanced regional role in the delivery of certain services such as roads, 
infrastructure and uploading the remaining drainage services to the County.

Rationale: A Roads Rationalization Study was conducted in 2018 and 2019 by Essex County (estimated completion 
January 2020 – approval TBC). A review of the proposed recommendations, including the practical and financial 
benefits that could be delivered to the Town, should be conducted. Opportunities for an enhanced regional role 
have the potential to deliver cost savings and a decrease in maintenance-related workload for Town staff. 

✓ Cost-Savings/
Revenue Generation

✓ Efficiencies
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Shared Services Improvement Opportunities (3 of 5)

POTENTIAL AREAS OF EXPLORATION
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Department Opportunity and Rationale Potential Outcomes

Parks, Facilities, 
Recreation, and 

Culture 

35. Opportunity: Explore partnerships with neighbouring municipalities and private and non-profit entities to 
deliver recreation programming and rent out facilities where excess capacity exists, and make better use of the 
Town’s large recreation facilities and many parks.

Rationale: Amherstburg's parks and recreational centres are not used to their full capacity, and cost more to operate 
and maintain than user fees can cover. In particular, the Libro Centre’s operational costs significantly outstrip its 
revenues and there are concerns about the ability of the Town to finance the facility’s operating and maintenance 
costs of the facility in the long term. A regionalized approach to recreation could achieve enhanced services and 
facilities, and expanded program choices at a lower cost realized through shared staff, management, equipment, 
expertise, etc. 

There may be opportunities for Amherstburg to share programming with other south shore municipalities in order to 
increase utilization rates and rental revenues. Similarly, innovative partnerships with non-profit or private sector 
entities could support higher revenues and support the sustainability of the Centre.

✓ Cost-Savings/
Revenue Generation

✓ Efficiencies
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Shared Services Improvement Opportunities (4 of 5)

POTENTIAL AREAS OF EXPLORATION
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Department Opportunity and Rationale Potential Outcomes

Planning, 
Development 

and Legislative 
Services

36. Opportunity: Explore opportunities for a more regional approach to planning, building, and by-law 
enforcement. 

Rationale: There is a lack of alignment between the Town and County on planning (e.g. the Town and County Official 
Plans are often at cross-purposes) which leads to duplication and misaligned funding.

✓ Cost-Savings/
Revenue Generation

✓ Efficiencies
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Shared Services Improvement Opportunities (5 of 5)

POTENTIAL AREAS OF EXPLORATION
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Department Opportunity and Rationale Potential Outcomes

Fire 37. Opportunity: Consider the creation of a South Shore Jointly Operated and Managed Fire Service

Rationale: Joint delivery of fire services should be explored to ensure that services, training, and assets appropriately 
match need. A Jointly Operated and Managed Fire Service could reduce costs in Amherstburg while also increasing 
the level of service provided for those involved. 

This would also facilitate joint purchasing would help achieve “economies of scale” by purchasing in bulk for a larger 
work force, which could in turn result in reduced costs. Fire-related apparatus and equipment, including hoses, 
nozzles, scuba and firefighter gear, represent millions of dollars of assets that could be procured more efficiently 
through bulk purchasing.

This has been successfully implemented between two towns (Georgian Bluffs and Municipality of Meaford) and in 
Middlesex County between four municipalities into two fire departments.

✓ Cost-Savings/
Revenue Generation

✓ Efficiencies
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NEXT STEPS 
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Phase 3: Improvement Opportunities and Recommendations 

NEXT STEPS

Below are the project next steps which will allow the Town of Amherstburg to submit a draft final report to the Ministry of Municipal Affairs and Housing in 
September.

1 Confirm project improvement areas, determine needed consultation, and schedule departmental focus groups 
with select municipal staff to validate improvement ideas and draft improvement opportunities. 

Refine priority improvement opportunities, including opportunity definition, scope and define options. 2

Prepare and present Recommendations and Implementation report for presentation to Senior Management Team 
and Council (to be determined). 4

3
Develop detailed recommendations specific to prioritized opportunities, including implementation and performance 
measurement considerations, as well as 3-5 year operating and capital budget projections, and analysis of funding 
required to realize opportunities.

Finalize report for MMAH submission. 5
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APPENDIX A: FINANCIAL ANALYSIS
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2009 2010 2011 2012 2013 2014 2015 2016 2017 2018 Avg. YoY

Population 21,748 21,748 21,556 21,556 21,556 21,556 21,556 21,936 21,936 19,205 -2.2%

Total Households 8,346 8,346 8,600 8,811 8,124 8,124 8,124 8,951 8,951 9,202 2.7%

StrategyCorp assessed Amherstburg’s financial health according to several indicators taken from the Ministry of Municipal Affairs and Housing’s Financial 
Information Return (FIR) data using the returns from 2009-2018. This data has also been used extensively in the peer benchmarking analysis in Appendix B, which 
assesses Amherstburg against several comparator municipalities. 

At the outset, it is important to acknowledge some limitations and considerations with respect to the data: 

• 2018 data is the most recent FIR data available, so all numbers and analyses should be assessed against 2019 and 2020 data where possible. 

• FIR data is reported by the municipalities themselves, and as such, is prone to some inaccuracies due to variances in reporting consistency. 

• The following slides draw primarily from 5-year and 10-year datasets in order to identify key trends and themes and avoid assumptions based on single years 
that may skew the data. Where single-year data is used, it is noted as such. 

• In the FIR data, Amherstburg’s population demonstrates an unusual decline between 2017 and 2018. This is the result of a change in the reference source 
used to report population and household figures from the Statistics Canada 2016 Census to the MPAC Household and Population Report. As a result, this 
adjustment may skew per capita and per household data points. Per the MPAC Household and Population report, the 2019 population was 19,366.

Introduction and Limitations of the Data
Financial Analysis
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Some general themes emerged from the initial financial analysis:

Themes and Areas of Exploration
Financial Analysis

1. Amherstburg is generally trending towards financial health and sustainability 
and building up reserves while continuing to reduce debt stemming from the 
pre-2014 period (Slide 45). To continue this trend, the Town is planning to 
develop a Long-Term Financial Plan in 2020/21 to replace the existing Strategic 
Financial Plan (2014-2025), which is used on an informal basis as it was not 
adopted by Council. StrategyCorp supports the development of a Council-
approved Long-Term Financial Plan as a high-impact improvement opportunity 
that can support Amherstburg’s rehabilitation towards financial sustainability. 

2. Amherstburg is beginning to see modest growth (Slide 45). With growth in 
the Windsor-Essex region somewhat sporadic and with some local 
municipalities demonstrating slower growth than others, the current tax 
assessment mix already placing a significantly heavier burden on the 
residential property tax base to fund services and infrastructure, the Town is 
facing an important turning point as it needs to decide and plan for what kind 
of growth will support the sustainable delivery of municipal services moving 
forward. 

3. Amherstburg meets nearly all of the Ministry for Municipal Affairs and 
Housing’s targets for key financial indicators (Slide 46). While the municipality 
is generally on the right track, the failure to meet MMAH’s target for the asset 
sustainability ratio indicates that the Town should continue to improve its 
capital forecasting and planning for both the renewal of existing assets and 
investment in new assets. 

4. Amherstburg’s aggressive debt management strategy in recent years has 
yielded positive results (Slides 47-49). Since 2014 and especially since 2016, 
the municipality has prioritized debt sustainability, resulting in the overall 
reduction of the Town’s debt burden by 20% in 2018 and 23.5% in 2019. 
Moving forward, a key issue will be balancing the need to reduce debt while 
also funding capital projects to address the Town’s infrastructure backlog.

5. Amherstburg’s capital spending has fluctuated over time (Slide 52). 
Amherstburg is seeking to improve asset management planning and develop 
more robust business processes to support this planning. Although the Town 
contributes to a life-cycle reserve, annual budgets, including the 2020 Budget, 
have not included funding consistent with the Town’s Asset Management Plan 
(AMP), resulting in risk to tax rate stability in to fund needed capital work. 

6. Amherstburg water and sewer charges have seen some fluctuation and have 
decreased since 2016 when compared to related expenses (Slide 54). To 
support capital investments and avoid deficits moving forward, water and 
sewer rates should potentially be reviewed. 

7. Amherstburg’s recreation fees have declined over the past 10 years relative 
to service expenses (Slide 55). Although the Town engages in a number of
best practices (i.e. adjustment of fees to the Consumer Price Index, 
establishment of a surcharge to support capital work), cost recovery remains 
low and recommended fee increases as part of the annual budget process 
have not been supported. 
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2014 2015 2016 2017 2018 Avg. YoY
Total Municipal Property Taxes Per Household $3,399 $3,588 $3,412 $3,502 $3,700 1.8%

Total Property Taxes Per Household $4,150 $4,338 $4,087 $4,168 $4,352 1.0%

Annual Operating Expenditures $36,574,643 $38,326,541 $38,787,789 $39,682,122 $40,919,323 2.4%
Annual Operating Expenditures per Capita $1,697 $1,778 $1,768 $1,809 $2,131 5.1%

Annual Capital Expenditures $2,390,499 $3,984,919 $13,184,074 $9,384,112 $7,769,915 45.0%
Annual Capital Expenditures per Household $294 $491 $1,473 $1,048 $844 37.4%

Total Reserves $6,067,313 $8,486,090 $11,445,335 $12,606,693 $10,709,137 15.3%
Total Reserves per Household $747 $1,045 $1,279 $1,408 $1,164 11.2%

Total Municipal Debt Burden $44,693,112 $41,630,321 $39,509,269 $38,341,179 $35,677,228 -4.0%
Municipal Debt Burden per Household $5,501 $5,124 $4,414 $4,283 $3,877 -5.9%

Municipal Debt Burden per Capita $2,073 $1,931 $1,801 $1,748 $1,858 -2.1%

Residential Assessment Percentage 87.3% 87.2% 87.3% 87.8% 88.1% 0.2%
Non-Residential Assessment Percentage 12.7% 12.8% 12.7% 12.2% 11.9% -1.4%

Total Taxable Assessment $2,041,177,894 $2,099,863,724 $2,145,619,632 $2,180,071,266 $2,249,423,379 2.0%
Total Taxable Assessment per Household $251,253 $258,477 $239,707 $243,556 $244,449 -0.5%
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The steady increases in debt reduction and reserves over the past five years demonstrate that the Town is on the right track with respect to financial sustainability. 

Financial Analysis

• In the 2010s, as a result of the pursuit of aggressive capital spending primarily related to wastewater, the Town accrued significant debt, peaking in 2014 with a 
debt burden of $44.7M. Since 2015, the Town has made significant inroads in tackling this debt, which are further documented on Slides 47-49.

• The increase in capital expenditures and reserves is likely indicative of the Town’s effort to address the $157M backlog for assets in “poor” or “very poor” condition 
(27% of total assets, per the 2016 Asset Management Plan). However, more robust asset management planning should be further explored in order to ensure the 
Town can continue to address its infrastructure deficit in a financially sustainable manner moving forward. 

• The current assessment mix places a greater burden on the residential property tax base to fund services. It is expected that the slow lack of growth – and slight 
decline between 2017-18 – in commercial/industrial tax revenue reduces the Town’s flexibility in revenue management and tax rate setting.

Preliminary Indicators for Financial Sustainability
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Financial Analysis

2014 2015 2016 2017 2018 5-Year Average

Operating Surplus Ratio (Target 0% to 15%) -7.2% -6.7% 11.4% 2.0% 18.6% 3.62%

This is an indicator of the extent to which revenues raised cover operational expenses only or are available for capital funding or other purposes. A negative ratio indicates the percentage 
increase in rates revenue that would have been required to achieve a break-even result. The basic target: 1% to 15%. Advanced target: > 15%.

Current Ratio (Target >=1) 1.37:1 1.43:1 1.5:1 1.54:1 1.79:1 1.53:1
This is an approximate measure of a municipality's "liquidity" or its ability to pay short-term obligations.

Rates Coverage Ratio (Target >=40%) 80% 80% 83% 83% 86% 82.4%
This is a measure of the municipality's ability to cover its costs through its own "rates" revenue efforts. Basic target: 40% to 60%. Intermediate target: 60% to 90%. Advanced target: > 
90%.

Debt Service Coverage (Target >=2) 2 2 3 3 4 2.8
This is a measure of a municipality's ability to service its debt payments. The target is a ratio greater than or equal to 2.

Asset Sustainability Ratio (Target >90%) 25% 37% 134% 96% 80% 74.4%

This is an approximation of the extent to which a municipality is replacing, renewing or acquiring new assets as the existing infrastructure being managed by the municipality are reaching 
the end of their useful lives. The target ratio is > 90% per year. A municipality which is not reaching this target is not sufficiently maintaining, replacing or renewing their existing 
infrastructure. This may result in a reduction in service levels and/or useful lives previously expected and will likely create a burden on future ratepayers.

Asset Consumption (Target <50%) 37% 39% 40% 41% 43% 40%

This measures the age of a municipality's physical assets. It measures the extent to which depreciable assets have been consumed by comparing the amount of the assets that have been 
used up and their cost. (< 25% - Relatively new infrastructure, 26% to 50% - Moderately new infrastructure, 51% to 75% - Moderately old infrastructure, >75% - old infrastructure)
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• Although most indicators are trending positively, the asset sustainability ratio indicates that Amherstburg should continue to improve its capital forecasting and 
planning for both renewal of existing infrastructure and investment in new assets. Though the Town has established and consistently contributed to a life-cycle 
reserve in recent years, annual budgets have not included funding in alignment with the Town’s 2016 Asset Management Plan.

• Fluctuation in the operating surplus ratio is Likely due to a variety of factors (including approved projects not being completed, “one-time” events, higher than 
anticipated revenues and the wastewater-related debt accumulation in prior years and the fact that the Town did not impactfully prioritize debt repayment and 
reserve allocation until 2016). However, the fluctuation could also be indicative of a need for better long-term planning. 

Amherstburg’s overall performance in relation to MMAH’s key performance indicators suggest that the Town is getting its house in order and has made significant 
strides in achieving financial health and sustainability since the peak of fiscal challenges in 2014.

MMAH’s Key Performance Indicators
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2014 2015 2016 2017 2018 Avg. YoY
Total Debt Charges $4,447,740 $4,891,314 $4,789,060 $4,209,677 $4,185,970 -1.2%

Annual Repayment Limit $2,830,387 $3,277,567 $3,329,548 $3,023,628 $3,995,702 8.2%

Debt Charges as a % of Annual Repayment Limit 157.1% 149.2% 143.8% 139.2% 104.8% -9.2%

Debt Burden per Household $5,501 $5,124 $4,414 $4,283 $3,877 -5.9%

Debt Charges per Household $547 $602 $535 $470 $455 -3.4%

Debt Burden as a % of Operating Revenues 129.7% 114.8% 93.0% 95.1% 75.2% -12.3%

Debt Burden as a % of Reserves and Reserve Funds 407.1% 271.8% 219.4% 194.4% 185.4% -17.1%
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Debt charges and burdens have consistently declined since 2014, while the annual repayment limit has increased, demonstrating improved debt sustainability and 
better overall management of financial resources. 

Financial Analysis

• The Town’s debt management strategy since 2014, and particularly since 2016, has yielded positive results: debt charges as % of the maximum amount by which 
the municipality could increase its debt have steadily declined and the debt burden has been reduced by approximately 20% in 2018 and 23.5% in 2019.

• The overall decrease in debt is attributable to a combination of factors, including debt repayment, capital levies toward the funding of capital projects, fully funded 
annual budgets, avoidance of new debt and demonstrated need for asset renewal that has supported grant applications and resulted in increased grant approvals.

• Total municipal debt relative to reserves has also declined both because of improved debt management and higher contributions to reserves from 2015 onward.

• Avoidance of additional or new debt may be at least partly related to the growth of the tax base, which could be further explored. 

• Moving forward, a Long-Term Financing Plan can support the Town in addressing the fact that debt charges continue to exceed the ARL.

Debt Sustainability 
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Annual Repayment Limit and Input Factors – Over Time 

• Amherstburg has seen an increase in the annual repayment limit (ARL)* by an average of 3.1% year over year. 

• In general, the ARL has demonstrated limited fluctuation, although it did reach a record high in 2018, likely as a result of both the increase in Amherstburg’s annual 
“own-source” revenues (i.e. property taxes, user fees, licenses, rents, investment income, etc.) and the gradual reduction in long-term debt servicing costs and 
annual payments for other long-term financial obligations between 2015-2018. 

• In 2014, Deloitte completed a Financial Management and Practices Review, which concluded that the previous lack of transparency left unfinanced debt, in turn 
leading to prolonged excess debt charges relative to the annual repayment limit. 

An increase in the Town’s annual repayment limit and a decrease in debt in recent years demonstrates better fiscal health and management of financial resources.

Financial Analysis
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Debt Charges as a Percentage of Municipal Property Tax
Financial Analysis

Amherstburg is spending less of its municipal property tax revenues on debt, which is a positive indicator reflective of appropriately managed debt and a greater 
reliance on other funding sources – all while the Town continues to invest in capital infrastructure. 
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• Amherstburg’s debt charges per household as a percentage of municipal property taxes per household have exhibited an average of 15.1% over the last decade.

• As noted on Slide 47, the reduction in debt can be attributed to a variety of factors in addition to debt repayment, including increased government grants for asset 
renewal, capital levies for capital projects and fully funded annual budgets that avoid the accrual of new debt. 
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Financial Analysis

2014 2015 2016 2017 2018 Avg. YoY

Taxation Revenue $18,679,647 $19,793,859 $20,990,443 $21,350,781 $23,229,871 9.8%

Taxes Receivable as a % of Current Tax Levy 3.8% 3.5% 3.6% 3.3% 2.2% -8.4%

Accounts Receivable $3,528,670 $3,296,681 $3,097,806 $4,872,127 $3,988,678 2.6%

Total Government Transfers $2,477,008 $3,865,889 5,766,074 $4,873,449 5,077,991 21.0%

Government Transfers as a % of Total Revenue 7.2% 10.7% 13.6% 12.1% 10.7% 9.8%

Municipal Property Taxes per Household $3,399 $3,588 $3,412 $3,502 $3,700 1.8%

Annual Operating Expenses per Household $4,502 $4,718 $4,333 $4,433 $4,447 -0.2%

Annual Capital Expenditures per Household $294 $491 $1,473 $1,048 $844 37.4%

Capital Ex. as a % of Operating Expenditures 7% 10% 34% 24% 19% 38.1%

Reserves as a % of Municipal Property Taxation 32% 43% 55% 58% 46% 8.6%

Total Reserves and Discretionary Reserves per Capita $281 $394 $522 $575 $558 19.6%
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• The increasing tax rate, particularly for residential where it has increased from 0.015 in 2014 to 0.016 in 2018, along with the average 2.7% year-over-year increase 
in number of households in the last 5 years, has resulted in consistent taxation revenue growth. This, in turn, has yielded relatively steady operating expenses on 
services per household. 

• One area of note is that Amherstburg’s decrease in current taxes receivable as a percentage of the current tax levy suggests that the Town is improving its tax 
collection. The introduction of additional payment options, including online, may continue to lower tax receivables. 

• Capital expenditures have fluctuated considerably over the past five years, likely in relation to the Town’s effort to address its aging infrastructure. As a result of 
the reducing debt during this period, the Town has had to tax, budget, and utilize reserves increasingly since 2016 in order to address the capital backlog.

Revenues, Operating Expenses, Capital Expenses, and Reserves

In general, Amherstburg is making headway towards improved financial health, supported by increases in taxation revenue and government transfers while 
operating expenses have remained relatively flat. However, needed growth in reserves remains an area for prioritization.
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• Beginning in 2016, and for the first time since 2010, revenues outstripped operational expenses, suggesting that Amherstburg has found the appropriate balance 
to ensure that revenues remain greater than spending on an annual basis. 

• Also in 2016, a five-year period of annual deficits came to an end, with the Town generating surpluses for the years 2016-2018. These reasons for this shift should 
be further explored. While improved financial planning, balanced budgeting and growth have supported a more sustainable financial model in Amherstburg, the 
surpluses may also be attributable to staffing vacancies and operating and capital projects not being completed, indicating a need for improved long-term planning 
and forecasting. 

In recent years, the Town has trended positively with respect to increasing revenues at higher rate than the rate at which operating expenses have increased.

Financial Analysis
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Capital Spending per Household

• Capital spending in Amherstburg has experienced notable volatility in the last decade. Between 2009-2013, the $34M sewage treatment plant investment included 
excessive long-term capacity but without the materialization of the corresponding expected development charges – this placed a strain on cashflows to serve the 
financing of this project. Further, the lack of capital planning, optimistic revenue forecasts and opaque budgeting reports led to challenging decision making. 

• Since 2014, Council and staff sought to balance debt repayment with needed capital spending to address the Town’s capital backlog. In 2015 and 2016, Council 
adopted and implemented the Capital Replacement Levy and the Capital Reserve Levy. The Town has also adopted a “pay as you go” policy through the 
establishment of a Capital Contribution from the Tax Rate, thereby reducing Amherstburg’s dependence on issuing long-term municipal debt. 

• StrategyCorp supports the Town’s Asset Management Initiative to update and develop a funded AMP and develop a Long-Term Financial Plan (see opportunity #9 
and opportunity #4 on slides 23 and 20, respectively)

Significant fluctuations in per household capital spending indicates a need for a Council-approved long-term financial plan, including more robust asset 
management planning and processes that will enable the municipality to engage in more stable spending on capital projects.

Financial Analysis
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Financial Analysis

• Property taxes per household have increased as a response to the need for higher municipal revenue for debt repayment and contribution to reserves for capital 
renewal. Given that 88% of the tax assessment currently originates from the residential tax base, it is expected that this continuous increase may be a challenge in 
the community. One option that should be considered is the development of an economic development plan to support the growth of the commercial and 
industrial tax base and shift some of the burden from residential property taxes.

• With respect to water and sewer charges, while 75% of Amherstburg’s planned $6.3M Water Treatment Plant project is provincially funded, remaining water 
distribution equipment upgrades and maintenance may require higher rates to avoid deficits and free up capital for other renewal projects and investments. 

$2,549 $2,672 $2,700 $2,814
$3,143

$3,399 $3,588 $3,412 $3,502
$3,700

$820 $806 $763 $726 $758 $750 $751 $675 $667 $652

$3,369 $3,478 $3,463 $3,540
$3,901

$4,150 $4,338
$4,087 $4,168 $4,352

$947 $937 $999 $1,024 $1,146 $1,157 $1,199 $1,167 $1,177 $1,177

$0

$1,000

$2,000

$3,000

$4,000

$5,000

2009 2010 2011 2012 2013 2014 2015 2016 2017 2018

Municipal Property Taxes per Household Upper Tier Property Taxes per Household

Total Property Taxes per Household Water and Sewer Charges per Household

Taxation, User Fees, and Service Charges – Over Time 

Municipal property taxes have increased steadily over the past 10 years, though water and sewer charges have remained relatively flat since 2013. 
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Financial Analysis

Water & Sewer Service Charges as a % of Corresponding Service Expenses - Over Time

• The Town’s 2014-2020 Financial Plan for Municipal Drinking Water Supply System indicated that the water rate setting would yield a surplus starting at $129,308 in 
2016 and increase up to $4.6M in 2019. From 2020 onwards, the Plan recommended a return to a low deficit, due to budgeting for the $6.3M Amherstburg Water 
Treatment Plant project. 

• However, it appears the Town complied with the recommendations in the Financial Plan only for 2016 and 2017 and, in 2018, returned to a deficit of water and 
sewer revenues with respect to their corresponding expenses. 

• Moving forward, as recommended in opportunity #22 on slide 29, it may be prudent to revisit appropriate water rate setting through an updated Water & Sewer 
Rate Study to ensure full cost recovery of both operating and capital costs while allowing for budgeting reserves for long-term capital renewal of assets. However, 
this requires further exploration based on additional data sources and context from the municipality beyond the FIR. 

Over the past 10 years, water and sewer charges have seen some fluctuation and have decreased since 2016 when compared to related expenses.
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Financial Analysis

Recreation User Fees as a % of Corresponding Service Expenses - Over Time

• The Town’s recreation fees are adjusted in alignment with the Consumer Price Index and, in 2018, a user surcharge was instituted to support capital upgrades, 
both of which are best practices. 

• However, the relatively steady and significant decline of fees in relation to expenses over the past 10 years should be further explored, including additional analysis 
to understand whether this trend is a function of use/uptake in programs and facilities and/or the fee structure.

Recreation fees have generally decreased as a percentage of associated service expenditures, although they demonstrate a strong increase between 2017 and 
2018.
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APPENDIX B: PEER BENCHMARKING 
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StrategyCorp’s benchmarking research for the Town of Amherstburg is based on five comparator municipalities selected against five criteria. Note that the 
“Essex County average” includes only the Essex municipalities selected as part of this benchmarking analysis, and not all seven municipalities in the County.

Comparison Criteria Comparator Municipalities 

Peer Benchmarking

Introduction

1. Services Offered: Like Amherstburg, most of the peer municipalities offer water and 
wastewater treatment and distribution, roads maintenance, parks and recreation, and fire 
services, among others. While there may be some differences (e.g. LaSalle provides water 
distribution services but not water treatment), the general service mix is comparable.

2. Lower-Tier: As Amherstburg is a lower-tier municipality in Essex County, it is useful to select 
municipalities at the same level of government to permit a reasonable comparison of 
services. All selected comparator municipalities are lower-tier. 

3. Location: Some preference was given to municipalities near Amherstburg, and two of the 
Town’s neighbouring municipalities in Essex County, LaSalle and Kingsville were selected. We 
also selected three out-of-County municipalities that share similar geographical features and 
considerations to Amherstburg. Strathroy-Caradoc is also situated in southwestern Ontario, 
while Lincoln and Fort Erie are both waterfront communities, bordering major bodies of 
water, with relatively close proximity to the US border. 

4. Physical Conditions, Economy and History: Amherstburg is a shoreline municipality with rich 
heritage and natural features, located in a region with a strong agricultural and 
manufacturing base. LaSalle and Kingsville, as part of Essex County, share a similar history, 
natural environment and economic base, but will also act as more distinct ‘urban’ and ‘rural’ 
comparators, respectively. Lincoln, Fort Erie, and Strathroy-Caradoc are similar agricultural 
and manufacturing hubs with strong connections to local heritage. 

5. Population and Population Density: The recommended municipalities have similar 
population sizes and are within similar ranges of population density to that of Amherstburg. 
Though LaSalle has a considerably higher population density than Amherstburg, we believe it 
remains a useful comparator given its proximity, population size, and waterfront status.

Tier Location Persons/ km2 Population

Amherstburg Lower Essex 118.2/km2 21,936

LaSalle Lower Essex 461.8/km2 30,180

Kingsville Lower Essex 87.3/km2 21,552

Fort Erie Lower Niagara 184.7/km2 30,710

Strathroy-
Caradoc

Lower Middlesex 77.1/km2 20,867

Lincoln Lower Niagara 146.1/km2 23,787
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Some general themes emerged from the initial peer benchmarking analysis:

Themes and Areas of Exploration
Peer Benchmarking

1. Although Amherstburg is meeting the majority of MMAH’s targets for Key 
Performance Indicators, it performs lower than its peer municipalities in 
most areas when averaged (Slide 60). Understanding the factors contributing 
to this lag should be further explored. 

2. Amherstburg’s debt charges relative to its annual repayment limit is 
significantly above average, and it has the highest debt charge relative to 
property tax revenues among its peer comparators (Slides 61-63). These 
outcomes reflect Amherstburg’s unique financial history. However, as the 
Town continues to pay down and reduce reliance on debt, these measures 
should improve and demonstrate greater alignment with its peers.

3. Amherstburg contributes less to reserves than its Essex and non-Essex peers 
(Slide 64).

4. Amherstburg spends considerably less on contracted services compared to its 
peer municipalities (Slides 67, 75). As noted in opportunity #11 on slide 23, the 
Town should explore potential savings or increased capacity that may result 
from contracting out to ensure ongoing value for money in service delivery. 

5. Amherstburg has more building assets than its peers (Slide 69). Depending 
on the current condition of its buildings, Amherstburg may be facing a 
growing capital backlog and should consider a facilities management strategy 
as part of its long-term capital and asset management planning. 

6. Amherstburg is below average in terms of its full-time staff and expenses 
related to salaries, wages and benefits compared to its peers (Slides 74-75). 
The Town has more part-time staff, which may reflect the growth in the “gig 
economy” as well as its distinct service mix. 

7. Amherstburg subsidizes more recreational and culture services than most of 
its peer municipalities due to the decline in user fees to offset expenditures 
over the past 10 years (Slides 72, 84). This raises challenges in continuing to 
meet expected service levels and capital needs in the long term.

8. Amherstburg may benefit from some organizational realignment (Slides 77, 
82, 87). Opportunities to relocate staff and/or work units to departments that 
align more closely with their roles and responsibilities should be considered in 
order to build an organizational structure that supports service excellence.
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Peer Benchmarking – Financial Indicators

MMAH Key Performance Indicators (2014-2018 Average)

• Amherstburg aligns with MMAH’s standards across all categories except its asset sustainability ratio. As noted earlier in this report, this metric reflects the poor 
condition of over a quarter of the municipality’s assets, per the 2016 Asset Management Plan. As Amherstburg continues investing in capital expenditures to 
replace, renew or acquire new assets as existing infrastructure reaches the end of its service life, the ratio will gradually increase.

• Also of note is Amherstburg’s asset sustainability ratio in relation its peers in Essex County, as it is significantly lower than LaSalle’s and somewhat higher than 
Kingsville’s. This suggests overall inconsistency and fluctuation with respect to asset management and sustainability in Essex County more broadly.

• While Amherstburg’s Operating Surplus Ratio falls within MMAH’s target guidance, it is worth nothing that it is the lowest among any of its peer group of 
municipalities, which may be the result of the Town’s focus debt repayment over the last few years. 

Amherstburg LaSalle Kingsville Fort Erie
Strathroy-
Caradoc

Lincoln
Essex County 

Average
Comparator 

Average

Operating Surplus Ratio (Target 0% to 15%) 3.62% 27.4% 9.3% 21.9% 30.9% 9.7% 18.44% 19.63%

Current Ratio (Target >=1) 1.53:1 10.68:1 3.96:1 3.95:1 7.00:1 1.87:1 5.39:1 4.83:1 

Rates Coverage Ratio (Target >=40%) 86.2% 86.7% 93.8% 97.3% 108.1% 80.5% 88.88% 92.1%

Debt Service Coverage (Target >=2) 4 10 6 14 9 13 6.74 9

Asset Sustainability Ratio (Target >90%) 79.8% 171.0% 50.5% 84.7% 78.0% 126.0% 100.44% 98.32%

Asset Consumption (Target <50%) 42.7% 34.8% 58.0% 43.1% 43.8% 43.5% 45.16% 44.32%

Over the past five years, Amherstburg has met most of MMAH’s Key Performance Indicators, though it has demonstrated lower performance than its peer 
municipalities in most areas when averaged.
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• Amherstburg’s high debt charges as a percentage of its ARL reflects its commitment to reducing debt over the 2014-18 period, as observed on Slide 48. 

• As total outstanding debt is reduced over time and the Town continues to reduce its reliance on debt, this measure should improve and be more in line with the 
other municipalities. 

• Also notable is that the Essex County peers’ debt charges as a percentage of ARL are considerably higher than the total peer average, which could be explored as 
part of a County or shared services review. 

Peer Benchmarking – Financial Indicators

Debt Charges as a Percentage of Annual Repayment Limit (2014-2018 Average) 
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Amherstburg’s debt charges relative to its annual repayment limit is significantly above average in comparison with its peer municipalities. 
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Peer Benchmarking – Financial Indicators

Debt Charges as a Percent of Municipal Property Tax per Household (2014-2018 Average)
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• As noted earlier in this report, Amherstburg’s high debt charges relative to its municipal property tax revenues reflects its focus on debt management and 
reduction in recent years. Currently, 14 cents of every dollar is going to debt servicing. 

• As long-term debt is reduced, this value should converge more in line with its peer municipalities, while also freeing up cashflow for imminent capital renewal 
needs or delivery of services.

Over the past five years, Amherstburg has had the highest debt burden per household of all of its comparators. 
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Peer Benchmarking – Financial Indicators

Municipal Debt Burdens (2014-2018 Average)
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Municipal Debt Burden as a % of Operating Revenues Municipal Debt Burden as a % of Own Purpose Levy

Municipal Debt Burden as a % of Reserve and Reserve Funds Municipal Debt Burden as a % of Accumulated Surplus

• Amherstburg’s high debt charges relative to its operating revenues, own-purpose levy, accumulated surplus and reserve funds reflect the Town’s ongoing 
commitment to debt sustainability. 

• However, in the coming years, the Town will have to consider the balance between continuing this trend of aggressive debt repayment and investing in capital 
renewal or releasing operating cashflow for service improvements and/or adjustments.

This slide summarizes the previous debt-related slides in order to demonstrate the distinct challenges Amherstburg faces in managing its debt burden in 
comparison to its peer municipalities. 
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Peer Benchmarking – Financial Indicators

Total Reserves and Discretionary Reserve Funds Per Household (2014-2018 Average)

Amherstburg’s reserve contributions per household are the lowest of its comparators. 

• As the Town of Amherstburg has prioritized debt repayment in recent years, it has contributed minimally to its reserves. As a result, it risks having to leverage debt 
again to either replace poor assets or bring them to a state of good repair. 

• As noted earlier in this report, a Council-approved Long-Term Financial Plan would support the Town in continuing to capture additional revenues to both 
demonstrate financial sustainability and avoid a similar over-leveraged situation when funding capital assets in the future.
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Peer Benchmarking – Financial Indicators

Operating Revenue by Source (2014-2018 Average)

• While Amherstburg’s revenue from property taxes is in line with its comparators, it receives more in government transfers (including recurring transfers like the 
federal gas tax and OMPF as well as one-time project-based funding) and somewhat lower revenues from “other” sources. 

• This may be related to the fact that Amherstburg has less interest and investment income, which is in line with the Town’s lower reserves and cash, as well as the 
variation in FIR reporting of “other” income when a municipality receives donated assets from development or disposes of assets.

Amherstburg’s government transfers have been, on average, higher percentage-wise than other comparators, while revenue sourced from ‘other’ means has been 
lower. The Town’s property tax revenue by percentage is on-par with its peer comparators. 
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Peer Benchmarking – Financial Indicators

Operating Expenditures by Function (2014-2018 Average)

• Amherstburg stands out in “general government” operating spending compared to its peers. The Town’s Non-Departmental budget centre (general government) 
includes taxation, grant funding, investment income, miscellaneous income, corporate postage, corporate advertising, interest expense, conservation authority 
levy (in/out), grants and waivers expense (to community organizations/groups) and taxation funded debt service.

• In the FIR reporting, the “general government” function includes the Office of the CAO, HR, Finance, Insurance, and Facilities (tax funded). It appears that the 
reporting may also have been impacted by a previous practice of “rolling up” expense accounts into corporate reporting and/or aligning budgets with the staffing 
model instead of by service function. StrategyCorp is supportive of Corporate Services’ plan to review the chart accounts as part of its annual workplan.

Amherstburg’s operating expenditures by function are generally in line with its peer municipalities, with the exception of transportation services, which is slightly 
lower, and general government, which is significantly higher than the comparators. 
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Peer Benchmarking – Financial Indicators

Operating Expenditures by Object (2014-2018 Average)

• Amherstburg is modestly higher than its peers in operating spending for staff compensation/benefits and debt amortization. This is in line with the relatively higher 
proportional expenses that the municipality commits to General Government expenses, which is planned for review, as noted on the previous slide.

• Additionally, it appears that Amherstburg spends, on average, more of its operating expenditures on interest expenses relative to its comparators, likely as a result 
of the high debt accumulated over the 2009-2013 period – the paydown of the debt has improved meaningfully since 2015. 

• Of particular note is that the Town Amherstburg outsources the least amount of services, which should be reviewed to ensure ongoing value for money, as noted 
in opportunity #11 on slide 23. A list of contracted services by department (for which data was available at the time of report writing) is provided on Slides 131-136. 
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In the past five years, Amherstburg has spent slightly more on average than its peers on salaries, wages, and employee benefits, though individual years present a 
more complex picture (the 2018 data on Slide 74, for example, shows that Amherstburg spent 35% of all expenses on SW&E). In addition, the Town spends 

significantly less on contracted services than its peer municipalities. 
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Peer Benchmarking – Financial Indicators

Capital Expenditures Breakdown by Function (2014-2018 Average)

• Amherstburg spends slightly more on Transportation Services in relation to its peers within and outside of Essex County, which is likely attributable to the capital 
repair backlog noted earlier in this report. Improved asset management planning and financing, as outlined on slide 52, will support the Town in tackling this 
backlog. 

• Despite concerns about the long-term operation and maintenance costs of the Libro Centre, it appears that Amherstburg spends less on capital expenses related to 
recreation and culture than the total peer group average, though it spends marginally more than its peers in Essex. This will be an area for further analysis in the 
next stage of the service delivery review process.
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Amherstburg’s capital expenses by functions are generally in line with its peers. 
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Peer Benchmarking – Financial Indicators

Capital Asset Breakdown as a Percentage of Total Assets (2014-2018 Average)

• Amherstburg invests more in buildings and land improvement and less in land, machinery and equipment and vehicles than its peers.

• Depending on the use and corresponding wear and tear of the Town’s buildings, Amherstburg may be faced with proportionately higher maintenance and capital 
renewal expenses in the future. 

• The 2016 AMP identified that nearly 70% of the Town’s buildings assets, valued at $29 million, have a remaining useful life of at least 10 years, with 17% (valued at 
$7 million) already past their established useful life. The highest valued buildings, based on replacement cost estimations in the AMP, are (in decreasing order): 
Libro Community Centre, Fire Halls (x2), Town Hall, Police Station, Garages (x3), Fire Training Center. As a result, the Town should explore a facilities management 
strategy as part of its long-term capital and asset management planning. 
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Amherstburg’s asset mix contrasts in some respects with that of its peer municipalities, specifically with respect to land, buildings and machinery and equipment. 
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Peer Benchmarking – Financial Indicators

Taxation, User Fees, and Service Charges per Household (2014-2018 Average)

• Amherstburg has the highest water and sewer charges among its comparators. This may be related to the need to finance and maintain the Town’s outsized water 
and wastewater infrastructure – designed to serve a population of 55,000 and currently serving just over 22,000 residents, who are now bearing the cost burden. 
Further analysis is required to validate this hypothesis. 

Amherstburg has marginally higher property taxes and considerably higher water and sewer charges in comparison to its peer municipalities.
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Peer Benchmarking – Financial Indicators

Water and Sewer Charges as Percentage of Service Expenses (2014-2018 Average)

On average over the past five years, Amherstburg has pursued successfully full recovery of the operating costs associate with water and sewer rates vis-à-vis its 
peers. 

• Amherstburg is in line with its comparator municipalities with respect to water and sewer charges as a percentage of expenses. As Slide 54 demonstrates, in many 
years, the Town has exceeded full operating cost recovery and uses surplus for paying down debt for capital costs

• However, this analysis does not capture the recent downward trend observed since 2016 (see Slide 54). In 2018, for example, the Town recovered 98.5% of water 
and sewer expenditures through rates, down from 119.8% in 2017. As a result, the Town may want to consider reviewing and updating its water rates to ensure 
appropriate reflection both of annual inflationary increases and growth and capital needs (opportunity #22 on slide 29). 

• That said, water and sewer charges will require further analysis based on additional data sources and context from the municipality beyond the FIR.
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Peer Benchmarking – Financial Indicators

Recreation User Fees as Percentage of Service Expenses (2014-2018 Average)

Amherstburg’s cost recovery via fees for recreation programs and facilities is on average among the lowest of its comparators. 

• Over the 2014-18 period, Amherstburg’s user fees for recreation programs and facilities as a percentage of expenses were the second lowest among its peer 
municipalities and well below the comparator averages.

• Although recreation fee increases have been brought forward in the annual budgeting process, these have not been supported by Council or residents, which has 
in turn resulted in a paradox: Amherstburg residents pay lower fees, yet then shoulder the burden and subsidize the services as taxpayers vs. users. 

• As noted above, in opportunity #23 on slide 30, a comprehensive review of recreation fees could develop the business case for a sustainable fee structure moving 
forward to ensure that the Town is generating the revenue needed to appropriately recover costs. 

Page74



CONFIDENTIAL: DRAFT FOR INTERNAL USE ONLY

Enterprise-Wide and Departmental Indicators

Page75



CONFIDENTIAL: DRAFT FOR INTERNAL USE ONLY 74CONFIDENTIAL: DRAFT FOR INTERNAL USE ONLY

Staffing Overview
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• While Amherstburg’s staffing costs (salaries, wages and benefits) are about average, its staff per 1000 population appears to be substantially higher than its 
counterparts – however, this latter metric is the result of several inaccuracies and variables in the FIR reporting:

o The specific population metric used in the FIR (i.e. Statistics Canada reporting is higher than MPAC for population) and reporting errors (i.e. the Town 
incorrectly included 67 part-time and 9 full-time volunteer firefighters in its 2018 FIR). 

o Amherstburg’s 2018 FIR staff complement included 35 full-time police staff. Municipalities that use OPP would not include police staff in their reporting and in 
the case of the Town’s peers, only Strathroy-Caradoc and LaSalle included police in their reporting. 

o Further, in 2019, Amherstburg contracted out police services to the City of Windsor, meaning that its current staff complement is likely lower. 

• As a result, to better assess Amherstburg’s staff, additional analysis will need to be completed against more recent FIR data (2019), which should soon be available. 

Peer Benchmarking – Enterprise-Wide and Departmental Indicators

*Note: As observed below, Amherstburg’s 2018 staff count 
is misleading due to reporting errors in the FIR data. 
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Contracted Services as % of Operating Expenses (2018)

11% 3% 27% 34% 7% 14% 14% 16%

• Amherstburg’s staffing complement, when compared to the other municipalities, has on average a lower percentage of full-time staff and significantly higher 
percentage of part-time staff. The distribution of these funded positions by function is further explored on the next slide.

• In part, this unique staffing mix can be attributed to the growth in the “gig economy,” with workers often holding multiple part-time jobs. This has made it 
challenging for the Town to find individuals to fill the required hours, meaning that it is having to maintain a greater head count for part-time and seasonal workers. 
Another factor may be the differences in services and service mix across the municipalities. 

• Further, Amherstburg’s costs for contracted services in 2018 as a percentage of its budget is below average. However, this may no longer be accurate as in 2019, 
the municipality contracted police services to the City of Windsor, thus increasing its amount of contracted services. 

Peer Benchmarking – Enterprise-Wide and Departmental Indicators
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Staffing Mix (2 of 2)

• There are two important points about this data: 1) the Town incorrectly included volunteer firefighters in Schedule 80 of the FIR; 2) Police have been excluded from 
this analysis given that Amherstburg now contracts police services to Windsor. 

• Amherstburg has highest number of staff positions (47) in Administration relative to its comparators, which range from a low of 18 in Lincoln and Strathroy-
Caradoc to 33 in Fort Erie. 

• Full-time positions in Amherstburg are concentrated primarily in Administration and Public Works, though neither appear to be particular outliers among their peer 
municipalities.

• The majority of the Town’s part-time staff is located the Parks, Facilities, Recreation and Culture department (once Fire is removed from the analysis).

• 66% of Amherstburg’s full-time staff and 18% of its part-time staff are covered by Collective Agreements.

Peer Benchmarking – Enterprise-Wide and Departmental Indicators

FT = Full-Time Funded Positions PT = Part-Time Funded Positions S = Seasonal Employees 

2018 Funded Positions by Department 

Administration Fire Public Works Parks and Recreation Planning Other

FT PT S FT PT* S FT PT S FT PT S FT PT S FT PT S

Amherstburg 31.00 11.00 5.00 8.00 60.00 - 33.00 2.00 12.00 9.00 56.00 9.00 2.00 3.00 - - 13.00 -

LaSalle 29.00 - - 15.00 30.00 - 43.00 - - 10.00 151.00 9.00 3.00 - - 4.00 - -

Kingsville 20.00 - 7.00 3.50 58.00 - 17.00 - 2.00 8.00 14.00 5.00 2.00 - - 6.00 - -

Fort Erie 31.00 2.00 0.00 8.00 140.00* - 58.00 - 3.00 22.00 10.00 22.00 13.00 - 1.00 9.00 - -

Strathroy-Caradoc 16.00 1.00 1.00 3.50 75.00 - 21.00 - 5.00 18.00 - 54.00 5.00 - - 1.00 - 16.00

Lincoln 15.00 - 3.00 4.00 100.00 - 39.00 1.00 13.00 27.00 4.00 70.00 13.00 4.00 2.00 3.00 1.00 -

*Volunteer firefighters **Some of these volunteers may be by-law officer volunteers.
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Office of the CAO 

Location of Clerk’s Office Dedicated Communications Resource

Amherstburg CAO’s Office No Amherstburg does not have a dedicated communications resource

LaSalle Council Services and Clerk Yes LaSalle has a Corporate Communication and Promotions Officer

Kingsville Corporate Services No Kingsville does not have a dedicated communications resource

Fort Erie CAO’s Office Yes Fort Erie has a Coordinator, Corporate Communications 

Strathroy-Caradoc Legal and Legislative Services Yes Strathroy-Caradoc has a Communications Co-Ordinator 

Lincoln Legislative Services Yes Lincoln has a Chief Strategic Communications and Public Affairs Officer 

Resourcing in the Office of the CAO

• The current placement of the Clerk in the CAO’s office has been identified as a potential barrier in enabling the CAO’s team to focus on strategy and visioning as 
opposed to day-to-day operations and management. The majority of Amherstburg’s peers locate the municipal Clerk outside of the Office of the CAO, with the 
exception of Fort Erie. Although the remaining comparator municipalities vary as to the placement of the Clerk, Legislative Services may be a good fit in 
Amherstburg and could be further explored (opportunity #8 on slide 22).

• Most of Amherstburg’s peer municipalities have a dedicated resource that focuses on corporate and/or external communications. As noted in opportunity #14 on 
slide 23, Amherstburg could consider the addition of a full-time communications resource in the CAO’s Office to support the development and implementation of a 
more cohesive and strategic approach to both internal and external communications. 

Peer Benchmarking – Enterprise-Wide and Departmental Indicators
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Corporate Services

Amherstburg LaSalle Kingsville Fort Erie Strathroy-Caradoc Lincoln

N N Y Y N Y

Online Payments for Taxes

Amherstburg LaSalle Kingsville Fort Erie Strathroy-Caradoc Lincoln

N Y N N N Y

Online Tax Bill Lookup

• Amherstburg is in line with its peers in terms of online services, including payments and billing. Three out of the five comparator municipalities allow online 
payments for taxes through a third party, which creates increased flexibility for residents and may support ease and timeliness of payments. Furthermore, LaSalle 
and Lincoln both have an easy-access online tax bill lookup system.

• However, as noted in opportunity #16 on slide 27, Amherstburg should continue to explore digital methods of service delivery through an online service portal that 
could encompass tax-related information and payments, accounts receivable, water utility payments, parking, dog tags, etc. This would support a broader 
modernization effort to reduce outdated paper processing and corresponding staff work loads while also improving customer service and convenience – and with 
the potential to include a service/convenience fee, thus generating additional revenue. 

• Digital enablement is increasingly considered a best practice. In 2017, the Association of Municipalities of Ontario (AMO) released a report on Municipal Digital 
Transformation, which concluded that municipalities can leverage the opportunities realized by digital service and workflows to work smarter and more efficiently. 

Peer Benchmarking – Enterprise-Wide and Departmental Indicators
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Engineering and Public Works (1 of 2)
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*Information for Fort Erie was not available at time of reporting.

• Amherstburg has significantly higher per-capita tangible capital assets than its peer municipalities, which, as noted above, places considerable strain on the 
organization’s finances and resource capacity to maintain these assets. 

• Amherstburg also spends considerably less than its Essex peers per road kilometre, which should be further examined given ongoing challenges with respect to 
asset management planning and funding alignment and the provincial compliance requirements associated with the Ministry of Transportation’s Minimum 
Maintenance Standards.

• Analysis of Amherstburg’s spending per kilometre of maintained roads against the broader peer group is difficult given the lack of information for Fort Erie.

Peer Benchmarking – Enterprise-Wide and Departmental Indicators
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Engineering and Public Works (2 of 2)
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• As noted in previous slides, Amherstburg has high water and sewer charges in comparison to its peers, although in 2018, Fort Erie had the highest charges at 
$1,187 ($10 more per household than Amherstburg). These high fees in Amherstburg may be related to the need to finance and maintain the Town’s outsized 
water and wastewater infrastructure, although further validation of this assumption is required.

• Amherstburg also recovers more of its water and sewer expenses through rate setting than its Essex County peers, but considerably less than the full comparator 
group. 

Peer Benchmarking – Enterprise-Wide and Departmental Indicators
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Fire Services
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• Amherstburg’s population served/fire station and population served/firefighter staff is lower on average than its Essex and non-Essex peers, potentially suggesting 
that it may be over servicing in this area. However, given the outlier of LaSalle on both metrics, Amherstburg does appear to be in line with its comparators. As a 
result, more detailed analysis, including consideration of the geographic and settlement areas is required. 

3 1 2 5 3 4

Number of Fire Stations

6 8 6 17 12 N/A*

Fleet Size 

All comparator municipalities 
deliver their own fire service 

to residents.

Amherstburg LaSalle Kingsville Fort Erie Strathroy-Caradoc Lincoln

*Information not available at time of reporting.
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Parks, Facilities, Recreation, and Culture (1 of 3) 

Amherstburg LaSalle Kingsville Fort Erie Strathroy-Caradoc Lincoln

1 2 1 2 4 2

Number of Recreation Facilities*

Amherstburg LaSalle Kingsville Fort Erie Strathroy-Caradoc Lincoln

19205 15090 21552 15355 4440 11893

Population Served Per Recreation Facility*

* Recreation facility is defined to include large recreation complexes, rinks, and public pools.

Amherstburg LaSalle Kingsville Fort Erie Strathroy-Caradoc Lincoln

Parks, Facilities, 
Recreation and 

Culture 

Public 
Works 

Public Works 
Parks and 
Facilities 

Community Services 
Community 

Services

Location of the Facilities Department 

• Amherstburg’s spending on recreational facilities as a percentage of its total operating expenditures is in line with some of its comparators for which data was 
available. However, it is worth noting that Strathroy-Caradoc has four facilities and spends roughly the same as Amherstburg. 

• That said, as the next slide indicates, examining short-term expenditures, particularly in the case of a relatively new facility like Amherstburg’s Libro Centre, may 
not present a full picture or provide much insight into a long-term forecast of the true operating and maintenance costs of recreation facilities.

• In addition, though there does not appear to be a best practice regarding the location of Facilities within a municipal corporate structure, as noted in opportunity 
#24 on slide 30, Amherstburg should review whether the department’s current placement is effective given its extensive scope of work beyond PFRC.

Peer Benchmarking – Enterprise-Wide and Departmental Indicators
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Parks, Facilities, Recreation, and Culture (2 of 3)
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• Amherstburg is generally in line with the Essex and non-Essex peer averages in capital and operating recreation and culture expenses. With respect to the Libro 
Centre, revenues have been relatively steady but as expenses have increased so too has the share requiring funding from the tax base. 

• In addition, as noted previously, the Libro Centre is relatively new, which may account for lower repair and maintenance costs in the short term. The 2020 capital 
budget identified $85K in capital projects for the Libro Centre, which will be 53% funded from reserves 47% funded from taxes.

• In addition, taken on its own, Amherstburg’s capital expenses have fluctuated considerably in recent years, ranging from 36% in 2013 to 0% in 2016 and, most 
recently, 9% in 2018. 

• In order to better understand these capital fluctuations and the true long-term O&M costs of the Town’s Libro Centre and ensure the continued sustainability of 
the Town’s recreational services moving forward, a recreation fee review and consideration of potential shared facilities/programming is recommended (see 
opportunity #23 on slide 30 and opportunity #32 on slide 35).

Peer Benchmarking – Enterprise-Wide and Departmental Indicators
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Total Expenses Total Revenues Net Operating Budget (Requirement for Taxes)

2018 2019 2020

Capital Budget $30,000 $108,000 $85,000 

Funded from Reserves $30,000 $108,000 $45,000 

Funded from Tax $- $- $40,000 
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Parks, Facilities, Recreation, and Culture (3 of 3)

Amherstburg LaSalle Kingsville Fort Erie Strathroy-Caradoc Lincoln

15 8 12 9 26 6

Number of Recreation Programs (2020)*

Amherstburg LaSalle Kingsville Fort Erie Strathroy-Caradoc Lincoln

Some No Some Some Some No

Partnerships in Recreational Programming

*Number of recreation programs may vary due to Covid-19 restrictions and cancellations. 

• With the exception of Fort Erie, Amherstburg recovered the lowest amount of recreation fees relative to service costs in 2018.

• Amherstburg offers more recreation programs than most of its peer comparators, except Strathroy-Caradoc. Further analysis is required to determine the uptake 
of these programs and gain a better understanding of demand and utilization, as this impacts the balance between recovering service costs through fees and 
subsidizing them from the residential property tax base. 

• Additionally, Amherstburg and many of its peers have established partnerships to deliver recreational programming, which should be further explored, as identified 
in opportunity #32 on slide 35. 

• Amherstburg, for example, has partnered with Movati Athletics and the Town of LaSalle to deliver swim programs following the closure of the Lion’s Pool. Kingsville 
and Fort Erie have both partnered with third parties to provide day camps, and Strathroy-Caradoc has worked with the Libro Prosperity Fund to deliver programs 
for children and is currently partnering with a neighbouring First Nations community to fund and operate a local arena.

Peer Benchmarking – Enterprise-Wide and Departmental Indicators
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Planning, Development, and Legislative Services (1 of 3)

• Amherstburg spends more on planning and development costs than its peer municipalities, most notably its fellow Essex municipalities. Given that growth and 
development has been lower in Amherstburg than other municipalities in Essex, additional analysis is required to consider the department’s outcomes/deliverables 
and the extent to which the cost variation is attributable to differences in developable land and market attraction for developable land. 

• At the same time, the Town’s revenue from Development Charges (DCs) is higher on average than its peers, although this is somewhat skewed, given the low 
revenue reported by Kingsville, the non-existent revenue reported by LaSalle (even though it does collect DCs) and the considerably higher DC revenue in Lincoln. 
In 2019, Amherstburg completed a Development Charges Study and updated its DC By-Law to comply with provincial amendments to the Development Charges 
Act.

• As noted in opportunity #25 on slide 31, Amherstburg could consider pursuing a growth and economic development strategy to identify the Town’s long-term 
vision and goals. The Town has already worked to drive key development opportunities forward, such as its submission with the Windsor-Essex County Economic 
Development Corporation of three Town properties, including the former Honeywell site) to province’s Job Site Challenge. A detailed strategy could support the 
Town in identifying additional economic development opportunities and ensuring appropriate planning and resourcing to deliver. 

Peer Benchmarking – Enterprise-Wide and Departmental Indicators
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Planning, Development, and Legislative Services (2 of 3)

• On average, Amherstburg is similar to its Essex and non-Essex peers with regard to the number of residential building permits issued. 

• Although Amherstburg approves fewer non-residential permits than most of its peers, the Town’s overall building mix is generally in line with the other 
municipalities, except LaSalle, which has no non-residential development, and Fort Erie, which has significantly more non-residential development. 

• As outlined earlier in this report, Amherstburg’s current reliance on the residential – as opposed to commercial and industrial – tax base means that greater burden 
falls on residential property taxes to fund municipal services. 

Peer Benchmarking – Enterprise-Wide and Departmental Indicators

Residential and Multi-Residential Permits as % of Total Permits (2018)

Amherstburg LaSalle Kingsville Fort Erie Strathroy-Caradoc Lincoln

87.6% 100% 77.1% 29.6% 79.4% 83%
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Planning, Development, and Legislative Services (3 of 3)

Amherstburg LaSalle Kingsville Fort Erie Strathroy-Caradoc Lincoln

Contracted In-House Contracted In-House In-House Contracted

Legal Services – In House or Contracted Out

Amherstburg LaSalle Kingsville Fort Erie Strathroy-Caradoc Lincoln

Parks, Facilities, Recreation, 
and Culture 

Development and Strategic 
Initiatives 

Municipal Services 
(Planning Services)

Planning and 
Development 

Services 
CAO's Office CAO's Office 

Location of Economic Development and/or Tourism Services

• In Amherstburg, the local tourism function is located in Parks, Facilities, Recreation, and Culture. Tourism is also promoted on behalf of the Windsor-Essex Region 
by Tourism Windsor Essex Pelee Island (TWEPI), which is funded jointly by Windsor & Essex County through a county levy. With respect to economic development, 
the Town is a member of Windsor- Essex Economic Development Corporation (WEEDC), a not-for-profit organization supported by Windsor and the County, which 
focuses on business attraction, retention and expansion in the region. Peer municipalities situate their local tourism and economic development units within either 
the Planning department or CAO’s Office, which may relate to the central ties between economic development and planning/facilitating growth and the overall 
strategic vision for the municipality, which is often included in the mandate of the CAO. 

• Given the existing tension around the Tourism department in Amherstburg, both in the services it provides and how these services are delivered and to whom, a 
review of the effectiveness of Tourism and its placement in the organizational structure is included as opportunity #26 on slide 31. 

• Additionally, legal services in Amherstburg are currently contracted out, in line with two of the five peer municipalities. As outlined in opportunity #28 on slide 32, 
the Town should review whether the current service model is the most cost efficient and effective and whether there may be additional savings achieved through 
bringing legal services in house.

Peer Benchmarking – Enterprise-Wide and Departmental Indicators
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Planning, Development, and Legislative Services (3 of 3)

Amherstburg LaSalle Kingsville Fort Erie Strathroy-Caradoc Lincoln
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Location of Economic Development and/or Tourism Services

• In Amherstburg, the local tourism function is located in Parks, Facilities, Recreation, and Culture. Tourism is also promoted on behalf of the Windsor-Essex Region 
by Tourism Windsor Essex Pelee Island (TWEPI), which is funded jointly by Windsor & Essex County through a county levy. With respect to economic development, 
the Town is a member of Windsor- Essex Economic Development Corporation (WEEDC), a not-for-profit organization supported by Windsor and the County, which 
focuses on business attraction, retention and expansion in the region. Peer municipalities situate their local tourism and economic development units within either 
the Planning department or CAO’s Office, which may relate to the central ties between economic development and planning/facilitating growth and the overall 
strategic vision for the municipality, which is often included in the mandate of the CAO. 

• Given the existing tension around the Tourism department in Amherstburg, both in the services it provides and how these services are delivered and to whom, a 
review of the effectiveness of Tourism and its placement in the organizational structure is included as opportunity #26 on slide 31. 

• Additionally, legal services in Amherstburg are currently contracted out, in line with two of the five peer municipalities. As outlined in opportunity #28 on slide 32, 
the Town should review whether the current service model is the most cost efficient and effective and whether there may be additional savings achieved through 
bringing legal services in house.

Peer Benchmarking – Enterprise-Wide and Departmental Indicators
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APPENDIX C: DEPARTMENT AND 

SERVICE PROFILES
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Town Services Overview 
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Add explanation of service evaluation (i.e. BOGUS) 

Service Evaluation 

Each service through this framework. Outlined below is the ranking definition per each component. There is a mix of quantitative and qualitive inputs when making 
these assessments. 

Size examines the impact of the service on 
the Town’ Budget 

Delivery examines the degree in which 
the service delivery models and 
supporting infrastructure relies on old 
methods 

Growth examines the year-over-year 
budget growth of the service 

Service examines the degree in which the 
service is meeting its standards and/or 
customer expectation 

Shared examines the degree in which 
different departments and municipalities 
are involved in service delivery 

Small services represent 0 –
2% of the Town budget 

Medium services represent 
2 – 8% of the Town budget 

Large services represent 
over 8% of the Town budget 

Modern services use leading 
methods to support delivery 

Contemporary services use 
up-to-date methods to 
support delivery

Outdated services use old 
methods to support delivery

Stable/No growth services 
have grown 0-3% YoY

Moderate growth services 
have grown 3-7% YoY

Fast growth services have 
grown 7%+ YoY

Siloed services are delivered 
by one Town department 

Shared internal services are 
delivered by multiple Town 
departments

Shared services are 
delivered by the Town and 
external partners (e.g. 
neighbouring municipalities)

Satisfactory meets standard 
and/or customer 
expectation 

Above standard services 
exceeds standard and/or 
customer expectation 

Unsatisfactory do not meet 
standard and/or customer 
expectation 

Minimal Opportunity 
for Improvement 

High Opportunity 
for Improvement 
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Staffing Complement 

• Unionized, non-unionized, 
contract, volunteer, elected 
officials

• 10.5 full-time staff

Department Profile: Office of the CAO Department Service

Item 2016 2017 2018 2019 2020

Revenue $10860 $7000 $7000 $9000 $14000

OpEx $(1731200) $(1912186) $(2127293) $(2151481) $(2102228)

Op Balance $(1013560) $(1905186) $(2120293) $(2142481) $(2088228)

Financial History 

Service Sub Services / Description

CAO’s Office
Advisor/Strategist/Visioning. Corporate oversight, 
management, control, and direction. Internal/External 
communications. Customer Service.

Clerk’s Office 

The Office of the Clerk promotes positive 
intergovernmental relations and provides public policy 
advice and analysis. The Division works to build public 
trust and confidence in government and enhance the 
Town’s reputation, profile, and perceived public value, 
while advocating for Amherstburg’s priorities.

Council and 
Committees 

Council and Committees work to build public trust and 
confidence in government, enhance the Town’s 
reputation, profile and perceived public value, while 
advocating for Amherstburg’s priorities.

Insurance and 
Risk 
Management

The Corporation of the Town of Amherstburg only 
compensates a claimant when it is legally responsible for 
the damage sustained. This approach ensures fairness, 
transparency and helps reduce costs for taxpayers—who 
ultimately bear the costs of these claims.
Whenever damage to Town property is caused by a third 
party, the Town of Amherstburg seeks recovery of the 
related costs from the responsible party (e.g. for damage 
to property such as streetlights, telephone poles, etc.).

Service Description

 $-
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Breakdown of Department Budget OpEx 
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SERVICE DESCRIPTION

Advisor strategist visioning, corporate oversight, 
management, control and direction, internal/external 
communications, customer service.
Customer Segments:
• Residents 
• Internal staff/Council
• External contractors
• Local municipal partners 
Delivery Partners: N/A
Role of the Town in delivery: 
• Delivered by staff (single department)
• Delivered by staff (multiple departments –

customer service)

SUB-SERVICES 

N/A

STAFF COMPLEMENT

Type of Staff: Unionized and non-unionized Number of FTEs : 2

SERVICE LEVEL STANDARDS 

Type: Legislated and discretionary

Legislation/Bylaws/Policies: 

Standards and Performance:

Office of the CAO: CAO’s Office

SERVICE EVALUATION

Size  Small
This service accounts for roughly 1.71% of the Town’s in-
scope expenditure. 

Delivery 
Outdated/ 

Contemporary
No technology/ method for cross departmental 
information sharing (e.g. customer complaint logging). 

Growth Fast This service has fast growth at 9.1%

Service Above Standard Above standard. 

Shared Shared Internal Delivered by multiple departments.

= High Priority = Medium Priority = Low Priority 

Department Service (1/4)

YoY OpEx
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SERVICE DESCRIPTION

Promotes positive intergovernmental and external 
relations and provides public policy advice and 
analysis. 

Customer Segments: 

• Residents; staff and council; external partners 
(integrity officer, ombudsperson, MP’s, MPP’s 
etc.); school boards; upper levels of government

Delivery Partners
• By-law enforcement; City of Windsor and 

Lakeshore
Role of the Town in delivery: 
• Funder; delivered by staff (single and multiple 

departments); contracted and managed by the 
town; managed by the province

SUB-SERVICES 

• Corporate By-law Management
• Parliamentary Procedure and 

Closed Meeting Compliance;
• Accountability, Transparency, 

and Notice Provisions;
• Corporate Policy Management;
• Corporate Records 

Management;
• + 6 more (see Appendix D for 

full list) 
The Clerk also performs other 
statutory duties as by over 50 
pieces of provincial legislation.

STAFF COMPLEMENT

Type of Staff: Unionized, non-unionized, 
contract, volunteer

Number of FTEs: 4

SERVICE LEVEL STANDARDS 

Type: Legislated and discretionary

Legislation/Bylaws/Policies: 

• Some services have legislated timelines 
(i.e. access and privacy requests)

Standards and Performance:

Ranges from at – above standard.

Office of the CAO: Clerk’s Office 

SERVICE EVALUATION

Size  Small
This service accounts for roughly of 1.82% of the Town’s 
in-scope expenditure. 

Delivery 
Outdated/ 

Contemporary
Using outdated/contemporary methods to support 
delivery.

Growth Fast This service has fast growth at 15.6%.

Service 
Unsatisfactory -
Above Standard

At, above and below standard.

Shared 
Shared 

Services
Delivered by Amherstburg, Windsor and Lakeshore, with 
some services contracted and managed by the Town.

= High Priority = Medium Priority = Low Priority 

Department Service (2/4)
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SERVICE DESCRIPTION

Council and Committees work to build public trust 
and confidence in government, enhance the Town’s 
reputation, profile and perceived public value, while 
advocating for Amherstburg’s priorities.
Customer Segments: Residents; internal staff; 
business partners; developers; local municipal 
partners; other levels of government
Delivery Partners: County of Essex; ERCA; Library 
Board; Essex Power; Town of Essex; Town of Lasalle; 
Windsor Police Services Board; MP’s; MPP’s; etc.
Role of the Town in delivery: 
• Delivered by staff (single department)
• Delivered by staff (multiple departments)
• Committee volunteers managed by the Town

SUB-SERVICES 

• Council Services - agendas, 
minutes, and coordination of 6 
members of Council.

• Board and Committee Services 
– agendas, minutes, and 
coordination of 18 committees.

STAFF COMPLEMENT

Type of Staff: Non-unionized, volunteers 
elected officials 

Number of FTEs: 3

SERVICE LEVEL STANDARDS 

Type: Legislated and discretionary

Legislation/Bylaws/Policies: 

• Legislated timelines

Standards and Performance:

Ranges from at – above standard.

Office of the CAO: Council and Committees

SERVICE EVALUATION

Size  Small
This service accounts for roughly 0.95% of the Town’s in-
scope expenditure. 

Delivery 
Outdated/ 

Contemporary
Using outdated/contemporary methods to support 
delivery.

Growth Fast This service has fast growth at 14.2%.

Service 
Unsatisfactory/ 
Above Standard

At, above and below standard.

Shared 
Shared 

Services
Delivered by municipalities and County of Essex, with 
some services contracted and managed by the Town.

= High Priority = Medium Priority = Low Priority 

Department Service (3/4)
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SERVICE DESCRIPTION

Amherstburg compensates a claimant when it is 
legally responsible for the damage sustained. 
Whenever damage to Town property is caused by a 
third party, the Town of Amherstburg seeks recovery 
of the related costs from the responsible party.

Customer Segments: Residents; internal staff; 
council; insurer; broker; adjuster. 
Delivery Partners: N/A
Role of the Town in delivery: 
• Funder
• Delivered by staff (single department)
• Contracted and managed by the Town 

SUB-SERVICES 

• Corporate Insurance
• Claims/Litigation
• Subrogation 
• Risk Management

STAFF COMPLEMENT

Type of Staff: Non-unionized and union Number of FTEs: 1.5

SERVICE LEVEL STANDARDS 

Type: Legislated and discretionary

Legislation/Bylaws/Policies: 

Standards and Performance:

Meets and is below standard and/or 
customer expectation.

Office of the CAO: Insurance and Risk Management 

SERVICE EVALUATION

Size  Small
This service accounts for roughly 1.73% of the Town’s in-
scope expenditure. 

Delivery Outdated Using out of date methods to support delivery.

Growth Negative This service has medium growth at -0.6%.

Service 
Unsatisfactory
/Satisfactory

At/below standard.

Shared Siloed
Delivered by single department, with some services 
contracted and managed by the Town.

= High Priority = Medium Priority = Low Priority 

Department Service (4/4)
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Service Sub Services / Description

Information 
Technology

Human 
Resources

Finance Staffing Complement 

• Unionized, non-unionized, 
contract; • 16 full-time staff

Department Profile: Corporate Services

Item 2016 2017 2018 2019 2020

Revenue $48,000 $43,000 $ 5,275,393 $6,294,200 $6,206,100

OpEx $(2,349,388) $(2,501,635) $(8,768,219) $(9,941,716) $(10,771,810)

Op Balance $(2,301,388) $(2,458,635) $(3,492,826) $(3,647,516) $(4,565,710)

Financial History Service Description

• End-User Device 
Management

• End-User Training
• GIS
• Network Administration
• Radio Systems

• Server Support

• Software & Database 
Maintenance

• Telephone Systems

• Website

• Benefits Administration
• Compensation 

Administration
• Corporate Training
• Health and Safety
• Labour Relations

• Policy and Procedure
• Recruitment
• Time and Attendance
• Workplace and Wellness
• Other

• Accounting
• Accounts Payable
• Accounts Receivable
• Budget
• Corporate Governance and 

Asset Management

• Payroll
• Purchasing and Financial 

Analysis
• Taxes
• Other
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SERVICE DESCRIPTION

Customer Segments: Internal staff/Council, 
Contracted Policing Services, Residents 
(information security)

Delivery Partners: City of Windsor (some training); 
other departments, operating areas.

Role of the Town in delivery: 

• Delivered by staff (single department)
• Contracted/managed by the Town (e.g. 

software training, radio system, 
communications and mobile equipment, 
network administration etc.)

• Procurement and consulting used

SUB-SERVICES* 

• End-User Device 
Management/Maintenance 

• End-User Training

• Radio Systems – Police and 
Corporate Radios 

• Network Administration

*managed internally and externally

STAFF COMPLEMENT

Type of Staff: Non-unionized Number of FTEs: 4 (IT as a whole)

SERVICE LEVEL STANDARDS 

Type: Discretionary, Legislated (police radios) 

Legislation/Bylaws/Policies: 

• Police radios - O. Reg. 366/09

Standards and Performance:

Meets standard and/or customer 
expectation.

Corporate Services: Information Technology - Sub-Services Involving Contracts

SERVICE EVALUATION

Size Medium
This service accounts for roughly 3.05% he Town’s in-
scope expenditure (IT as a whole).

Delivery 
Outdated/ 

Contemporary
Using standard technology and up to date methods to 
provide services. Police radios are outdated.

Growth Stagnant This service has stagnant growth at 0.9% (IT as a whole).

Service Satisfactory At-standard.

Shared 
Shared 

Services
Delivered by Amherstburg and the City of Windsor, with 
some services contracted and managed by the Town.

= High Priority = Medium Priority = Low Priority 

Department Service (1/6)
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SERVICE DESCRIPTION

Customer Segments: Internal staff/Council; 
residents; customers; local municipal partners; 
other (organizations, developers requiring GIS 
data/mapping access and information.

Delivery Partners: County of Essex; other 
departments; operating areas.

Role of the Town in delivery: 

• Delivered by staff (single department)

• Delivered by staff (multiple departments)

• Website, landline, mobile, voice and data 
purchased from vendor

SUB-SERVICES

• Server Support

• Websites

• GIS/Mapping and Business 
Analysis 

• Telephone Systems

• Software Maintenance

STAFF COMPLEMENT

Type of Staff: Non-unionized, union Number of FTEs: 4 (IT as a whole)

SERVICE LEVEL STANDARDS 

Type: Discretionary

Legislation/Bylaws/Policies:

Standards and Performance:

Business Analysis is underutilized. 
Website has limited functionality for 
self-service online – in need of upgrade 
and implementation of analytics tool. 
Software maintenance has reasonable 
functionality, but in need of 
enhancements.

Corporate Services: Information Technology – In-House Sub-Services

SERVICE EVALUATION

Size Medium
This service accounts for roughly 3.05% of the Town’s in-
scope expenditure. 

Delivery 
Outdated/ 

Contemporary
Using proven technologies for server support and phone 
systems. Website requires refresh and enhancements.

Growth Stagnant This service has stagnant growth at 0.9% (IT as a whole).

Service 
Unsatisfactory
/Satisfactory

At/below standard.

Shared 
Shared 

Services
Delivered by Amherstburg and the County of Essex.

= High Priority = Medium Priority = Low Priority 
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SERVICE DESCRIPTION

Customer Segments: Internal staff/Council; 
external users of statements; senior levels of 
government; CRA; residents; contractors; local 
municipal partners.

Delivery Partners: Other departments; external 
audit, actuarial, financial plan services purchased 
annually/cyclically; consulting services purchased 
from time to time (policy, compliance, asset 
management and asset inventory etc.). 
Role of the Town in delivery: 
• Delivered by staff (single department)

SUB-SERVICES

• Accounting
• Financial Management and 

Oversight
• Budget 
• Corporate Governance and 

Asset Management 
• Payroll

STAFF COMPLEMENT

Type of Staff: Non-union and unionized Number of FTEs: 10 (Finance as a whole)

SERVICE LEVEL STANDARDS 

Type: Legislated (statutory role of the 
treasurer)

Legislation/Bylaws/Policies: 

Standards and Performance:

Asset management is below standard. 
Resourcing pressures are a barrier, and 
it is not prioritized by Council. Budget 
not achieving goal of being zero based 
or having capital outlook. Accounting 
procedures need improvement 
(resource limitations are also a barrier).

Corporate Services: Finance – Managed by Finance 

SERVICE EVALUATION

Size Medium
This service accounts for roughly 3.94% of the Town’s in-
scope expenditure (Finance as whole)

Delivery 
Outdated-

Contemporary
A need to move away from manual documents and 
outdated software.

Growth Fast This service has fast growth at 9.4%.

Service 
Unsatisfactory
-Satisfactory

Below to at-standard.

Shared 
Shared 
Internal

Delivered by multiple departments with some services 
and consulting purchased. 

= High Priority = Medium Priority = Low Priority 
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SERVICE DESCRIPTION

Customer Segments: Customers; residents; 
developers; vendors; internal staff/Council; 
contractors; local municipal partners.

Delivery Partners: Other departments; operating 
areas; County of Essex; certain tax policy (e.g. 
capping) is established by the County with inputs 
from lower tier municipalities.
Role of the Town in delivery: 
• Delivered by staff (single department)
• Delivered by staff (multiple departments)
• Contract Manager (purchase services from Essex 

Power). Purchase paralegal work, lawyers, MTE 
services, MPAC assessment advisors etc.

SUB-SERVICES*

• Accounts Receivable
• Accounts Payable
• Property Taxation
• Purchasing and Financial 

Analysis

*sub services managed internally

STAFF COMPLEMENT

Type of Staff: Unionized, non-unionized Number of FTEs: 10 (Finance as a whole)

SERVICE LEVEL STANDARDS 

Type: Legislated

Legislation/Bylaws/Policies: 

• Deadlines in the Municipal Act

Standards and Performance:

Agreement management is lacking -below 
standard outcomes for accounts 
receivable. Property taxation could use 
enhanced roll review. Need more 
departments to help monitor accounts. 
Accounts payable – using new technology 
but process could be streamlined. 

Corporate Services: Finance – Managed with External Partners

SERVICE EVALUATION

Size Medium
This service accounts for roughly 3.94% of the Town’s in-
scope expenditure (Finance as whole)

Delivery 
Outdated-

Contemporary
Some movement to electronic methods, but opportunities 
to increase use and implement more software.

Growth Fast This service has fast growth at 9.4%.

Service 
Unsatisfactory
-Satisfactory

Below/at-standard.

Shared 
Shared 

Services
Delivered by Amherstburg and the County of Essex, with 
some services contracted and managed by the Town.

= High Priority = Medium Priority = Low Priority 
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SERVICE DESCRIPTION

Customer Segments: Internal staff/Council; external 
applicants.

Delivery Partners: Other departments; collaborate 
with supervisors and health and safety committees 
at each worksite.
Role of the Town in delivery: 
• Delivered by staff (single department)
• Delivered by staff (multiple departments)

SUB-SERVICES

• Time and Attendance 
Administration

• Recruitment of Staff

• Health and Safety Program 
Development, Maintenance 
and Monitoring 

STAFF COMPLEMENT

Type of Staff: Non-union and unionized Number of FTEs: 2 (HR as a whole)

SERVICE LEVEL STANDARDS 

Type: Legislated, Discretionary

Legislation/Bylaws/Policies: 

• Occupational Health and Safety Act

• Fire Prevention and Protection Act

• Employment Standards Act

• HRC, AODA, Collective Agreements

Standards and Performance:

Recruitment processes are prolonged. 
Worksites struggle to achieve health and 
safety requirements without persistent 
reminder of staff. Outdated record systems.

Corporate Services: Human Resources – Managed Internally 

SERVICE EVALUATION

Size Medium
This service accounts for roughly of 2.11% of the Town’s 
in-scope expenditure (HR as a whole)

Delivery Outdated
Currently using paper and manual systems. Moving 
towards contemporary by implementing new software.

Growth Fast This service has fast growth at 48.6%.

Service 
Unsatisfactory
-Satisfactory

At/below-standard.

Shared 
Shared 
Internal

Delivered by multiple departments.

= High Priority = Medium Priority = Low Priority 

$0

$200,000

$400,000

$600,000

$800,000

$1,000,000

2016 2017 2018 2019 2020

Department Service (5/6)

YoY OpEx (all of HR)

Page104



103CONFIDENTIAL: DRAFT FOR INTERNAL USE ONLY

SERVICE DESCRIPTION

Customer Segments: Internal staff/Council; union 
business representatives 

Delivery Partners: Other departments; external legal 
services; other municipalities (training, HR policy, 
benefits etc.); AON broker coordinates services; 
provider for training. 

Role of the Town in delivery: 

• Delivered by staff – (single departments)
• Contract Manager (EAP provider)
• External legal services
• Compensation reviews, job evaluation and pay 

equity in consultation with service provider.

SUB-SERVICES 

• Workplace Wellness Initiatives
• Benefits Administration and 

Claims Management

• Labour Relations for inside and 
outside workers (IBEW) as well 
as fire services (APFFA)

• Compensation Administration

• Delivering Corporate Training

• HR Policy and Procedure 
Development and Maintenance

STAFF COMPLEMENT

Type of Staff: Non-unionized Number of FTEs: 2 (HR as a whole)

SERVICE LEVEL STANDARDS 

Type: Discretionary, legislated.

Legislation/Bylaws/Policies: 

• Collective agreements and policy (NU)

• Minimum wage

Standards and Performance:

Filing timelines are at standard. Can’t 
afford all training necessary – also moving 
towards possibility of e-learning. HR policy 
is outdated - needs to be streamlined and 
reviewed and staff need to be trained in 
them.

Corporate Services: Human Resources – Managed with External Partners

SERVICE EVALUATION

Size Medium
This service accounts for roughly of 2.11% of the Town’s 
in-scope expenditure (HR as a whole)

Delivery 
Outdated/ 

Contemporary
Many systems are contemporary, with some needing to 
move away from paper.

Growth Fast This service has fast growth at 48.6%.

Service 
Unsatisfactory
/Satisfactory

At/below standard.

Shared 
Shared 

Services
Delivered by Amherstburg and other municipalities, with 
some services contracted and managed by the Town.

= High Priority = Medium Priority = Low Priority 

Department Service (6/6)

YoY OpEx (all of HR)
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Staffing Complement 

• Unionized, non-unionized, 
contract; • 21 full-time staff

Department Profile: Engineering and Public Works

Item 2016 2017 2018 2019 2020

Revenue $11,343,249 $11,380,287 $11,526,504 $13,102,262 $13,409,392

OpEx $(14,181,948) $(14,773,661) $(15,708,163) $(18,130,114) $(16,967,685)

Op Balance $(2,838,699) $(3,393,374) $(4,181,659) $(5,027,852) $(3,558,293)

Service Sub Services / Description
Environmental 
Services- Water 
and 
Wastewater 

Ensure conveyance of safe drinking water from the water 
plant to private services. Maintenance of sanitary sewer 
system from private sewer services to the wastewater 
plant.

Roads and 
Fleets

Maintains the municipal infrastructure related to the 
road system and the Town’s fleet.

Engineering 
and Operations 
– Drainage 

Provides engineering services and design/construction 
management for projects related to capital programs for 
the improvement of municipal infrastructure to ensure 
the integrity of the infrastructure through the application 
of sound engineering standards.

Service Description

Department Service
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SERVICE DESCRIPTION

Ensure conveyance of safe drinking water from the 
water plant to private services. Maintenance of 
sanitary sewer system from private sewer services to 
the wastewater plant.

Customer Segments: Residents

Delivery Partners: N/A

Role of the Town in delivery: 

• Delivered by staff (single department)

• Contract Manager (i.e. OCWA contract to operate 
the treatment facilities)

SUB-SERVICES 

Water
• Fire hydrant maintenance and 

winterizing
• Installation of new water service 

connections
• Meter reading
Wastewater
• Sanitary lateral camera/peeling
• Sanitary sewer mainline repairs
• Sewer flushing
• + 12 more (see Appendix D for 

full list) 

STAFF COMPLEMENT

Type of Staff: Unionized, non-unionized, 
contract

Number of FTEs: 10

SERVICE LEVEL STANDARDS 

Type: Legislated

Legislation/Bylaws/Policies: 

• DWQMS accreditation standards

• Ministry of the Environment Inspections 
Requirements

Standards and Performance:

At standard most of the time, though have 
received feedback from customers 
regarding above-standard work 
performance by staff.

Engineering and Public Works: Environmental Services – Water and WasteWater 

SERVICE EVALUATION

Size Large
This service accounts for roughly of 29.11% of the Town’s 
in-scope expenditure. 

Delivery Outdated
Still use paper work orders to track services provided to 
the customers.

Growth Medium This service has medium growth at 2.4%.

Service Satisfactory At-standard.

Shared Siloed
Delivered by single department, with some services 
contracted and managed by the Town.

= High Priority = Medium Priority = Low Priority 

Department Service (1/3)
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SERVICE DESCRIPTION

Maintains the municipal infrastructure related to the 
road system. Maintains the Town’s fleet.

Customer Segments: 

• Residents
Delivery Partners
• County of Essex maintains county roads and 

provides winter control services on county roads.
Role of the Town in delivery: 
• Delivered by staff (single department)
• Contract Manager (i.e. waste (garbage/recycling 

collection), some tree maintenance services)

SUB-SERVICES 

• Road patrol
• Gravel resurfacing
• Grading and dust control
• Road patching
• Street cleaning
• Catch basin maintenance and 

repairs
• Sidewalks maintenance
• Roadside cutting and weed 

control/spray
• + 8 more (see Appendix D for full 

list) 

STAFF COMPLEMENT

Type of Staff: Unionized, non-unionized, 
contract

Number of FTEs: 8

SERVICE LEVEL STANDARDS 

Type: Legislated

Legislation/Bylaws/Policies: 

Standards and Performance:

At standard some of the time, condition of 
roads and the lack of manpower makes it 
difficult to maintain required standards and 
to respond to customer request on a timely 
basis. 

Engineering and Public Works: Roads and Fleets 

SERVICE EVALUATION

Size Large
This service accounts for roughly 15.62% of the Town’s in-
scope expenditure (including engineering division).*

Delivery Outdated Outdated (using outdated methods to support delivery).

Growth 
Due to changes in cost centres this could not be calculated 
at this time.*

Service Satisfactory At-standard some of the time.

Shared 
Shared 

Services
Delivered by Amherstburg and the County of Essex, with 
some services contracted and managed by the Town.

= High Priority = Medium Priority = Low Priority 

Department Service (2/3)

YoY OpEx
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SERVICE DESCRIPTION

Provides engineering services and design/ 
construction management for projects related to 
capital programs for the improvement of municipal 
infrastructure to ensure integrity of infrastructure 
through application of sound engineering standards.

Customer Segments: Residents

Delivery Partners: N/A
Role of the Town in delivery: 
• Delivered by staff (single department)
• Some capital projects are contracted (Engineering 

and Construction) and managed by Town staff

SUB-SERVICES 

• New utility installations in Town 
Right of Way

• Capital Project management
• Drainage
• Preparation of special studies to 

assess current and future 
infrastructure needs (i.e. road 
needs, bridge and culvert needs, 
asset management plan, water 
master plan)

• New development reviews
• Right of Way permits

STAFF COMPLEMENT

Type of Staff: Non-unionized, contract Number of FTEs: 3

SERVICE LEVEL STANDARDS 

Type: Legislated

Legislation/Bylaws/Policies: 

Standards and Performance:

Meets standard and/or customer 
expectation.

Engineering and Public Works: Engineering and Operations – Drainage 

SERVICE EVALUATION

Size Large
Engineering accounts for roughly 15.62% of in-scope 
expenditure (including roads and fleet division).*

Delivery Contemporary Using up-to-date methods to support delivery.

Growth 
Due to changes in cost centres this could not be 
calculated at this time.*

Service Satisfactory At-standard.

Shared Siloed
Delivered by single department, with some services 
contracted and managed by the Town.

= High Priority = Medium Priority = Low Priority 

Department Service (3/3)

YoY OpEx
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Staffing Complement 

Department Profile: Fire 

Item 2016 2017 2018 2019 2020

Revenue $53,423 $29,000 $39,000 $46,000 $46,000

OpEx $(1,576,956) $(1,620,205) $(1,922,772) $(2,082,416) $(2,117,867)

Op Balance $(1,523,533) $(1,591,205) $(1,883,772) $(2,036,416) $(2,071,867)

Financial History 

Service Sub Services / Description
Administration Administration of Fire Protection Services

Technical 
Rescue 

Aspects of saving life that employ the use of tools and 
skills that exceed those normally reserved for emergency 
medical services or firefighting.

Fire 
Suppression

Responding to and controlling fires to protect life safety 
and property.

Fire Prevention 
and Public Fire 
Safety 
Education

Three lines of defense Code enforcement/inspections, 
cause, origin and circumstances investigations, and public 
fire safety education implemented to reduce loss of life 
and reduced property loss through; public education 
strict fire safety standards and enforcement, and 
effective emergency response

Apparatus and 
Equipment

The core tools of the fire service. 

Medical 
Assistance

The deployment of fire services resources to all code 4 
EMS calls, that meet the criteria in a Tiered response 
agreement with the County of Essex as the EMS provider

Community 
Emergency 
Management

Uses the principles of risk management to save lives and 
to protect property and the environment, to maintain 
economic stability and to assure the continuance of 
critical infrastructure during large emergencies and 
disasters. The Town of Amherstburg takes an “all 
hazards” approach to emergency management and 
develops plans to prioritize risk through probability and 
consequence, whether manmade or natural.

Service Description

Staffing Complement 

• Unionized, non-unionized, 
contract, volunteer

• 8 full-time staff
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SERVICE DESCRIPTION

Administration of Fire Protection Services.
Customer Segments: 
• Residents
• Internal (Staff and Council)
• Provincial Oversite Requirements
Delivery Partners
• Other departments
Role of the Town in delivery: 
• Funder - Tax Levy 
• Delivered by Staff (multiple departments) 

SUB-SERVICES 

N/A

STAFF COMPLEMENT

Type of Staff: Unionized, non-unionized, 
volunteers

Number of FTEs: 8 (across Fire)

SERVICE LEVEL STANDARDS 

Type: Legislated

Legislation/Bylaws/Policies: 

Standards and Performance:

At-standard for record keeping, legislated 
reporting to the Province (quarterly

Financial management of the Department), 
and risk management. Below Standard for 
technology use, facilities maintenance. 

Fire: Incident Safety Service- Administration

SERVICE EVALUATION

Size Small
This service accounts for roughly 0.22% of the 
Town’s in-scope expenditure (2019)

Delivery 
Outdated-

Modern
35% modern, 35% contemporary, 30% outdated.

Growth Fast This service has fast growth at 12.4%.

Service 
Unsatisfactory
/ Satisfactory

At/below-standard.

Shared 
Shared 
Internal

Delivered by multiple departments.

= High Priority = Medium Priority = Low Priority 

$0

$20,000

$40,000

$60,000

$80,000

$100,000

2016 2017 2018 2019 2020

Department Service (1/7)

YoY OpEx

Page111



110CONFIDENTIAL: DRAFT FOR INTERNAL USE ONLY

SERVICE DESCRIPTION

As outlined in the Establishing and Regulating By-
law, the aspects of saving life that employ the use 
of tools and skills that exceed those normally 
reserved for emergency medical services or 
firefighting.
Customer Segments: 
• Residents, visitors
Delivery Partners
• City of Windsor 
Role of the Town in delivery: 
• Funder
• Delivered by staff (single department)
• City of Windsor provides technician level and 

AFD provides operations level services

SUB-SERVICES 

• Auto-extrication services
• Water & ice Rescue Services
• Machinery Rescue (Farm)
• Hazardous Materials Response

STAFF COMPLEMENT

Type of Staff: Unionized, non-unionized, 
volunteers

Number of FTEs: 8 (across Fire)

SERVICE LEVEL STANDARDS 

Type: Legislated

Legislation/Bylaws/Policies:

• NFPA 1001, 1006 

Standards and Performance:

Above standard and/or customer 
expectations. 

Fire: Special Operations-Technical Rescue 

SERVICE EVALUATION

Size Small
This service accounts for roughly 1.06% of the 
Town’s in-scope expenditure (2019).

Delivery Contemporary Using up-to-date methods to support delivery.

Growth Fast This service has fast growth at 12.4%.

Service 
Above 

Standard
Above-standard. 

Shared 
Shared 

Services
Delivered by Amherstburg and City of Windsor.

= High Priority = Medium Priority = Low Priority 
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SERVICE DESCRIPTION

Responding to and controlling fires to protect life 
safety and property.
Customer Segments: 
• Residents
Delivery Partners
• Other departments
Role of the Town in delivery: 
• Funder 
• Delivered by staff (multiple departments) 

SUB-SERVICES 

N/A

STAFF COMPLEMENT

Type of Staff: Unionized, non-unionized, 
volunteers

Number of FTEs: 8 (across Fire)

SERVICE LEVEL STANDARDS 

Type: Legislated

Legislation/Bylaws/Policies:

• Section 2 of the FPPA, RSO

Standards and Performance:

Below standard and/or customer 
expectations. 

Fire: Mutual Aid- Fire Suppression 

SERVICE EVALUATION

Size Medium
This service accounts for roughly 3.34% of the 
Town’s in-scope expenditure (2019).

Delivery Contemporary Using up-to-date methods to support delivery.

Growth Fast This service has fast growth at 12.4%.

Service Unsatisfactory Below-standard.

Shared 
Shared 
Internal

Delivered by multiple departments.

= High Priority = Medium Priority = Low Priority 
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SERVICE DESCRIPTION

The Fire Prevention division is divided into three 
intermingled disciplines; code 
enforcement/inspections, cause, origin and 
circumstances investigations, and public fire safety 
education. 
Customer Segments: 
• Building Owners and Occupants
• Residents
Delivery Partners
• Windsor Police for Arson Squad Activity
Role of the Town in delivery: 
• Funder 
• Delivered by staff (single department) 

SUB-SERVICES 

N/A

STAFF COMPLEMENT

Type of Staff: Unionized, non-unionized, 
volunteers

Number of FTEs: 8 (across Fire)

SERVICE LEVEL STANDARDS 

Type: Legislated

Legislation/Bylaws/Policies:

• Fire Protection and Prevention Act (FPPA)

Standards and Performance:

Marginally capable of carrying out the 
requirements of the Fire Protection and 
Prevention Act, for “complaint and request 
inspections”; there continues to be limited 
capability to conduct high-risk occupancies 
inspections on a regular basis,

Fire: Fire Prevention and Public Fire Safety Education

SERVICE EVALUATION

Size Small
This service accounts for roughly 0.15% of the 
Town’s in-scope expenditure (in 2019). 

Delivery Outdated
AFD service does not meet OFM guideline or 
legislated requirements of FPPA.

Growth Fast This service has fast growth at 12.4%.

Service Unsatisfactory Below-standard.

Shared 
Shared 

Services
Delivered by a Amherstburg and Windsor Police.

= High Priority = Medium Priority = Low Priority 
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SERVICE DESCRIPTION

Customer Segments: 
• Residents
• Internal staff/Council
Delivery Partners
• City of Windsor Fire Service performs the work; 

internal staff schedule delivery and pick-up; work 
performed by Public Works garage staff

Role of the Town in delivery: 
• Funder – Tax levy
• Delivered by staff (multiple departments) -

weekly maintenance done by internal staff
• Windsor Fire Maintenance division performs 

some work on equipment and vehicles

SUB-SERVICES 

• Service and Maintenance of 
apparatus and equipment

STAFF COMPLEMENT

Type of Staff: Unionized, non-unionized, 
contract, volunteers

Number of FTEs: 8 (across Fire)

SERVICE LEVEL STANDARDS 

Type: Legislated

Legislation/Bylaws/Policies:

• Vehicles standards – provincial legislation

• NFPA standards, OH&S Act 

• Manufacturer Recommendations 

Standards and Performance:

Right-sizing initiatives were to exchange the 
Three Rescue Vehicles (one in each Station) 
with appropriate vehicles. Significant gaps 
in life cycle funding exists which may 
jeopardize efficiencies gained.

Fire: Apparatus and Equipment

SERVICE EVALUATION

= High Priority = Medium Priority = Low Priority 
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YoY OpEx

Size Small
This service accounts for roughly of 0.41% of the 
Town’s in-scope expenditure (2019).

Delivery Modern
Several right-sizing initiatives have been undertaken 
over the past year.

Growth Fast This service has fast growth at 12.4%.

Service Satisfactory At-standard.

Shared 
Shared 

Services
Delivered by Amherstburg and City of Windsor Fire 
Service.
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SERVICE DESCRIPTION

The deployment of fire services resources to all code 
4 EMS calls, that meet the criteria in a Tiered 
response agreement with the County of Essex as the 
EMS provider.
Customer Segments: 
• Residents
Delivery Partners
• Direction of Medical Director Base Hospital
Role of the Town in delivery: 
• Funder – Tax levy
• Delivered by staff (single department) 

SUB-SERVICES 

• Critical Injury 
• Motor Vehicle Collision (MVC) 
• Cardiac/ Respiratory Arrest 
• Airway Obstruction 

Unconscious Unresponsive 
• Significant Delay 
• When Requested by 

Paramedics 

STAFF COMPLEMENT

Type of Staff: Unionized, non-unionized, 
volunteers

Number of FTEs: 8 (across Fire)

SERVICE LEVEL STANDARDS 

Type: Legislated

Legislation/Bylaws/Policies:

• Ministry of Health Directives

• Ambulance Act

Standards and Performance:

Review of the current Tiered Response 
Protocol indicates that Essex County has the 
leading practice around the province and 
other municipalities are moving to the 
model. A change to deployment protocols 
for medical calls has reduced the operating 
costs for these events by 50%.

Fire: Medical Assistance

SERVICE EVALUATION

= High Priority = Medium Priority = Low Priority 
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Size Small
This service accounts for roughly 0.12% of the Town’s in-
scope expenditure (2019).

Delivery Contemporary Using up-to-date methods to support delivery.

Growth Fast This service has fast growth at 12.4%.

Service 
Above 

Standard
Above-standard. 

Shared 
Shared 
Internal

Delivered by multiple departments.
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SERVICE DESCRIPTION

Pursuant to the Emergency Management and Civil 
Protection Act, the Community Emergency 
Management Program uses the principles of risk 
management to save lives and to protect property 
and maintain stability in crises.
Customer Segments: 
• Residents
Delivery Partners
• All municipal departments 
Role of the Town in delivery: 
• Funder - Tax Levey
• Delivered by Staff (multiple departments) 

SUB-SERVICES 

Community Emergency 
Management Program activities:
• Identify hazards and associated 

risks
• Emergency plans to govern the 

provision of necessary services 
and municipal procedures, as 
well as associated training 

• Public awareness and education 
programs

• Emergency operations centre 
from which to control and 
coordinate the Town’s 
response to an emergency

STAFF COMPLEMENT

Type of Staff: Unionized, non-unionized, 
contract, volunteers

Number of FTEs: 8 (across Fire)

SERVICE LEVEL STANDARDS 

Type: Legislated

Legislation/Bylaws/Policies:

• Emergency Management and Civil 
Protection Act

Standards and Performance:

New Emergency Response Plan was created 
in 2017. Municipality has been deemed to 
be in compliance with legislation since. 
There is a lack of a sustainable building 
stock inventory in the Town of Amherstburg 
(gap in identifying at risk buildings).

Fire: Community Emergency Management

SERVICE EVALUATION

Size Small
This service accounts for roughly 0.12% of the Town’s in-
scope expenditure (2019).

Delivery Contemporary Using up-to-date methods to support delivery.

Growth Fast This service has fast growth at 12.4%.

Service 
Above 

Standard
Above-standard. 

Shared 
Shared 
Internal

Delivered by multiple departments.
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Staffing Complement 

• Unionized, non-unionized • 10 full-time staff

Department Profile: Planning, Development and Legislative Services

Item 2016 2017 2018 2019 2020

Revenue $904,247 $778,397 $937,322 $729,258 $745,915

OpEx $(6,982,990) $(7,272,765) $(7,341,274) $(7,334,997) $(7,154,484)

Op Balance $(6,078,743) $(6,494,368) $(6,403,952) $(6,605,739) $(6,408,569)

Service Sub Services / Description

Building Building Permit and Building Inspections

Planning
Planning Application review and processing in accordance 
with the Planning Act. 

Licensing
Licensing of various matters in accordance to By-laws and 
Provincial Legislation/regulations

Bylaw 
Enforcement

Enforcement of Bylaws and Provincial Legislation 

Service Description

$0.00
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Breakdown of Department Budget OpEx 

Licensing and Enforcement Planning and Legislative Services

Building Police Services*

*out of scope of service delivery review

Department Service
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SERVICE DESCRIPTION

Building Permit and Building inspections

Customer Segments: 

• Residents 

• Contractors – home buildings, general 
contractors, developers 

Delivery Partners: N/A
Role of the Town in delivery: 
• Delivered by staff (single department)

SUB-SERVICES 

N/A

STAFF COMPLEMENT

Type of Staff: Unionized, non-unionized Number of FTEs: 3

SERVICE LEVEL STANDARDS 

Type: Legislated 

Legislation/Bylaws/Policies: 

Ontario Building Code

Standards and Performance:

At standard when complete applications are 
submitted.

Planning, Development and Legislative Services: Building 

SERVICE EVALUATION

Size Small
This service accounts for roughly of 1.49% the Town’s in-
scope expenditure. 

Delivery Outdated
Most processes are outdated. Some are reliable, but some 
need updating or their upgrades to be completed.

Growth Fast This service has fast growth at 7.4%.

Service Satisfactory At-standard.

Shared Siloed
Delivered by single department, with some services 
contracted and managed by the Town.

= High Priority = Medium Priority = Low Priority 
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SERVICE DESCRIPTION

Planning Application review and processing in 
accordance with the Planning Act.

Customer Segments: 

• Developers

Delivery Partners: N/A
Role of the Town in delivery: 
• Delivered by staff (single department)

SUB-SERVICES 

• Provide information to the 
general public on property 
inquiries.

• Liaise with Council committees 
to provide information on 
Planning Applications.

• Implement policies and 
legislative changes in 
accordance with Provincial 
mandates.

STAFF COMPLEMENT

Type of Staff: Unionized, non-unionized Number of FTEs: 3

SERVICE LEVEL STANDARDS 

Type: Legislated 

Legislation/Bylaws/Policies: 

• Planning Act

Standards and Performance:

At standard most of the time, though 
services can be delayed.

Planning, Development and Legislative Services: Planning

SERVICE EVALUATION

Size Medium
This service accounts for roughly 2.35% of the Town’s in-
scope expenditure. 

Delivery 
Outdated/ 

Contemporary
Using paper applications, but they work. Planning Act 
policies are often outdated and require constant updating. 

Growth Fast This service has fast growth at 31.8%.

Service Satisfactory At-standard.

Shared Siloed Delivered by single department.

= High Priority = Medium Priority = Low Priority 

$0

$200,000

$400,000

$600,000

$800,000

$1,000,000

2016 2017 2018 2019 2020

OpEx YoY

Department Service (2/4)

YoY OpEx

Page120



119CONFIDENTIAL: DRAFT FOR INTERNAL USE ONLY

SERVICE DESCRIPTION

Licensing of various matters in accordance to By-laws 
and Provincial Legislation/regulations.

Customer Segments: Residents; internal 
staff/Council; local municipal partners; other 
(external agencies).

Delivery Partners:

• Other internal departments support event 
permitting and business licensing (inspections 
legislated by building/fire)

Role of the Town in delivery: 
• Delivered by staff (single department)

SUB-SERVICES 

• Marriage Licenses
• Civil Marriage Ceremonies
• Burial Permits
• Lottery Licensing 
• Dog Tags
• Business Licensing 
• Fence Viewers 
• Livestock Valuers
• Parking Fine Administration
• Event Permitting
• Drafting of Bylaw
• + 7 more (see Appendix D for 

full list) 

STAFF COMPLEMENT

Type of Staff: Unionized, non-unionized Number of FTEs: 4 total licensing and 
enforcement

SERVICE LEVEL STANDARDS 

Type: Discretionary and legislated (burial 
permits)

Legislation/Bylaws/Policies: 

Standards and Performance: 

At-standard most of the time, though in the 
spring/summer can be delayed by a few 
days due to high demand. Computer 
programs procured will allow for better 
customer expectations. Require more 
online functions overall. 

Planning, Development and Legislative Services: Licensing

SERVICE EVALUATION

Size Small
This service accounts for roughly 1.29% of the Town’s in-
scope expenditure (licensing and enforcement). 

Delivery 
Outdated-

Modern
Have procured new software, but more online 
applications would be good.

Growth Moderate
This service has moderate growth at 6.8% (licensing and 
enforcement).

Service 
Unsatisfactory
/Satisfactory

At/below-standard.

Shared 
Shared 
Internal

Delivered by multiple departments.

= High Priority = Medium Priority = Low Priority 

Department Service (3/4)
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SERVICE DESCRIPTION

Enforcement of Bylaws and Provincial Legislation.

Customer Segments: Residents; internal 
staff/Council; local municipal partners; other 
(external agencies).

Delivery Partners:
• Police do some bylaw enforcement 
Role of the Town in delivery: 
• Delivered by staff (single department)
• Dog Control Service contracted and managed by 

the Town.

SUB-SERVICES 

• Bylaw Enforcement 
• Parking Enforcement
• Property Standards Committee 
• Dog Control

STAFF COMPLEMENT

Type of Staff: Unionized, non-unionized Number of FTEs: 4 total licensing and 
enforcement

SERVICE LEVEL STANDARDS 

Type: Discretionary and legislated (burial 
permits)

Legislation/Bylaws/Policies: 

Standards and Performance:

At-standard most of the time, though in the 
spring/summer can be delayed by a few 
days due to high demand. Computer 
programs procured will allow for better 
customer expectations. Require more 
online functions overall. 

Planning, Development and Legislative Services: Enforcement

SERVICE EVALUATION

Size Small
This service accounts for roughly 1.29% of the Town’s in-
scope expenditure (licensing and enforcement). 

Delivery 
Outdated-

Modern
Have procured new software, but more online 
applications would be good.

Growth Moderate
This service has moderate growth at 6.8% (licensing and 
enforcement).

Service 
Unsatisfactory
-Satisfactory

At/below-standard. 

Shared Siloed
Delivered by single department, with some services 
contracted and managed by the Town.

= High Priority = Medium Priority = Low Priority 

Department Service (4/4)
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Staffing Complement 

• Unionized, non-unionized contract • 32 full time staff 

Department Profile: Parks, Facilities, Recreation and Culture

Item 2016 2017 2018 2019 2020

Revenue $1,228,312 $813,278 $1,058,930 $1,043,180 $1,611,213

OpEx $(3,806,105) $(4,408,966) $(5,271,922) $(5,698,900) $(5,925,022)

Op Balance $(2,577,793) $(3,185,970) $(3,815,124) $(4,197,820) $(4,313,809)

Financial History 

Service Sub Services / Description

Facilities
Provide the Town with a tourism platform to support the 
local economy. 

Libro Centre

Support recreational programing, sports, events. Maintain 
the outdoor turf soccer fields, ball diamond, indoor and 
outdoor artificial turf field, twin ice pads and various 
community (recreation program) rooms at the Libro Centre

Parks Provide park, recreational sport and horticultural amenities.

Recreation
Provide recreational programming to a variety of age and 
user groups.

Tourism and 
Culture

Maintain, repair and renovate Town owned facilities.

Service Description

Department Service
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YoY OpExSERVICE DESCRIPTION

Maintain, repair and renovate Town owned facilities.

Customer Segments: Internal staff/Council; Police 
Services; Librarians; Amherstburg Community 
Services; Essex County Nurse Practitioner Led Clinic; 
Tourism Windsor Essex County; Pelee Island.

Delivery Partners: N/A
Role of the Town in delivery: 
• Delivered by staff (single department)
• Contract manager  

SUB-SERVICES 

• Act as general contractor for 
town renovation projects

• Develop plans and drawings for 
town projects

STAFF COMPLEMENT

Type of Staff: Unionized, non-unionized, 
contract

Number of FTEs: 3

SERVICE LEVEL STANDARDS 

Type: Legislated, Discretionary 

Legislation/Bylaws/Policies: 

• Building Code

• Fire Code

• AODA

Standards and Performance:

Libro Centre– above standard. Town Hall, 
Community Hub Building, Police Station, 
Library- at standard. Public Works, Parks (99 
Thomas), Gordon House, KNYP Privy, 
Firehalls – below standard - do not meet 
basic requirements for code, customer 
expectations and accessibility compliance

Parks, Facilities, Recreation and Culture: Facilities 

SERVICE EVALUATION

Size Medium
This service accounts for roughly 2.36% of the Town’s in-
scope expenditure. 

Delivery Outdated
The facilities division does not use any software, 
scheduling system, e-filing system to track work.

Growth Moderate This service has moderate growth at 4.1%.

Service 
Unsatisfactory

-Above
Below, at and above-standard.

Shared Siloed
Delivered by single department, with some services 
contracted and managed by the Town.

= High Priority = Medium Priority = Low Priority 

Department Service (1/5)
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YoY OpExSERVICE DESCRIPTION

Support recreational programing, sports, events. 
Maintain the outdoor turf soccer fields, ball diamond, 
indoor and outdoor artificial turf field, twin ice pads 
and various community (recreation program) rooms 
at the Libro Centre.

Customer Segments: User Groups.

Delivery Partners: N/A

Role of the Town in delivery: 
• Delivered by staff (single department)
• Contract manager  

SUB-SERVICES 

• Support facilities group
• Maintain/clean in-park public 

washrooms.
• Provide custodial service for all 

Town facilities.

STAFF COMPLEMENT

Type of Staff: Unionized, contract Number of FTEs: 11.5

SERVICE LEVEL STANDARDS 

Type: Discretionary 

Legislation/Bylaws/Policies: 

Standards and Performance:

Parks, Facilities, Recreation and Culture: Libro Centre

SERVICE EVALUATION

Size Medium
This service accounts for roughly 7.40% of the Town’s in-
scope expenditure. 

Delivery Contemporary
Through use of high-quality products, equipment and 
procedures used. 

Growth Fast This service has fast growth at 21.0%.

Service Satisfactory At-standard.

Shared Siloed
Delivered by single department, with some services 
contracted and managed by the Town.

= High Priority = Medium Priority = Low Priority 

Department Service (2/5)
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YoY OpExSERVICE DESCRIPTION

Provide park, recreational sport and horticultural 
amenities. Maintain parks, splash pad, skateboard 
park, sport courts and sport fields, maintain 
horticultural amenities, support special events and 
develop park improvement designs and plans.

Customer Segments: User Groups; residents; special 
interest groups e.g. walking clubs.

Delivery Partners: Town of LaSalle (Canard River 
Park); Town of Essex (Co An Park).

Role of the Town in delivery: 
• Delivered by staff (single department)
• Contract manager  

SUB-SERVICES 

• Support Libro group with 
maintaining grass at the Libro 
Centre.

STAFF COMPLEMENT

Type of Staff: Unionized, contract Number of FTEs: 8.5

SERVICE LEVEL STANDARDS 

Type: Discretionary 

Legislation/Bylaws/Policies: 

Standards and Performance:

This department routinely wins local and 
regional awards, Communities in Bloom, 
Best Park (King’s Navy Yard Park).

Parks, Facilities, Recreation and Culture: Parks

SERVICE EVALUATION

Size Medium
This service accounts for roughly 3.31% of the Town’s in-
scope expenditure. 

Delivery Outdated
This division is not supported by any software or 
databased tracking. Some contemporary elements.

Growth Fast This service has fast growth at 15.0%.

Service Satisfactory At-standard.

Shared 
Shared 

Services
Delivered by Town of Essex and Town of LaSalle, with 
some services contracted and managed by the Town.

= High Priority = Medium Priority = Low Priority 

Department Service (3/5)
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YoY OpExSERVICE DESCRIPTION

Provide recreational programming to a variety of age 
and user groups. Support, develop and deliver 
recreational programs with our own staff or 
supporting specialists to provide programs. Provide 
guest services (reception) and concession.

Customer Segments: User Groups; residents; special 
interest groups e.g. walking clubs.

Delivery Partners: Town of LaSalle (outdoor pool)

Role of the Town in delivery: 

• Delivered by staff (single department)
• Contract manager  

SUB-SERVICES 

• Support Tourism and Town 
Administration with web site 
specifically designed to support 
resident inquiries (vs visitors).

STAFF COMPLEMENT

Type of Staff: Unionized, contract Number of FTEs: 5

SERVICE LEVEL STANDARDS 

Type: Discretionary 

Legislation/Bylaws/Policies: 

Standards and Performance:

Parks, Facilities, Recreation and Culture: Recreation

SERVICE EVALUATION

Size Medium
This service accounts for roughly 2.25% of the Town’s in-
scope expenditure. 

Delivery Outdated
Some software tools available, however basic elements 
have not been engaged like on-line booking and payment.

Growth Fast This service has fast growth at 7.2%

Service Satisfactory At-standard.

Shared 
Shared 

Services
Delivered by Town of Essex and Town of LaSalle, with 
some services contracted and managed by the Town.

= High Priority = Medium Priority = Low Priority 

Department Service (4/5)
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YoY OpExSERVICE DESCRIPTION

Provide the Town with a tourism platform to support 
the local economy. Support, develop and deliver 
special events, on-line information and promotion, 
operate tourism information centre, liaison with local 
businesses, conduct surveys and make application for 
grants and funding.

Customer Segments: Residents; local businesses; 
internal staff.

Delivery Partners: Tourism Windsor Essex and Pelee 
Island (TWEPI)

Role of the Town in delivery: 

• Delivered by staff (single department)

SUB-SERVICES 

• Develop urban design concepts 
to facilitate street closures and 
special events

• Support cultural and historical 
elements as part of the visitor 
attraction to Amherstburg.

• Apply for funding and grants to 
support cultural and historical 
build out of amenities in 
Amherstburg.

• Fill the role of a 
communications department 

STAFF COMPLEMENT

Type of Staff: Non-unionized. Number of FTEs: 4

SERVICE LEVEL STANDARDS 

Type: Discretionary 

Legislation/Bylaws/Policies: 

Standards and Performance:

This department is contentious among 
residents. Some say it is unnecessary, some 
say it is performing above-standard. The 
department wins awards for festivals and 
events.

Parks, Facilities, Recreation and Culture: Tourism and Culture

SERVICE EVALUATION

Size Small
This service accounts for roughly 1.66% of the Town’s in-
scope expenditure. 

Delivery Contemporary
Division is skilled and makes good use of web-based tools, 
social media, web site platforms.

Growth Fast This service has fast growth at 22.4%.

Service Satisfactory At-standard.

Shared 
Shared 

Services
Delivered by Town of Essex and TWEPI.

= High Priority = Medium Priority = Low Priority 

Department Service (5/5)
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APPENDIX D: ADDITIONAL SERVICE 

INFORMATION
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Information Technology
• End-User Device Management
• End-User Training
• GIS
• Network Administration
• Radio Systems
• Serve Support
• Software & Database 

Maintenance
• Telephone Systems
• Website
Human Resources
• Benefits Administration
• Compensation Administration
• Corporate Training
• Health and Safety
• Labour Relations
• Policy and Procedure
• Recruitment
• Time and Attendance
• Workplace and Wellness
• Other

Finance
• Accounting
• Accounts Payable
• Accounts Receivable
• Budget
• Corporate Governance and 

Asset Management
• Payroll
• Purchasing and Financial 

Analysis
• Taxes
• Other

All Services by Department (1/3) 

APPENDIX D: Additional Service Information

Corporate Services

CAO’s Office
Clerk’s Office 
• Corporate By-law 

Management
• Parliamentary Procedure 

and Closed Meeting 
Compliance;

• Accountability, 
Transparency, and Notice 
Provisions;

• Corporate Policy 
Management;

• Corporate Records 
Management;

• Corporate Access and 
Privacy Compliance;

• Municipal Elections and 
Council Orientation;

• Corporate Accessibility 
Compliance;

• Civil Marriage Ceremonies;
• Administration and 

Coordination of the 
Integrity Protocol; 

• Coordinate with the 

Ombudsman’s Office; and,
• Administer Crossing Guard 

Program.
Council and Committees
• Council Services - agendas, 

minutes, and coordination 
of 6 members of Council.

• Board and Committee 
Services – agendas, 
minutes, and coordination 
of 18 committees.

Insurance and Risk 
Management
• Corporate Insurance
• Claims/Litigation
• Subrogation 
• Risk Management

Office of the CAO
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Administration
Technical Rescue
• Auto-extrication services
• Water & ice Rescue 

Services
• Machinery Rescue 

(Farm)
• Hazardous Materials 

Response
Fire Suppression
Fire Prevention and Public 
Fire Safety Education
Apparatus and Equipment
• Service and 

Maintenance of 
apparatus and 
equipment

Medical Assistance
• Critical Injury 
• Motor Vehicle Collision 

(MVC) 
• Cardiac/ Respiratory 

Arrest 
• Airway Obstruction 

Unconscious 
Unresponsive 

• Significant Delay 
• When Requested by 

Paramedics 
Community Emergency 
Management
• Identify hazards and 

associated risks
• Emergency plans to 

govern the provision of 
necessary services and 
municipal procedures, 
as well as associated 
training 

• Public awareness and 
education programs

• Emergency operations 
centre from which to 
control and coordinate 
the Town’s response to 
an emergency

All Services by Department (2/3) 

APPENDIX D: Additional Service Information

Fire

Environmental Services – Water and Waste Water
• Flushing of dead ends 
• Fire hydrant maintenance and winterizing
• Installation of new water service connections
• Water valve exercising
• Watermain break repairs
• Water service leak repairs
• Meter reading
• Water meter replacements
• Excessive water usage investigation
• Move-in/ move-out water reads
• Winter turn-offs and spring turn-ons
• Monthly valve chamber inspections
• Fire hydrant painting and access maintenance
• Locating services (water, sewer & street lighting)
• Manhole inspections
• Sanitary lateral camera and peeling
• Sanitary lateral repairs
• Sanitary sewer mainline repairs
• Sewer flushing
• Basement Flooding Subsidy program
Roads and Fleets
• Road patrol
• Gravel resurfacing
• Grading and dust control
• Road patching

• Street cleaning
• Road closures
• Catch basin maintenance and repairs
• Sidewalk maintenance
• Roadside cutting and weed control/spraying
• Tree planting and trimming/removal on road 

allowances
• Sign maintenance/replacement
• Winter control operations
• Streetlight maintenance
• Traffic signal maintenance
• Bridges and culvert maintenance
• Pest control 
Drainage
• New utility installations in Town Right of Way
• Capital Project management
• Drainage
• Preparation of special studies to assess current and 

future infrastructure needs (i.e. road needs, bridge 
and culvert needs, asset management plan, water 
master plan)

• New development reviews
• Right of Way permits

Engineering and Public Works
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All Services by Department (3/3) 

Planning
• Provide information to the 

general public on property 
inquiries

• Liaise with Council 
committees to provide 
information on Planning 
Applications

• Implement policies and 
legislative changes in 
accordance with Provincial 
mandates

Building
Licensing
• Marriage Licences
• Civil Marriage Ceremonies 
• Burial Permits
• Lottery Licensing 
• Dog Tags
• Business Licensing
• Fence Viewers 
• Livestock Valuers
• Parking Fine 

Administration 
• Event Permitting

• Drafting of Bylaws 
• Encroachment agreements 
• Terraview Searches
• Liquor Licensing 
• Support Easement 

agreements 
• Dangerous Dog Committee 
• Animal Control Programs 

(e.g. Spay and Neuter 
program) 

• Commissioning
By-Law Enforcement
• Bylaw Enforcement 
• Parking Enforcement
• Property Standards 

Committee 
• Dog Control

APPENDIX D: Additional Service Information

Planning, Development and Legislative Services

Facilities
• Act as general contractor 

for town renovation 
projects

• Develop plans and 
drawings for town 
projects

Libro Centre
• Support facilities group
• Maintain/clean in-park 

public washrooms.
• Provide custodial service 

for all Town facilities.
Parks
• Support Libro group with 

maintaining grass at the 
Libro Centre.

Recreation
• Support Tourism and 

Town Administration 
with web site specifically 
designed to support 
resident inquiries (vs 
visitors).

Tourism and Culture

• Develop urban design 
concepts to facilitate 
street closures and 
special events

• Support cultural and 
historical elements as 
part of the visitor 
attraction to 
Amherstburg.

• Apply for funding and 
grants to support cultural 
and historical build out of 
amenities in 
Amherstburg.

• Fill the role of a 
communications 
department 

Parks, Facilities, Recreation and Culture
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Shared and/or Contracted Services (1 of 6) – Corporate Services (HR)
Outsourced/Consulting Contracts

Provider - Health Benefits Green Shield Canada $563,70 Budget Amount

Provider - STD, LTD, Life and AD&D Ins. Sun Life $419,000 Budget Amount

Provider - Employee Assistance Program Family Services Windsor Essex $4,654 

Consulting - Job Evaluation and Pay Equity ML Consulting $8,100 Average 2017-2019 

Software/Support - Learning Mgmt System & Records Mgmt System Auxilium Group $28,056 

Legal - Employment Law McTague, Shibley Righton, Mousseau 
Deluca

Provider - Employee Training City of Windsor, Various Other External Training Providers

Shared Service Agreements or Other Joint Initiatives

Service Vendor Cost Additional Information

Employee Benefits - Health & Extended Health AON (Broker)
Information not available at time of 
reporting

Information not available at time of 
reporting

County of Essex, Town of Essex, 
Leamington, Amherstburg, Lakeshore 
and Pelee Island are part of a group 
buying consortium 
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Shared and/or Contracted Services (2 of 6) – Corporate Services (Finance)
Outsourced/Consulting Contracts

Service Vendor Cost Additional Information

Professional - Audit Services KPMG $30,000 

Consulting - Actuarial services AON $4,000 

Provider - Smart Safes - Cash security and bank transfer Brinks Security $18,000 

Provider - Water & Wastewater Billing/Collection Essex Power Corporation $160,000 

Provider - Mailing of tax notices Master Mailers $14,000 Cost includes postage

Consulting - Tax Registration/Tax Sale Process Tax Team N/A Fees recovered from property owners

Provider - Banking Services WFCU N/A no service fees

Consulting & Provider (software)- Asset Inventory-Asset Mgmt Public Sector Digest $2,500 

Shared Service Agreements or Other Joint Initiatives

Service Vendor Cost Additional Information

Provider - Bulk Buy Natural Gas & Electricity AMO - LAS N/A 

Procurement - Use of Provincial Vendors of Records Province of Ontario N/A 

Professional - ARB and tax appeals MTE Paralegal County Pays

Professional - Property Assessment for taxation MPAC County Pays

Provider - Municipal website and online procurement (bids & tenders) eSolutions
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Outsourced/Consulting Contracts

Service Vendor Cost Additional Information

Barracuda Cloud email security & archiving Applied Computer Solutions $9000/year

CityWide Public Sector Digest $9000/year

Email Signatures Code Two $2400/year

Escribe eSCRIBE $5000/year

Fusion (recreation) Innosoft $19000/year

Office 365 Email Microsoft $11000/year

Portal One (Server Monitoring) Applied Computer Solutions $5000/year

Service Request Manager Serenic $4000/year

Sharepoint Licenses Microsoft $2100/year

Provider - multifunction copiers (maintenance, toner etc.) Advance Business based on usage for maintenance, time + materials for repairs

Provider - networked printers (maintenance, toner) Direct Dial (xerox) based on usage for maintenance, time + materials for repairs

Provider - Website (Tourism) Cinnamon Toast Information not available at time of reporting

Provider - Website (Town of Amherstburg) (County Agreement) eSolutions $4600/year

Provider - Website Tool - Browse Aloud Screen Reader eSolutions $3000/year

Provider - GPS Think Wireless $12700/year

Provider - Radio System Mntce/Support (Police) Kelcom Information not available at time of reporting

Provider - Radio System Services (Other Corporate) Kelcom Information not available at time of reporting

Webcasting (online streaming of meetings) eSCRIBE Information not available at time of reporting

Provider - Tech Support and Maintenance Assistance ACS (Applied Computer Solutions) Information not available at time of reporting

Shared and/or Contracted Services (3 of 6) – Corporate Services (IT)
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Shared Service Agreements or Other Joint Initiatives

Service Vendor Cost Additional Information

Provider - Software: Adobe Acrobat Pro licensing; Laserfiche –
Document Management System 

SHI Canada; Laserfiche $2500/year; $8500/year County of Essex, City of Windsor group 
pricing; N/A

Provider - Property Data (info in GIS system) Teranet N/A County Procures this. No direct costs 
to Town

Provider - Air Photo Mapping Data for GIS First Base Solutions $5300/year Joint Contract - Essex County 
municipalities plus ERCA

Provider - geomatics software (GIS) ESRI $18700/year

Provider - Mobile GIS for road/winter/sidewalk patrol R.J. Burnside & Associates $6000/year Used by PW for asset maintenance 

Shared and/or Contracted Services (4 of 6) – Corporate Services (IT)
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Shared and/or Contracted Services (5 of 6) – Engineering and Public Works
Outsourced/Consulting Contracts

Service Vendor Cost Additional Information

Waste Collection (Garbage) Green For Life $635,500

Water Treatment Ontario Clean Water Agency $635,000

Wastewater Treatment Ontario Clean Water Agency $1,077,210

Mosquito Control Program Pestalto Environmental $55,000

West Nile Program Through WECHU $7,000

Tree Maintenance Varies $135,000

Road Maintenance Varies $397,000

Arborist Services Bill Roesel - Arborist $20,000

Radios Kelcom $18,800

Backflow Prevention Program Preview Inspection and Consulting $27,000

Water/Wastewater Billing Essex Power $193,000

Grass Cutting KnM Yard Care $16,000

Services Jointly Delivered by County and Town

Service Vendor Cost Additional Information

Shared service (County Roads done by the County) Shared service (County Roads done by 
the County)

Information not available at time of 
reporting

Road Maintenance County responsible for County Roads, 
shared responsibility roads that have 
for Connecting Link agreements

Information not available at time of 
reporting
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Shared and/or Contracted Services (6 of 6) – Planning, Development and Legislative 

Services
Outsourced/Consulting Contracts

Service Vendor Cost Additional Information

Animal Control/Dog Catcher Windsor Essex County Humane Society$31,000 in 2020
$32,000 in 2021

Contract expires December 31, 2021

Shared Service Agreements or Other Joint Initiatives

Service Vendor Cost Additional Information

Mutual Aid – Building Inspection Service (as needed) Town of Essex Information not available at time of 
reporting

Verbal agreement with Town of Essex
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Toronto
145 King Street East, 2nd Floor

Toronto, ON M5C 2Y7
416-864-7112

Ottawa
100 rue Queen Street, Suite 850

Ottawa, ON K1P 1J9
613-231-2630

strategycorp.com
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