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Executive Summary

KPMG LLP (“KPMG”) has been retained by the Municipality of Sioux Lookout (the “Municipality”) to undertake a review of the Municipality’s services 
and organizational structure. As outlined in the terms of reference for our engagement and consistent with the objectives of the Province of Ontario’s 
Municipal Modernization Program (the “MMP’), the overall goal of the review was to assist in an objective evaluation of current service offerings 
provided by the Municipality, with the view of identifying potential opportunities intended to maximize value-for-money, minimize pressure on taxes 
and contribute towards the long-term sustainability of the Municipality. 

A. Background to the Review

The terms of reference for our engagement were established in KPMG’s engagement letters dated February 14th, 2020. The Municipality of Sioux 
Lookout (the ‘Municipality”) engaged KPMG LLP (‘KPMG’) to assist in an objective evaluation of current service offerings provided by the 
Municipality, with the view of identifying potential opportunities intended to maximize value-for-money, minimize pressure on taxes and contribute 
towards the long-term sustainability of the Municipality. 

With respect to this engagement, KPMG’s specific role includes:

• Assisting the Municipality with the establishment of a methodology for the review;

• In conjunction with the Municipality’s staff, undertaking analysis of services, internal processes, service levels and associated costs and funding; 
and

• Summarizing the results of our analysis and presenting potential opportunities to the Municipality.

B. Service Based Opportunities for Consideration 

Our report outlines the potential opportunities for the consideration of the Municipality and they generally fall into one of four categories:

• Operating efficiencies, with the anticipated benefit of (i) enhanced decision making and service delivery, (ii) potential capacity gains, and/or (iii) 
potential cost savings while maintaining current service levels;

• Service level adjustments, representing either (i) the discontinuance of the Municipality’s involvement in a non-core service; or (ii) a reduction in 
the level of service provided;

• Alternate service delivery, which involves changing the Municipality’s delivery model for a service (e.g. exploration of shared services); and

• Revenue generation. These opportunities seek to reduce the municipal levy by identifying alternate means of funding municipal services through 
user fees and other cost recovery methods.

Municipality of Sioux Lookout Municipal Service Delivery Review
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Executive Summary

C. Process Based Opportunities for Consideration 

Our report outlines the potential process based opportunities for the consideration of the Municipality where KPMG identified process inefficiencies, 
which may include duplication of efforts, manual vs. automated processes and the performance of work with nominal value.

D. Next steps

Our report provides the Municipality with potential work steps to advance the service review into a ‘living’ document including the provision of 
potential implementation tools for the Municipality’s consideration.

E. Acknowledgement

We would like to take the opportunity to acknowledge the assistance and cooperation provided by staff of the Municipality that participated in the 
development of the service profiles, the process mapping, and the service delivery review.  We appreciate that reviews such as this require a 
substantial contribution of time and effort on the part of Municipality employees and we would be remiss if we did not express our appreciation for 
the cooperation afforded to us.  

As the scope of our review is intended to focus on areas for potential efficiency improvements and/or cost reductions, we have not provided 
commentary on the numerous positive aspects of the Municipality’s operations identified during the course of our review. 

Municipality of Sioux Lookout Municipal Service Delivery Review
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Background to the Review 

Terms of Reference

The terms of reference for our engagement were established in KPMG’s engagement letter dated February 14, 2020. The Municipality of Sioux 
Lookout (the ‘Municipality”) engaged KPMG LLP (‘KPMG’) to assist in an objective evaluation of current service offerings provided by the 
Municipality, with the view of identifying potential opportunities intended to maximize value-for-money, minimize pressure on taxes and contribute 
towards the long-term sustainability of the Municipality. 

With respect to this engagement, KPMG’s specific role includes:

• Assisting the Municipality with the establishment of a methodology for the review;

• In conjunction with the Municipality’s staff, undertaking analysis of services, internal processes, service levels and associated costs and funding; 
and

• Summarizing the results of our analysis and presenting potential opportunities to the Municipality.

Project Methodology
The methodology for the review involved the following major work steps:

Project Initiation

• An initial meeting was held with the Chief Administrative Officer  (‘CAO’) to confirm the terms of the review including the objectives, deliverables, 
methodology and timeframes.

Current State Assessment

The purpose of the second phase was to assess the current state of the Municipality and its departments. To achieve this, the following took place:

• Information concerning the Municipality’s operations, staffing and financial performance were reviewed and summarized in order to identify the 
types of services delivered, the associated level of resources (personnel and financial)  required, and the method of funding;

• In advance of the first set of meetings with municipal staff, KPMG prepared draft municipal service profiles for the Municipality’s municipal 
services; and 

Municipality of Sioux Lookout Municipal Service Delivery Review
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Background to the Review 

Project Methodology
Current State Assessment (Continued)

• KPMG interviewed all members of Council to discuss the Municipality and the services provided.

• Meetings were held with municipal staff to discuss the nature of the services provided and the associated service levels, the rationale for the 
Municipality’s involvement in the delivery of these services and the method of delivery. 

Review of Current Service Delivery Models 

• Upon the completion of the first set of meetings, the Municipality provided commentary with respect to the municipal service profiles. Upon 
receipt, KPMG issued the final municipal service profiles. The service profiles illustrate the services offered by the Municipality, the rationale for 
service delivery, the current service level standard and service delivery model, financial performance, and benchmarking information. 

• During this stage of our work, an analysis of the current procedures and practices was performed. In conjunction with the Municipality, key 
processes were mapped out, analyzed and reviewed to ensure compliance.  Those processes included:

Municipality of Sioux Lookout Municipal Service Delivery Review

• Resident complaints • Agenda preparation • Budget

• Payroll processing • Purchasing • Accounts Payable

• Accounts Receivable • Property taxation • Building permits

• Public Works – Work order 
management 

• Facility bookings
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Background to the Review 

Project Methodology
Jurisdictional Analysis

• Discussions were held with the Municipality to determine appropriate municipal comparators that would be utilized during the course of the 
review. Municipal comparators were identified and selected based on the following considerations:

• Information concerning the comparator municipalities was obtained through analysis of available documentation (including information provided 
by the municipalities’ websites and other information such as Financial Information Returns and statistics from each comparator’s 2016 Census 
Profile). 

Municipality of Sioux Lookout Municipal Service Delivery Review

• Single tier municipalities • Geography – located in Northern Ontario

• Similar households and/or population • Typical and/or historical comparators

Municipality Population1 Households1

Sioux Lookout 5,488 2,677

Dryden 7,749 3,541

Fort Frances 7,739 3,801

Greenstone 4,636 2,930

Hearst 5,070 2,486

Iroquois Falls 4,537 2,362

Red Lake 4,107 1,938
1Source – Schedule 2 – Financial Information Returns (2018) 
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Background to the Review 

Project Methodology
Opportunity Identification

• During the second and third phases of the review, discussions were held to identify potential opportunities for enhancing efficiencies, reducing 
operating costs and increasing non-taxation revenues, as well as the potential implementation issues and risks associated with each opportunity

Stakeholder Engagement

• As part of the review, KPMG undertook stakeholder engagement to gain further perspective on municipal services. The engagement was done 
using the following approaches:

• Targeted consultation with local community organizations; and

• An online survey for residents to complete.

Draft Final Report

• KPMG consolidated all of the previous phases and provided the Chief Administrative Officer with a draft final report for the Municipality’s review

Final Report 

• Upon the acceptance of the contents of the draft final report, KPMG issued a final report for the service delivery review

• KPMG presented its findings to Council on December 15, 2020.

Municipality of Sioux Lookout Municipal Service Delivery Review
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Background to the Review 

Restrictions
This report is based on information and documentation that was made available to KPMG at the date of this report. KPMG has not audited nor 
otherwise attempted to independently verify the information provided unless otherwise indicated. Should additional information be provided to KPMG 
after the issuance of this report, KPMG reserves the right (but will be under no obligation) to review this information and adjust its comments 
accordingly.  

Pursuant to the terms of our engagement, it is understood and agreed that all decisions in connection with the implementation of advice and 
recommendations as provided by KPMG during the course of this engagement shall be the responsibility of, and made by, the Municipality of Sioux 
Lookout. KPMG has not and will not perform management functions or make management decisions for the Municipality of Sioux Lookout.

Comments in this report are not intended, nor should they be interpreted, to be legal advice or opinion.

KPMG has no present or contemplated interest in the Municipality of Sioux Lookout nor are we an insider or associate of the Municipality of Sioux 
Lookout or its management team. Our fees for this engagement are not contingent upon our findings or any other event. Accordingly, we believe we 
are independent of the Municipality of Sioux Lookout and are acting objectively

Municipality of Sioux Lookout Municipal Service Delivery Review



The Corporation 
of the 
Municipality of 
Sioux Lookout

Chapter III: Overview of 
the Municipality



13© 2020 KPMG LLP, a Canadian limited liability partnership and a member firm of the KPMG network of independent member firms affiliated with KPMG International Cooperative 
(“KPMG International”), a Swiss entity. All rights reserved. The KPMG name and logo are registered trademarks or trademarks of KPMG International.

Overview of the Municipality
Municipality of Sioux Lookout Municipal Service Delivery Review

A. Community Demographics

Population Trend

Based on analysis of information obtained through Statistics Canada’s 
Census, the Municipality’s population was 5,272 with 2,257 private 
dwellings in 2016. Over the twenty years or five Census reporting 
periods (1996 to 2016), the Municipality’s population has remained 
relatively consistent with a slight increase of 107 residents. Overall, the 
Municipality’s population has either experienced modest increases 
(4.7% between 2011 to 2016 and 3.3 between 1996 to 2001) or slight 
decreases (2.8% between 2006 to 2011 and 2.9% between 2001 to 
2006) with an overall average increase of 2.1%.

Please note municipal documents show population increases opposed to 
decreases as reported by Statistics Canada.

Municipal Demographics

The demographics for the Municipality appear to be unlike many 
municipalities in Northern Ontario. Typically, municipalities in the 
North have fewer residents aged 19 years or younger with a 
higher number of residents aged 60 years or more. Based upon 
the analysis, 27% of the Municipality’s residents are 19 years old 
or younger with 17% of the community aged 60 years or older.
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Overview of the Municipality

B. Municipal Services

For the purposes of our review, we have classified the Municipality’s services into one of four categories based on the rationale for the Municipality’s 
delivery of the service.

• Mandatory services are those services that are required to be delivered by regulation or legislation.  

• Essential services are those services that, while not mandatory, are required to be delivered in order to ensure public health and safety and/or
the effective functioning the Municipality from a corporate perspective. 

• Traditional services are those services that are not mandatory or essential but which are typically delivered by municipalities of comparable 
size and complexity and for which a public expectation exists that the service will be provided.

• Discretionary services are those services that are delivered at the direction of the Municipality without a formal requirement or expectation, 
including services that may not be delivered by other municipalities of comparable size and complexity. 

Municipality of Sioux Lookout Municipal Service Delivery Review
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Source: KPMG analysis of the Municipality’s Municipal Service Profiles
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Overview of the Municipality

B. Municipal Services

A representation of the service based on the Municipality’s service level (at, above or below standard) and the basis for the Municipality’s delivery of 
the service (mandatory, essential, traditional, other discretionary) is provided on the left. Service level standards reflect legislated service level 
standards or, where no legislated standard exists, service level standards enacted by municipalities of comparable size and complexity.

The second chart is a representation of the Municipality’s services based on how the Municipality goes about in delivering municipal services. For 
the purposes of the reader, the categories are as follows:

• Own resources – the Municipality uses predominantly its own resources to deliver a service (there may be the use of contracted services but 
these are either infrequently used or for specific needs);

• Contracted service – the Municipality uses predominantly another organization (private and/or public) to provide a service;  

• Combined – services where the Municipality delivers a service with the use of own resources and third party service providers.

Municipality of Sioux Lookout Municipal Service Delivery Review
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Municipal Services by Service Delivery Model

Source: KPMG analysis of the Municipality’s Municipal Service Profiles
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Overview of the Municipality

C. Financial Overview

The following chart is a breakdown of the operating revenues and expenditures of the Municipality’s departments on a review of the past three 
budgets excluding water/wastewater and airport services. Overall, operating expenditures have slightly increased over the past three operating 
budgets with an annual average increase of 2.8% and over the same time period, operating revenues have slightly decreased with an annual 
average of 1.7%. However, in many cases, the Municipality does not have control over operating revenues which is consistent with the municipal 
sector and therefore, it is expected to see fluctuations from year to year as well as over any period of time. For example, revenues associated with 
several departments (childcare, planning and development and recreation) are largely driven by usership and thus, dependent on the level of 
activity.

Municipality of Sioux Lookout Municipal Service Delivery Review

Department 2018 Budget 2019 Budget 2020 Budget Average Annual 
Increase/Decrease

Governance (Council)

Revenues - - -

Expenditures $238,345 $230,329 $215,731 -4.9%

Corporate Services (CAO, Clerks, HR, Finance, IT)

Revenues $355,293 $210,508 $212,504 -20.0%

Expenditures $2,320,515 $2,333,980 $2,492,198 +3.7%

Child Care

Revenues $1,632,751 $1,546,217 $1,352,153 -9.0%

Expenditures $1,806,543 $1,725,926 $1,653,338 -4.3%

Municipal Facility Maintenance

Revenues $337,837 $395,833 $396,737 +8.7%

Expenditures $1,269,231 $1,258,273 $1,345,605 +3.0%

Source: KPMG analysis of municipal budgets
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Overview of the Municipality

C. Financial Overview

Municipality of Sioux Lookout Municipal Service Delivery Review

Department 2018 Budget 2019 Budget 2020 Budget Average Annual 
Increase/Decrease

Protective Services (Fire, Building and Bylaw)

Revenues $303,250 $378,400 $378,300 +12.4%

Expenditures $834,899 $770,697 $801,732 -1.9%

Public Works (Operations, Fleet, Solid Waste)

Revenues $609,559 $574,090 $696,479 +7.8%

Expenditures $3,198,703 $3,096,596 $3,455,855 +4.2%

Planning and Development (Development and Economic Development)

Revenues $671,932 $562,532 $765,197 +9.9%

Expenditures $1,007,818 $1,119,024 $1,253,638 +12.0%

Recreation and Culture

Revenues $552,373 $548,436 $506,080 -12.0%

Expenditures $1,904,760 $2,073,795 $2,068,415 +4.3%

External Transfers (DSSAB, Health Unit, Policing, Homes for the Aged)

Revenues - - - -

Expenditures $3,381,491 $3,486,769 $3,385,868 +0.1%

Source: KPMG analysis of municipal budgets
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Financial Indicators and Benchmarking Analysis 

In order to provide additional perspective on the Municipality’s financial performance and position, we have included in this chapter an analysis of 
financial indicators for the Municipality and other comparative municipalities.  

In Canada, the development and maintenance of principles for financial reporting fall under the responsibility of the Accounting Standards Oversight 
Council (‘AcSOC’), a volunteer body established by the Canadian Institute of Chartered Accountants in 2000. In this role, AcSOC provides input to 
and monitors and evaluates the performance of the two boards that are tasked with established accounting standards for the private and public 
sector:

• The Public Sector Accounting Board (‘PSAB’) establishes accounting standards for the public sector, which includes municipal governments; and

• The Accounting Standards Board (‘AcSB’), which is responsible for the establishment of accounting standards for Canadian entities outside of 
the public sector.

In May 2009, PSAB released a Statement of Recommended Practice that provided guidance on how public sector bodies should report on 
indicators of financial condition. As defined in the statement, financial condition is ‘a government’s financial health as assessed by its ability to meet 
its existing financial obligations both in respect of its service commitments to the public and financial commitments to creditors, employees and 
others’. In reporting on financial condition, PSAB also recommended that three factors, at a minimum, need to be considered:

• Sustainability.  Sustainability is the degree to which the Municipality can deliver services and meet its financial commitments without increasing 
its debt or tax burden relative to the economy in which it operates. To the extent that the level of debt or tax burden grows at a rate that exceeds 
the growth in the Municipality’s assessment base, there is an increased risk that the Municipality’s current spending levels (and by association, its 
services, service levels and ability to meet creditor obligations) cannot be maintained.

• Flexibility.  Flexibility reflects the Municipality’s ability to increase its available sources of funding (debt, taxes or user fees) to meet increasing 
costs.  Municipalities with relatively high flexibility have the potential to absorb cost increases without adversely impacting on affordability for local 
residents and other ratepayers. On the other hand, municipalities with low levels of flexibility have limited options with respect to generating new 
revenues, requiring an increased focus on expenditure reduction strategies.

Municipality of Sioux Lookout Municipal Service Delivery Review
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Financial Indicators and Benchmarking Analysis 

• Vulnerability.  Vulnerability represents the extent to which the Municipality is dependent on sources of revenues, predominantly grants from 
senior levels of government, over which it has no discretion or control. The determination of vulnerability considers (i) unconditional operating 
grants such as OMPF; (ii) conditional operating grants such as Provincial Gas Tax for transit operations; and (iii) capital grant programs. 
Municipalities with relatively high indicators of vulnerability are at risk of expenditure reductions or taxation and user fee increases in the event 
that senior levels of funding are reduced. This is particularly relevant for municipalities that are vulnerable with respect to operating grants from 
senior levels of government, as the Municipal Act does not allow municipalities to issue long-term debt for operating purposes (Section 408(2.1)).

As a means of reporting the Municipality’s financial condition, we have considered the following financial indicators (*denotes PSAB recommended 
financial indicator). 

Municipality of Sioux Lookout Municipal Service Delivery Review

Financial Condition Category Financial Indicators

Sustainability 1. Financial assets to financial liabilities*
2. Total reserves and reserve funds per household
3. Total operating expenses as a percentage of taxable assessment*
4. Capital additions as a percentage of amortization expense

Flexibility 5. Residential taxes per household
6. Total long-term debt per household 
7. Residential taxation as a percentage of average household income
8. Total taxation as a percentage of total assessment*
9. Debt servicing costs (interest and principal) as a percentage of total revenues*
10. Net book value of tangible capital assets as a percentage of historical cost of tangible capital assets*

Vulnerability 11. Operating grants as a percentage of total revenues*
12. Capital grants as a percentage of total capital expenditures*
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Financial Indicators and Benchmarking Analysis 

A detailed description of these financial indicators is included on the following pages, including a comparison of the Municipality’s performance and 
position against other municipalities noted in the second chapter. 

As noted on the following pages, the Municipality’s financial indicators and comparative analysis appear to demonstrate the Municipality does not 
appear to have issues with the three financial condition categories. From an overall perspective, we note that:

• The Municipality appears to have the highest level of residential taxation per household but based upon our analysis, it would appear that 
municipal taxation appears to be relatively consistent within the comparator group;

• Beyond the indicator relating to taxation, the Municipality’s financial position indicators are generally consistent with but in some cases more 
favourable, than the comparator municipalities (reserve and reserve fund levels and capital additions). 

• While the Municipality has a high level of long-term debt, the Municipality’s debt burden included almost $8 million from its airport operations 
which skews their debt levels higher than the comparator group. 

• With respect to the indicator related to the level of capital grants expressed as a percentage of total capital expenditures, the Municipality’s 
percentage was lowest within the comparator group. Upon further analysis of the year prior (2017) and the year after (2019), the Municipality’s 
percentage for both those years was either consistent or higher than the comparator. 

• Overall, the Municipality’s municipal service related operating costs are relatively consistent with the comparator group. The Municipality’s 
personnel costs appear to be consistent with the comparator group. The Municipality’s cost recovery for municipal services where fees and 
charges can be implemented was  consistently either ranked higher than the comparative average or was the highest; this is considered to be a 
municipal best practice. However, there still remains the potential for the Municipality to explore user fee and service charge increases which is 
discussed in a following chapter.

• Policing costs for the Municipality are the second highest within the comparator group. The City of Dryden provides policing through its own 
resources versus the balance of the group which use the Ontario Provincial Police. It should be noted that the Municipality’s costs are based on 
the provision of 35% discount which is negotiated into the contract. 

• Planning and development costs per household are the highest in the comparator group based on the Municipality’s usage of contracted services 
for the reporting year as result of large planning initiatives undertaken in that year. The Municipality’s contracted service costs per household 
accounted for nearly 51% of the operating expenditures.

• A summary of the financial indicators can be found on the following page. For the purposes of the reader, indicators with a green shading appear 
to be favourable in comparison to the peer group whereas those with yellow shading may indicate a less favourable comparison to the 
Municipality’s peers.

Municipality of Sioux Lookout Municipal Service Delivery Review
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Financial Indicators and Benchmarking Analysis 
Municipality of Sioux Lookout Municipal Service Delivery Review

Indicator Description Low Consistent High

Financial assets to financial liabilities Assesses municipal solvency X

Total reserves and reserve funds per household Assesses the Municipality’s ability to absorb incremental 
expenses or revenue losses through reserves versus 
taxes, user fees or debt

X

Capital additions as a percentage of amortization 
expense

Assesses the Municipality’s extent to which it can sustain 
tangible capital additions X

Residential taxes per household Assesses the Municipality’s ability to increase taxes as a 
means of funding incremental operating and capital 
expenditures

X

Total long-term debt per household Assesses the Municipality’s ability to issue more debt by 
considering the existing debt loan on a per household 
basis

X

Residential taxation as a percentage of average 
household income

Indication of potential affordability concerns X

Total taxation as a percentage of total assessment Indication of potential affordability concerns X

Debt servicing costs (interest and principal) as a 
percentage of total revenues

Indication as to the Municipality’s overall indebtedness X

Net book value of tangible capital assets as a 
percentage of historical cost of tangible capital 
assets

Indication as to the extent to which the Municipality is 
reinvesting in its capital assets as they reach the end of 
their useful lives

X

Operating grants as a percentage of total 
revenues

Indication as to the Municipality’s degree of reliance on 
senior government grants for the purposes of funding 
operating expenses

X

Capital grants as a percentage of total capital 
expenditures* (See page 21)

Indication as to the Municipality’s degree of reliance on 
senior government grants for the purposes of funding 
capital expenditures

X
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Financial Indicators and Benchmarking
FINANCIAL ASSETS TO FINANCIAL LIABILITIES

This financial indicator provides an assessment of the Municipality’s solvency by comparing financial assets (including cash, investments and 
accounts receivable) to financial liabilities (accounts payable, deferred revenue and long-term debt).  Low levels of financial assets to financial 
liabilities are indicative of limited financial resources available to meet cost increases or revenue losses.

Municipality of Sioux Lookout Municipal Service Delivery Review

FORMULA

FIR Schedule 70, Line 9930, 
Column 1 divided by FIR 
Schedule 70, Line  9940, 
Column 1

TYPE OF INDICATOR

Sustainability 

Flexibility

Vulnerability

POTENTIAL LIMITATIONS

• Financial assets may include investments in government business 
enterprises, which may not necessarily be converted to cash or yield 
cash dividends

• Financial liabilities may include liabilities for employee future benefits 
and future landfill closure and post-closure costs, which may (i) not be 
realized for a number of years; and/or (ii) may not be realized at once 
but rather over a number of years
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Source: KPMG analysis of FIR Information (2018)
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Financial Indicators and Benchmarking
TOTAL RESERVES AND RESERVE FUNDS PER HOUSEHOLD

This financial indicator provides an assessment of the Municipality’s ability to absorb incremental expenses or revenue losses through the use of reserves and 
reserve funds as opposed to taxes, user fees or debt.  Low reserve levels are indicative of limited capacity to deal with cost increases or revenue losses, 
requiring the Municipality to revert to taxation or user fee increases or the issuance of debt.

Municipality of Sioux Lookout Municipal Service Delivery Review

FORMULA

FIR Schedule 70, Line 6420, 
Column 1 divided by FIR 
Schedule 2, Line  40, Column 1

POTENTIAL LIMITATIONS

• Reserves and reserve funds are often committed to specific projects or 
purposes and as such, may not necessarily be available to fund 
incremental costs or revenue losses

• As reserves are not funded, the Municipality may not actually have 
access to financial assets to finance additional expenses or revenue 
losses

TYPE OF INDICATOR

Sustainability 

Flexibility

Vulnerability
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Source: KPMG analysis of FIR Information (2018)
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Financial Indicators and Benchmarking
CAPITAL ADDITIONS AS A PERCENTAGE OF AMORTIZATION EXPENSE

This financial indicator provides an assessment of the Municipality’s solvency by assessing the extent to which it is sustaining its tangible capital 
assets.  In the absence of meaningful reinvestment in tangible capital assets, the Municipality’s ability to continue to deliver services at the 
current levels may be compromised. 

Municipality of Sioux Lookout Municipal Service Delivery Review

FORMULA

FIR Schedule 51, Line 9910, 
Column 3 divided by FIR 
Schedule 40, Line 9910, 
Column 16

TYPE OF INDICATOR

Sustainability 

Flexibility

Vulnerability

POTENTIAL LIMITATIONS

• This indicator considers amortization expense, which is based on 
historical as opposed to replacement cost. As a result, the 
Municipality’s capital reinvestment requirement will be higher than its 
reported amortization expense due to the effects of inflation.

• This indicator is calculated on a corporate-level basis and as such, will 
not identify potential concerns at the departmental level.
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Financial Indicators and Benchmarking

RESIDENTIAL TAXES PER HOUSEHOLD

This financial indicator provides an assessment of the Municipality’s ability to increase taxes as a means of funding incremental operating and 
capital expenditures. 

Municipality of Sioux Lookout Municipal Service Delivery Review

FORMULA

FIR Schedule 26, Line 0010 
and Line 1010, Column 4 
divided by FIR Schedule 2, Line 
0040, Column 1

TYPE OF INDICATOR

Sustainability 

Flexibility 

Vulnerability

POTENTIAL LIMITATIONS

• This indicator does not incorporate income levels for residents and as 
such, does not fully address affordability concerns.  
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Source: KPMG analysis of FIR Information (2018)
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Financial Indicators and Benchmarking

RESIDENTIAL TAXATION AS A PERCENTAGE OF HOUSEHOLD INCOME

This financial indicator provides an indication of potential affordability concerns by calculating the percentage of total household income used to 
pay municipal property taxes.  

Municipality of Sioux Lookout Municipal Service Delivery Review

FORMULA

FIR Schedule 26, Line 0010 and 
Line 1010, Column 4 divided by 
FIR Schedule 2, Line 0040, 
Column 1 (to arrive at average 
residential tax per household).  
Average household income is 
derived from the National Housing 
Survey.

POTENTIAL LIMITATIONS

• This indicator considers residential affordability only and does not 
address commercial or industrial affordability concerns.

• This indicator is calculated on an average household basis and does 
not provide an indication of affordability concerns for low income or 
fixed income households.

TYPE OF INDICATOR

Sustainability 

Flexibility 

Vulnerability
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Financial Indicators and Benchmarking

TOTAL LONG-TERM DEBT PER HOUSEHOLD

This financial indicator provides an assessment of the Municipality’s ability to issue more debt by considering the existing debt loan on a per 
household basis. High debt levels per household may preclude the issuance of additional debt.

Municipality of Sioux Lookout Municipal Service Delivery Review

FORMULA

FIR Schedule 70, Line 2699, 
Column 1 divided by FIR 
Schedule 2, Line 0040, Column 
1

TYPE OF INDICATOR

Sustainability 

Flexibility 

Vulnerability

POTENTIAL LIMITATIONS

• This indicator does not consider the Provincial limitations on debt 
servicing cost, which cannot exceed 25% of own-source revenues 
unless approved by the Ontario Municipal Board
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Source: KPMG analysis of FIR Information (2018)
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Financial Indicators and Benchmarking

TOTAL TAXATION AS A PERCENTAGE OF TOTAL ASSESSMENT

This financial indicator provides an indication of potential affordability concerns by calculating the Municipality’s overall rate of taxation. Relatively 
high tax rate percentages may limit the Municipality’s ability to generate incremental revenues in the future.

Municipality of Sioux Lookout Municipal Service Delivery Review

FORMULA

FIR Schedule 26, Line 9199 
and Line 9299, Column 4 
divided by FIR Schedule 26, 
Line 9199 and 9299, Column 
17.

TYPE OF INDICATOR

Sustainability 

Flexibility 

Vulnerability

POTENTIAL LIMITATIONS

• This indicator considers the Municipality’s overall tax rate and will not 
address affordability issues that may apply to individual property 
classes (e.g. commercial).
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Source: KPMG analysis of FIR Information (2018)
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DEBT SERVICING COSTS (INTEREST AND PRINCIPAL) AS A PERCENTAGE OF TOTAL REVENUES
This financial indicator provides an indication as to the Municipality’s overall indebtedness by calculating the percentage of revenues used to fund long-term 
debt servicing costs. The Municipality’s ability to issue additional debt may be limited if debt servicing costs on existing debt are excessively high.

Financial Indicators and Benchmarking
Municipality of Sioux Lookout Municipal Service Delivery Review

FORMULA

FIR Schedule 74C, Line 3099, 
Column 1 and Column 2 
divided by FIR Schedule 10, 
Line 9910, Column 1.

TYPE OF INDICATOR

Sustainability 

Flexibility 

Vulnerability

POTENTIAL LIMITATIONS

• No significant limitations have been identified in connection with this 
indicator
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Financial Indicators and Benchmarking
NET BOOK VALUE OF TANGIBLE CAPITAL ASSETS AS A PERCENTAGE OF HISTORICAL COST OF TANGIBLE CAPITAL ASSETS

This financial indicator provides an indication as to the extent to which the Municipality is reinvesting in its capital assets as they reach the end of 
their useful lives. An indicator of 50% indicates that the Municipality is, on average, investing in capital assets as they reach the end of useful life, 
with indicators of less than 50% indicating that the Municipality’s reinvestment is not keeping pace with the aging of its assets.  

Municipality of Sioux Lookout Municipal Service Delivery Review

FORMULA

FIR Schedule 51A, Line 9910, 
Column 11 divided by FIR 
Schedule 51A, Line 9910, 
Column 6.

TYPE OF INDICATOR

Sustainability 

Flexibility 

Vulnerability

POTENTIAL LIMITATIONS

• This indicator is based on the historical cost of the Municipality’s 
tangible capital assets, as opposed to replacement cost. As a result, 
the Municipality’s pace of reinvestment is likely lower than calculated 
by this indicator as replacement cost will exceed historical cost.  

• This indicator is calculated on a corporate-level basis and as such, will 
not identify potential concerns at the departmental level.
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Financial Indicators and Benchmarking
OPERATING GRANTS AS A PERCENTAGE OF TOTAL REVENUES

This financial indicator provides an indication as to the Municipality’s degree of reliance on senior government grants for the purposes of funding 
operating expenses. The level of operating grants as a percentage of total revenues is directly proportionate with the severity of the impact of a 
decrease in operating grants.

Municipality of Sioux Lookout Municipal Service Delivery Review

FORMULA

FIR Schedule 10, Line 0699, 
Line 0810, Line 0820, Line 
0830, Column 1 divided by FIR 
Schedule 10, Line 9910, 
Column 1.

TYPE OF INDICATOR

Sustainability 

Flexibility

Vulnerability 

POTENTIAL LIMITATIONS

• To the extent possible, the Municipality should maximize its operating 
grant revenue. As such, there is arguably no maximum level associated 
with this financial indicator.
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Financial Indicators and Benchmarking
CAPITAL GRANTS AS A PERCENTAGE OF TOTAL CAPITAL EXPENDITURES

This financial indicator provides an indication as to the Municipality’s degree of reliance on senior government grants for the purposes of funding 
capital expenditures. The level of capital grants as a percentage of total capital expenditures is directly proportionate with the severity of the 
impact of a decrease in capital grants.

Municipality of Sioux Lookout Municipal Service Delivery Review

FORMULA

FIR Schedule 10, Line 0815, 
Line 0825, Line 0831, Column 
1 divided by FIR Schedule 51, 
Line 9910, Column 3. 

TYPE OF INDICATOR

Sustainability 

Flexibility

Vulnerability 

POTENTIAL LIMITATIONS

• To the extent possible, the Municipality should maximize its capital 
grant revenue. As such, there is arguably no maximum level associated 
with this financial indicator.
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Financial Indicators and Benchmarking
Municipality of Sioux Lookout Municipal Service Delivery Review

Service Indicator Sioux 
Lookout

Comparator Municipalities

Low High Average

Corporate Wages and benefits per household $3,375.39 $1,745.09 $3,835.65 $2,814.69

Contracted services per household $1,260.59 $672.38 $2,506.44 $1,341.45

General Government Operating costs per household $1,138.69 $509.15 $1,380.56 $846.26

Wages and benefits as a % of department 
expenditures 62.2% 40.9% 67.1% 54.8%

Protective Services Policing Services – Operating costs per 
household (See page 22 for explanation) $623.69 $291.03 $1,109.05 $557.30

Fire Services – Operating costs per household $131.36 $77.07 $288.15 $198.46

Fire Services – Wages and benefits as a % of 
department expenditures 44.6% 34.7% 87.2% 56.4%

Building/Bylaw Services – Operating costs per 
household $95.96 $27.11 $80.77 $55.09

Building/Bylaw Services – Wages and benefits 
as a % of department expenditures 85.3% 73.5% 89.3% 83.6%

Public Works Roads – Operating cost per lane kilometre $7,914.37 $1,830.21 $11,820.36 $5,627.04

Winter Control – Operating costs per lane 
kilometre $1,345.04 $783.48 $4,400.97 $2,277.42

Transportation Services – Wages and benefits 
as a % of department expenditures 14.6% 30.3% 53.4% 43.0%

Solid Waste Management Services – Net 
operating costs per household $37.19 ($70.46) $353.94 $102.51

Source: KPMG analysis of FIR Information (2018)
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Financial Indicators and Benchmarking
Municipality of Sioux Lookout Municipal Service Delivery Review

Service Indicator Sioux 
Lookout

Comparator Municipalities

Low High Average

Public Works Solid Waste Management Services – Cost 
recovery achieved through non-taxation 
revenues

81.8% 2.5% 153.5% 66.8%

Water/Wastewater Services – Cost recovery 
achieved through non-taxation revenues 135.1% 55.1% 210.4% 142.9%

Environmental Services – Wages and benefits 
as a % of department expenditures 33.9% 0.0% 42.7% 22.7%

Recreation and Culture Recreational Facilities – Net operating costs per 
household $457.08 $188.62 $554.26 $325.96

Recreational Facilities – Cost recovery achieved 
through non-taxation revenues 4.3% 1.2% 47.8% 27.1%

Recreational Programming – Net operating costs 
per household $206.69 $14.22 $87.00 $57.50

Recreational Programming – Cost recovery 
achieved through non-taxation revenues 26.6% 0.0% 51.1% 11.7%

Parks – Operating costs per household $50.74 $4.24 $173.88 $74.36

Library – Operating costs per household $134.63 $52.47 $156.60 $102.07

Wages and benefits as a % of department 
expenditures 59.1% 53.9% 64.9% 58.4%

Planning and Development Operating costs per household $333.06 $26.27 $297.15 $131.69

Wages and benefits as a % of department 
expenditures 21.3% 15.1% 74.7% 39.9%

Source: KPMG analysis of FIR Information (2018)
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Service Based Opportunities
Municipality of Sioux Lookout Municipal Service Delivery Review

Nature of the 
Opportunity 

Opportunity Rationale Anticipated 
Benefit

Operating Efficiency Review the current committees of 
Council to ensure that the 
committees to meet the needs of 
Council and the community.

At the time of the report, the Municipality has eleven active 
Committees of Council with the Sioux Lookout Youth 
Development Commission considered to be inactive at this 
time. Of those eleven, four of the committees are required by 
the Municipality (Committee of Adjustment, Library Board, 
Hydro Board, and Police Services Board). 

The Municipality may want to give consideration to the 
following:
• Review the Terms of Reference for each to ensure that 

the committees still meet their intended mandate;
• Explore the potential of reducing the number of 

committees through a consolidation – for example, 
Recreation and Culture Committee oversees all 
recreational and cultural assets and activities in the 
Municipality.

The opportunity provides the Municipality with the ability to 
maintain opportunities for community engagement while more 
effectively managing municipal resources who provide direct 
support to these committees.

Enhanced
decision-

making and 
service 
delivery;
Potential 

capacity gains
within the 

organization
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Service Based Opportunities
Municipality of Sioux Lookout Municipal Service Delivery Review

Nature of the 
Opportunity 

Opportunity Rationale Anticipated 
Benefit

Operating Efficiency Review for consistency and/or 
develop municipal corporate 
systems

Corporate systems including formalized performance 
management, corporate training, and other programs 
including succession planning assist municipalities in 
ensuring that municipal personnel are provided with the 
opportunity to develop and maximize potential. 
Based on information shared during the review, the 
Municipality may want to consider the following:
• Ensure that the Municipality’s performance management 

program is consistently applied across the organization in 
particular non-management personnel. A performance 
management system is critical to the effective and efficient 
delivery of municipal services. The intent of a performance 
management system is to provide to effectively evaluate 
the performance of staff where an employee’s 
performance is discussed in a meaningful way. Areas 
where employees excel and/or may require attention 
should be discussed with plans to address those areas 
which may need to be improved.; 

• Flowing from the point above, ensure participants in the 
performance management program have access to 
training opportunities to foster growth and/or address 
potential deficiencies; and 

• Explore the potential for formal succession planning within 
the organization to assist with the development and 
retention of municipal staff.

Enhanced
decision-

making and 
service 
delivery;
Potential 

capacity gains
within the 

organization
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Service Based Opportunities
Municipality of Sioux Lookout Municipal Service Delivery Review

Nature of the 
Opportunity 

Opportunity Rationale Anticipated 
Benefit

Operating Efficiency Review the Municipality’s 
delegation of authority bylaw

To ensure that the Municipality’s level of delegation of 
authority is appropriate given the size of the municipality and 
provides the opportunity for more effective and efficient 
decision making. 

Enhanced
decision-

making and 
service 
delivery

Revenue Generation Explore the establishment of a 
capital levy for the purpose of 
creating another revenue stream 
for the Municipality’s capital 
needs

Many municipalities similar to the Municipality recognize their 
inability to unilaterally address their respective infrastructure 
financial needs but at the same, recognize that capital needs 
cannot be ignored. This opportunity would provide the 
Municipality with additional capital revenues to leverage for 
the maintenance and replacement of municipal assets and 
the implementation of a capital levy is considered to be a 
municipal best practice within the municipal sector. Typically, 
municipalities establish a capital levy ranging between 1% to 
3% of its annual levy and may set the rate for pre-determined 
amount of time prior to review (5 years). Municipalities may 
also communicate how the capital levy was used on an 
annual basis.

Potential 
increased 

capital specific
revenues in 
excess of 
$100,000 
annually

Operating 
Efficiency/Alternate 
Service Delivery

Explore the potential of shifting 
the annual maintenance of 
community flower beds and 
outdoor rinks to interested 
community groups

At the time of the review, the Municipality currently maintains 
a number of flower beds across the community and two 
outdoor rinks through the use of their own resources. A 
common practice is to shift the responsibility of community 
flower beds and outdoor rinks to interested parties including 
local businesses, Chamber of Commerce and other 
community based organizations. To assist, municipalities 
may provide a small annual stipend for maintenance and this 
may free up capacity for municipal resources to be deployed 
elsewhere. The Municipality may want to consider this shift.

Potential 
capacity gains

within the 
organization
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Service Based Opportunities
Municipality of Sioux Lookout Municipal Service Delivery Review

Nature of the 
Opportunity 

Opportunity Rationale Anticipated 
Benefit

Service Level 
Adjustment

Explore the implementation of a 
pilot project for bi-weekly 
residential garbage collection for 
winter months

Solid waste management is a municipal service area to which 
municipalities have adjusted service levels and/or overall 
approach to providing the service the intended outcome of 
trying to encourage diversion by users, reduce amount of 
waste collected and received at their respective landfill sites. 
To achieve this, municipalities utilize various strategies 
including limiting the number of bags collected as part of 
scheduled collection, the introduction of multiple streams 
(household waste, recyclable materials and/or organics), and 
changes to the collection schedule.
The Municipality currently provides for year round pick up of 
residential waste on a weekly basis. The Municipality may 
want to implement a pilot project by which residential waste is 
collected on a bi-weekly basis for winter months

Potential 
capacity gains

within the 
organization

Alternate Service 
Delivery

Explore the potential creation of a 
Municipal Services Corporation 
for the purposes of the Sioux 
Lookout Municipal Airport

Currently, the Sioux Lookout Municipal Airport is a municipal 
department and as such, all financial matters (operating and 
capital) of the airport’s operations are those of the 
Municipality. Given the nature of the airport’s operations 
being business like opposed to other municipal services, the 
Municipality may wish to explore the creation of a Municipal 
Services Corporation (‘MSC’). The creation of a MSC may 
provide the following benefits:
• Financial liabilities belong to the MSC
• Ability to appoint a skills based board to oversee 

operations
• Mechanisms that allow for revenues to be shared with the 

Municipality

Enhanced
decision-

making and 
service 
delivery
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Service Based Opportunities
Municipality of Sioux Lookout Municipal Service Delivery Review

Nature of the 
Opportunity 

Opportunity Rationale Anticipated 
Benefit

Alternate Service 
Delivery/Operating 
Efficiency 

Explore the Municipality’s role in 
Cedar Bay

The Municipality owns and operates the Cedar Bay 
Recreational Complex and the intended outcome of the 
facility’s operation was to be revenue neutral. Based on our 
analysis of the past four municipal budgets, the net operating 
loss at the facility has increased by nearly 43% from 2017 to 
2020 with an annual average increase of 13%. 
The Municipality may want to explore the following in relation 
to Cedar Bay:
• Attempt to seek out a third party to be responsible for the 

operation of the facility including the assumption of 
operating gains and/or losses; or

• Should the Municipality be unable to find a suitable 
partnership, the Municipality may want to suspend 
operations of the facility.

Potential 
capacity gains

within the 
organization; 
Potential cost 

savings in 
excess of 
$75,000 
annually

Revenue Generation Explore the potential of shifting 
building services to a full cost 
recovery model

Under Section 7 of the Ontario Building Code Act, 
municipalities are provided with the authority to establish fees 
for building inspection services and associated permits. With 
respect to the establishment of its building inspection and 
permitting fees, a municipality has the ability to operate its 
building inspection department at full cost recovery. At the 
time of the report and upon KPMG’s analysis of the budgeted 
revenues and expenditures in 2020, the Municipality 
expected to recover approximately 58% of its costs through 
building permits. Given this, the Municipality may want to shift 
to a full cost recovery model on an incremental basis.

Potential 
increased 

revenues in 
excess of 
$50,000 
annually
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Service Based Opportunities
Municipality of Sioux Lookout Municipal Service Delivery Review

Nature of the 
Opportunity 

Opportunity Rationale Anticipated 
Benefit

Operating Efficiency Financial policy review 
and development 

During the course of our review, we noted that the Municipality does 
not possess financial policies which are considered to best practice in 
the municipal sector. In our experience, the absence of policy can 
potentially create delays/inefficiencies within related processes. 

The Municipality may want to consider the development and/or review 
of the following:
• Formal budget process – based on our analysis in a following 

chapter, the Municipality’s process appears to be consistent with 
municipal best practice. However, the Municipality may want to take 
its current process and formalize it as a Standard Operating 
Procedure

• Reserve and reserve fund policy - The development and 
investment in reserves and reserve funds is a key component to the 
long-term financial sustainability of a municipality. In order to guide 
the municipal use of reserves and reserve funds, municipalities 
may develop and adopt a reserve and reserve fund policy. The 
purpose of the policy is to establish the framework and outline 
requirements for establishing reserve funds, authorizations required 
for use of reserve funds, and for reporting requirements to Council.

• Debt policy - Establishment of a debt policy sets out the guiding 
principles for the approval, issuance and administration of any debt, 
which shall adhere to all statutory requirements.

• Purchasing – The Municipality may want to review the policy to
ensure that the limits established within remain relevant and do not 
place barriers on effective and efficient decision making at both the 
operational and strategic level.

Potential 
capacity gains

within the 
organization
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Service Based Opportunities
Municipality of Sioux Lookout Municipal Service Delivery Review

Nature of the 
Opportunity 

Opportunity Rationale Anticipated 
Benefit

Operating 
Efficiency/Alternate 
Service Delivery

Review of Information Technology 
operations 

Currently, the Municipality provides Information Technology 
services with the use of internal resources. It appears that the 
Municipality receives services from a third party service 
provider associated with their internal resources.

Based on information shared, the Municipality’s approach to 
IT does not include a formal work order system (the issuance 
of tickets) with respect to the organization’s IT needs. 

The Municipality may want to consider the following:
• The implementation of a formal work order system for all 

IT related requests – this system provides the organization 
with the ability to perform analytics as to common issues 
across the organization as well as internally benchmarking 
the amount of time required to resolve issues from the 
time of receipt of an issue.

• Determine how the Municipality wants to receive IT 
services either from an internal resource or from a third 
party service provider; The current practice may not be 
meeting the needs of the organization as well potentially 
exposing the Municipality to risk 

Enhanced
decision-

making and 
service 
delivery;
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Service Based Opportunities
Municipality of Sioux Lookout Municipal Service Delivery Review

Nature of the 
Opportunity 

Opportunity Rationale Anticipated 
Benefit

Revenue Generation Review the Municipality’s 
approach to user fees

During the course of the review, municipal staff indicated that 
the Municipality’s user fees are not consistently reviewed 
and/or adjusted on an annual basis whereas some 
departments will review and adjust annually and others do not 
appear to do the same.
The Municipality also maintains user fees in various bylaws 
opposed to all being within one larger and comprehensive 
user fees and service charges bylaw.
Given the current state, the Municipality may wish to consider 
the following going forward:
• The development of a comprehensive user fees and 

service charges bylaw that captures every department’s 
user fees and service charges;

• The development of a process by which all departments 
are required to review user fees and service charges and 
determine whether or not those fees and charges should 
increase

• Ensure that the current level of user fees and service 
charges reflect a level of cost recovery that the 
Municipality deems to be suitable

• Where applicable, ensure that the user fees and service 
charges contain a component for capital replacement

Enhanced
decision-

making and 
service 
delivery
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Service Based Opportunities
Municipality of Sioux Lookout Municipal Service Delivery Review

Nature of the 
Opportunity 

Opportunity Rationale Anticipated 
Benefit

Operating Efficiency Shift the responsibility and 
delivery of facility maintenance 
from Development Services to 
Public Works

During the course of the review, it was identified that facility 
maintenance is the responsibility of the Municipality’s 
Development Services department. Based on our experience 
with other municipalities and consistent with the comparator 
group, the responsibility for the maintenance of municipal 
facilities is typically a function of a municipality’s Public 
Works/Operations/Infrastructure department.
Shifting the function to Public Works provides the Municipality 
to align similar work within one department and provide 
Development Services to apply more capacity to 
development related services and activities.

Enhanced
decision-

making and 
service 
delivery
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Service Based Opportunities

Opportunities in Progress

Opportunities were identified by KPMG that over the course of the review were initiated by municipal staff or scheduled to commence in the short-
term. For the purposes of the Municipality, the opportunities are noted below:

Municipality of Sioux Lookout Municipal Service Delivery Review

Nature of the 
Opportunity 

Opportunity Rationale Anticipated 
Benefit

Operating Efficiency Explore the increased use of 
technology across the 
organization including but not 
exclusive to Finance Services,  
Human Resources, Development 
Services, and Recreation

Based on analysis conducted as part of the workflow process 
mapping workshops as well as part of the current state 
assessment of the Municipality, the Municipality’s current 
software packages does not appear to support effective and 
efficient operations and/or service delivery and/or the 
Municipality appears to be reliant on manual processes. As a 
result, the Municipality’s approach to service delivery may 
result in inefficiencies (duplication of efforts, potential 
increased risk of errors, manual processes vs automated, 
and workarounds). This appears to be the most prevalent in 
the lack of automated linkages between the Municipality’s 
Finance and Human Resources departments The 
Municipality may want to explore the acquisition of new 
software packages that provide for electronic access and 
manipulation of information (including the ability to perform 
analytics such as human resources based trend analysis), full 
integration of related processes (payroll) and enhanced 
customer/resident services (recreation).

Potential 
capacity gains

within the 
organization



The Corporation 
of the 
Municipality of 
Sioux Lookout

Chapter VII: Process 
Based Opportunities



48© 2020 KPMG LLP, a Canadian limited liability partnership and a member firm of the KPMG network of independent member firms affiliated with KPMG International Cooperative 
(“KPMG International”), a Swiss entity. All rights reserved. The KPMG name and logo are registered trademarks or trademarks of KPMG International.

Process Based Opportunities for Consideration

Introduction – How to read this chapter  

For each process under review, we have provided process maps that outline the individual worksteps undertaken as part of the process in Chapter 
VII.  These maps are outlined in flowchart form and are intended to assist in understanding (i) the individual worksteps performed by Municipality 
personnel; (ii) the sequential ordering of the worksteps; and (iii) decision points included in the process.  

Where an area for potential improvement has been identified, they have been indicated in the process maps through the following markers:

Included with the process maps are the potential areas for improvements, as well as potential courses of action that could be adopted by the 
Municipality to address the identified issues.  

Municipality of Sioux Lookout Municipal Service Delivery Review

P

S

F

L

Process inefficiencies, which may include duplication of 
efforts, manual vs. automated processes and the 
performance of work with nominal value

Client service limitations, representing aspects of the 
Municipality’s operations that may adversely impact on 
customer satisfaction

Financial risk, representing areas where the 
Municipality’s system of internal controls is insufficient 
to prevent the risk of financial loss

Litigation risk, consisting of potential areas where the 
Municipality’s processes may expose it to risk, including 
areas where existing measures to mitigate risk are 
considered insufficient
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Budget Process
Municipality of Sioux Lookout Municipal Service Delivery Review

Budget begins late August 
early September

Treasurer sends out 
budget templates to 

department managers 
and capital worksheets

Deputy Treasurer 
prepares operating 

expenditure templates to 
be sent to managers

Managers have about 1 
month (1st week of Oct) to 
complete templates and 

return to Treasurer

Managers determine 
requirements / obtain 
quotes to substantiate 

costs

Discussion with Treasurer 
occurs in terms of 

available funding for 
budgeted projects 

Treasurer receives 
completed templates from 

Department Managers

Templates put into binder 
and meetings/interviews 

are set up with 
CAO/Treasurer and 
Managers to review 

budget

Adjustments/ follow up 
completed as necessary

All information compiled 
into summary report

Treasurer/Deputy 
Treasurer uploads budget 

into Diamond

Links for live budget 
reports in Diamond sent to 

Manager to review

Treasurer sends notice to 
Council to confirm budget 

presentation date

Treasurer puts notice in 
paper for special budget 

requests from public

Adjustments 
needed

Yes
No

Managers make any 
necessary adjustments to 

budget requests

CAO/ Treasurer review 
budgets, compare budget 

to prior year actuals

Next page

P1
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Budget Process
Municipality of Sioux Lookout Municipal Service Delivery Review

Request further cuts from 
department managers

Two week turnaround 
requested for budget 

reduction request

Managers email changes 
to Treasurer

Treasurer/Deputy 
Treasurer load into 

Diamond

Presentation drafted for 
council – detailed report 

and summary report

Separate summary of 
public special budget 

requests prepared to go 
with budget submission 

to Council 

previous page

CAO and Treasurer 
calculate impact of 

prepared budgets on tax 
rate increases

Budget produces 
moderate 

taxation increase

Yes

No

Budget package 
submitted for Council 

Agenda
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Potential Courses of Action
Municipality of Sioux Lookout Municipal Service Delivery Review

Issue Potential Course of Action

In its current process, the Municipality does not appear to have a 
formal policy that sets out the budget process.

The current process that the Municipality follows appears to 
have a number of work steps that would be considered to 
be best practice including the timing of the entire process 
and the involvement of Council and the community. The 
Municipality may want to formalize this process in a policy 
which can then serve as a documented Standard Operating 
Procedure (‘SOP’).

P1
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Budget Process:  Council Approval
Municipality of Sioux Lookout Municipal Service Delivery Review

Council deliberates on 
budget Council will approve

Council decides on 
Special requests (impact 

provided)

Council reviews 
presented budget 

packages with anticipated 
taxation impact (as 

presented)

Satisfied with 
taxation increase 

impact

Municipal staff requested 
to make changes 

(generally to achieve a 
specific % increase)

By-Laws for passing 
budget are prepared and 
presented to be passed 

by Council

Any amendments are 
updated in Diamond

Managers review 
Diamond live updated 

budgets to ensure correct
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Property Taxation – Assessment & mailing
Municipality of Sioux Lookout Municipal Service Delivery Review

Tax Clerk downloads 
assessments from MPAC

Loaded into Diamond 
after interim billing is 

completed

Budget approval 
establishes rates

OPTA rates are set based 
on approved budget

Interim bills printed

Send printed bills to 
Clerks department to 

be mailed

Run final billing 

Reconcile final billing 
batch (Diamond) to total 
municipal revenue from 

OPTA

OPTA produces total 
taxation report for 

municipality

Adjust any rate 
issues, or other 

reconciling items

Interim and final bills 
reconciled to OPTA 

totals

Print final bills

Update Diamond for tax 
rebates/charity/seniors –

adjusted on tax roll before 
final billing

Interim billings:  Tax 
Clerk prepared based on 
50% of previous year’s 

billings
Errors noted?

No

Yes

Send any bills via 
email to mortgage 

holders as applicable

Print MLS, confirm with 
legal documents from 

lawyers to update 
ownership of property 

(monthly)

Send printed bills to 
Clerks department to 

be mailed

Send any bills via email 
to mortgage holders as 

applicable

Interim Billings Final Billings

Enter rates into Diamond 
once OPTA is complete

Post final batch in 
Diamond

P1

P1



54© 2020 KPMG LLP, a Canadian limited liability partnership and a member firm of the KPMG network of independent member firms affiliated with KPMG International Cooperative 
(“KPMG International”), a Swiss entity. All rights reserved. The KPMG name and logo are registered trademarks or trademarks of KPMG International.

Potential Courses of Action
Municipality of Sioux Lookout Municipal Service Delivery Review

Issue Potential Course of Action

All property tax bills are currently manually prepared and sent by 
mail. This results in additional time and postage costs incurred by 
the Municipality.

Allow users to receive bills electronically through email or 
“epost” through Canada Post. System generated emails can 
be produced that will send user’s their bills electronically 
reducing costs associated with post and the time required to 
prepare and mail the bills. 

P1



55© 2020 KPMG LLP, a Canadian limited liability partnership and a member firm of the KPMG network of independent member firms affiliated with KPMG International Cooperative 
(“KPMG International”), a Swiss entity. All rights reserved. The KPMG name and logo are registered trademarks or trademarks of KPMG International.

Property Taxation
Municipality of Sioux Lookout Municipal Service Delivery Review

From: Property Taxation – Assessment & mailing

Property taxation bill sent 
to property owner by mail

Property owner receives 
bill

User pays 
bill

Yes

No

If outstanding as of 
second installment

Apply interest and 
penalties at the beginning 

of every month

Amounts calculated in 
Diamond

Arrears notices sent out 
for May and June (printed 

through system for 
balances >$10 notices)

Final arrears notices in 
Nov, Dec, January.

End of every month:  Tax 
Clerk reconciles taxation

Produces report for 
taxation receivables

Treasurer reviews and 
signs off monthly report

Beg of Nov:  Treasurer 
prepares analysis for 

properties to be sent first 
letter for tax sale

Tax arrears tax sale – 2 
years outstanding

6 stages before listing for 
tax sale (1.5yr lead time)

Tax sales sent to third 
party for management of 

tax sale

Same as User Fee 
collection process

Payment 
method

Tax Clerk enters notices 
of payment into Diamond

Receive payment advice 
from bank for mortgage 

payments

Tax Clerk prints report for 
expected payments 
received from bank

Compare expected 
payments report to bank 

payment details

Reconcile any differences 
for payment details noted 

from bank

Tax Clerk confirms batch 
agrees with PIL payment 

received

Treasurer signs 
reconciliation

Payment reports filed

In person/

PAP

PILS / 

Mortgage

User pays bill 
at various 

notices
No

Yes
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Payroll Process:  Time entry
Municipality of Sioux Lookout Municipal Service Delivery Review

All departments*

Manager collects and 
approves in each 

department.  

To Payroll Processing

Time cards sent inter-
office mail to Payroll on 
Thursday (PWT Friday)

Payroll clerk begins 
entering time into 

system and reviewing 
time cards for each 
individual employee 

Manual time cards filled 
out in each department.  

All 
timesheets 
collected?

No

Yes

*Four pay runs prepared for Council, Library, Airport and Municipality separately but each follows the same process

Errors 
noted?

Yes

Payroll 
Clerk 

reviews 
each time 
card for 
missing / 
unusual 
hours 

Payroll 
Clerk 

updates 
banked time 

for each 
employee in 

excel

Payroll 
Clerk 

verifies 
overtime 

eligibility for 
additional 

hourly rates 
changes

Payroll 
Clerk 

verifies 
collective 

agreements 
rate 

requirement

Download Manulife data to update 
taxable benefit excel tracking by 

employee

Payroll clerk 
sets up new 
employees, 
terminated 
employees

Payroll clerk 
ensures time 
allocated to 

departments/ 
jobs as 

appropriate

Payroll calculates OMERS 
deductions

No

Payroll corrects time or 
follows up with Department 

Manager as necessary, 
repeating cycle as necessary 

for each pay *run

HR Administrator(or HR 
Manager) reviews entries to 

time sheets

HR Administrator approves

Errors 
noted?

Yes

No

Sent to HR Administrator(or HR 
Manager)

Manual verification steps

P1
P2

P2
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Potential Courses of Action
Municipality of Sioux Lookout Municipal Service Delivery Review

Issue Potential Course of Action

Timesheets are prepared manually which can result in timesheets 
being inaccurate (e.g. all hours not adding to the correct number of 
hours every pay period) or incomplete (e.g. description of the tasks 
and projects completed not being recorded). 

Have staff complete timesheets electronically, restricting 
submission until all errors or discrepancies have been 
addressed.

Timesheets are approved by Department Managers and provided 
to the Payroll Clerk with a number of errors. The result is the 
payroll process takes up to 4 days to process which includes 
approximately 2.5 days of the Payroll Clerk manually inputting 
timesheet information.

The Municipality may want to consider the following to 
address this issue:
• Ensure Department Managers are reviewing and 

approving timesheets prior to submission to Payroll; 
reducing the number of errors at this level has the 
potential of freeing up capacity within the position of 
Payroll Clerk

• Explore the potential implementation of a Payroll module 
to reduce the number of manual work steps within the 
process.

P1

P2
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Payroll Process: Processing payment
Municipality of Sioux Lookout Municipal Service Delivery Review

Payroll Clerk generates 
cheques files

As each Council, Library 
and Airport are 

completed, they are sent 
to the bank independently

Payroll Clerk ensures 
bank received payroll 

submission (confirmation)

Payroll Clerk updates 
payroll in separate 

companies to finalize 
payroll in Diamond

Banking confirmation sent 
to Treasurer for approval

Update master in 
“company” file and upload 

to GL

Reconcile payroll run to 
trial balance

Prepare cheques for 
source deduction 

payables

Cheque reqs reviewed by 
HR Manager

Outside dept (library) 
approve cheque reqs for 
deductions (physically 

done at library)

Certain deductions are 
entered on third party site 

(OMERS) and then 
payment mailed

Other deductions paid at 
bank

Pay stubs printed and 
delivered inter-office mail.

Manually update all excel 
tracking sheets for final 

pay period details

Print final Payroll 
GL/Registers and files

Time sheets are filed in 
individual employee 

payroll files

Cheque file sent 
electronically to the bank 

by 11am Tuesday 
morning

From Payroll Time entry

ROEs prepared as 
needed

P1
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Potential Courses of Action
Municipality of Sioux Lookout Municipal Service Delivery Review

Issue Potential Course of Action

The Municipality’s payroll process is largely based on manual work 
steps and the Municipality may not be maximizing the software 
currently being used.

The Municipality may want to explore the following:
• Investigate as to what the full capabilities of its current 

software are with respect to processing payroll;
• If the current software program can address current 

issues, the Municipality may want to explore additional 
training for involved staff to make the best use of its 
current software package; 

• If the current software cannot meet the needs of the 
organization, the Municipality may want to explore the 
acquisition of a new software program that both meets 
the need of the organization and is considered to be user 
friendly.

P1
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Procurement
Municipality of Sioux Lookout Municipal Service Delivery Review

No

Within 
Department 

(“Dept.”) budget

Yes

$2,500 above 
Dept. budget

No

Yes

Managers are able to 
authorize purchase items 

within their approved 
budget

Manager/designate make 
purchases directly with 

vendor, on account

Vendor emails invoice to 
AP for each transaction

Manager reviews request 
compared to budget

Requirement to follow 
procurement 

$2,500 - $25,000 
above Dept. 

budget

Yes

Greater than 
$25,000 above 
Dept. budget

Managers have 
authorization to spend 
over budget by $2,500 Approved?

Yes

No

Manager reviews request 
and sends to CAO for 

approval

CAO reviews request and 
budgets

No

Yes

No purchase made

Manager reviews request 
and sends to CAO for 

approval

CAO reviews request and 
budgets

Council reviews purchase 
request

Greater than 
$75,000?

No

Yes

Within 
Department 

(“Dept.”) budget

Product or service need 
identified

$2,500 above 
Dept. budget

$2,500 - $25,000 
above Dept. 

budget

Greater than 
$25,000 above 
Dept. budget

P1
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Potential Courses of Action
Municipality of Sioux Lookout Municipal Service Delivery Review

Issue Potential Course of Action

The Municipality has not reviewed its procurement policy since 
September 2010

The Municipality may want to review its procurement policy 
to ensure that its spending thresholds are appropriate and 
meet the needs of the organization.

P1
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Accounts Payable: Recording
Municipality of Sioux Lookout Municipal Service Delivery Review

AP receives invoices

AP send invoice received 
to applicable department 
for approval and coding

Email from 
vendor to AP 
email inbox

Vendor send direct 
to Department

Mailed from 
vendor

Manager approves 
codes and sends 

to AP
AP receives coded and 

approved invoices

Verify amount for required 
payment approval

No

Purchase less 
than $1,000

Yes

Purchase over 
$10,000

Yes

Purchase 
between 

$1,000 and 
$10,000

No

YesDepartment 
assistants code 

invoices
Treasurer reviews 

and approves 
invoice

Treasurer and CAO 
review and approve 

invoice

Invoices for Auto-
Pay/Recurring 

expenses

Reviewed and 
approved by 

Treasurer

Senior Finance Clerk 
PDFs each auto pay 

and sends to AP Clerk

AP clerk confirms 
auto payment to 
invoices received

Enters invoices in 
excel and coded

Excel sheet printed 
and attached to 

invoices with direct 
withdrawal slip

AP Clerk enters 
invoice into 

Diamond (next 
page)

Reviewed and 
approved by 

Treasurer and CAO

Purchase over 
$10,000

Yes

No

AP reviews for proper 
coding

Errors noted?

No

Yes
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Accounts Payable: Recording
Municipality of Sioux Lookout Municipal Service Delivery Review

AP enters invoice into  
Diamond (previous page)

Create batch

Verify total batch matches 
invoices entered

Review invoices for entry 
adjustments

AP posts batch to Diamond

Correct or contact 
department for correct GL 

coding corrected

GL errors 
noted

No

Yes

Batch 
verification 

errors noted

No

Yes
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Accounts Payable: Use of Credit Cards
Municipality of Sioux Lookout Municipal Service Delivery Review

Statement retrieved online 
(Spend Dynamics)

Senior Finance Clerk 
sends each manager their 

statement

Managers must return 
statement with attached 
invoices, with coding to 

AP

AP confirms invoices 
match statement

Follow up on missing 
invoices with managers

All statements confirmed

Tallies in excel 
summarized by GL code

Confirms excel 
spreadsheet matches 

payment that comes out 
of bank and MC 

statement amount

Reconcile any credits on 
account to the payments 

processed on MC 
account

Print excel sheet and 
attaches bank statement 
and MC statement, with 

individual statements

Package sent to 
Treasurer for approval

Treasurer reviews 
Mastercard for any items 
to be addressed by CAO.

CAO addresses with 
managers any flagged 

purchases as secondary 
review

Approves package and 
returns to AP.

Batch entered into 
Diamond

Mastercard report with 
invoices filed

Information 
complete?

Yes

No

Statement retrieved online 
(Spend Dynamics)

Senior Finance Clerk 
sends each manager their 

statement

Managers must return 
statement with attached 
invoices, with coding to 

AP

AP confirms invoices 
match statement

Follow up on missing 
invoices with managers

All statements confirmed

Tallies in excel 
summarized by GL code

Confirms excel 
spreadsheet matches 

payment that comes out 
of bank and MC 

statement amount

Reconcile any credits on 
account to the payments 

processed on MC 
account

Print excel sheet and 
attaches bank statement 
and MC statement, with 

individual statements

Package sent to 
Treasurer for approval

Treasurer reviews 
Mastercard for any items 
to be addressed by CAO.

Approves package and 
returns to AP.

Batch entered into 
Diamond

Mastercard report with 
invoices filed
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Accounts Payable: Payment
Municipality of Sioux Lookout Municipal Service Delivery Review

Payment

Payment run done 
every Thursday

Create a cheque 
batch

Date of pay run for 
invoices up to the 

day before the 
following Thursday

Review cheques to 
ensure no printing 

issues, verify 
invoice 

vendors/details

System numbers 
and prints on 

cheque paper –
separate printer

Scan for cheques 
that need additional 

signatures

Cheques <$10K, 
auto electronic 

signatures (Mayor & 
Clerk)

Cheques >$10K 
<$25K – 1 

electronic signature 
(Mayor), 1 

handwritten 
signature (Clerk, 

Treasurer or CAO)

Cheques >$25K – 2 
handwritten 
signatures

Send to Clerk to 
arrange for 
signatures

Clerk returns signed 
checks

Cheques mailed to 
vendor, or sent to 
department (ie: 

employee 
reimbursements)

Post payment to GL

End of process

Final batch printed 
reviewed and 
approved by 

Treasurer

Approved batch filed

Prepare checks to be 
sent out

Cheques need 
additional 
signatures

No

Yes
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User Fees - Invoicing
Municipality of Sioux Lookout Municipal Service Delivery Review

Airport

Airport Administrator 
manages and produces all 

daily invoicing

Airport Administrator 
produces “Alfa” – Alfa 

software produces invoices

Airport Administrator 
sends email to Finance, 
usually daily  (invoicing 
batch, detailed invoices, 

itemized fee details)

Cashier uploads into 
Diamond report from Alfa

Invoices are created in 
Diamond with attached 

electronic backup

Confirm Diamond batch 
matches the Alfa 

produced by Airport.  

All invoices retained 
electronically

Landfill

Receive daily 
deposit/tickets (customers 

trips billed to account)

Tickets entered by 
Cashier into monthly excel 

tracker

End of Month:  excel 
reconciles to total of tickets 

received from landfill

Total from excel sheet is 
reconciled to GL account

Create landfill invoicing 
batch in Diamond 
(monthly invoicing)

Enter tickets and amounts 
into Diamond

Confirm batch in Diamond 
matches excel sheet

Departments drop off 
items for invoicing 

throughout the month

End of month:  Cashier 
prepare invoicing for the 

month

Other Departments 
(except utilities)

Cashier reviews paperwork 
from department (rework 

back to managers)

Managers indicate GL info, 
details of invoicing.  

Manager signs off on 
package being dropped off

Cashier attaches 
customer slip – ID#, 

itemized details

Create a batch in 
Diamond for invoicing

Confirm batch in Diamond 
matches Manager 

packages – add tapes from 
packages match Diamond 

batch

Print invoices 
for mailing

PDF invoices 
saved for 
emailing

PDFs are 
emailed by 

Cashier

Put into 
envelopes

Batch is posted once email and 
mailed invoices are completed.  

Batch posting saved electronically

Delivered to 
Clerks 

department

Clerks Dept 
applies postage 

and mails at 
post office

Finalize and send invoices
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User Fees - Invoicing
Municipality of Sioux Lookout Municipal Service Delivery Review

Utilities clerk – creates 
batch in Diamond

System estimates 
consumption on accounts 

based on historical 
results and number of 

days being billed

Review individual bill  
consumption results for 

anomalies

Utilities

Invoicing is done third week 
of every month 90%,

Last working day 10%

Utility Clerk ensures move 
ins/outs, new accounts 

are completed.

Separate process for 
tracking and updating 

Utilities accounts / 
contract updates 

Utility clerk – day before –
exports meter read files 

from Diamond 

Day of: Public works uploads 
files into Neptune (utilities 
software for meter reads)

Day of: Public works 
reads meters – exports 

Neptune read results and 
saved on shared folder

Meter read file loaded into 
Diamond

Meter read details 
household consumption

Utilities department 
reviews report for errors 
(meter/account number 

errors)

Meter reads posted into 
Diamond

Create utilities batch

Reconciling meter reads, 
adjusting for meter 

turnovers

Print bills (none emailed)

Put into envelopes

Delivered to Clerks 
department

Clerks Dept applies 
postage and mails at post 

office

Batch is posted once 
email and mailed 

invoices are completed.  
Batch posting is printed 

and stored in binder

Prepare bills 
(alternate 
months)

Actual 

Estimate 

Bills reviewed 
and finalized

Yes 

No 

Correct any errors noted –
manual corrections and 

update in batch
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Accounts Receivable: Receipt of User Fees
Municipality of Sioux Lookout Municipal Service Delivery Review

Resident has invoice to pay

Pre-authorized payments bank/credit card – not including utilities and taxOnline payments/Bank 
teller payments

In person (Municipal 
office/Landfill/Rec 

Centre/Airport)

Cheques mailed or 
Drop Box used for 

cash/cheques

Go to cashier desk (with 
or without slips)  (ie: 
payment on taxes)

Cashier retrieves 
resident 

account/information

Confirms account details

Receipts provided if 
requested

Cashier enters payment 
into system (Diamond) 

with details 
(Cash/credit/debit)

Payment recorded in 
Diamond

Post-dated cheques 
filed – checked daily for 

current
Individuals pay via 

bank / or companies 
that remit payments 

and provide 
remittance slips

Senior Finance Clerk 
checks faxes daily 

from banks

Senior Finance Clerk 
prints payments from 

website, given to 
cashier

Customer fills out 
authorization form

Form given to 
applicable dept 

(Utilities clerk, cashier 
(for landfill), Tax clerk)

Confirm information 
on sheet with system

Set up in Diamond

Process batch payments 
on due date

Once entered, pull cash 
receipt report in Diamond 
for Cash Receipt entry for 

the day

In “Global” batch credit 
card processing 

website – set up credit 
card and account

Confirm Cash Receipt 
report to binder tracking 

payments.

If list is confirmed, details 
of payments entered into 

Global.

Global produces 
summary report –

compared to cash receipt 
entry.

Declined credit cards –
report is generated.  

Report added to resident 
report and payment 

taken off Diamond cash 
receipt report

Confirm Diamond batch 
and Global payment 

reconcile

Cover sheet prepared for 
batch 

Signed off by processor 
(ie: utilities).  Reviewed by 

Treasurer

Bills and cheques / 
cash for payments 
collected for day
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Accounts Receivable: Receipt of User Fees
Municipality of Sioux Lookout Municipal Service Delivery Review

Resident has invoice to pay (continued)

Pre-authorized payments (utilities and taxation)

Payment recorded in 
Diamond

Pre-authorization forms 
sent to department

Customer can choose 
when processed (bi-

weekly, due date, monthly) 
– confirmed by customer  
(for utilities and taxation)

Once entered, pull cash 
receipt report in Diamond 
for Cash Receipt entry for 

the day

Confirm Cash Receipt 
report to binder tracking 

payments.

Reconcile batch 

Cover sheet 
prepared for batch 

Signed off by 
processor (ie: utilities).  

Reviewed by 
Treasurer

Forms are confirmed and 
entered into Diamond 

(completed by 
department clerk)

If Cash Receipt is correct, 
generate EFT file

Log into BMO website 
(department clerk)

Each EFT file is uploaded

Receive confirmation EFT 
was processed

Next Day:  Log into BMO 
and confirm all payments 

in bank account

Check for declined 
payments

If declined – remove 
payment from cash 
receipt in Diamond

Adjust customer account 
for declined payment

Letter is generated to 
send to customer for NSF

Print from BMO the EFT 
that were successfully 

processed

Reconcile EFT reports 
from BMO to Cash 

Receipts in Diamond

Payments received from 
outside locations 
(Landfill/Rec etc)

Managers bring (or use 
drop box) daily cash 

reconciliation sheet to 
Finance

Managers bring daily cash 
reconciliation sheet, 
brought to Finance

Cashier opens daily cash 
report package / empties 

drop box

Cashier recalculates 
payments in envelope 

and ensures 
reconciliation with cash 

sheet

Copy of cash receipt is 
sent  by email to 

originating department

Outside Department drop offs:

Cash report 
and amounts 

received 
match?

Return package to 
department

Dept. manager 
reconcile error

No 

Yes 
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Accounts Receivable:  End of Day Reconciliation
Municipality of Sioux Lookout Municipal Service Delivery Review

Cashier prints 3 reports at 
the end of each day

3 reports are placed in 
safe with cash/cheques 

collected

Clear POS machine and 
placed in machine –

placed in safe

Accounts Payable 
reconciles Diamond batch 

from previous day with 
amounts in safe

Cashier corrects any 
errors

Cashier reprints 3 reports 
after corrections made

1. Summary report Accounts Payable confirms 
with Cashier batch is ready 

to be posted

Cashier posts entry

Accounts Payable 
finalizes bank books 

(itemized deposit book)

Sign off by AP, Signed off 
by Treasurer

AP clerk takes bank book 
to bank for deposit

AP clerk confirms bank 
deposit matches bank 

book

2. Detail itemized report

3. GL Summary report

Accounts Payable 
retrieves reports from safe 

the next morning

Cash reports 
reconcile to 

Diamond 
batches?

No 

Yes 
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Agenda Preparation
Municipality of Sioux Lookout Municipal Service Delivery Review

Council meeting occurs

Clerk reviews to review for 
compliance and language/policy 

review an compliance

Treasurer reviews the 
reports from a financial 

perspective

By last Friday of every month, all 
managers must submit reports 
for next Council meeting done 

via eScribe

Approval process within 
eScribe begins

CAO needs to approve 
within eScribe as a late 

report

Any outstanding and/or 
additional direction/request 

for reports from Council

Clerks Dept – Maintains list of 
annual reports (statutory) to 

check to what may be due to go 
before Council

Submitted 
on time?

No

Yes

Via eScribe, the Deputy 
Clerk builds the agenda

CAO for final review and 
approval

Friday before meeting, agenda 
is uploaded to the meeting 
eScribe portal – for Council 

access

Monday before meeting, 
published to website for 

public access
Council meeting occurs
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Customer Service – Phone Based
Municipality of Sioux Lookout Municipal Service Delivery Review

Resident has Question or issue
Routine question or information

Non-routine/complaint based
CSC transfers to admin asst or 

manager of appropriate 
department 

Cust. Serv. Clerk  can respond

Department receives complaint

Phone – business hours or after 
hours 

Department tries to resolve or 
respond to issue

Issue is addressed

P1

P2
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Potential Courses of Action
Municipality of Sioux Lookout Municipal Service Delivery Review

Issue Potential Course of Action

Based on information shared, the Municipality does not log 
incoming call in a consistent fashion. Additionally, direct calls 
and/or emails create issues as not all calls are then captured –
direct phone lines to department also create inefficiencies in 
overseeing incoming resident inquiries/issues. 

The Municipality may want to explore an approach that is 
more streamlined whereas there is a process in place that 
all calls are logged. This could be accomplished through 
one of two ways – the investment in software to track calls 
or as a start, a call log within a shared folder for staff to 
input calls and allow for these then to be tracked from 
initiation to resolution.

The Municipality’s policy with respect to the acknowledgement and 
response to resident inquiries has not been reviewed in a number 
of years and may no longer best serve the community.

The Municipality may want to consider a review and refresh 
to its customer service policy to ensure that the timelines 
associated with response times are both achievable and 
consistent with municipal best practices.

P1

P2
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Customer Service – Email
Municipality of Sioux Lookout Municipal Service Delivery Review

Resident has Question or issue Email the municipal customer 
service address

CSC monitors the account 
throughout the day

Routine – CSC has access to 
information to respond

Not routine/Complaint – CSC 
forward to appropriate 

department – admin asst or 
manager

Department receives complaintDepartment tries to resolve or 
respond to issueIssue is addressed

P1P2
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Potential Courses of Action
Municipality of Sioux Lookout Municipal Service Delivery Review

Issue Potential Course of Action

The Municipality’s policy with respect to the acknowledgement and 
response to resident inquiries has not been reviewed in a number 
of years and may no longer best serve the community.

The Municipality may want to consider a review and refresh 
to its customer service policy to ensure that the timelines 
associated with response times are both achievable and 
consistent with municipal best practices.

Based on information shared, the Municipality does not log 
incoming issues related emails in a consistent fashion. 

The Municipality may want to explore an approach that is 
more streamlined whereas there is a process in place that 
all emails are logged. This could be accomplished through 
one of two ways – the investment in software to track issues 
or as a start, an electronic log within a shared folder for staff 
to input emails and allow for these then to be tracked from 
initiation to resolution.

P1

P2
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Request for Service
Municipality of Sioux Lookout Municipal Service Delivery Review

Resident has request for 
service/complaint

Resident completes a form on 
the website and submit

Required to provide name, email 
address, brief description, 
uploads files and complete 

autobot test

Every form automatically 
generates an email to CSC with 

the form contents

CSC forwards to appropriate 
department manager

CSC create an electronic copy 
of the request with space for 

issue resolution

Department receives complaint

CSC follows up as to status of 
request

The notification is emailed back 
to CSC with how the issue was 

addressed

CSC notified 
within 2 

business days

No

CSC receives completed form 
from Manager inc. how it was 

addressed 

CSC logs the information into a 
spreadsheet 

CSC records on the 
spreadsheet to close out the 

request

Once addressed, CSC sends 
out a customer service 

satisfaction survey to the 
requestor

CSC receives completed survey

CSC logs the survey results on 
the spreadsheet

Once a month, CSC takes the 
spreadsheet and provides to 

Director and the CAO

Once a month, reviews and 
analyzes the results to perform 

trend analysis and identify 
potential issues

Monthly, Clerk may present 
results to CAO

Yes

P1
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Potential Courses of Action
Municipality of Sioux Lookout Municipal Service Delivery Review

Issue Potential Course of Action

There does not appear to be a formal mechanism by which staff 
report to Council on issues received within this process.

The Municipality may want to establish a report back to 
Council on issues received within this process. This could 
be done on a quarterly basis which summarizes the nature 
of the issues opposed to case by case identification.

P1
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Building Permits
Municipality of Sioux Lookout Municipal Service Delivery Review

Applicant is provided with 
the permit application 

form (digital or hard copy)

Applicant emailed 
completed form to CBO

CBO conducts review of the 
application for completeness

Land 
properly 
zoned

Applicant contacts Municipal 
office inquiring about a 

building permit

Applicant and staff 
discuss the nature of the 

project and process

Applicant is advised of 
outstanding items

Applicant amends 
application to conform 

Applicant applies for 
zoning amendment

No

Amendment 
granted

Applicant may apply to the 
LPAT

Process
ends

Amendment 
granted

Council approves 
amendment

No

Yes

Yes

Yes

CBO reviews the plans 
within 10 business days

Building permit is 
approved

CBO produces permit via Excel 
which includes fee slip

Applicant provides 
payment for permit to 

Finance

To: Billings and Collections:
User Fees

P1



79© 2020 KPMG LLP, a Canadian limited liability partnership and a member firm of the KPMG network of independent member firms affiliated with KPMG International Cooperative 
(“KPMG International”), a Swiss entity. All rights reserved. The KPMG name and logo are registered trademarks or trademarks of KPMG International.

Potential Courses of Action
Municipality of Sioux Lookout Municipal Service Delivery Review

Issue Potential Course of Action

There may be a gap between Development Services and Finance 
as a result of the manual creation of a building permit through the 
use of Excel. 

The Municipality may want to explore the potential of a 
software solution that would address this gap and allow for 
Finance to be automatically notified of payment for a 
building permit opposed to the manual process currently in 
place.

P1
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Building Permits
Municipality of Sioux Lookout Municipal Service Delivery Review

Open Permits (18 months from issuance)

Applicant provides 
payment for permit

Applicant calls the Municipality 
to schedule inspection based on 

prescribed process/phase

CBO conducts inspections 
as required

Once all conditions are 
satisfied, final occupancy 

permit is issued by the CBO

CBO provides copy of final 
occupancy permit to 

applicant

Admin Asst sends required 
information to MPAC

Open Building Permits and Closing Process

Process
ends

Admin Assistant develops 
and sends letter to permit 
holder for status of permit

Status 
Provided

Municipal staff updates 
tracking file

CBO will schedule an 
unannounced inspection to 
determine completeness

Completed 
project

To: Closing 
Process

Admin Assistant develops and 
sends letter 2 weeks prior to 2 

year deadline and sends to 
permit holder

Yes

No No

Yes

Completed 
project

YesPermit holder pays fee 
prior to issuance of final 

occupancy
To: Billings and Collections:
User Fees

No

P1
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Potential Courses of Action
Municipality of Sioux Lookout Municipal Service Delivery Review

Issue Potential Course of Action

The Municipality does not charge a maintenance fee for open 
permits after the two year expiration date for a building permit.

To encourage permit holders to close permits and to assist 
the municipality in capturing additional taxation revenues, a 
common approach used within the municipal sector is the 
establishment of a ‘maintenance’ fee for open permits that 
exceed one year. Fees can range $100 (smaller projects) to 
$250 (major projects) for permits remaining open after one 
year. 

P1
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Work Order Management – Public Works
Municipality of Sioux Lookout Municipal Service Delivery Review

Operator identifies issue

PW Admin Asst physically sends 
information to Finance

PW Admin Assistant 
complies labour/parts 

adds admin fee

Chief Mechanic schedules 
the work

Work gets completed

Operator to Chief 
Mechanic

Chief Mechanic assess 
request

PW Manager reviews and 
signs off on the invoice

Mechanic generates a 
physical work order

Mechanic provides work order 
with details (labour/parts inc. 

price of parts)

PW Admin Asst files the 
physical work orders and the 

invoice is generated 
electronically

P1 P2
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Potential Courses of Action
Municipality of Sioux Lookout Municipal Service Delivery Review

Issue Potential Course of Action

There does not appear to be a formal prioritization for work. This 
presents challenges for the department as resources can be 
deployed to respond to other areas (airport, hydro) versus the 
Municipality’s direct needs. 

The Municipality may want to develop a formal prioritization 
for works to be completed. This would allow for resources to 
be deployed more effectively to any issues versus the 
current approach.

Overall, there does not appear to be any formal tracking of other 
works including road maintenance. This limits the department’s the 
ability to do analysis of operations. Based on information shared, 
the Municipality has the module but it has not been fully 
implemented.

The Municipality may want to explore the costs associated 
with the full implementation of the module. The direct 
benefits will be the ability to track all work as well perform 
analytics which is beneficial to both operations and future 
departmental needs.

P1

P2
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Work Order Management – Public Works – sale of goods
Municipality of Sioux Lookout Municipal Service Delivery Review

Resident/contractor 
inquires for specific goods

Finance generates the 
invoice and sends to 

customer

PW Manager reviews and 
sign off work order 

Foreman or PW Asst 
Manager reorders the 
materials being sold

PW Admin Asst compiles work 
order info (cost of material + any 
replacement costs + admin fee)

PW Admin Asst will respond and 
determine what can be sold 
(specialized materials only)

PW Admin Assistant 
create work order

PW Admin Asst physically 
sends information to Finance
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Work Order Management – Utility
Municipality of Sioux Lookout Municipal Service Delivery Review

Inquiry comes in 
Municipal office 

Work tracking form gets 
filed in binder Work gets completed

Utility crewmember 
investigate 

Utility crewmember has 
work authorization form to 

be signed by resident

Municipal staff receive 
request

Forwarded to Asst Manager 
or Foreman for authorization

Utility crewmember 
completes a work tracking 

form

Utility crewmember reviews 
tracking binder to see history 

on property

Determination of municipal work 
or customer charge

If customer charge, PW Admin 
Asst compiles work order based 

on tracking form

PW Manager will review the 
work order and sign off

PW Admin Asst physically sends 
information to Finance

P1
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Potential Courses of Action
Municipality of Sioux Lookout Municipal Service Delivery Review

Issue Potential Course of Action

Municipal staff rely on a physical binder which contains potentially 
all work related matters for a property.

The Municipality may want to consider shifting the binder to 
an electronic platform to mitigate the risk associated that the 
physical record could be destroyed with all information 
being lost as a result. 
Additionally, the Municipality may want to house this 
information in a manner that would allow for staff to access 
through the use of hardware (for example, tablets) for more 
efficient and effective access to the information. 

P1
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Facility Rentals
Municipality of Sioux Lookout Municipal Service Delivery Review

Resident inquires about a 
rental (phone call, email, 

or building)

Deposit is returned 
dependent on customer 
request (mailed cheque)

Rental is booked on 
system 

Staff ensure that the 
application is completed 
along with charges and 

deposit

Deposits are kept in safe at the 
complex

Front desk check for availability 
within system

Facility agreement is 
completed (either in 
person or emailed)

Event happens

P1
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Potential Courses of Action
Municipality of Sioux Lookout Municipal Service Delivery Review

Issue Potential Course of Action

Currently the process of booking is based on manual processes. 
The Municipality does not appear to make sure of technology for 
the purposes of booking and managing rentals at recreational 
facilities.

Currently, the Municipality is in the process of training staff 
on the use of recreational software (Perfect Mind) to allow 
for greater ease of use both internally and externally. 

P1
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Community Consultation

Over the month of November 2020, KPMG undertook community consultation with two approaches: directed stakeholder engagement where KMPG 
sought input from specific community groups (The Sioux Lookout Chamber of Commerce, Sioux Lookout Minor Hockey Association and the Rotary 
Club of Sioux Lookout) and concurrent to the directed stakeholder engagement, an online survey was developed and available for members of the 
community to complete and share their thoughts about current municipal services and selected opportunities associated with the review. The online 
survey received 105 responses from the community. The following are the results of the two streams of consultation.

Level of Satisfaction – Current Service Levels

The initial question of the online survey asked residents to rank their level of satisfaction with current service levels in the Municipality of Sioux 
Lookout. Based on the responses provided for this question, the majority of respondents are dissatisfied with current service levels. Subsequent 
questions provide more information as to areas where residents believe the Municipality is doing well and where there may exist an opportunity to 
improve.

Municipality of Sioux Lookout Municipal Service Delivery Review
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Community Consultation

The next two questions of the online survey sought input from residents with respect to municipal services and more specifically, services that the 
respondents believe the Municipality does well at delivering and services that could be improved. For both questions, services related to public 
works (road maintenance, solid waste management and water/wastewater) were the most commonly noted for both being done well and where 
there may be the potential for improvements and this was similar for recreational services. 

Based on our analysis of the survey results, the following charts are a summary of the responses received.

Municipality of Sioux Lookout Municipal Service Delivery Review

0

10

20

30

40

50

60

70

Public Works Recreation
and Cultural

Services

Corporate
Management

Child Care Other 0

10

20

30

40

50

60

Public Works Recreation
and Cultural

Services

All Services Accountabilty
and

Transparency

Financial Economic
Development

Other

Municipal Services – Provided Well by the Municipality Municipal Services – Municipality Could Improve On



92© 2020 KPMG LLP, a Canadian limited liability partnership and a member firm of the KPMG network of independent member firms affiliated with KPMG International Cooperative 
(“KPMG International”), a Swiss entity. All rights reserved. The KPMG name and logo are registered trademarks or trademarks of KPMG International.

Community Consultation

Two questions of the online survey asked residents to identify service area gaps and services that they believe do not need to be provided by the 
Municipality. Based on our analysis of the survey results, the following is a summary of the responses received:

Potential service gaps:

• Recreational Services – Residents appear to be seeking an increase in recreational services including an expansion of recreational programming 
for all ages as well as recreational facilities – the most common response provided was the potential for a municipal swimming pool.

• Enhanced solid waste management services – Residents who provided responses related to solid waste management services appear to seek 
the introduction of the collection of “green” waste (compostable waste and yard waste), expanded recycling program and potentially discontinuing 
the current use of bag tags.

• Seniors based programming – Respondents appear to be seeking seniors based programming for residents.

• Increased road maintenance

Potential service discontinuance:

• Marina operations – Respondents specifically noted the municipal marina as a service that could be potentially phased out.

• Economic development – Those responded to this question provided municipal economic development as a potential candidate to be scaled 
down versus an outright elimination.

Municipality of Sioux Lookout Municipal Service Delivery Review
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Community Consultation

Based upon the additional commentary provided within the online survey and the results of the directed stakeholder consultation, the following 
common themes were identified:

Focus on core service delivery

A number of respondents provided comments with respect to municipal service delivery and one common theme was the perceived need for the 
Municipality to focus upon its core services (respondents specifically noted infrastructure based services – roads, water/wastewater and solid waste 
management). Additionally, there appears to be apprehension among the respondents for the Municipality to continue to pursue larger projects that 
are not directly related to municipal infrastructure.

Affordability

A number of respondents provided comments regarding property taxes including a common response that property taxes appear to be high in 
relation to municipal services received. It should also be noted that a number of respondents appear to be believe that the level of taxation is in line 
with the current complement of municipal services.

Communications

Based on the information received as part of the consultation process, respondents appear to be seeking more from the Municipality with respect to 
the lines of communications. A number of participants provided comment about the municipal website is hard to navigate and the Municipality may 
need to improve upon how it shares information with the public. There did not appear to be any potential suggestions beyond the municipal website 
within the responses received.

Municipality of Sioux Lookout Municipal Service Delivery Review
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Community Consultation

Several opportunities identified as part of the service delivery review which could potentially impact upon the residents of the Municipality and 
because of this, residents were asked whether or not they were in support of these opportunities. Based on the responses received, the majority of 
the opportunities received more than 50% support with two receiving less – the implementation of a capital levy and the potential shift of 
responsibilities of certain recreational/cultural services to community groups. 

Municipality of Sioux Lookout Municipal Service Delivery Review

Opportunity Yes No

Review Council Committees and overall function/mandate to ensure that these committees and 
membership are achieving desired outcomes 86% 14%

Make better use of technology for service delivery 88% 11%

Implement a capital tax levy to assist in addressing the Municipality's current and future infrastructure 
needs 31% 69%

Shift responsibilities of certain recreational/cultural services (outdoor ice rinks, gardens, etc.) to interested 
community groups 38% 62%

Implement a pilot project - bi-weekly garbage collection during the winter months 50% 50%

Explore the future of Cedar Bay - including a third party operator and/or suspension of operations 58% 42%

Shift building permit fees to a full cost recovery model - a municipal common/best practice 58% 42%

Complete a review of user fees to ensure an appropriate balance between municipal taxation and user 
fee revenues 84% 16%



The Corporation 
of the 
Municipality of 
Sioux Lookout

Chapter VIII: Next Steps



96© 2020 KPMG LLP, a Canadian limited liability partnership and a member firm of the KPMG network of independent member firms affiliated with KPMG International Cooperative 
(“KPMG International”), a Swiss entity. All rights reserved. The KPMG name and logo are registered trademarks or trademarks of KPMG International.

Next Steps 

Upon the acceptance of the final report and as the Municipality moves forward with the implementation of opportunities identified through the review, 
the Municipality may wish to consider the following:

1. The Municipal Service Review becomes a Scheduled Report on Council’s Agenda Going Forward

As Council moves into its new role of implementation, the Municipality has an opportunity to ensure that the results of the municipal service review 
maintain momentum and to accomplish this, the Municipality may wish to considering having the service review as a quarterly report to Council. 
This practice assists in maintaining momentum but also provides an opportunity for Council and the community at large to be kept up to date as to 
the progress of the opportunities identified within the review. Ultimately, it has the potential keep everyone who invested resources into the process 
to remain engaged.

2. Establishment of Project Sponsorship 

In our experience, a number of transformational projects do not achieve their expected results due to the absence of support from those tasked with 
governance, which in the case of the Municipality means Council. For the purposes of this review, the Municipality should consider appointing the 
CAO as the Project Sponsor to oversee the subsequent work efforts associated with the review. The potential mandate of which should include:

• Receiving reports from staff as to the progress of implementation activities, which are then communicated to Council quarterly – these would 
logically flow into the first item identified; 

• Providing approval for specific implementation plans

• Reporting to Council on the progress of transition activities (quarterly)

• Providing guidance and advice (as requested) to staff in support of transition activities.

We suggest that the Municipality first establish terms of reference that outline the responsibilities of the Project Sponsor, including a delineation of 
responsibilities between Council and staff (recognizing that staff have an operational responsibility for the implementation activities).

Municipality of Sioux Lookout Municipal Service Delivery Review
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Next Steps 

3. Prioritization of Opportunities

With regard to anything that may bring upon change, there is the potential for “decision paralysis” whereas Council may find it difficult to prioritize 
one opportunity over another and as a result, opportunities may not be implemented. To assist in the potential implementation of opportunities and 
to assist Council in its decision making process, the Municipality should consider the development of opportunity ranking criteria provided in some 
form. This criteria allows for Council to assess opportunities through a number of lens and provide both staff and the community at large with a clear 
path as to the prioritization and potential implementation of the highest ranked opportunities. Those lenses include but not exclusive to:

• Financial Impact – What would the impact of this opportunity be to the Municipality’s in terms of cost savings, revenue gains and capacity 
increases? 

• Customer Service – Does this opportunity allow the Municipality to better respond to the needs of its residents/customers?

• Impact on the Public – How would the public be impacted by this opportunity?  Would this opportunity enhance or reduce public health and 
safety and quality of life?  Does this opportunity benefit or adversely impact vulnerable segments of the community? 

• Implementation Timeline – In what approximate time frame could this idea be feasibly implemented?

• Consistent with Municipal Best/Common Practices – Is the opportunity consistent with best/common practices for similar-sized municipalities?

• Effort and Cost to Implement – How much effort, primarily in terms of cost, will be required to implement this opportunity?  What are the ongoing 
costs to maintain this opportunity?

• Regulatory Compliance – Will the opportunity result in the Municipality being non-compliant with respect to Provincial or Federal legislation or 
regulation?

A sample prioritization scorecard can be found in Appendix A of the report. 

Municipality of Sioux Lookout Municipal Service Delivery Review
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Next Steps 

4. Develop Implementation Plans

Once the Municipality has prioritized the opportunities, the next step is the development of implementation plans. The requirement for 
implementation planning and the associated level of detail will vary depending on the nature of the opportunity and its inherent complexity. 
Notwithstanding differences in detail, we suggest that a standardized template for implementation activities be developed so as to ensure that all 
important factors are considered as well as to facilitate communication with Council and the community at large. A potential template has been 
provided within Appendix A.

Upon completion of the implementation plans, the plans would be presented to the Council for their review and approval. Upon approval, staff would 
then execute the plans, revising the approach as circumstances warrant.

5. Monitor and report on outcomes

The final component of the implementation process should be the monitoring and reporting on implementation outcomes, the purpose of which is to 
communicate the overall impact and/or benefits of the implementation process and any ‘lessons learned’ that may be relevant to other transition 
activities.

In reporting on implementation outcomes, we suggest that the following areas be addressed:

• Actual implementation activities vs. planned activities

• Actual implementation timeframes vs. planned timeframes

• Actual financial benefits (cost reductions) vs. planned benefits

• Actual one-time costs vs. planned one-time costs

• Outcomes of public meetings (if any)

• Major challenges experienced during the implementation process

• Implications for future/other transition initiatives (i.e. lessons learned)

Ongoing monitoring and reporting activities link back to the first point in this section whereas Council is kept apprised of progress on a quarterly 
basis.

Municipality of Sioux Lookout Municipal Service Delivery Review
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Implementation Tools

Potential Prioritization Scorecard

Municipality of Sioux Lookout Municipal Service Delivery Review

Criteria Description Scoring Range

Low High

Financial Benefits What would the impact of this opportunity be to the Municipality’s in terms of cost savings, revenue gains 
and capacity increases?  

• Minimal impact 0
• Incremental impact of less than $25,000 +5
• Incremental impact of $25,000 to $49,999 +15
• Incremental impact of $50,000 to $99,999 +35
• Incremental impact of more than $100,000 +70

0 +70

Public Impact How would the public be impacted by this opportunity?  Would this opportunity enhance or reduce public 
health and safety and quality of life?  Does this opportunity benefit or adversely impact vulnerable 
segments of the community? 

• Significant positive public impact could be expected for multiple and/or vulnerable constituent groups
+40

• Positive public impact could be expected for some constituent groups +20
• Minimal public impact 0
• Adverse public impact expected for some constituent groups -20
• Significant adverse public response expected for multiple and/or vulnerable constituent groups -40

-40 +40

Customer Service Does this opportunity allow the Municipality to better respond to the needs of its customers?

• Significant enhancement in customer service, addresses major customer need(s) +10
• Some contribution to enhanced customer service, addresses secondary customer need(s) +5
• No impact on customer service (positive or negative) 0
• Opportunity will result in some deterioration in customer service -5
• Opportunity will have a major negative impact on customer service (timeliness, access) -10

-10 +10
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Implementation Tools

Potential Prioritization Scorecard

Municipality of Sioux Lookout Municipal Service Delivery Review

Criteria Description Scoring Range

Low High

Time to 
Implement

In what approximate time frame could this idea be feasibly implemented?

• Before end of 2020 +5
• Before end of 2021 +3
• Before end of 2022 0
• 2023 and subsequent years -5

-5 +5

Consistency With 
Best/Common 
Practices

Is the opportunity consistent with best/common practices for similar-sized municipalities?
• Consistent with best/common practices +5
• Unknown 0
• Inconsistent with best/common practices -5

-5 +5

Effort and Cost to 
Implement

How much effort, primarily in terms of cost, will be required to implement this opportunity?  What are the 
ongoing costs to maintain this opportunity?

• Minimal implementation costs 0
• Implementation costs less than 50% of expected levy impact -4
• Implementation costs of 50% to 100% of expected levy impact -7
• Implementation costs in excess of 100% of expected levy impact -10

-10 0

Regulatory 
Compliance

Will the opportunity result in the Municipality being non-compliant with respect to Provincial or Federal 
legislation or regulation?

• No potential challenges with respect to non-compliance with legislation or regulation 0
• Potential challenges with respect to immaterial non-compliance with legislation or regulation -5

-5 0
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Implementation Tools

Potential Implementation Tracking Sheet

Municipality of Sioux Lookout Municipal Service Delivery Review

Opportunity

Implementation strategy Timeframe Responsibility One-time Cost Annual Cost

• Work step #1

• Work step #2

• Work step #3

• Work step #4

• Work step #5

• Work step #6

Considerations Response 

Impact on staffing levels/labour 
relations

Y/N

Community relations Y/N .

Service levels Y/N

Contractual obligations Y/N
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Municipality of Sioux Lookout
Municipal Service Profile
Mayor and Council

Below Standard At Standard Above Standard

Mandatory

Essential

Traditional

Operating Costs 216$                
Revenues -$                 
Net Levy 216$                
FTE's -                   

External Effective leadership of Council contributes towards the 
achievement of strategic goals, objectives and priorities for the 
Municipality and its residents.

Budget (in thousands)

Type of Service Service Value Performance and Benchmarking

 Mayor and Council 

Mandatory - The position of Mayor, along with Elected officials, is 
a requirement under the Municipal Act.

Basis for Delivery Organizational Considerations
Not applicable

Program Service Overview Service Level 
 Mayor and Council The Mayor provides leadership to Council in fulfilling the 

requirements of government legislation, as well as the strategic 
goals and objectives identified by Council.  The Mayor also 
represents the Municipality, both in the community and externally.  
The Municipality provides support to elected officials, allowing 
them to exercise their responsibilities as municipal councillors.
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Organizational Unit

 Discretionary 



Municipality of Sioux Lookout
Municipal Service Profile
Mayor and Council



 Office of the CAO



(1) Leadership of Council
(2) Advocacy and promotion of the Municipality
(3) Political representation, including resolution of constituency matters and issues

Indirect Client A set of parties that benefits from a service value without receiving 
the service output directly.

Municipal employees, who may not necessarily interact with Council but are impacted by 
corporate decisions

Service Output The output of a service that fulfills a recognized client’s need. 

Profile Component Definition

Direct Client A party that receives a service output and a service value. 

Residents and organizations within the community

Service Output Level The quantum of service outputs provided to direct clients.

To be populated based on activity based information information provided by the Municipality
Information could include:

Strategic goals identified
Number of meetings 
Number of committees
Number of memberships with various organizations

Primary Delivery Model How the service is predominantly delivered, recognizing that a 
combination of delivery models may be used. 

Own resources - The function of Mayor and Council is provided through the Municipality's 
own resources



Municipality of Sioux Lookout
Municipal Service Profile
Mayor and Council

 Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement FTEs

Mandatory 215,731$                 -$                        215,731$                 0.0

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

215,731$                 -$                        215,731$                 -                          Total

Sub-Service/Process  Basis for Delivery Delivery Model
Financial Information (2020 Budget)

Council Own Resources



Municipality of Sioux Lookout
Municipal Service Profile
Office of the CAO

Below Standard At Standard Above Standard

Mandatory

Essential

Traditional

Operating Costs 284$                
Revenues (7)$                   
Net Levy 277$                
FTE's 2.0                   

Program Service Overview Service Level 
 Corporate Services The Office of the Chief Administrative Officer ('CAO') provides 

operational leadership and direction to the organization. The CAO 
is the most senior employee within the Municipality and is the 
connection between Council as a governance body and municipal 
staff responsible for operational functions. The Office of the CAO 
is also responsible for the administrative support of Council in its 
decision making and representation functions.
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Type of Service Service Value Performance and Benchmarking
External and internal The Office of the CAO focuses and aligns all activities to the 

vision, mission and focus areas of the Council’s strategic plan. 
The Office of the CAO serves residents by ensuring the delivery 
of a well-managed municipal government and ensuring the 
provision of municipal services to its residents. 

For the purposes of potential key performance indicators,  we suggest that the Municipality 
monitor outcomes in relation to the strategic plan and a measurement of the CAO's annual 
work plan items that have been completed.

Budget (in thousands)

Organizational Unit
 Office of the CAO 

 Discretionary 

Basis for Delivery Organizational Considerations
Essential – Pursuant to Section 229 of the Municipal Act, 
municipalities may (but are not required) to appoint a CAO.  
However, the senior leadership requirements associated with 
municipal operations typically require the appointment of a CAO.

Not applicable



Municipality of Sioux Lookout
Municipal Service Profile
Office of the CAO







 Residents of the Municipality who benefit from the services provided
(1) Strategic and operational decision making and problem resolution
(2) Linkages between Council's strategic plan and the Municipality's operations
(3) Intergovernmental relations
(4) Council support

Direct Client A party that receives a service output and a service value. 

Mayor and Council

Indirect Client A set of parties that benefits from a service value without receiving 
the service output directly.

Municipal employees, who may not necessarily interact with the CAO but are impacted 
by corporate decisions

Profile Component Definition

Service Output The output of a service that fulfills a recognized client’s need. 

Service Output Level The quantum of service outputs provided to direct clients.

To be populated based on activity based information information provided by the Municipality
Information could include:

Work plan items identified
Number of meetings attended
Number of memberships with various organizations

Primary Delivery Model How the service is predominantly delivered, recognizing that a 
combination of delivery models may be used. 

Own resources - The Office of the CAO is provided through the Municipality's own resources

Municipal management



Municipality of Sioux Lookout
Municipal Service Profile
Office of the CAO

 Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement FTEs

Essential 283,542$                 (6,906)$                   276,636$                 2.0

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

283,542$                 (6,906)$                   276,636$                 2.0                          

Sub-Service/Process  Basis for Delivery Delivery Model
Financial Information (2020 Budget)

Office of the CAO Own Resources

Total



Municipality of Sioux Lookout
Municipal Service Profile
Sioux Lookout Municipal Airport

Below Standard At Standard Above Standard

Mandatory

Essential

Traditional

Operating Costs 14,903$            
Revenues (14,903)$           
Net Levy -$  
FTE's  15.0

Traditional - Municipalities of a similar size in Northern Ontario 
own and operate municipal airports for the purposes of moving 
goods and people.

Basis for Delivery Organizational Considerations
Given the scale and scope of operations at the Sioux Lookout Municipal Airport, it appears that 
the current organizational structure is consistent with municipal common/best practices.

The potential performance indicators for this profile would be monitoring compliance with 
federal legislation and regulations associated with municipal airports

Program Service Overview Service Level 
 Municipal Airport The Sioux Lookout Municipal Airport serves as an important 

regional transportation hub in addition to providing access to the 
community from larger urban centres.
The Sioux Lookout Airport is licensed as a public aerodrome with 
scheduled flights by Bearskin Airlines, Wasaya Airways, Perimeter 
Air and charter flights by Skycare, Bamaji Air, North Star Air, 
Superior Airways, Northern Skies and Thunder Air. The airport 
also serves as a base for Ornge medevac services, Nishnawbe-
Aski Police Service (NAPS), private aircraft owners and several 
charters both from the United States and within Canada. The 
Sioux Lookout Airport is easily accessible with connecting flights 
to carriers such as Air Canada, WestJet, United Airlines, and 
Northwest Airline.
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Organizational Unit

 Discretionary 

External The Sioux Lookout Airport's objective is to enhance the airport's 
role in the community as an economic catalyst while achieving a 
high level of operational excellence in its operation as a safe and 
secure facility.Budget (in thousands)

Type of Service Service Value Performance and Benchmarking

 Sioux Lookout Municipal Airport 



Municipality of Sioux Lookout
Municipal Service Profile
Sioux Lookout Municipal Airport



 Airlines




(1) Airport operations and maintenance
(2) Terminal operations and maintenance
(3) Aviation fuel sales
(4) Airport administration

Service Output Level The quantum of service outputs provided to direct clients.

To be populated based on activity based information information provided by the Township
Information could include:

Number of movements
Number of daily scheduled flights
Fuel sales

Primary Delivery Model How the service is predominantly delivered, recognizing that a 
combination of delivery models may be used. 

Own Resources - The Municipality's airport operations is delivered predominantly with the use 
of its own resources.

Indirect Client A set of parties that benefits from a service value without receiving 
the service output directly.

Service Output The output of a service that fulfills a recognized client’s need. 

Profile Component Definition

Direct Client A party that receives a service output and a service value. 

Users of the municipal airport

Residents of the Municipality who benefit from the services provided

Those users requiring aviation fuel services



Municipality of Sioux Lookout
Municipal Service Profile
Sioux Lookout Municipal Airport

 Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement FTEs

Essential 1,327,987$              (779,224)$  548,763$  15.0

Essential 393,127$  (370,700)$  22,427$  

Essential 12,471,401$            (12,591,900)$           (120,499)$  

Essential 123,529$  (325,318)$  (201,789)$  

Essential 586,953$  (835,855)$  (248,902)$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

14,902,997$            (14,902,997)$           -$   15.0

Financial Information (2020 Budget)

Administration Own Resources

Airside Maintenance Own Resources

Aviation Fuel Services Own Resources

Groundside Maintenance Own Resources

Sub-Service/Process  Basis for Delivery Delivery Model

Terminal Services Own Resources

Total



Municipality of Sioux Lookout
Municipal Service Profile
Municipal Clerk - Secretariat Support 

Below Standard At Standard Above Standard

Mandatory

Essential

Traditional

Operating Costs 786$  
Revenues (14)$  
Net Levy 772$  
FTE's  6.0

Program Service Overview Service Level 
 Corporate Services The Municipal Clerk is responsible for recording, without note or 

comment, all resolutions, decisions and other proceedings of the 
Council. The Clerk maintains the safekeeping of all the official 
records of the municipality.
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Organizational Unit
 Municipal Clerk 

 Discretionary 

Basis for Delivery Organizational Considerations
Mandatory – The Municipal Act establishes the requirement for a 
Municipal Clerk. 

Currently,the function of Clerk services falls under Corporate Services. This is consistent with 
common municipal organizational structures.

Type of Service Service Value Performance and Benchmarking
External and Internal Corporate secretariat support contributes towards the efficiency, 

effectiveness and transparency of governance by maintaining 
appropriate records and documentation of governance decisions.  

For the purposes of potential key performance indicators,  we suggest that the Municipality 
monitor compliance with provincial legislation in regards to transparency and accountability.

Budget (in thousands)



Municipality of Sioux Lookout
Municipal Service Profile
Municipal Clerk - Secretariat Support 







(1) Clerical and administrative support for Council meetings and committees
(2) Records of all meetings of Council and other governance bodies
(3)

(4) Compliance to public accountability and transparency matters

Profile Component Definition

Indirect Client A set of parties that benefits from a service value without receiving 
the service output directly.

Residents of the Municipality who benefit from the services provided

Service Output The output of a service that fulfills a recognized client’s need. Communication of governance matters to the general public and civic administration via 
agendas, minutes, and correspondence

Direct Client A party that receives a service output and a service value. 

Municipal Council
Municipal management

Service Output Level The quantum of service outputs provided to direct clients.

To be populated based on activity based information information provided by the Municipality 
Information could include:

Number of meetings attended

Primary Delivery Model How the service is predominantly delivered, recognizing that a 
combination of delivery models may be used. 

Own Resoures - The function of Municipal Clerk is provided with internal resources. 



Municipality of Sioux Lookout
Municipal Service Profile
Municipal Clerk - Secretariat Support 

 Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement FTEs

Mandatory 785,692$  (13,960)$  771,732$  6.0

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

785,692$  (13,960)$  771,732$   6.0

Financial Information (2020 Budget)

Clerk - General Government Own Resources

Sub-Service/Process  Basis for Delivery Delivery Model

Total



Municipality of Sioux Lookout
Municipal Service Profile
Municipal Clerk - Legislative Services 

Below Standard At Standard Above Standard

Mandatory

Essential

Traditional

Operating Costs 113$                
Revenues (49)$                 
Net Levy 64$                  
FTE's -                   

Mandatory – The Municipal Act establishes the requirement for a 
Municipal Clerk. 

Basis for Delivery Organizational Considerations
Currently,the function of Clerk services falls under Corporate Services. This is consistent with 
common municipal organizational structures.

Program Service Overview Service Level 
 Corporate Services The Municipal Clerk is a Statutory Officer of the Corporation and 

is assigned duties by various Provincial Statutes, including the 
Municipal Act, the Municipal Elections Act, the Planning Act, and 
the Vital Statistics Act.
The Clerk's Department is responsible for the 
following:Council/Committee Secretariat, Commissioner of Oath, 
By-laws, Registrations, Agreements, Lottery and Dog Licences, 
Vital Statistics - Births and Death Certificates, Marriage Licences, 
Vendor Licence Application, Municipal Elections, Maintenance 
and preservation of official Minutes, By-laws, Agreements and 
other corporate records, and customer service
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Organizational Unit

 Discretionary 

External and Internal Legislative services provided by the Municipal Clerk contributes 
towards the quality of life for community residents and 
organizations by providing necessary regulatory approvals and 
ensures a fair election process for residents of the communityBudget (in thousands)

Type of Service Service Value Performance and Benchmarking

 Municipal Clerk 

For the purposes of potential key performance indicators,  we suggest that the Municipality 
monitor compliance with provincial legislation



Municipality of Sioux Lookout
Municipal Service Profile
Municipal Clerk - Legislative Services 











(1) Records management
(2) Licences and permits
(3) Certifications and attestations
(4) Cemetery administration
(4) Municipal elections

Service Output Level The quantum of service outputs provided to direct clients.

To be populated based on activity based information information provided by the Municipality 
Information could include:

Number of FOI requests
Number of licenses and certificates issued

Primary Delivery Model How the service is predominantly delivered, recognizing that a 
combination of delivery models may be used. 

Own Resoures - The function of Municipal Clerk is provided with internal resources. 

Indirect Client A set of parties that benefits from a service value without receiving 
the service output directly.

Service Output The output of a service that fulfills a recognized client’s need. 

Profile Component Definition

Direct Client A party that receives a service output and a service value. 

Municipal Council
Municipal management
Individuals receiving licences, certificates and services from the Municipality
Eligible voters and candidates 
Residents of the Municipality who benefit from the services provided



Municipality of Sioux Lookout
Municipal Service Profile
Municipal Clerk - Legislative Services 

 Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement FTEs

Mandatory 69,388$                   (23,800)$                  45,588$                   0.0

Mandatory 18,500$                   -$                        18,500$                   0.0

Discretionary 25,500$                   (25,500)$                  -$                        0.0

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

113,388$                 (49,300)$                  64,088$                   -                          

Financial Information (2020 Budget)

Cemetery Own Resources

Clerk - Election Own Resources

Clerk - KDMA Conference Contracted Service

Sub-Service/Process  Basis for Delivery Delivery Model

Total



Municipality of Sioux Lookout
Municipal Service Profile
Communications/Customer Service

Below Standard At Standard Above Standard

Mandatory

Essential

Traditional

Operating Costs -$                  
Revenues -$                  
Net Levy -$                  
FTE's -                    

Program Service Overview Service Level 
 Corporate Services  Communications include websites, social media, e-newsletters, 

advertising, media releases, media conferences, public events 
and announcements, and media relations. Customer service 
provides public support services to members of the community by 
answering inquiries in person, by phone and through the internet.
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Type of Service Service Value Performance and Benchmarking
Internal and external Customer service contributes to the effective delivery of municipal 

services by facilitating connections between residents and 
municipal departments and services.  Communications informs 
and engages residents on civic and Council projects and 
initiatives and acts as a sounding board for community responses 
and feedback. In doing so, Corporate Communications helps to 
promote transparency, openness and community engagement

For the purposes of potential key performance indicators,  we suggest that the Municipality 
monitor response times with respect to resident questions/issues.

Budget (in thousands)

Organizational Unit
 Municipal Clerk 

 Discretionary 

Basis for Delivery Organizational Considerations
Traditional – Similarly sized municipalities typically deliver 
customer service and communications as a function of Corporate 
Services.. 

Currently,the function of Clerk services falls under Corporate Services. This is consistent with 
common municipal organizational structures.



Municipality of Sioux Lookout
Municipal Service Profile
Communications/Customer Service





 Media 


 Not applicable 

(1)

(2) Customer service

Direct Client A party that receives a service output and a service value. 

Municipal staff and elected officials (internal communications)
Residents (external communications and issues management)

Indirect Client A set of parties that benefits from a service value without receiving 
the service output directly.

Profile Component Definition

Primary Delivery Model How the service is predominantly delivered, recognizing that a 
combination of delivery models may be used. 

Own Resoures - The function of Municipal Clerk is provided with internal resources

Service Output The output of a service that fulfills a recognized client’s need. 

Communications and information dissemination with respect to municipal services, 

Service Output Level The quantum of service outputs provided to direct clients.

To be populated based on activity based information information provided by the Municipality 
Information could include:

Number of issues/questions received
Number of website visits
Number of social media page visits



Municipality of Sioux Lookout
Municipal Service Profile
Communications/Customer Service

 Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement FTEs

-$                         -$                         -$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         -$                         -$                         -                           

Sub-Service/Process  Basis for Delivery Delivery Model
Financial Information (2019 Budget)

Total



Municipality of Sioux Lookout
Municipal Service Profile
Information Technology

Below Standard At Standard Above Standard

Mandatory

Essential

Traditional

Operating Costs 182$                
Revenues -$                 
Net Levy 182$                
FTE's 1.0                   

The potential performance indicators for this profile would be monitoring the percentage of 
closed tickets and measure the average time required to close tickets (tickets could be split 
out from routine issues and those require more resources).

Basis for Delivery Organizational Considerations
Essential – Information technology is critical to the effective and 
efficient delivery of municipal services. 

Currently, Information Technology function falls under Corporate Services. This is consistent 
with common municipal organizational structures.

Type of Service Service Value Performance and Benchmarking
Internal Information Technology provides cost effective information 

technology related services to staff of the Municipality that allows 
them to be effective and innovative in their jobs.

Budget (in thousands)

Organizational Unit
 Information Technology 

 Discretionary 

Program Service Overview Service Level 
 Corporate Services nformation Technology services is responsible for the planning, 

management and support of the Municipality’s information 
technology, including hardware, software, network, printing, 
development, enterprise and business applications, core systems, 
service desk, data services, mobility, messaging and information 
security.  
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Municipality of Sioux Lookout
Municipal Service Profile
Information Technology



 Residents



(1) Planning
(2) IT systems management and support
(3) IT security
(4) Advice and assistance to other departments
(5) Information data management
(6) IT infrastructure and technologies

Municipal departments and employees

Residents who benefit from the services delivered by the Municipality

Service Output The output of a service that fulfills a recognized client’s need. 

Service Output Level The quantum of service outputs provided to direct clients.

To be populated based on activity based information information provided by the Municipality  
Information could include:

Number of physical infrastructure (work stations, laptops, printers, etc)
Number of tickets 

Primary Delivery Model How the service is predominantly delivered, recognizing that a 
combination of delivery models may be used. 

Own Resources -  Information Technology Services are predominantly provided with the use 
of the Municipality's own resources. 

Direct Client A party that receives a service output and a service value. 

Indirect Client A set of parties that benefits from a service value without receiving 
the service output directly.

Profile Component Definition



Municipality of Sioux Lookout
Municipal Service Profile
Information Technology

 Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement FTEs

Essential 182,357$                 -$                        182,357$                 1.0

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

182,357$                 -$                        182,357$                 1.0                          Total

Sub-Service/Process  Basis for Delivery Delivery Model
Financial Information (2020 Budget)

Information and Technology Own Resources



Municipality of Sioux Lookout
Municipal Service Profile
Child Care

Below Standard At Standard Above Standard

Mandatory

Essential

Traditional

Operating Costs 1,653$             
Revenues (1,352)$            
Net Levy 301$  
FTE's  21.0

External The Sioux Lookout Municipal Child Care Centres are dedicated to 
providing a healthy, supportive, stimulating and all-inclusive 
environment for young children and their families.  Our programs 
focus on an inquiry play based approach where educators are co-
learners and co-constructors with the children.  This approach 
offers all children the opportunity to actively explore both the 
indoor and outdoor environments where they are offered 
challenging and stimulating experiences and can safely engage in 
risk-taking within the scope of their ability while being supported 
by Registered Early Childhood Educators as well as support staff, 
volunteers or students. 

Budget (in thousands)

Type of Service Service Value Performance and Benchmarking

 Sioux Lookout Municipal Child Care 
Centres 

Program Service Overview Service Level 
 Day Care The Municipality of Sioux Lookout operates two (2) licensed Child 

Care Centres.  The Biidaaban Children's Centre and the Sioux 
Mountain Children's Centre for a total of one hundred and forty-
seven (147) spaces.  Each site offers child care for toddler, 
preschool, kindergarten and school-aged children.

The Sioux Lookout Municipal Child Care Centres are supported 
by the Day Care Advisory Committee which is a committee of 
council.  This committe is comprised of members of the public as 
well as one council member that have a vested interest in the 
Municipal Child Care Centres.  
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Organizational Unit

 Discretionary 

Discretionary - The Municipality provides childcare services 
whereas there is no requirement for municipalities to deliver the 
service.

Basis for Delivery Organizational Considerations
Day Care services currently report directly through to the Office of the CAO. There may be an 
opportunity to cluster similarly based community services.

For the purposes of potential key performance indicators,  we suggest that the Municipality 
monitor compliance with provincial legislation.



Municipality of Sioux Lookout
Municipal Service Profile
Child Care







 Social service agencies and other stakeholders 
(1) Child care operations
(2) Before and after programming
(3) Special needs 

Indirect Client A set of parties that benefits from a service value without receiving 
the service output directly.

Employers that benefit from employees that have access to child care and other 
resources and supports

Service Output The output of a service that fulfills a recognized client’s need. 

Profile Component Definition

Direct Client A party that receives a service output and a service value. 

Service Output Level The quantum of service outputs provided to direct clients.

To be populated based on activity based information information provided by the Municipality
Information could include:
Licensed child care spaces
Number of centres
Number of fee subsidy recipients

Primary Delivery Model How the service is predominantly delivered, recognizing that a 
combination of delivery models may be used. 

Own Resources - The Township provides childcare services through the use of its own 
resources.

Children and their families in the Municipality
Child care providers and other sector stakeholders (ie. School boards)



Municipality of Sioux Lookout
Municipal Service Profile
Child Care

 Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement FTEs

Discretionary 850,901$  (636,180)$  214,721$  21.0

Discretionary 718,931$  (585,998)$  132,933$  

Discretionary 83,506$  (129,975)$  (46,469)$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

1,653,338$              (1,352,153)$             301,185$   21.0Total

Day Care - Sioux Mountain Own Resources

Day Care - Special Needs Own Resources

Sub-Service/Process  Basis for Delivery Delivery Model
Financial Information (2020 Budget)

Day Care - Biidaaban Own Resources



Municipality of Sioux Lookout
Municipal Service Profile
Economic Development

Below Standard At Standard Above Standard

Mandatory

Essential

Traditional

Operating Costs 280$                
Revenues (23)$                 
Net Levy 257$                
FTE's 2.0                   

External Economic development seeks to improve the economic well-
being and quality of life for a community by creating and retaining 
jobs and supporting or growing incomes.

Budget (in thousands)

Type of Service Service Value Performance and Benchmarking

 Economic Development 

For the purposes of potential key performance indicators,  we suggest that the Municipality 
monitor outcomes in relation to any economic development goals and subsequent 
implementation.

Traditional – The delivery of economic development services is 
not a legislative requirement for a municipality but municipalities 
of similar size undertake economic development, either through a 
economic development corporation or using their own resources

Basis for Delivery Organizational Considerations
Economic Development services currently report directly through to the Office of the CAO. 
There may be an opportunity to cluster economic development with related services such as 
planning and development.

Program Service Overview Service Level 
 Economic Development The Sioux Lookout Economic Development Department works 

with local business owners and entrepreneurs to further develop 
retail opportunities in the community. The Department is involved 
in initiatives that promote tourism, land development, and job 
creation.
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Organizational Unit

 Discretionary 



Municipality of Sioux Lookout
Municipal Service Profile
Economic Development

 Municipal Council
 Potential investors






 Municipal business community
(1) Linkages between the Municipality and potential investors
(2) Strategic initiatives
(3) Financial support
(4) Customer service/guidance
(5) Business development and retention

Indirect Client A set of parties that benefits from a service value without receiving 
the service output directly.

Service Output The output of a service that fulfills a recognized client’s need. 

Profile Component Definition

Direct Client A party that receives a service output and a service value. 

Residents of the Municipality who benefit from the services provided
Economic development  partners

Individuals seeking assistance in business development

Service Output Level The quantum of service outputs provided to direct clients.

To be populated based on activity based information information provided by the Municipality 
Information could include:

Number of active projects
Number of active partnerships

Primary Delivery Model How the service is predominantly delivered, recognizing that a 
combination of delivery models may be used. 

Own Resources - Economic development services are predominantly provided with the 
Municipality's own resources with the exception of special projects overseen by economic 
development.



Municipality of Sioux Lookout
Municipal Service Profile
Economic Development

 Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement FTEs

Traditional 280,470$                 (22,948)$                  257,522$                 2.0

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

280,470$                 (22,948)$                  257,522$                 2.0                          Total

Sub-Service/Process  Basis for Delivery Delivery Model
Financial Information (2020 Budget)

Economic Development Own Resources



Municipality of Sioux Lookout
Municipal Service Profile
Building Services

Below Standard At Standard Above Standard

Mandatory

Essential

Traditional

Operating Costs 129$                 
Revenues (75)$                  
Net Levy 54$                   
FTE's 1.0                    

External Building inspections and approvals contribute towards the 
protection of public health and safety by ensuring compliance with 
the Building Code Act, Ontario Building Code and other applicable 
laws, primarily in support of a reliable infrastructureBudget (in thousands)

Type of Service Service Value Performance and Benchmarking

 Building Services 

Mandatory – Pursuant to Section 3.1 of the Building Code Act 
(“BCA”), municipalities are mandated the responsibility to enforce 
the BCA and in doing so, are required to appoint a Chief Building 
Official ('CBO')  and such inspectors under Section 3(2) of the 
BCA.  Consistent with other Provincial legislation, the BCA does 
allow for collaboration and joint enforcement involving two or more 
municipalities (Section 3(3)).

Basis for Delivery Organizational Considerations
Currently, building services are part of the Municipality's Development Services department 
which is consistent with common practice.

For the purposes of potential key performance indicators,  we suggest that the Municipality 
monitor operating cost per household of the building division, level of cost recovery of the 
division, and processing time for issuance of building permits and completion of inspections.

Program Service Overview Service Level 
 Development Services Buid enforces the Ontario Building Code through examination of 

plans, issuance of building permits and performing inspections. 
The department provides assistance with zoning inquiries, 
building code information and technical advice during the 
constuction process.
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Organizational Unit

 Discretionary 



Municipality of Sioux Lookout
Municipal Service Profile
Building Services









 Realtors and real estate lawyers
(1) Reviews of construction plans as part of the building permit issruance process
(2) Inspections during construction
(3) Final occupancy inspections

Indirect Client A set of parties that benefits from a service value without receiving 
the service output directly.

Service Output The output of a service that fulfills a recognized client’s need. 

Profile Component Definition

Direct Client A party that receives a service output and a service value. 

Individuals or companies undertaking construction, renovation or other building-related 
projects that require permits

Individuals purchasing homes directly from contractors/developers
Individuals purchasing homes on the resale market
Title insurers who rely on Building Approvals

Service Output Level The quantum of service outputs provided to direct clients.

To be populated based on activity based information information provided by the Municipality 
Information could include:

1- # of applications processed
2- $ value of permits

Primary Delivery Model How the service is predominantly delivered, recognizing that a 
combination of delivery models may be used. 

Own Resources -  The administration of the Municipality's building approval services are 
predominately delivered through internal resources



Municipality of Sioux Lookout
Municipal Service Profile
Building Services

 Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement FTEs

Mandatory 129,370$                 (75,300)$                  54,070$                   1.0

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

129,370$                 (75,300)$                  54,070$                   1.0                           Total

Sub-Service/Process  Basis for Delivery Delivery Model
Financial Information (2020 Budget)

Building Inpsections Own Resources



Municipality of Sioux Lookout
Municipal Service Profile
Planning Services

Below Standard At Standard Above Standard

Mandatory

Essential

Traditional

Operating Costs 436$                 
Revenues (219)$                
Net Levy 217$                 
FTE's 2.0                    

 For the purposes of potential key performance indicators,  we suggest that the Municipality 
monitor the time from receipt of completed application to approval, with a service level 
standard that indicates the percentage of applications to be approved within the established 
time frame (e.g. 90% of Official Plan Amendment applications to be completed within xx days).  

Basis for Delivery Organizational Considerations
Mandatory – The Planning Act establishes the responsibility for 
municipalities to make local planning decisions that will determine 
the future of their community.  The Planning Act also requires 
municipalities to ensure planning decisions and planning 
documents are consistent with the Provincial Policy Statement 
and are in conformity with the municipal official plan.

Currently,planning services are part of the Municipality's Development Services department 
which is consistent with common practice.

Type of Service Service Value Performance and Benchmarking
External Planning Services ensure that the Municipality grows in a way that 

most effectively takes advantage of the Municipality’s existing 
infrastructure and minimizes unnecessary sprawl that is both 
unsustainable to build and maintain. Budget (in thousands)

Organizational Unit
 Planning 

 Discretionary 

Program Service Overview Service Level 
 Development Services Planning oversees development control and zoning as well as 

long range community development. The Planning Department 
provides information, expertise and guidance to the public relative 
to development approval processes, Official Plan Policies and the 
Zoning By-Law.
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Municipality of Sioux Lookout
Municipal Service Profile
Planning Services









(1) Approvals of applications under the Planning Act
(2) Coordination and support of other departments re: planning and growth matters

Members of the development community 
City departments involved in or affected by planning and growth issues

Residents of the Municipality who benefit from a comprehensive and planned approach 
to growth in the community

Community stakeholder groups with interests in development decisions that impact 
neighbourhoods and taxpayers

Service Output The output of a service that fulfills a recognized client’s need. 

Service Output Level The quantum of service outputs provided to direct clients.

To be populated based on activity based information information provided by the Municipality 
Information could include:

1- # of applications processed by type

Primary Delivery Model How the service is predominantly delivered, recognizing that a 
combination of delivery models may be used. 

Combined -  The administration of the Municipality's planning and development services are 
delivered through the use of internal resources as well as third party service providers.

Direct Client A party that receives a service output and a service value. 

Indirect Client A set of parties that benefits from a service value without receiving 
the service output directly.

Profile Component Definition



Municipality of Sioux Lookout
Municipal Service Profile
Planning Services

 Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement FTEs

Mandatory 181,500$                 (184,000)$                (2,500)$                    0.0

Mandatory 254,590$                 (34,500)$                  220,090$                 2.0

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

436,090$                 (218,500)$                217,590$                 2.0                           Total

Planning and Development Combined

Sub-Service/Process  Basis for Delivery Delivery Model
Financial Information (2020 Budget)

Land Development and Sales Own Resources



Municipality of Sioux Lookout
Municipal Service Profile
Facility Maintenance

Below Standard At Standard Above Standard

Mandatory

Essential

Traditional

Operating Costs 277$                 
Revenues -$                  
Net Levy 277$                 
FTE's 4.0                    

Basis for Delivery Organizational Considerations
Essential – Building maintenance is essential for ensuring that 
the Municipality can deliver municipal services as planned. 

Currently, facility maintenance services are part of the Municipality's Development Services 
department. There may exist an opportunity to shift this function given the focus on 
maintenance versus development.

Type of Service Service Value Performance and Benchmarking
External and Internal Building maintenance contributes towards the Municipality's 

delivery of services in a cost efficient and effective manner by 
maintaining municipal facilities. 

 For the purposes of potential key performance indicators,  we suggest that the Municipality 
monitor compliance with respect to provincial legislation and regulations (health and safety) 
and the time required to complete and clear work order requests. 

Budget (in thousands)

Program Service Overview Service Level 
 Development Services Facility maintenance is provided for all of the Municipality's 

facilities. The unit is responsible for building repairs, maintenance 
and improvements (including plumbing, electrical and capital 
improvements) and janitorial services.
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Organizational Unit
 Facility Maintenance 

 Discretionary 



Municipality of Sioux Lookout
Municipal Service Profile
Facility Maintenance







(1) Operational maintenance and management of facilities

Service Output The output of a service that fulfills a recognized client’s need. 

Service Output Level The quantum of service outputs provided to direct clients.

To be populated based on activity based information information provided by the Municipality 
Information could include:

1- # of facilities maintained
2- # of work orders received and completed

Primary Delivery Model How the service is predominantly delivered, recognizing that a 
combination of delivery models may be used. 

Combined -  The administration of the Municipality's facility maintenance services are 
delivered through the use of internal resources as well as third party service providers.

Direct Client A party that receives a service output and a service value. 

Municipal departments housed in municipal facilities
Residents who make use of municipal facilities

Indirect Client A set of parties that benefits from a service value without receiving 
the service output directly.

Residents of the Municipality who benefit from services delivered from municipal 
facilities

Profile Component Definition



Municipality of Sioux Lookout
Municipal Service Profile
Facility Maintenance

 Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement FTEs

Essential 276,531$                 -$                         276,531$                 4.0

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

276,531$                 -$                         276,531$                 4.0                           Total

Sub-Service/Process  Basis for Delivery Delivery Model
Financial Information (2020 Budget)

Facilities - Administration Own Resources



Municipality of Sioux Lookout
Municipal Service Profile
Community Development

Below Standard At Standard Above Standard

Mandatory

Essential

Traditional

Operating Costs 514$                 
Revenues (524)$                
Net Levy (10)$                  
FTE's -                    

Program Service Overview Service Level 
 Development Services Community development provides the Municipality with the 

internal support to deliver upon a variety of special projects 
including the oversight of the Municipality's energy plan, land 
sales and site development.
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Organizational Unit
 Community Development 

 Discretionary 

Basis for Delivery Organizational Considerations
Traditional – The delivery of community development services is 
not a legislative requirement for a municipality but municipalities 
of similar size may undertake community development projects.

Currently, community development projects are part of the Municipality's Development 
Services department which is consistent with common practice.

Type of Service Service Value Performance and Benchmarking
External and Internal Community development contributes towards the Municipality's 

ability to deliver upon special projects and to support economic 
development in improving upon the economic well-being and 
quality of life for a community.

 For the purposes of potential key performance indicators,  we suggest that the Municipality 
monitor the outcomes of the special projects.

Budget (in thousands)



Municipality of Sioux Lookout
Municipal Service Profile
Community Development





(1) Special projects
(2) Real estate
(3) Site development

Profile Component Definition

Direct Client A party that receives a service output and a service value. 

Municipal departments
Municipal residents

Indirect Client A set of parties that benefits from a service value without receiving 
the service output directly.

Residents of the Municipality who benefit from services delivered by the Municipality

Service Output The output of a service that fulfills a recognized client’s need. 

Service Output Level The quantum of service outputs provided to direct clients.

To be populated based on activity based information information provided by the Municipality 
Information could include:

Number of ongoing projects

Primary Delivery Model How the service is predominantly delivered, recognizing that a 
combination of delivery models may be used. 

Combined -  The community development services are delivered through the use of internal 
resources with third parties delivering the special projects



Municipality of Sioux Lookout
Municipal Service Profile
Community Development

 Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement FTEs

Traditional 39,130$                   (39,130)$                  -$                         

Traditional 40,000$                   (49,619)$                  (9,619)$                    

Traditional 435,000$                 (435,000)$                -$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

514,130$                 (523,749)$                (9,619)$                    -                           

Financial Information (2020 Budget)

Special Projects - Energy Plan Contracted Services

Special Projects - Resource Sector Contracted Services

Special Projects - NRCan Contracted Services

Sub-Service/Process  Basis for Delivery Delivery Model

Total



Municipality of Sioux Lookout
Municipal Service Profile
Finance

Below Standard At Standard Above Standard

Mandatory

Essential

Traditional

Operating Costs 998$                 
Revenues (339)$                
Net Levy 659$                 
FTE's 7.0                    

Mandatory – Pursuant to Section 286(1) of the Municipal Act, all 
Ontario municipalities are required to appoint a treasurer “who is 
responsible for the handling of all financial affairs of the 
municipality on behalf of and in a manner directed by the council 
of the municipality.” 

Basis for Delivery Organizational Considerations
FInancial services currently report directly through to the Office of the CAO. There may be an 
opportunity to cluster Finance with related services such as other Corporate Services.

Program Service Overview Service Level 
 Finance The Finance Department oversees and manages the internal 

financial controls and processes for the Municipality.The 
department provides financial service to all departments as well 
as direct services to ratepayers and customers. The department is 
responsible for property tax and utilities billing, accounts payable, 
accounts receivable, user fees, garbage tags, parking tickets and 
dog licenses and microchip fees.
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Organizational Unit

 Discretionary 

Internal Finance contributes to financial sustainability and flexibility by 
undertaking financial planning and analysis in connection with 
municipal decisions and strategies.  

Budget (in thousands)

Type of Service Service Value Performance and Benchmarking

 Finance 

For the purposes of potential key performance indicators,  we suggest that the Municipality 
monitor financial statement reporting timeframes (internal and external reporting); Percentage 
of purchases subject to fomal procurement mechanisms (e.g. PO's, RFP's, tenders); Invoice 
processing time (percentage of invoices processed within xx days of receipt)



Municipality of Sioux Lookout
Municipal Service Profile
Finance











 Other levels of government
(1) Financial policy, planning and analysis
(2) Financial transaction processing
(3) Financial reporting
(4) Procurement management
(5) Advice to other departments

Service Output Level The quantum of service outputs provided to direct clients.

To be populated based on activity based information information provided by the Municipality
Information could include:

# of T4s
# of EFTs processed
# of cheque
# of RFPs, tenders
FIR submission date

Primary Delivery Model How the service is predominantly delivered, recognizing that a 
combination of delivery models may be used. 

Own Resources - Financial services are predominantly provided with the Municipality's own 
resources.

Indirect Client A set of parties that benefits from a service value without receiving 
the service output directly.

Residents who benefit from the financial decision-making undertaken by the Municipality

Service Output The output of a service that fulfills a recognized client’s need. 

Profile Component Definition

Direct Client A party that receives a service output and a service value. 

Mayo and Council 
Municipal departments and employees
Third parties involved in financial transactions with the Municipality
Third parties receiving financial reporting from the Municipality



Municipality of Sioux Lookout
Municipal Service Profile
Finance

 Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement FTEs

Mandatory 619,161$                 (124,636)$                494,525$                 7.0

Mandatory 355,533$                 (214,501)$                141,032$                 

Mandatory 22,850$                   22,850$                   

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

997,544$                 (339,137)$                658,407$                 7.0                           

Financial Information (2020 Budget)

Treasury Own Resources

Corporate Overhead Own Resources

Asset Management Own Resources

Sub-Service/Process  Basis for Delivery Delivery Model

Total



Municipality of Sioux Lookout
Municipal Service Profile
Fire Services

Below Standard At Standard Above Standard

Mandatory

Essential

Traditional

Operating Costs 379$  
Revenues (25)$  
Net Levy 354$  
FTE's  1.5

External Fire contributes to the adherence of all fire and emergency 
services planning and analysis in connection with municipal 
decisions and strategies.  Fire contributes to the safeguarding of 
the Municipality's assets by ensuring building and equiment is 
maintained and monitored and all firefighters are current with 
training requirements. 

Budget (in thousands)

Type of Service Service Value Performance and Benchmarking

 Fire Services 

For the purposes of potential key performance indicators,  we suggest that the Municipality 
monitor key performance indicators and activity measures as required by the Office of the Fire 
Marshal.

Mandatory – Section 2(1)(b) of the FPPA requires every 
municipality to establish a program in the municipality which must 
include public education with respect to fire safety and certain 
components of fire prevention. Section 2(1)(a) of the Fire 
Prevention and Protection Act (the ‘FPPA’) requires every 
municipality to provide such fire protection services as it 
determines may be necessary in accordance with its needs and 
circumstances.  

Basis for Delivery Organizational Considerations
Currently, fire services as part of the Municipality's Emergency Services reports directly to the 
Office of the CAO which is consistent with common practice.

Program Service Overview Service Level 
 Emergency Services Fire Protection is a Municipal responsibility. The Fire Chief 

manages the resources of the Municipal Fire Department to 
provide immediate and effective emergency response services to 
the community, to promote fire safety, fire prevention, and to 
coordinate emergency planning for the Municipality.
The two fire stations have a combined volunteer force of 44 fire 
fighters. In addition to the Fire Chief, there is one District Fire 
Chief, one Deputy Fire Chief, six Captains and 35 fire fighters. 
One Administrative Clerk is located at the Sioux Lookout Fire 
Station.
The Fire Department is responsible for 24 hours-a-day coverage 
of an area of 536 square kilometres, which encompasses Alcona 
to the east, just beyond Ojibway Provincial Park to the south, 
Hudson to the west and ten kilometres to the north.
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Organizational Unit

 Discretionary 



Municipality of Sioux Lookout
Municipal Service Profile
Fire Services











 Residents of the Municipality who benefit from the services provided
(1) Fire and emergency service policy
(2) Reporting
(3) Fire incident response and operation
(4) Fire education and prevention

Indirect Client A set of parties that benefits from a service value without receiving 
the service output directly.

Service Output The output of a service that fulfills a recognized client’s need. 

Profile Component Definition

Direct Client A party that receives a service output and a service value. 
Third parties (OFMEM) involved in fire and emergency service operations with the 
Municipality

Resident of the Municipality who receive fire services 
Property owners that are subject to fire inspections

Municipal residents and visitors
Occupants of properties subject to inspection

Service Output Level The quantum of service outputs provided to direct clients.

To be populated based on activity based information information provided by the Municipality 
information could include:

Number of calls received
Number of inspections 
Number of public education sessions

Primary Delivery Model How the service is predominantly delivered, recognizing that a 
combination of delivery models may be used. 

Own Resoures - The provision of fire services are predominantly delivered with the use of 
own resources. 



Municipality of Sioux Lookout
Municipal Service Profile
Fire Services

 Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement FTEs

Mandatory 50,355$  -$  50,355$  1.0

Mandatory 329,076$  (25,000)$  304,076$  1.5

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

379,431$  (25,000)$  354,431$   2.5Total

Sioux Fire Department Own Resources

Sub-Service/Process  Basis for Delivery Delivery Model
Financial Information (2020 Budget)

Hudson Fire Department Own Resources



Municipality of Sioux Lookout
Municipal Service Profile
Bylaw Enforcement

Below Standard At Standard Above Standard

Mandatory

Essential

Traditional

Operating Costs 283$                
Revenues (274)$               
Net Levy 9$                    
FTE's 1.0                   

Basis for Delivery Organizational Considerations
Essential – By-law enforcement and property standards 
contribute towards the health and safety of residents, as well as 
the protection of property. 

Bylaw enforcement currently belongs within the Emergency Services Department and this is 
consistent with municipal common practice.

Type of Service Service Value Performance and Benchmarking
External By-law Enforcement and Property Standards contributes towards 

health and safety, consumer protection, nuisance control and 
quality of life.   All citizens benefit from the enforcement of by-laws 
as the result is an increased level of public safety, neighbourhood 
satisfaction, community pride and an overall positive impact on 
quality of life. 

For the purposes of potential key performance indicators,  we suggest that the Municipality 
monitor the time from receipt of bylaw related matter (e.g.a complaint) to resolution, with a 
service level standard that indicates the percentage of complaints resolved within the 
established time frames.Budget (in thousands)

Organizational Unit
 Bylaw Enforcement 

 Discretionary 

Program Service Overview Service Level 
 Emergency Services The By-Law Enforcement Department provides a variety of 

services, including:
Investigation of complaints
Issue warnings and enforce Municipal By-Laws and regulations
Animal Control
Parking Enforcement
Property Standards
Enforcement of all Municipal By-Laws.
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Municipality of Sioux Lookout
Municipal Service Profile
Bylaw Enforcement





(1) Bylaw enforcement
(2) Animal control

Service Output The output of a service that fulfills a recognized client’s need. 

Service Output Level The quantum of service outputs provided to direct clients.

To be populated based on activity based information information provided by the Municipality 
information could include:

Number of complaints

Primary Delivery Model How the service is predominantly delivered, recognizing that a 
combination of delivery models may be used. 

Own Resoures - The provision of bylaw enforcement are predominantly delivered with the use 
of own resources. 

Direct Client A party that receives a service output and a service value. 

Indirect Client A set of parties that benefits from a service value without receiving 
the service output directly.

Profile Component Definition
Residents lodging complaints with respect to by-law non compliance

Residents and visitors who benefit from by-law compliance



Municipality of Sioux Lookout
Municipal Service Profile
Bylaw Enforcement

 Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement FTEs

Essential 24,909$                   (5,500)$                   19,409$                   0.0

Essential 257,802$                 (268,500)$                (10,698)$                  1.0

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

282,711$                 (274,000)$                8,711$                     1.0                          Total

Bylaw Own Resources

Sub-Service/Process  Basis for Delivery Delivery Model
Financial Information (2020 Budget)

Bylaw - Animal Control Own Resources



Municipality of Sioux Lookout
Municipal Service Profile
Emergency Management

Below Standard At Standard Above Standard

Mandatory

Essential

Traditional

Operating Costs -$                 
Revenues -$                 
Net Levy -$                 
FTE's -                   

Basis for Delivery Organizational Considerations
Mandatory – Section 2.1 of the Emergency Management and 
Civil Protection Act requires all municipalities to develop an 
emergency management program that involves an emergency 
plan, training programs, public education and other elements as 
required by the Province.  

Emergency management currently belongs within the Emergency Services Department and 
this is consistent with municipal common practice.

Type of Service Service Value Performance and Benchmarking
Internal and External Emergency Management contributes towards the safety of 

residents of the community through prevention mitigation and 
response to community risks and emergencies.  In addition, 
Emergency Management also works to ensure the continuity of 
municipal services in the event of a disruption, ensuring that 
physical locations, business practices and continuity of 
government is maintained during disruptions and emergency 
events. 

For the purposes of potential key performance indicators,  we suggest that the Municipality 
monitor compliance with the legislation 

Budget (in thousands)

Organizational Unit
 Emergency Management 

 Discretionary 

Program Service Overview Service Level 
 Emergency Services Emergency Management provides leadership, guidance and 

direction to ensure the safety of the community by engaging in 
mitigation, prevention and preparedness for  an emergency.  
Emergency Management is a legislative service that focuses on 
(i) emergency operations and training (response plans, 
infrastructure, best practices, training); and (ii) business 
continuity, public education, awareness and notification.  
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Municipality of Sioux Lookout
Municipal Service Profile
Emergency Management

 Mayor and Council








(1) Emergency response planning
(2) Incident management system
(3) Traning for municipal personnel and response partners
(4) Public education and awareness for residents
(5) Emergency operations centre

Municipal employees
Residents of the Municipality
Emergency response partners
Residents of the Municipality

Service Output The output of a service that fulfills a recognized client’s need. 

Service Output Level The quantum of service outputs provided to direct clients.

To be populated based on activity based information information provided by the Municipality
Information could include:

Number of exercises
Number of emergency events

Primary Delivery Model How the service is predominantly delivered, recognizing that a 
combination of delivery models may be used. 

Own Resources - Emergency management is predominantly provided with the Municipality's 
own resources.

Direct Client A party that receives a service output and a service value. 

Indirect Client A set of parties that benefits from a service value without receiving 
the service output directly.

Profile Component Definition



Municipality of Sioux Lookout
Municipal Service Profile
Emergency Management

 Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement FTEs

-$                        -$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        -$                        -$                        -                          Total

Sub-Service/Process  Basis for Delivery Delivery Model
Financial Information (2020 Budget)



Municipality of Sioux Lookout
Municipal Service Profile
Public Works - Operations

Below Standard At Standard Above Standard

Mandatory

Essential

Traditional

Operating Costs 2,694$             
Revenues (78)$  
Net Levy 2,616$             
FTE's  19.0

Mandatory – Various aspects of  the Municipality's public works 
function are required by Provincial legislation.  Provincial 
regulation also governs how essential non-mandatory services 
are delivered by the Municipality. 

Basis for Delivery Organizational Considerations
Currently, Public Works reports directly to the Office of the CAO which is consistent with 
common practice.

Program Service Overview Service Level 
 Public Works The Public Works Department is responsible for the following 

aspects of Municipal Roadways; winter road maintenance, snow 
removal (see our section on Snow Removal), grading, dust 
control, potholes, brushing, street sweeping, road and ditch 
drainage etc.

The Public Works Department also maintains the Municipality's 
storm water sewer system which includes ditching and the spring 
thawing of culverts. Traffic signs and street lighting  are also the 
responsibility of the Public Works Department.
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Organizational Unit

 Discretionary 

External The Municipality's Public Works function contributes towards the 
overall delivery of public works functions, including transportation 
and environmental services in a manner that ensures public 
health and safety in Sioux Lookout.  Public Works also 
contributes towards the community's economic development by 
ensuring the supporting services are provided on a reliable and 
cost effective and cost effective basis. 

Budget (in thousands)

Type of Service Service Value Performance and Benchmarking

 Operations 

For the purposes of potential key performance indicators,  we suggest that the Municipality 
monitor performance against its internal service level standards in order to ensure compliance 
with the established service level standards.



Municipality of Sioux Lookout
Municipal Service Profile
Public Works - Operations

 Municipal Council






(1) Overall management and administration of public works activities
(2) Summer road operations
(3) Winter road operations
(4) Fleet maintenance
(5) Traffic signal maintenance
(6) Street lighting
(6) Storm water sewer system

Service Output Level The quantum of service outputs provided to direct clients.

To be populated based on activity based information information provided by the Municipality 
information could include:

Number of lane kms maintained
Infrastructure maintained (bridges, etc)
Amount of fleet maintained

Primary Delivery Model How the service is predominantly delivered, recognizing that a 
combination of delivery models may be used. 

Own Resoures -  Public Works services are predominantly provided with the use of the 
Municipality's own resources. 

Indirect Client A set of parties that benefits from a service value without receiving 
the service output directly.

Service Output The output of a service that fulfills a recognized client’s need. 

Profile Component Definition

Direct Client A party that receives a service output and a service value. 
Municipal departments
Users of the Municipality's road network and other infrastructure

Residents and other parties that benefit from effective transporation 



Municipality of Sioux Lookout
Municipal Service Profile
Public Works - Operations

 Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement FTEs

Mandatory 498,843$  (20,000)$  478,843$  3.0

Mandatory 98,581$  -$  98,581$  0.0

Mandatory 2,096,380$              (58,301)$  2,038,079$              16.0

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

2,693,804$              (78,301)$  2,615,503$               19.0

Financial Information (2020 Budget)

Municipal Fleet and Equipment Own Resources

Project and Infrastructure Management Own Resources

Public Works Own Resources

Sub-Service/Process  Basis for Delivery Delivery Model

Total



Municipality of Sioux Lookout
Municipal Service Profile
Public Works - Water and wastewater

Below Standard At Standard Above Standard

Mandatory

Essential

Traditional

Operating Costs 2,841$             
Revenues (2,841)$            
Net Levy -$                 
FTE's -                   

Basis for Delivery Organizational Considerations
Essential – Under the Municipal Act, there is no requirement for 
municipalities to maintain drinking water systems. Where 
municipalities choose to maintain a drinking water system, the 
provisions of the Safe Drinking Water Act, 2002, S.O. 2002, c.32 
(‘SDWA’) and related regulations apply.
The provision of effective wastewater management is critical to 
ensuring the public health and safety of residents.  Under the 
Municipal Act, there is no requirement for municipalities to 
maintain wastewater management systems.  Where 
municipalities choose to maintain these systems, Provincial 
legislation and regulation dictate service level and operational 
requirements for municipalities. 

Currently, water and wastewater operations are a responsibility of the Public Works 
department which is consistent with common practice.

Type of Service Service Value Performance and Benchmarking
External The provision of safe, reliable potable water services contributes 

to the health of the residents, the protection of property through 
fire suppression activities and economic activity by ensuring 
sufficient water supply for commercial, industrial and institutional 
customers. 

For the purposes of potential key performance indicators,  we suggest that the Municipality 
monitor the level of cost recovery and compliance with provincial legislation. 

Budget (in thousands)

Organizational Unit
 Water and wastewater services 

 Discretionary 

Program Service Overview Service Level 
 Public Works Water and wastewater services are provided through the use of a 

third party service provider (operation of the water and 
wastewater plants) and own resources (water and wastewater 
repairs, hydrants, new feeds). The Municipality also owns and 
operates a Communal Septic field that 6 residences are serviced 
by.
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Municipality of Sioux Lookout
Municipal Service Profile
Public Works - Water and wastewater







(1) Distribution of potable water
(2) Water system maintenance
(3) Water servicing connections
(4) Distribution network repairs
(5) Emergency response to network needs
(6) Contract administration

Residential and ICI customers
Ministry of the Environment (recipient of drinking water quality reporting)

Service Output The output of a service that fulfills a recognized client’s need. 

Service Output Level The quantum of service outputs provided to direct clients.

To be populated based on activity based information information provided by the Municipality 
information could include:

Volume of water treated and distributed
Volume of wastewater treated

Primary Delivery Model How the service is predominantly delivered, recognizing that a 
combination of delivery models may be used. 

Combined - Water and wastewater services are provided with third party service providers 
(plant operations) and own resources (distribution and collection).

Direct Client A party that receives a service output and a service value. 

Indirect Client A set of parties that benefits from a service value without receiving 
the service output directly.

Residents and organizations who benefit from access to potable water and wastewater 
management activities

Profile Component Definition



Municipality of Sioux Lookout
Municipal Service Profile
Public Works - Water and wastewater

 Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement FTEs

Essential 1,235,900$              (1,235,900)$             -$                        

Essential 1,605,508$              (1,605,508)$             -$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

2,841,408$              (2,841,408)$             -$                        -                          Total

Water Distribution Combined

Sub-Service/Process  Basis for Delivery Delivery Model
Financial Information (2020 Budget)

Sanitary Sewers Combined



Municipality of Sioux Lookout
Municipal Service Profile
Solid Waste Management

Below Standard At Standard Above Standard

Mandatory

Essential

Traditional

Operating Costs 762$                
Revenues (400)$               
Net Levy 362$                
FTE's 3.0                   

Basis for Delivery Organizational Considerations
Essential – The provision of effective solid waste management 
services is critical to ensuring the public health and safety of 
residents. Under the Municipal Act, there is no requirement for 
municipalities to maintain solid waste management systems. 
Where municipalities choose to maintain these systems. the 
provisions of the related environmental compliance  and 
Provincial legislation, including but not limited to the 
Environmental Protection Act and Ontario Regulation 232/98: 
Landfilling Sites, dictate service level requirements for 
municipalities.

Currently, solid waste management operations are a responsibility of the Public Works 
department which is consistent with common practice.

Type of Service Service Value Performance and Benchmarking
External Solid waste management contributes towards the environmental 

health of the Municipality by ensuring the effective collection,  
processing and disposal of residential and non-residential 
diversion waste streams, as well as collection and disposal of 
residential and non-residential waste/garbage received at landfill 
sites. 

For the purposes of potential key performance indicators,  we suggest that the Municipality 
monitor

Budget (in thousands)

Organizational Unit
 Solid Waste Management 

 Discretionary 

Program Service Overview Service Level 
 Public Works The Municipality operates garbage collection under a user pay 

system where users purchase garbage bag tags for pick-up. 
Regular residential pick-up is done weekly year round and the 
Municipality offers seasonal garbage collection which shifts to 
monthly collection for the months of November to April. The 
Municipality offers residents bi-weekly recycling pick-up. 
The Municipality also owns and operates the Hidden Lake Landfill 
Site 
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Municipality of Sioux Lookout
Municipal Service Profile
Solid Waste Management











(1) Residential garbage collection 
(2) Residential recyclables collection
(3) Landfill operations

Service Output The output of a service that fulfills a recognized client’s need. 

Service Output Level The quantum of service outputs provided to direct clients.

To be populated based on activity based information information provided by the Municipality 
information could include:

- # of tonnes of garbage, recycling collected
- # of tonnes of garbage, recycling processed
- # of tonnes of garbage landfilled

Primary Delivery Model How the service is predominantly delivered, recognizing that a 
combination of delivery models may be used. 

Combined - Garbage and recycling collection are provided with the use of municipal 
resources (garbage collection and landfill operations) and recycling (third party provider).

Direct Client A party that receives a service output and a service value. 

Indirect Client A set of parties that benefits from a service value without receiving 
the service output directly.

Residents, non-resident sectors and visitors to the Municipality that benefit from 
effective solid waste collection and diversion services

Profile Component Definition
Residents and non-residential users that receive curbside collection service

Residents and users that utilize waste collection facilities located in public spaces

Residential and non-residential users of waste management facilities



Municipality of Sioux Lookout
Municipal Service Profile
Solid Waste Management

 Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement FTEs

Essential 399,597$                 (364,597)$                35,000$                   2.0

Essential 147,988$                 (95,000)$                  52,988$                   1.0

Essential 9,700$                     -$                        9,700$                     

Essential 2,075$                     -$                        2,075$                     

Mandatory 185,281$                 50,000$                   235,281$                 

Mandatory 17,410$                   10,000$                   27,410$                   

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

-$                        

762,051$                 (399,597)$                362,454$                 3.0                          Total

Recycling Contracted Service

Waste Diversion Contracted Service

Garbage Pick up - Residential Own Resources

Old Landfill Own Resources

Pitch In Own Resources

Sub-Service/Process  Basis for Delivery Delivery Model
Financial Information (2020 Budget)

Hidden Lake Landfill Own Resources



Municipality of Sioux Lookout
Municipal Service Profile
Recreation and Culture

Below Standard At Standard Above Standard

Mandatory

Essential

Traditional

Operating Costs 1,718$             
Revenues (428)$  
Net Levy 1,290$             
FTE's  13.0

External Community centres provide accessible, inclusive,  welcoming, 
quality spaces for community recreational programming, 
activities, rentals/events and neighbourhood gatherings. 

Budget (in thousands)

Type of Service Service Value Performance and Benchmarking

 Recreation and Culture 

For the purposes of potential key performance indicators,  we suggest that the Municipality 
monitor be the level of cost recovery achieved by programming as a whole and by specific 
function and level of utilization of recreational programming as a whole and by specific 
function. 

Traditional – The operation of recreational centres and 
programming is a typical service offered by municipalities.

Basis for Delivery Organizational Considerations
Currently, Recreation and Culture reports directly to the Office of the CAO which is consistent 
with common practice.

Program Service Overview Service Level 
 Recreation and Culture The Recreation & Culture Department is responsible for 

numerous operations within the community including the fitness 
centre, arena, parks and gardens, boat launches, and public 
refuse collection.
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Organizational Unit

 Discretionary 



Municipality of Sioux Lookout
Municipal Service Profile
Recreation and Culture









(1) Access to recreational facilities for leisure and recreational purposes
(2) Building maintenance
(3) Recreational programming 
(4) Scheduling and bookings
(5) Customer service

Indirect Client A set of parties that benefits from a service value without receiving 
the service output directly.

Residents and visitors of the Municipality who utilize recreation and community services

Service Output The output of a service that fulfills a recognized client’s need. 

Profile Component Definition

Direct Client A party that receives a service output and a service value. 

Individuals utilizing community centres and programming
Community groups utilizing community centres
Other parties offering programming at the community centres 

Service Output Level The quantum of service outputs provided to direct clients.

To be populated based on activity based information information provided by the Municipality 
information could include:

Number of active user groups
Number of hours of utilization by facility
Number of special events hosted at facilities

Primary Delivery Model How the service is predominantly delivered, recognizing that a 
combination of delivery models may be used. 

Own Resources - The Municipality's operation of its recreational and cultural facilities and 
associated programming is provided through the use of their own resources.



Municipality of Sioux Lookout
Municipal Service Profile
Recreation and Culture

 Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement FTEs

Traditional 66,133$  (40,800)$  25,333$  

Traditional 538,886$  (165,000)$  373,886$  

Traditional 11,421$  -$  11,421$  

Traditional 774,994$  (170,500)$  604,494$  13.0

Traditional 78,505$  (7,000)$  71,505$  

Traditional 8,747$  (16,000)$  (7,253)$  

Traditional 13,000$  -$  13,000$  

Traditional 27,858$  -$  27,858$  

Traditional 187,109$  (26,000)$  161,109$  

Traditional 11,500$  (2,500)$  9,000$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

-$  

1,718,153$              (427,800)$  1,290,353$               13.0Total

Culture - Museum Own Resources

Culture - Train Station Own Resources

Culture - Arts and Culture Own Resources

Outdoor Sports Complex Own Resources

Summer Programs Own Resources

Umfreville Trail Own Resources

Fitness Centre Own Resources

Hudson Outdoor Rink Own Resources

Memorial Arena Own Resources

Sub-Service/Process  Basis for Delivery Delivery Model
Financial Information (2020 Budget)

Boat Launches Own Resources



Municipality of Sioux Lookout
Municipal Service Profile
Human Resources

Below Standard At Standard Above Standard

Mandatory

Essential

Traditional

Operating Costs 510$                 
Revenues (43)$                  
Net Levy 467$                 
FTE's 3.0                    

Essential – An effective human resources function is recognized 
as essential to ensure that the needs of both employees and the 
Corporation are met, allowing it to deliver services to residents.  

Basis for Delivery Organizational Considerations
Human Resources currently report directly through to the Office of the CAO. There may be an 
opportunity to cluster HR with related services such as other Corporate Services.

Program Service Overview Service Level 
 Human Resources The Human Resources Department specializes in a number of 

functions, including recruitment and selection, labour and 
employee relations, compensation and benefits, sick and disability 
management, training, collective bargaining, health and safety 
and organizational design.

 B
as

is
 o

f D
el

iv
er

y 

Organizational Unit

 Discretionary 

Internal Human Resources is responsible for maintaining an appropriate 
staffing level and assist departments in managing a  productive 
workforce, by providing programs and supports to the employees 
of the Corporation. It ensures legislative compliance in the areas 
to include Ontario Human Rights, Labour Relations, ESA, 
Occupational Health & Safety and the OMERS Act, WSIA , Pay 
Equity Act.

Budget (in thousands)

Type of Service Service Value Performance and Benchmarking

 Human Resources 

For the purposes of potential key performance indicators,  we suggest that the Municipality monitor  
the HR staffing ratio (the industry standard is 1 HR employee per 100 employees); HR costs (HR 
salaries and benefits) per FTE; recruitment time-to-fill (duration of time to fill positions directly 
corresponds to HR staffing ratios);operating cost per Hire; and HR expense ratio (HR expense / total 
operating expense).



Municipality of Sioux Lookout
Municipal Service Profile
Human Resources









(1) Recruitment and retention (7) Employee engagement
(2) Labour relations (8) Learning and development 
(3) Occupational health and safety (9) Pension and Compensation Mgmt
(4) Employee and client relations (10) Policy development and enforcement
(5) Benefits adminstration
(6) Return to work

Service Output Level The quantum of service outputs provided to direct clients.

To be populated based on activity based information information provided by the Municipality 
information could include:

Number of collective barganing units/agreeements
Number of recruitments
Number of grievances
Number of HR related claims

Primary Delivery Model How the service is predominantly delivered, recognizing that a 
combination of delivery models may be used. 

Own Resources - Human Resources are predominantly provided with the Municipality's own 
resources.

Indirect Client A set of parties that benefits from a service value without receiving 
the service output directly.

Residents of the Municipality, who benefit from the work undertaken by municipal employees

Service Output The output of a service that fulfills a recognized client’s need. 

Profile Component Definition

Direct Client A party that receives a service output and a service value. 

Municipal employees (for personal employee matters)
Municipal management (for corporate human resource support)
Collective bargaining units



Municipality of Sioux Lookout
Municipal Service Profile
Human Resources

 Operating Costs Non-Taxation 
Revenue

Net Levy 
Requirement FTEs

Essential 509,758$                 (43,202)$                  466,556$                 3.0

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

-$                         

509,758$                 (43,202)$                  466,556$                 3.0                           

Financial Information (2020 Budget)

Human Resources Own Resources

Sub-Service/Process  Basis for Delivery Delivery Model

Total
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