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BUDGET COMMITTEE INDEX – JUNE 15, 2016

1.

CALL TO ORDER

2.

APPROVAL OF AGENDA

3.

DECLARATION OF CONFLICT OF INTEREST

4.

DEPUTATIONS

4.1.

Jeff Jackson, Director, Finance with respect to Mississauga's Long Range Financial
Plan

4.2.

Jeff Jackson, Director, Finance with respect to the 2017-2020 Business Plan and 2017
Budget Outlook.

5.

PUBLIC QUESTION PERIOD - 15 Minute Limit
(Persons who wish to address the Budget Committee about a matter on the Agenda.
Persons addressing the Budget Committee with a question should limit preamble to a
maximum of two statements sufficient to establish the context for the question. Leave
must be granted by the Committee to deal with any matter not on the Agenda.)

6.

MATTERS TO BE CONSIDERED

6.1.

Long Range Financial Plan

6.2.

Reserve & Reserve Fund Management

6.3.

City of Mississauga 311 Citizen Contact Centre December Holiday Closure

7.

CLOSED SESSION - Nil

8.

ADJOURNMENT

Background
• City’s first comprehensive Long Range
Financial Plan (LRFP)
• Includes:
– Summary of the City’s key challenges
– Financial condition assessment
– “Snapshot” of City’s anticipated financial position
over the next ten years

2

Long Range Financial Plan (LRFP)
Objectives
• Ensure current range and level of services can
be maintained
• Identify the City’s capacity to grow
• Ensure the City is maintaining a strong cash
position in its reserves and reserve funds for
unforeseen or unusual circumstances
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Long Range Financial Plan (LRFP)
Principles
Sustainability

Flexibility

Vulnerability

Whether a government
is living within its means

Whether a government
can meet rising
commitments by
expanding its revenues
or increasing its debt

The extent to which a
government relies on
money it cannot control

Sustainability is the
ability to provide and
maintain existing
programs without
resorting to unplanned
increases in rates or cuts
in service.

Flexibility is the degree
to which a municipality
can issue debt or
generate revenues
without affecting its
credit rating.

Vulnerability is focused
on minimizing the level
of risk that could impact
its ability to meet
financial obligations and
commitments including
the delivery of services.
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Connections to Other City Plans
•
•
•
•
•
•
•

Strategic Plan
Business Plan and Budget
Capital Priority Setting
Asset Management
Reserves and Reserve Funds Management
Debt Management
Planning Documents
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Key Challenges
• Economic impacts
• Aging infrastructure – addressing the
infrastructure gap
• Affordability of tax increases
• Varied financial support from senior levels of
government
• Climate change, emergency situations and
dealing with the unknown
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Recap of Work Done to Date
First steps: working with BMA
• Financial condition assessment prepared
• Financial sustainability principles / strategies
identified
– Including detailed reserve review and
recommended targets

• Initial financial model developed
• Presented to Budget Committee June 10, 2015
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Financial Condition Assessment
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The LRFP Model
• BMA provided initial model
• Work has continued to achieve:
– Increased flexibility of model
– Integration of existing debt and other city models
– Development of reports
– Scenario capabilities

• Improvements are ongoing (e.g. continually
updating data to reflect current state)
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Variable Sensitivities in LRFP Model
• Model is flexible
• Reports show impacts of changes in:
– Inflation
– Interest rates
– Growth rates
– Assessment growth
– Economic adjustments
– Large project challenges
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LRFP Model Results
• Nimble model that provides:
– Assumptions
– Long-range debt analysis
– Tax levy change estimate
– Reserve analysis and targets
– Analysis of capital program
– Financial trends
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Assumptions
– Status quo level of service
– No changes in revenues
– No changes in support from senior levels of
government
– Historical pace of increase for other costs
– No significant new projects
– Continued infrastructure levy
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Long-Range Debt Analysis:
Debt Charge Repayment Forecast
• Well within debt repayment limit
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Tax Levy Change Estimate
• Relatively stable over the next 10 years
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Long Range Financial Plan (LRFP)
Summary
• Confirmed current range and level of services
can be maintained
• Ability to grow dependent on additional
revenue sources
• Strong cash position will be maintained
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Long Range Financial Plan – Next Steps
• Further work on long term financial
sustainability
• Asset management review to inform plan
• Strategies for funding future communitybuilding projects as they are identified
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Reserve & Reserve
Fund Management

Background
• Maintaining sufficient Reserves and Reserve
Funds is a critical component of the City’s LRFP
• Assists with long-term financial sustainability and
financial planning
• Accumulates funds for future needs
• Provides stability in times of unexpected shifts in
revenues and expenditures
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Recap of Work Done to Date
First steps: working with BMA
• Reviewed larger reserves, and large categories
of reserves as part of financial condition
assessment
• Recommended targets for some reserves &
reserve funds
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City Staff Expanded Review
• Reviewed all 142 reserves and reserve funds
(those reviewed by BMA, plus
program-specific reserves)
• First thorough review since 2000
• Secondment of staff for greater depth of
review
• New Financial Strategies structure provides
ability to focus on in-depth analysis
20

Review Process
• Detailed review of existing files, analysis
of expenditures
• Research/discussion with departments
• Benchmarking with municipalities
• Consultation with departments and legal
• Ensured alignment with financial
statements

• Detailed review of targets
21

Reserves and Reserve Funds
Total $566.3 million @ December 31, 2015
•
•
•
•
•
•
•
•
•

Stabilization
Insurance
Employee Benefits
Program Specific
Capital
Gas Tax
Lot Levies
Development Charges
Developer’s
Contributions
• Cash in Lieu
22

Findings
• Too many reserves
• Reserve by-law needs to be updated

• Reserves not used consistently
• Purpose of some reserves already achieved,
and can now be closed
• 100% documentation not always available due
to age of records
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Solutions: Reserve Reorganization
• Close reserves with zero or very low balances
or little activity
• Consolidate reserves/reserve funds
where have more than one for similar
purposes
• Establish formal policies and targets on
specific reserve and reserve funds
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Solutions: Reserve Targets
• Confirmed and validated recommendations
from BMA
• Targets established for reserves and reserve
funds, where feasible
• Goal: Ensure healthy reserve balances without
undue hardship on operating budget
• Targets will be reviewed on a regular basis
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Three Significant Reserves with Targets
• General Contingency Reserve
• Tax Capital Reserve Fund
• Employee Benefits Reserve Fund
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General Contingency Reserve
• Target established at 10% of City’s own-source
revenues (best practice recommended by
GFOA)
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Tax Capital Reserve Fund
• Source of funding for capital projects
• Target is one year’s worth of tax-supported
capital expenditure
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Employee Benefits Reserve Fund
• Target currently equal to actuarial valuation
• Thorough review planned to confirm what
portion should be funded
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Strategies for Funding Reserve Gaps
• Gradually increase annual contributions to
reserves and reserve funds
• Continue Council-approved 2% Capital
Infrastructure and Debt Repayment Levy
• Restrict use of Stabilization Reserves to
extraordinary, one-time or unforeseen events
• Implementation of stormwater charge
• Consider use of any surpluses
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Reserves: Next Steps
• July by-law to confirm closures and transfers
• Staff will return in the Fall with updated
policies, procedures and guidelines
• Regular review of targets and balances

• Ongoing monitoring
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Maintaining the City’s Good Financial Health

• Ongoing long range planning
• Continue to provide for contingencies and
future liabilities
• Prudent asset management funding strategies
• Strategic use of debt
• Maximizing additional revenue sources
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In Summary
• In a stronger position to advise Council now
on financial decisions
• City’s reserves remain healthy
• More work required on funding strategies
• Need to understand the cost of ambitious
community building projects
• Pursue partnerships with other levels of
government
33

Recognitions – Strong Financial Management

OVATION Award of Excellence

34

Questions

35

4.2

2017 – 2020 Business Plan &
2017 Budget Outlook
Overview Presentation to the Budget Committee
June 15, 2016

4.2

Presentation Outline
• Economic Outlook
• Federal/Provincial Initiatives
• Advancing our Strategic Plan
• 2017 Highlights
• Budget Engagement
• Next Steps
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Economic Outlook

4.2

• GDP is projected to grow by 1.7% in 2016 and by
2.3% in 2017.
• Consumer Price Index - core inflation for 2016 is
projected to be within the range of 1% to 3%.
• Construction Price Index – As of Feb 2016, the
Bank of Canada reported a 1.8% change from
2015.
• The City’s average borrowing rate for new debtfinanced Capital projects is forecasted to be
2.60% for 2016, and 3.25% for 2017.
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4.2

Federal/Provincial Initiatives
The City of Mississauga is working with other levels
of government to optimize investments and value
for its citizens. For the 2017 year the following
initiatives could impact the City operations and
services:
• Changes to the Municipal Act – potential
broadening scope of eligible city investments
• New infrastructure funding – as part of the 2016
Federal Budget to grow the Canadian economy
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4.2

4.2

4.2

2017 Budget Request Highlights

($M)

• $2.3 MiWay Service Growth
• $2.0 Mississauga Transitway Maintenance & Operations
• $0.6 Legal Services pressures
• $0.5 Sidewalk Improvements
• $0.4 Grant Support to Culture Groups
• $0.3 Square One Seniors Centre
• $0.3 Library Collections Strategy
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4.2

Overview and Impact of Diesel Prices
In 2016 Diesel Assumptions set to $1.01/litre, a
reduction of 9 cents from the prior year,
resulted in $1.8M savings
• $1.0 Million transferred to commodity reserve
• $0.8 Million budget reduction
Diesel Commodity Reserve balance is currently
$6.1 Million
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2017 Plan to Manage Fluctuating Diesel Prices
1.20

$1.10 per litre
$1.01 per litre
1.00

Price $Cdn
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-
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Efficiencies and Cost Savings
2009-2017
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4.2

$48.1 million
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Proposed 2017-2020
Operating Budget – Tax Rate Impact
Description
Prior Year Budget

2017
($M)

Tax Rate
Impact

$435.3

2018
($M)

2019
($M)

2020
($M)

$466.5

$493.0

$518.7

Changes to Maintain Current Service Levels

$14.8

3.4%

$10.5

$11.4

$12.6

Changes to Efficiencies and Cost Savings

($3.2)

(0.7%)

($2.7)

($2.7)

($2.7)

Changes to Operationalize Prior Decisions

$2.1

0.5%

$0.4

$0.0

$0.0

Normal Operations

$13.8

3.2%

$8.1

$8.7

$9.9

New Initiatives

$6.3

1.5%

$9.3

$7.8

$5.7

$455.4

4.6%

$483.9

$509.5

$534.3

Capital Infrastructure and Debt Repayment Levy

$8.9

2.0%

$9.1

$9.2

$9.4

North-West Park Indoor Aquatic Facility

$2.2

0.5%

$0.0

$0.0

$0.0

$466.5

7.2%

$493.0

$518.7

$543.7

(0.5%)

(0.25%)

(0.25%)

(0.25%)

6.7%

5.4%

5.0%

4.6%

Impact on Total Residential Tax Bill

2.2%

1.8%

1.7%

1.5%

Impact on Total Commercial Tax Bill

1.3%

1.1%

1.0%

0.9%

Proposed Budget Excluding Special Purpose Levies
Special Purpose Levies

Proposed Budget with Special Purpose Levies
Assessment Growth
Proposed Budget and Year Over Year % Change

$466.5
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2017 Proposed Tax Bill Impact
City and Region

4.2

Impact on Residential Tax Bill
City

Region
(Target)

Education

Total

Required to Fund Ongoing Operations

1.6%

0.5%

0.0%

2.0%

Capital Infrastructure and Debt Repayment Levy

0.7%

0.4%

0.0%

1.1%

Total

2.2%

0.9%

0.0%

3.1%

Description

Impact on Commercial/Industrial Tax Bill
City

Region
(Target)

Education

Total

Required to Fund Ongoing Operations

0.9%

0.3%

0.0%

1.2%

Capital Infrastructure and Debt Repayment Levy

0.4%

0.3%

0.0%

0.7%

Total

1.3%

0.6%

0.0%

1.9%

Description

Numbers may not add due to rounding
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4.2

Budget Engagement

Overall Goals
• Provide timely and relevant information to
residents/taxpayers/media about the
2017 Business Plan and budget.
• Provide and promote opportunities for Council
and staff to engage with residents and receive
input and feedback.
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4.2

Budget Engagement
Building on Success
2016 communication and engagement activities
successful
– more than 32,000 residents directly engaged in the process
– Budget messages reached more than 4.5 million

Highlights
– social media reached more than 90,000 (Twitter and
Facebook)
– Tele-Town Halls more than 19,000 participants
– Budget website more than 10,000 unique views
– Budget Allocator tool more than 1,700 participants
– Service area videos 390 unique views
– School outreach, more than 270 students
15

4.2

Budget Engagement
Council Survey Highlights
Overall Satisfaction
– Based on response rate of 67% (8 of 12)
– 100% satisfaction (very satisfied + satisfied) with overall
communications and engagement (2016 cycle)

Engagement Activities
• Tele-Town Halls (100% satisfaction)
– Support to continue (70% in favour, 30% not in favour)

• Budget allocator tool (100% satisfaction)
– Opportunity for greater detail on services and options

• Video series (100% satisfaction)
– Opportunity to showcase through libraries, considerations for
language barriers

• School Outreach (100% satisfaction)
– Support to continue (100%)
16

4.2

Budget Engagement 2017
Preliminary
Overview
Engagement
Planning

• Preliminary Overview
• Engagement
preparations
• Website + Budget
Allocator Tool
• Service area videos
• Tele-town Halls
• School Outreach
June to September

Citizen
Engagement

• Conduct engagement
outreach – encourage
discussion and obtain
public feedback
• Website with new
videos
• Launch online
Budget Allocator
• Tele-town Halls
• School Outreach
September, October

Budget
Deliberations
Approval

• Share engagement
results
• Publish 2016 business
plan and budget book
• Inform public regarding
Budget Committee
meetings, process and
discussions
• Advise on Council
approval – final
decision and outcomes
November, December

Planning
Preparations for engagement

Consult and Involve
Community outreach and
education

17

Approval
Final decision
and outcomes

4.2

6.1

Date: 2016/05/27
To:

Originator’s files:

Chair and Members of Budget Committee

From: Gary Kent, Commissioner of Corporate Services and
Chief Financial Officer

Meeting date:
2016/06/15

Subject
Long Range Financial Plan

Recommendation
That the report dated May 27, 2016 entitled “Long Range Financial Plan” from the
Commissioner of Corporate Services and Chief Financial Officer be received, for information.

Report Highlights


The current financial situation of the City reflects a strong financial position with sound
practices, affordable debt, prudent fiscal practices and a AAA credit rating as awarded
by Standard & Poor’s Credit Rating Agency.



The City of Mississauga faces future financial challenges. Therefore a Long Range
Financial Plan (“LRFP”) has been developed to ensure the City is prepared to deal with
these challenges. Appendix 1 provides a copy of the City’s LRFP.

Background
On June 10, 2015 an update on Mississauga’s Long Range Financial Plan (“LRFP”) was
presented to the City’s Budget Committee. The presentation focused on the city’s current
financial condition as well as the building blocks and assumptions that would be used to develop
the plan.
The City of Mississauga’s Long-Range Financial Plan (Appendix 1) is the first comprehensive
long-range financial planning document developed by the City and transcends the annual
budget. The document provides a summary of the key challenges being faced by the
municipality, a financial condition assessment for the City, and a snapshot of the City’s
anticipated financial position over the next ten years.

6.1

General Committee

2016/05/27
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The key objectives of the City’s LRFP are to:


Ensure the current range and level of service provision can be maintained



Identify the City’s capacity to grow, and



Ensure the City is maintaining a strong cash position in its reserves and reserve funds to
sustain funding during unforeseen or unusual circumstances.

It is critical now, more than ever, to ensure the City has a Long Range Financial Plan that will
ensure the City is positioned to deal with unforeseen events that may result in significant
financial pressures. While it is not possible to predict the future, ensuring the appropriate tools
and financial strategies are in place will position the City for sound fiscal decision-making.

Present Status
The current financial situation of the City reflects a strong financial position with sound practices,
affordable debt, prudent fiscal practices and a AAA credit rating as awarded by Standard &
Poor’s Credit Rating Agency. BMA Management Consulting Inc. (“BMA”) was retained by the
City of Mississauga to undertake a Financial Condition Assessment of the City. The City’s
existing financial health has many strong elements.

6.1

General Committee

2016/05/27
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Comments
Notwithstanding these significant and strong attributes, the City of Mississauga faces future
financial challenges. The City is armed with insufficient and inflexible revenue-raising tools, so
the City’s ability to replace aging infrastructure and fund other long-term or major expenditures
can only be accomplished through reliance on funding from senior levels of government, the use
of existing reserves, issuance of new debt, or increases to the tax levy and user fees.
There are many initiatives currently being undertaken across the City. The City’s Strategic Plan,
Business Plan and Budget, capital priority setting, asset management, debt management, and
reserve and reserve fund management all could significantly impact the City’s long-range
financial planning.
The City’s long-range planning balances the principles of sustainability, flexibility and minimizing
risk. These principles are addressed through a variety of recommended financial strategies,
including:
-

ensuring adequate funding for planned expenditures

-

planning for future liabilities and providing for contingencies

-

strategic use of debt, and

-

maximizing non-tax revenues to support growth.

A LRFP model has been developed to provide an indication of the City’s future operating,
capital, debt and reserves and reserve fund requirements given current conditions. The strength
of the model lies in its ability to identify implications of future strategies and initiatives as they
are proposed, and to confirm the impacts of these strategies and determine affordability and
impacts on the City’s financial position.
The LRFP provides estimates of our operating and capital requirements over the next ten years.
The estimates are founded on a series of assumptions based on current service levels and
economic factors. The model indicates that the City will continue to be in a financially stable
position over the next ten years. The City’s debt position is anticipated to remain well within
Mississauga’s debt policy. Although not all reserves and reserve funds are estimated to achieve
target within the next 10 years, given the absolute value of the reserve balances, the City’s
overall reserve and reserve funds are considered healthy. The City’s operating budget
increases are anticipated to be relatively stable over the next 10 years.
It must be noted, however, that various large-scale projects which have been identified in the
City’s Master Plans and during Council deliberations are not yet included in the current capital
budget. In addition to the City’s focus on transit, many of our Master Plans have identified the
potential for growth and improvement that will come with some cost. Furthermore, issues such
as climate change, affordable housing and other emerging topics are anticipated to have
additional impacts on the City’s businesses. These have the potential of creating significant
pressure on future expenditure levels.

6.1

General Committee

2016/05/27
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The LRFP will be used as a reference point for discussion when making decisions on future
proposals and projects. The LRFP model developed for the City of Mississauga is a tool that will
assist Council members, the Leadership Team and staff involved in major corporate planning
initiatives in identifying and assessing the financial implications of major future decisions.

Financial Impact
The long range financial plan has no direct financial impact. Rather, the LRFP is a tool that will
assist Council members, the Leadership Team, and staff involved in major corporate planning
initiatives in identifying and assessing the financial implication of major future financial
decisions.

Conclusion
This is the City of Mississauga’s first comprehensive LRFP. It has been developed to ensure
that the City remains financially strong. It will help identify opportunities and challenges that will
influence the City’s future. Ensuring the appropriate financial strategies and revenue tools are in
place will assist as decisions need to be made.
The LRFP indicates that the City will continue to be in a financially stable position over the next
ten years, based on current knowledge. This is in part due to Council’s implementation of the
2% Capital Infrastructure and Debt Repayment Levy, as it has begun to close the infrastructure
gap identified in the capital program. It must be noted, however, that tax increases, the
infrastructure levy, and reliance on funding from senior levels of government make this possible.
Furthermore, various large-scale projects which have been identified in the City’s master plans
and during Council deliberations are not yet included in the current capital budget. In addition to
the City’s focus on transit, many of our Master Plans have identified the potential for growth and
improvement that will come with some cost. Furthermore, issues such as climate change,
affordable housing, and other emerging topics are anticipated to have additional impacts on the
City’s businesses. These have the potential of creating significant pressure on future
expenditure levels. Future iterations of the LRFP will address these and other, yet unidentified,
challenges and opportunities.
The work represented in this report reaffirms to both Council and its residents that the City is
accountable and transparent and will continue to provide quality services while keeping taxes
and user fees affordable.

Attachments
Appendix 1 – Long Range Financial Plan

Gary Kent, Commissioner of Corporate Services and Chief Financial Officer
Prepared by:

Carolyn Paton, Manager Strategic Financial Intiatives
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Interesting Facts about the City of Mississauga:
-

At 292.4 km2, Mississauga’s total land area is larger than that of Paris,
Boston, or Seattle
Mississauga has a beautiful waterfront, resting on the shores of Lake Ontario,
as well as a thriving downtown
In addition to its urban and suburban environments, the City contains more
than 2,900 hectares of municipal parks and forests
The third largest municipal transit system in Ontario uses the City’s 5,220
lane kilometres of roadways to connect residents to home, work, play, school,
travel and healthcare
Mississauga is home to over 63,000 businesses of which 70 are Fortune 500
companies providing over 420,000 jobs
Mississauga has easy access to global markets as home to Canada’s largest
and busiest airport, Pearson International, as well as access to seven major
highways
With a population of 760,000, Mississauga is the sixth largest city in Canada and the 24th largest in Canada and the United States
Mississauga is home to many cultures and faiths.
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BMA Management Consulting Inc. (“BMA”) was retained by the City of Mississauga to undertake a Financial Condition Assessment of the
City. Details from the assessment have been included in the long range financial plan. In summary, the City’s existing financial health has
many strong positives:
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The Long Range Financial Plan
There are many and varied initiatives currently being undertaken across the City. These initiatives are often interconnected and can
significantly impact the City’s LRFP. They are:
•
•
•
•
•
•

Strategic Plan
Business Plan & Budget
Capital Priority Setting
Asset Management
Debt Management, and
Reserve & Reserve Fund Management

Concurrent with the LRFP, an extensive review was undertaken of the city’s reserves and reserve funds, as maintaining sufficient reserve
and reserve funds is a critical component of the City’s long-term financial plan.
In order to provide better financial management and flexibility, recommendations have been made to:
• Close some reserves
• Consolidate some reserves and reserve funds, and
• Establish formal policies and targets for some of the more significant reserve and reserve funds, to ensure improved forecasting
and financial planning.
The Long-Range Financial Plan model is an essential tool for long-term planning for the City. The model has been developed to provide an
indication of the City’s future operating, capital, debt and reserves and reserve fund requirements, given current conditions. The strength of
the model lies in its ability to identify implications of future strategies and initiatives as they are proposed, and to confirm the financial
impacts of these strategies and determine affordability and impacts on the City’s financial position.
The model has the flexibility to set and change assumptions for each major variable. The model allows for incremental or one-time
adjustments, and tracking the financial impact to each service area, reserves and reserve funds, debt and the overall tax levy impact to the
City. Included for decision-making purposes are standardized reports including graphs and tables that summarize the model’s results. The
model is interdependent, so can be used to determine the impact of specific decisions.
The LRFP provides an estimate of our operating, capital and reserve requirements over the next ten years. The estimates are founded on a
series of assumptions based on current service levels and economic factors. The model indicates that the City will continue to be in a
financially stable position over the next ten years.
The LRFP model developed for the City of Mississauga will assist Council members, the Leadership Team and staff involved in major
corporate planning initiatives in identifying and assessing the financial implications of major future financial decisions.
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6.1

Background
Purpose
Long-term financial planning combines financial forecasting with strategizing. It is a highly collaborative process that considers future
scenarios and helps governments navigate challenges. The City of Mississauga’s LRFP is not intended to replicate the detailed Business
Plan & Budget documents. It is intended as a major tool to set financial policies and help ensure the City remains in a strong financial
position.
The strength of a long-range financial plan lies in its connectivity with a corporation’s business planning and budget cycles. A long-range
financial plan will guide the City in delivering its important services such as maintaining critical public infrastructure like roads, bridges,
sidewalks, community centres, swimming pools and other programs which the City residents have come to rely on. Linking the LRFP into the
annual budget process leads to more effective budgeting. Development of the LRFP helps identify potential funding gaps and provides
strategies aimed at improving financial sustainability.
Mississauga’s LRFP provides a 10-year projection of the City’s expenditures and revenues as they influence the operating and capital
budgets of the City. It also examines the impacts on the City’s debt management practices, reserve and reserve fund balances and
continued infrastructure investments.
The City reflects a strong financial position with sound practices, manageable debt, prudent fiscal practices and a AAA credit rating as
awarded by Standard & Poor’s Credit Rating agency. Notwithstanding these significant and strong attributes, the City of Mississauga still
faces future financial challenges. Insufficient and inflexible revenue-raising tools to assist in funding infrastructure and other longer term
expenditures, depleting reserves and inconsistent capital financing from senior levels of government are just a few of the factors affecting
Mississauga’s financial future. Pressure to keep taxes low is also paramount in a volatile competitive economy. The LRFP is a key step the
City has taken to ensure the City’s stable long-term financial future.
The results of a recent budget public engagement process and Environics survey clearly demonstrate that citizens value City services. The
LRFP will reassure Mississauga residents and businesses that Council and staff are taking a long-term, disciplined and integrated approach
to managing and maintaining the City of Mississauga’s long-term financial condition so that these services can continue to be delivered in a
cost effective manner.
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Financial Goals, Strategies & Policies
As described by the Chartered Professional Accountants of Canada (the “CPA”), municipalities are required to balance a number of
principles including sustainability, flexibility, and minimizing vulnerability.

These principles can be addressed through a variety of recommended financial strategies, identified here and discussed in detail throughout
this document.

Ensuring Adequate Funding for Planned Expenditures
The linkages between the City’s strategic plan and business planning and budget development ensure that the City is identifying adequate
funding for approved programs and projects. Proposed new projects require thorough justification and cost estimate analysis to ensure that
decisions are made based on evidence-based information. The City’s four-year operating budget and ten-year capital budget ensure
decisions that are made today consider long-term implications.

Planning for Future Liabilities and Providing for Contingencies
Identifying future liabilities and risks, and maintaining sufficient reserves and reserve funds to ensure these liabilities and risks can be
addressed if required, are a key component of the City’s long-term planning strategies.
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Strategic Use of Debt
The issuance of debt is a critical component in financing future infrastructure for the City of Mississauga. The City has strong debt-issuance
policies and is careful to apply stringent debt-level limits.

Maximizing Non-Tax Revenues to Support Growth
The City’s ability to generate non-tax revenues is limited. Nevertheless, every effort is made to ensure that all sources of revenues are
maximized and potential new opportunities are explored such as securing government grant opportunities and partnership opportunities with
private and public sectors.
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KEY CHALLENGES AND
TRENDS
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Climate Change, Emergency Situations and Dealing with the Unknown
Increased intensity of weather events can have significant impact on the City’s citizens and infrastructure. The flooding in July 2013, the ice
storm in December 2013 and a record number of extreme cold weather days in 2014-2015 are examples of emergency situations that have
had significant impact on the City’s services, infrastructure and costs.
It is critical now, more than ever, to ensure the City has a Long Range Financial Plan that will ensure the City is positioned to deal with
unforeseen events that may result in significant financial pressures. While it is not possible to predict the future, ensuring the appropriate
tools and financial strategies are in place will position the City for sound fiscal decision-making.

15

6.1

Financial Condition
Assessment

16

6.1

6.1

This chapter includes detail on growth and socio-economic indicators, as well as information on property taxes and affordability indicators. It
also provides a summary of the City’s current financial information to help understand the context within which the plan has been developed.
The following chapter discusses linkages to other City planning work with a fulsome discussion on specific City financial position indicators,
such as Reserves and Reserve Fund Management, Debt Management and Asset Management.
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Growth and Socio-Economic Indicators
Growth and socio‐economic indicators describe and quantify a community’s wealth and economic condition and provide insight into the
community’s collective ability to generate revenue relative to the community’s demand for public services. An examination of economic and
demographic characteristics can identify, for example, the community’s ability to pay for public services or a need to shift priorities based on
demographic changes or changes in economic conditions.

19

6.1

6.1

Population Density
Population density indicates the number of residents living in an area (usually measured by square kilometre). Density readings can lend
insight into the age of a City, growth patterns, zoning practices, new development opportunities and the level of multi-family unit housing.
High population density can also indicate:
•
•

whether a City may be reaching build-out, and
service and infrastructure needs, such as additional public transit or street routes

As illustrated in Figure 5, Mississauga has the second-highest population density per square kilometre, compared to its peer group. Future
growth will result in further intensification and redevelopment.
Intensification has a number of benefits including reduced carbon footprint, improved access to public transit, more effective use of
resources such as land, buildings and infrastructure, enhanced community identity and the creation of active streets that promote healthier
patterns of activity.
Intensification requires a transition from greenfield development to an urban environment development. This can have implications on the
way services are delivered. On the one hand, there is a concentrated need for services in specific areas. On the other hand, these services
can often be provided at a lower cost-per-unit due to economies of scale.
Figure 5 – Peer Comparison – Population Density
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Summary – Growth and Socio-Economic Indicators
The following table is an excerpt from BMA’s review of the City’s financial condition.
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Municipal Levy, Property Taxes and Affordability
Prior to developing a long-range financial plan, it is important to understand the cost of municipal services, and to consider their affordability.
As do all municipalities in Canada, the City of Mississauga is facing requirements to replace aging infrastructure while at the same time
addressing the needs for new programs and initiatives to meet growth and changing demographics.
This section focuses on the cost of municipal services for the City, compared to its peer group. This section also focuses on property taxes
in relation to household income, to provide an indication of the affordability of services. Finally, this section compares the competitiveness of
non-residential property taxes.
Mississauga is part of a two-tier municipal government structure – the City of Mississauga is within the Region of Peel. The property tax bill
in Mississauga provides funding for services provided by three levels of government – the City, the Region and the Province of Ontario’s
Ministry of Education. The property tax payer is impacted by the decisions of all three bodies. Figure 16 shows that 34% of the residential
tax bill is related to City programs and services, whereas only 20% of the commercial / industrial tax bill represents the City’s portion (see
Figure 17).

Figure 16 – 2016 Residential Tax Bill

Figure 17 – 2016 Commercial / Industrial Tax Bill
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Summary – Municipal Levy, Property Taxes and Affordability
The following table is an excerpt from BMA’s review of the City’s financial condition.
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Current Financial Information
2016 Operating Budget
Figure 24 provides a breakdown of the City’s 2016 major gross operating expenditure categories. These gross operating expenditures are
offset by a variety of revenues, shown in Figure 25. The net impact results in the net operating budget ($435.3M in 2016). This net budget is
funded through property taxes levied by the municipality on property owners in the City of Mississauga.

Figure 25 – Major Categories of Revenues ($Ms)
Excluding Property Tax Revenues

Figure 24 – Operating Expenditures by Service Area ($Ms)

36

6.1

Capital Budget
Figure 26 shows the City’s $2 billion 10-year capital budget forecast by service area. Capital budgets are funded through various sources of
funding (Figure 27).

Figure 26 – 2016-2025 Capital Budget Forecast by Service area ($Ms)

Figure 27 – 2016-2025 Capital Budget Funding Sources ($Ms)

37

6.1
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Linking to Other City Priorities
There are many and varied initiatives currently being undertaken across the City. These initiatives are often interconnected and can
significantly impact the City’s LRFP.

Strategic Plan
The Strategic Plan is the City’s highest level policy document, created to shape and direct strategic decision-making for the municipality.
Drawing on the Drivers for Change, City Council, advisory groups, City staff and the community developed the Vision Statement and five
Strategic Pillars for Change. The Strategic Plan is a roadmap, guiding the vision for the future:

Mississauga will inspire the world as a dynamic and beautiful global City for creativity and
innovation, with vibrant, safe and connected communities; where we celebrate the rich
diversity of our cultures, our historic villages, Lake Ontario and the Credit River valley.
Mississauga’s five Strategic Pillars for Change are:
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Business Plan & Budget
The Business Plan and Budget translate the goals and priorities identified through the Strategic Plan into a four-year budget plan. The
Business Plan and Budget allow the City to respond to political, economic, social and environmental circumstances. It serves as a guide for
using the City’s limited resources wisely and allows the City to stay focussed on its goals while remaining flexible to manage changing needs
and expectations. At the forefront of the business planning process is the City’s steadfast commitment to fiscal responsibility.
The priorities for the City of Mississauga’s current Business Plan & Budget are:

A multi-year approach allows the City to respond to political, economic, social, and environmental circumstances. This ensures that Council
always has the best information possible as they make business and budget decisions.
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Capital Priority Setting
Capital priority setting is an on-going component of the City’s Business Plan & Budget process. Setting priorities for both replacement and
new capital assets aids in future sustainability. Objectives of the City’s Capital Planning and Prioritization Process are as follows:
•
•
•
•
•
•
•

Produce a 10-year funded Capital Plan that is reliable and executable
Addresses the City’s most critical needs
Match with available financial resources
Align with advancing Council’s strategic goals
Develop an optimal investment program
Demonstrate good stewardship over the City’s existing assets, and
Identify additional capacity needs of the City in a sustainable manner

To ensure a balance occurs across City services, projects are classified into the following categories. It is with these categories that the
City’s capital program is created for Council’s consideration.
Mandatory - Cannot be deferred or stopped
These are projects which have locked-in commitments or vital components associated with cash-flowed projects approved by Council in
prior years. These projects have prior legally binding commitments where contracts are signed or have minimum legal, safety, regulatory or
other mandated minimum requirements where not achieving these requirements will lead to legal action, fines, penalties or a high risk of
liability against the City.
Critical - If not undertaken will result in a high risk of failure and service disruption
These are projects that will maintain critical components in a state of good repair. Allocation of funds within this category should assess both
probability of failure and the potential impact on service delivery. These funds are not mandatory but the funding maintains these critical
components at current service levels; these will otherwise become mandatory by 2018.
Efficiency or Cost Savings - Will provide financial benefits in the future
Projects that will breakeven over the life of the capital asset due to operational cost savings or cost avoidance.
DC Co-payment - Cannot be deferred or stopped
This category includes the 10% tax funding top-up and the tax-funded non-growth components required for some DC projects.
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State of Good Repair
These projects are not mandatory but the funding is needed to maintain targeted service levels and reflects life cycle costing.
Improve
These projects provide for service enhancements that increase current service levels or provide for new capital initiatives.
By categorizing capital requests according to these categories, the City guides Council and staff to “stay on-track”with its capital program; a
necessary and key component of its LRFP.

Asset Management
The City of Mississauga, like most municipalities, has been challenged in finding the balance between delivering services demanded by the
community in an affordable manner, and providing adequate funding for asset renewal needs.

The City’s Asset Management Plan (AMP) has been prepared with guidance from the requirements as outlined within Ontario’s
Building Together: Guide for Municipal Asset Management Plans, and covers the asset inventory related to City Buildings,
Stormwater and Linear Infrastructure.
The City currently has a decentralized approach to asset management whereby departments utilize their own systems and methodologies to
prioritize and rank infrastructure renewal needs. This model has served the City well as measured by the overall condition of the City’s
assets. However, limited financial resources and competing priorities suggest that a centralized approach in the future will assist in ensuring
that the City’s most critical needs continue to be addressed. The LRFP going forward will help to ensure the long term sustainability of the
City’s assets.
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Reserves & Reserve Fund Management
Reserves & Reserve Funds are created to assist with long-term financial stability and
financial planning. Credit rating agencies consider municipalities with higher reserves to be
more advanced in their financial planning. The City has a long history of prudently managing
its reserve and reserve funds. Maintaining sufficient reserves and reserve funds are a critical
component of the City’s LRFP.

“Reserves” are allocated at the
discretion of Council, often as part of an
overall strategy for future funding
programs or projects.

The purposes for maintaining reserves are:

“Reserve Funds” are segregated, and
restricted for a specific purpose.

-

To provide stabilization in the face of variable and uncontrollable factors (growth,
interest rates, changes in subsidies) and to ensure adequate and sustainable cash flows
To provide financing for one-time or short-term requirements without permanently impacting the tax rates, thereby reducing reliance
on long-term debt
To make provisions for replacement of capital assets to sustain infrastructure
To provide flexibility to manage debt levels and protect the City’s financial position, and
To provide for future liabilities

The City of Mississauga has recently undertaken a comprehensive review of all of its Reserves and Reserve Funds. Initially, BMA
Management Consulting (“BMA”) was engaged to review the larger reserves and reserve funds. BMA gave recommendations for closing
and consolidating some reserve and reserve funds, and provided recommended target levels or ranges for some of the reserves and
reserve funds, based on best practices and their professional experience working with other municipalities.
Building on the information and recommendations provided by BMA, staff expanded the review to include all reserves and reserve funds,
including those not originally reviewed by BMA (reserve and reserve funds having a lesser value or very specific purpose). The review
included research on historical purposes of the reserves and reserve funds and discussion with Legal Services to ensure compliance with
any legislated requirements.
In order to provide better financial management and flexibility, recommendations have been made to:
-

-

Close some reserves. Several reserves were identified with zero balances, very low balances with no activity in a number of years,
or with no further requirement to exist (i.e. their initial purpose had already been achieved). Recommendations have been made to
close these reserves and, where a balance remained, transfer the balance to the Capital Reserve Fund to ensure more appropriate
use
Consolidate some reserves and reserve funds. Over the years, reserves have been established for similar purposes.
Recommendations have been made to consolidate reserves established for similar purposes, to improve financial flexibility
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-

Establish formal policies and targets. Taking into consideration BMA recommendations, staff have recommended target levels or
ranges for some of the more significant reserve and reserve funds, to ensure improved forecasting and financial planning.

Procedures have also been put in place to ensure that the significant body of work undertaken to better manage reserves and reserve funds
is maintained in the future. These include rules around establishing reserves, identifying targets, contribution sources and withdrawal rules
and procedures.

Categories of Reserves and Reserve Funds
The City of Mississauga maintains many Reserves and Reserve Funds for a variety of purposes (summarized below).
Stabilization
The City maintains Stabilization Reserves/Reserve Funds to offset extraordinary and unforeseen expenditure requirements and revenue
shortfalls, and to manage cash flows. This includes reserves to address volatility such as severe weather events, building and planning
revenue fluctuations, tax stabilization, assessment appeals and commodity fluctuations. Over the past five years, the consolidated
Stabilization Reserves and Reserve Funds have been maintained at a relatively stable level. Target balances for the consolidated
Stabilization Reserves/Reserve Funds have been identified.
Insurance
The City has an insurance program in place where claims in excess of a deductible are transferred to a licensed insurer. The City’s
approach to risk management is to maintain insurance reserves at a level that is adequate to cover the estimated cost of claims within the
City’s self-insurance retention. The City regularly reviews the appropriateness of its retention levels and limits of insurance purchased.
Employee Benefits
The City maintains employee benefit reserves and reserve funds associated with the
Workplace Safety and Insurance Board (WSIB), Sick Leave and Early Retirement. This
ensures that funds are available to address future requirements and liabilities.
Program Specific
Program Specific Reserves/Reserve Funds are established in response to specific programs
or special funding that has been received. A number of these reserve funds were also created
to hold donations received and held on behalf of community groups to fund projects which the
City is constructing or maintaining on their behalf. Policies or practices have been established
for a number of the Program Specific Reserves/Reserve Funds. Each is specific to the
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underlying reason for establishing the reserve fund. It is anticipated that the City will continue to establish or close
Program Specific Reserve Funds based on the changing needs and priorities of the community.
Capital
Capital Reserve and Reserve Funds are monies set aside for the replacement and refurbishment of capital
infrastructure.
Gas Tax
This includes Provincial, Federal and Regional portions of the Federal Gas Tax. Provincial Gas Tax funding is used to support Transit
growth. Federal Gas Tax funding can be used for up to two of the following capital programs: transit, road infrastructure, and storm drainage
or energy conservation. The City of Mississauga is using the Federal Gas Tax funding for the Transit and Road services.
Lot Levies
The Lot Levy Reserve Funds are monies collected from development prior to the existence of the Development Charges Act. These funds
are used to supplement credits that have been recognized in accordance with Ontario Regulation 82/98 S.17 against future development
charges payable for the properties identified through the application process. These Reserve Funds will eventually be depleted and closed.
Development Charges
Development Charges Reserve Funds are obligatory funds that are segregated from other Reserve and Reserve Funds and available for the
sole purpose of funding growth-related infrastructure. All funding collected under the authority of the City’s Development Charges By-law, as
permitted by the Development Charges Act, 1997 as amended, is used to construct growth-related infrastructure for the following services:
fire, libraries, recreation, roads, transit, parking, public works, storm water management, and general government.
Developer’s Contributions
Developer’s Contributions consist of contributions for specific municipal infrastructure collected as a condition of land development.
Examples include but are not limited to sidewalks, traffic signals and tree planting.
Cash In Lieu – Parkland & Parking
Pursuant to the Planning Act R.S.O. 1990 c.P.13 as amended, monies received in lieu of parkland dedication are set aside in a reserve fund
and spent only for the acquisition of land to be used for park or other recreational purposes. Similarly, monies received in lieu of parking are
set aside in reserve funds and are spent only for parking initiatives.
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Reserves and Reserve Fund Balance
Figure 28 provides a snapshot of 2015 year-end Reserve and Reserve Fund balances.

Figure 28 – 2015 Year-End Reserve / Reserve Fund Balances ($millions)
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Long-Range Financial Plan
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Long-Range Financial Plan Details
The Long-Range Financial Plan Model
The Long-Range Financial Plan model (the “model”) is an essential tool for long-term planning for the City. The model has been developed
to provide an indication of the City’s future operating, capital, debt and reserves and reserve fund requirements, given current conditions.
The information presented in this document indicates trends in the various budget areas, based on current financial strategies. These trends
will change as decision makers approve new programs, revenues or projects.
The strength of the model lies in its ability to identify implications of future strategies and initiatives as they are proposed, and to confirm the
financial impacts of these strategies and determine affordability and impacts on the City’s financial position.
The model has the flexibility to set and change assumptions for each major variable. The model allows for incremental or one-time
adjustments, and tracking the financial impact to each service area, reserves and reserve funds, debt and the overall tax levy impact to the
City. Included for decision-making purposes are standardized reports including graphs and tables that summarize the model’s results. The
model is interdependent, so can be used to determine the impact of specific decisions. For example, the addition of new capital projects will
impact the level of debt and reserves, or a mixture of both, as well as the cost that financing debt will have on the levy.
The foundation data used in the model has been derived from the 2016 budget as approved by Council on December 9, 2015, updated with
best available information at the time of publishing this document:
-

2017-2019 operating budget information has been updated to reflect preliminary 2017 budget information being presented to Budget
Committee at its June 15, 2016 meeting
2020-2025 operating budgets have been projected based on a series of assumptions (identified in the following pages), and
recommended best practices related to reserves and reserve fund target levels.
The ten-year detailed capital program information is based on the 2016-2025 approved plan, adjusted to reflect the anticipated
impact of 2017-2026 budget guidelines, including the addition of some currently unfunded projects
Reserves and reserve fund levels and targets are based on 2016 information, adjusted for planned changes (also identified in the
following pages)
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The following base assumptions have been applied to future years:
-

Existing service levels will be maintained – no changes to service levels, or addition or deletion of services, have been assumed
Compensation increases vary from year to year, and are subject to collective bargaining (for unionized staff) and Council decisions
on additional complement and compensation for non-unionized staff. Increases consistent with past experience have been assumed
for this model
Inflation is assumed to remain at approximately current levels. Although annual changes in non-salary accounts can vary significantly
from year to year, a standard 2% inflationary factor has been applied to all non-salary and revenue accounts
In order to remain resilient and to plan for the future, the City introduced a 2% capital infrastructure and debt repayment levy in 2012.
Approximately one percent is allocated to fund capital infrastructure and one per cent to fund debt repayment of principal and
interest. The LRFP assumes this levy will continue
Interest rates earned by the City are assumed to be at 2% annually
Assessment growth is assumed to be 0.5% for 2017, and has been conservatively reduced to 0.25% for 2018. Future years’
assessment growth is adjusted based on changes in population
Interest rate on debt repayment charges have been assumed in the range of 3% - 3.75% for the next 10 years
The City operating budget and tax levy represent best estimates for anticipated annual expenditures. Nevertheless, operating budget
surpluses are often recognized. The LRFP assumes operating budget surpluses based on historical trends
Funding sources can be added as they become known or estimated
Capital projects can be added or deleted, and the timing of these projects can be adjusted
Various terms and rates for debt can be applied
Reserve targets can be adjusted as required

As noted above, many of the general assumptions in the model are standard rates applied for each year of the ten-year plan. Future
iterations of the model and LRFP will include more detailed assessments of specific factors. For example, the City is embarking on refining
its asset management plan and will be reviewing options for addressing the infrastructure gap. Once this information becomes available, it
will be incorporated into future LRFPs.
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Reserves and Reserve Funds
As discussed previously in this document, maintaining sufficient reserves and reserve funds are a critical component of the City’s financial
planning and financial sustainability. Specific targets have been identified for certain reserves and reserve funds, but not all reserves and
reserve funds are currently at target. Three of the most significant reserves managed by the City are the General Contingency Reserve, the
Tax Capital Reserve Fund, and the Employee Benefits Reserve Fund.
General Contingency
The Reserve for General Contingency has been established to ensure the City maintains funds for unforeseen or uncertain liabilities and
contingencies. BMA has recommended that, based on best practices, the Reserve for General Contingencies should be approximately 1015% of own-source revenues. This best practice is also recommended by the Government Finance Officers’ Association (GFOA) and is
equivalent to six-to-eight weeks of own-source revenues.
The City had historically maintained several additional stabilization
reserves, and many of these have now been recommended to be
consolidated into the general contingency reserve. Some specific
stabilization reserves continue to be maintained separately (e.g. winter
maintenance, insurance). Due to the continuation of some of these
additional reserves, the City has identified a target equivalent to 10% of
own-source revenues (i.e. the lower level of the recommended target
range).

Figure 32 – General Contingency Reserve Projection

As can be seen in Figure 32, the contingency reserve balance is
projected to increase over the next ten years, although it will not
achieve target by 2025. This is because the target is also increasing
annually, as the City’s own-source revenues increase. The projected
rate of increase of the target is less than that of the balance.
One of the main strategies with respect to reserve management is
ensuring each reserve maintains a healthy balance without placing undue hardship on the operating budget (and therefore the tax payer).
Given the absolute value of the reserve balance, and the fact that the balance is projected to increase slowly annually, this reserve is
considered healthy at this time.

54

6.1

6.1

Operating Budget
As discussed at the beginning of this chapter, all decisions related to revenue generation, capital expenditures, debt-issuance decisions and
reserve and reserve fund management are interrelated and ultimately impact the City’s operating budget. The current LRFP assumes the
City continues at status quo – that is, no changes to service levels in our services and programs.
As can be seen in Figure 35, the Mississauga portion of the tax levy is currently estimated to be relatively stable over the next ten years.
2017 is slightly higher than average due to a one-time 0.5% increase in the tax levy specific to the Northwest Park Pool, and 2024 shows a
one-time reduction of approximately 1% due to the cessation of the Emerald Ash Borer special levy.

Figure 35 – Tax Levy Change Estimate (Mississauga Portion)

Relative anticipated changes in Mississauga portion only; not to be considered a forecast
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Date: 2016/05/31
To:

Originator’s files:

Chair and Members of Budget Committee

From: Gary Kent, Commissioner of Corporate Services and
Chief Financial Officer

Meeting date:
2016/06/15

Subject
Reserve & Reserve Fund Management

Recommendation
1. That the report dated May 31, 2016 entitled “Reserve and Reserve Fund Management” from
the Commissioner of Corporate Services and Chief Financial Officer be received.
2. That all transfers of balances and closing of reserves or reserve funds, as set out in
Appendix 1, “Consolidation and Closing of Reserves and Reserve Funds” be approved, and
the necessary by-law be enacted.

Report Highlights
 A key component of the City’s long range financial planning is to ensure the City maintains
a strong cash position in its Reserves and Reserve Funds. A thorough review of the City’s
Reserve and Reserve Funds was conducted as part of the preparatory work for the
development of the long-range financial plan.
 This report provides an overview of the City’s reserves and reserve funds, makes
recommendations for amalgamating and/or closing specific reserves and reserve funds,
and identifies targets for reserve balances going forward, based on municipal best
practice.
 The changes are being recommended with the goal of improving flexibility and
management of this key component of our financial condition.

Background
On June 10, 2015 an update on Mississauga’s Long Range Financial Plan (“LRFP”) was
presented to the City’s Budget Committee. The presentation focused on the city’s current
financial condition as well as the building blocks and assumptions that would be used to develop
the plan.
There are many key financial components and indicators required to build and maintain a LRFP,
such as, debt management, managing reserves and reserve funds, and the development and
adherence to prudent fiscal policies. The City has strong debt-issuance policies and is careful
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to apply stringent debt-level limits. This report focuses on the City’s Reserve and Reserve Fund
structure, as “maintaining sufficient Reserve and Reserve Funds is a critical component of the
City’s long-term financial plan” (BMA Management Consulting).

Present Status
Reserves and Reserve Funds
Reserves and reserve funds are created to assist with long-term financial stability and financial
planning. By maintaining reserves, the City can accumulate funds for future needs or contingent
liabilities, a key element of sound long-term financial planning practices. Reserves and reserve
funds also provide stability in times of unexpected shifts in revenues and expenditures. Credit
rating agencies consider municipalities with higher reserves more advanced in their financial
planning.
“Reserves” are allocated at the discretion of Council, often as part of an overall strategy for
future funding programs or projects. “Reserve Funds” are segregated, often by legislation, and
restricted for a specific purpose.
The City has a long history of prudently managing its reserves and reserve funds. This report
provides an overview of the City’s reserves and reserve funds, makes recommendations for
amalgamating and/or closing specific reserves and reserve funds, and identifies targets for
reserve balances going forward, based on municipal best practice. The majority of reserves and
reserve funds have been reviewed and evaluated. Some very specific obligatory reserve funds
(such as Development Charges) have not been evaluated in this exercise due to their known
restrictive nature. The Treasurer annually reports on Development Charge use.
Today, the City of Mississauga has 142 reserve and reserve fund accounts. Some reserves
have been set up over the years for similar purposes. Some reserves have not had any activity
in a number of years, while others were originally set up for one-time use.
The City of Mississauga’s reserve and reserve fund categories are described as follows:
Stabilization
The City maintains Stabilization reserves and reserve funds to offset extraordinary and
unforeseen expenditure requirements and revenue shortfalls, and to manage cash flows. This
includes reserves to address volatility such as severe weather events, building and planning
revenue fluctuations, tax stabilization, assessment appeals and commodity fluctuations. Over
the past five years, the Stabilization reserves and reserve funds have been maintained at a
relatively stable level.
Insurance
The City has an insurance program in place where claims in excess of a deductible are
transferred to a licensed insurer. The City’s approach to risk management is to maintain
insurance reserves at levels that are adequate to cover the estimated cost of claims based on
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the City’s self-insured levels and deductibles. The City regularly reviews the appropriateness of
these levels.
Employee Benefits
The City maintains employee benefit reserves and reserve funds associated with the Workplace
Safety and Insurance Board (WSIB), Sick Leave, Early Retirement and Vacation Pay. This
ensures that funds are available to address future requirements and liabilities.
Program Specific
Program Specific reserves and reserve funds are set aside in response to specific programs or
special funding that has been received. A number of these reserve funds were also created to
hold donations which are received and held on behalf of community groups to fund projects
which the City is constructing or maintaining on their behalf. Policies or practices have been
established for a number of the Program Specific reserves and reserve funds. Each is specific
to the underlying reason for establishing the reserve fund. It is anticipated that the City will
continue to establish Program Specific reserve funds based on the changing needs and
priorities of the community.
Capital
Capital reserves and reserve funds are monies set aside for the replacement and refurbishment
of capital infrastructure.
Gas Tax
The Gas Tax reserve funds include Provincial, Federal and Regional portions of the Federal
Gas Tax. Provincial Gas Tax funding is used to support Transit growth. The share of the
Provincial Gas Tax is affected by ridership levels and may fluctuate from year to year. The
Federal Gas Tax funding can be used for up to two of: transit, road infrastructure, and storm
drainage or energy conservation. The City of Mississauga is using the Federal Gas Tax funding
for Transit and Road services.
Lot Levies
The Lot Levy reserve funds are monies collected from development prior to the existence of the
Development Charges Act. These funds are used to supplement credits that have been
recognized in accordance with Ontario Regulation 82/98 S.17 against future development
charges payable for the properties identified through the application process. These reserve
funds will eventually be depleted and closed.
Development Charges
Development Charges reserve funds are obligatory funds that are segregated from other
reserves and reserve funds and available for the sole purpose of funding growth-related
infrastructure. All funding collected under the authority of the City’s Development Charges Bylaw, as permitted by the Development Charges Act, 1997 as amended, is used to construct
growth-related infrastructure for the following services: fire, libraries, recreation, roads, transit,
parking, public works, storm water management, and general government.
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Developer’s Contributions
Developer’s Contributions consist of contributions for specific municipal infrastructure collected
as a condition of land development. Examples include but are not limited to sidewalks, traffic
signals and tree planting.
Cash In Lieu – Parkland & Parking
Pursuant to the Planning Act R.S.O. 1990 c.P.13 as amended, monies received in lieu of
parkland dedication are to be set aside in a reserve fund and are to be spent only for the
acquisition of land to be used for park or other recreational purposes.
Similarly, monies received in lieu of parking are to be set aside in reserve funds and are to be
spent only for parking initiatives.
The total of all reserves and reserve funds at the end of 2015 was $566.3 million (breakdown is
shown below):

Comments
A thorough review of reserves and reserve funds was conducted. This is the first thorough
reserves and reserve fund review conducted since 2000. In addition to the review performed by
BMA Management Consulting (BMA), extensive discussions took place with Legal Services, all
impacted departments, and Senior Management.
BMA Reserve Review
BMA reviewed the categories of reserves and reserve funds used by the City, as well as specific
reserves and reserve funds with more significant balances. BMA also gave recommendations
for closing and consolidating some reserves and reserve funds. Target levels or ranges for
some of the reserves and reserve funds were recommended based on municipal best practices.
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City Staff Expanded Review
Building on the work completed by BMA, City staff expanded the reserves and reserve funds
review to include reserves and reserve funds not assessed by BMA (with the exception of
prescribed obligatory reserves like Development Charges). The reserves not reviewed by BMA
were primarily those having a minimal monetary value or that were established for a specific
purpose.
Although the values in these reserves and reserve funds were smaller, many of them were old
accounts, with limited information available. It was challenging for staff to find information as
many of these accounts were created more than a decade ago, and in many cases the persons
originally responsible and who had detailed knowledge of these reserves either had retired or
are no longer with the City.
As part of the review, expenditures and funding sources were analyzed. Staff also ensured all
available agreements and other documents related to specific reserves and reserve funds were
collected and recorded. To assist in the review process, staff was seconded from both the
Business Planning and Reporting, and Financial and Treasury sections. The information
generated from this thorough review has enabled staff to create a comprehensive database that
will continue to be updated on a go-forward basis.
Department Discussions
Discussions have taken place with both departmental program and finance staff for programspecific reserves. Where appropriate, recommendations were made to streamline reserves and
reserve funds. This has resulted in recommendations to transfer balances from some reserve
funds to others, and to close or consolidate some reserves and reserve funds.
Legal Discussions
Prior to making recommendations on reserve and reserve fund structures, staff contacted Legal
Services to ensure compliance with any legislative requirements. In some cases, despite best
efforts, information was limited as the reserves had been set up decades ago, and often had no
activity. In these circumstances, recommendations have been made to close and transfer
balances. Legal Services agreed that this approach is appropriate given the information
available at the time of writing this report. In the future, should there be any unforeseen liability
or City obligation that remains from a reserve fund that is closed pursuant to this Corporate
Report, appropriate approvals will be obtained to draw the necessary funds from the City’s
contingency account and/or the City’s capital reserve account. The dollar values associated with
these transactions are low.
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Reserves Re-Organization
As of December 31, 2015, the City of Mississauga had 142 Reserve and Reserve Fund
accounts. Over the years, this large number of reserves has required considerable
administration. In order to provide better financial management and flexibility, recommendations
are being made to close some reserves and consolidate others. Targets for specific reserves
and reserve funds have been identified.
Closing of Reserves
A number of reserves and reserve funds have been identified with zero or very low balances,
with no activity for a number of years, and/or where the initial purpose for establishing the
reserves or reserve funds has already been achieved. Recommendations have been made to
close reserves no longer required. In cases where there are remaining balances, it is being
recommended that these unallocated balances be transferred to the Capital Reserve Fund to
ensure these funds are available for appropriate use.
Consolidation of Reserves
Over the years, reserves have been established for similar purposes. In many instances, the
maintenance of reserves with like purposes is not administratively efficient. Therefore, it is being
recommended that some reserve and reserve fund balances be consolidated to improve
financial flexibility.
Appendix 1 summarizes all of the recommendations for closing and consolidating reserves and
reserve funds, as well as recommendations for transferring any remaining balances.
Reserve and Reserve Funds Targets
BMA recommended target levels or ranges for specific reserve and reserve funds based on best
practice and their extensive experience working with other municipalities and the Government
Finance Officers’ Association (GFOA). Staff have validated the recommended targets against
historical data and anticipated future spending. Recommended targets are outlined in Table 1
below. Not all reserves and reserve funds are currently at target. The reserve and reserve fund
targets will be monitored regularly by City staff and, if required, targets will be revised or funding
recommended through the annual budget or works-in-progress reports.
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Table 1. Reserve and Reserve Funds; Recommended Targets by BMA and Balances
Reserve
or
Reserve Fund

2015 Year end
Balances

Name

Target
Achieved

Recommended Target

Description

Reserve for Building
Permit Revenue
Stabilization

$2,774,029

100%-200% annual Building
operating costs

Reserve for Winter
Maintenance

$11,612,925

25%-50% based on the five year
average of winter maintenance
costs.

$34,878,165

Target 10%-15% of City's ownsource revenues.

Value
$9,861,604
to
$19,723,208
$5,381,902
to
$10,763,804
$

Reserve for General
Contingencies

%

28%

Yes

67,204,226
to

52%

$ 100,806,339

Insurance Reserve Funds

$30,175,207

At each year end, equal to the sum
of the case reserves and actuarial
present value for current but not
reported claims (IBNR)

Employee Benefits
Reserve Fund

$35,968,755

Estimated liability from actuarial
valuations

$77,459,267

46%

$90,409,543

To maintain a minimum threshold
cash balance which is equivalent to
one year's worth of the 10 year
average of the tax-supported capital
expenditure requirements

$99,724,700

91%

Capital Reserve Fund

$35,502,270

85%

Three of the most significant reserves managed by the City are the General Contingency
Reserve, the Tax Capital Reserve Fund, and the Employee Benefits Reserve Fund.
General Contingency
The Reserve for General Contingency has been established to ensure the City maintains funds
for unforeseen or uncertain liabilities and contingencies. BMA has recommended that, based on
best practices, the Reserve for General Contingencies should be approximately 10-15% of ownsource revenues. This best practice is also recommended by the GFOA and is equivalent to sixto-eight weeks of own-source revenues.
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The City had historically maintained several additional stabilization reserves, and many of these
have now been recommended to be consolidated into the general contingency reserve. Some
specific stabilization reserves continue to be maintained separately (e.g. winter maintenance,
insurance). Due to the continuation of some of these additional reserves, the City has identified
a target equivalent to 10% of own-source revenues (i.e. the lower level of the recommended
target range).
As can be seen in Figure 1, the contingency
reserve balance is projected to increase over the
next ten years, although it will not achieve target
by 2025. This is because the target is also
increasing annually, as the City’s own-source
revenues increase. The projected rate of
increase of the target is less than that of the
balance.

Figure 1 – General Contingency Reserve Projection

One of the main strategies with respect to
reserve management is ensuring each reserve
maintains a healthy balance without placing undue hardship on the operating budget (and
therefore the tax payer). Given the absolute value of the reserve balance, and the fact that the
balance is projected to increase slowly annually, this reserve is considered adequate at this
time.
Tax Capital Reserve Fund
The Tax Capital Reserve Fund has been established to provide a source of funding for capital
projects. BMA has confirmed the City’s target of maintaining this reserve at a balance of one
year’s worth of the tax-supported capital expenditure requirements. The City has defined this as
the equivalent of a rolling ten-year average of capital spending that is funded from this Reserve
Fund.
As can be seen in figure 2, this fund’s balance is
projected to decline in the latter years of the tenyear plan. This is a direct result of the strategy to
begin to address unfunded projects in the capital
program, as no increase to capital reserve fund
contributions has been planned beyond that
included in the two percent infrastructure. No
action is being recommended at this time,
although it is anticipated that direct action will be
required in future years.

Figure 2 – Tax Capital Reserve Fund Projection

As identified in the LRFP, options for increasing reserve contributions are limited. No changes in
revenue sources have been assumed for the next 10 years. Any increases to reserve
contributions would have to be accommodated through further increases to the tax levy.
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Recommendations on how the gap can be closed will be contained in the next iteration of the
LRFP.
Employee Benefits Reserve Fund
Figure 3 – Employee Benefits Reserve Fund Projection

The target for the Employee Benefits Reserve
is currently equal to the actuarial valuation for
these benefits. Staff will be undertaking a
thorough review, including a review of best
municipal practices, to confirm what portion of
the actuarial valuation should in fact be
funded. For that reason, although this fund’s
balance is declining and is well below the
current target, no changes are being
recommended at this time.
Next Steps – Reserves and Reserve Funds
The gains achieved through the thorough review of reserves and reserve funds will be sustained
through the establishment of policies and procedures regarding establishing, using, monitoring
and closing reserves, appropriate documentation, and potentially, delegation of authority for
reserve and reserve fund administration. Staff anticipate returning in the fall with new reserve
and reserve fund policies and amendments to the By-law. In addition, the City’s reserves and
reserve funds will be regularly reviewed, in coordination with the Business Plan & Budget
process, and recommendations will be presented for Council’s deliberations.

Financial Impact
The consolidation and closing of reserves and reserve funds has no direct financial impact, as
balances have been transferred to other reserves or to existing capital projects, as appropriate.
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Conclusion
A streamlined approach to reserve and reserve fund management is a key step in ensuring
improved financial management as a key component of the City’s financial position and Long
Range Financial Plan principles. The City’s reserves remain in a healthy condition, with the new
LRFP providing additional scrutiny and context for Council as they consider each budget cycle.

Attachments
Appendix: 1 Consolidation and Closing of Reserves and Reserve Funds
Appendix: 2 - Summary of Reserves / Reserve Funds After All Changes

Gary Kent, Commissioner of Corporate Services and Chief Financial Officer
Prepared by:

Carolyn Paton, Manager, Strategic Financial Initiatives
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Appendix 2

Summary of Reserves/Reserve Funds After All Changes
RESERVE /
RESERVE FUND
NUMBER

RESERVE / RESERVE FUND

2015
Closing
Balance
($000s)

Total Operating Reserve Funds
34105
34107
34110
34115
34120
34125
34130
34135
34161
34170
New

Insurance-Transit Fleet
Insurance-Transit Accident Benefits
Insurance-Corporate Fleet
Insurance-Property
Insurance-Municipal Liability
Insurance-Crime & Bond
Insurance-Boiler & Machinery
Insurance-Errors & Omissions
Insurance Reserve Fund
Insurance-Environment

3,373
7,432
156
746
13,137
523
787
2,788
28
1,205

Total Insurance Reserve Fund

30,175

Employee Benefits Reserve Fund

35,969

Total Operating Reserve Funds

66,144

Total Operating Reserves
305161
305190
305135
305125
305320
305120
305195

Building Permit Revenue Stabilization
Bus Shelter Advertising
Elections
Reserve for General Contingencies
Reserve for Stormwater Contingency
Winter Maintenance
Reserve for the Arts

2,774
342
1,470
34,878
0
11,613
1,406

Total Operating Reserves
Total Operating Reserve and Reserve
Funds

52,483
118,627
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Summary of Reserves/Reserve Funds After All Changes
RESERVE /
RESERVE FUND
NUMBER

RESERVE / RESERVE FUND

2015
Closing
Balance
($000s)

Total Capital Reserve Funds
Total DC and CIL Parkland Funded
Development Charges
31305
31310
31315
31320
31325
31330
31335
31340
31343
31345
31347
31350
31354
31355
31356
32121

New DCA-City Holding
New DCA-General Gov'
t
New DCA-Recreation
New DCA-Fire Services
New DCA-Library
New DCA-Transit
New DCA-City wide Eng
New DCA-Public Works
New DCA-Parking
New DCA-LAC
New DCA Hershey
New DCA-Storm Water
DC Appeal - Residential 2014
DC Appeal - Industrial 2014
DC Appeal - Non-Industrial 2014

0
-4,283
13,018
-8,259
212
6,035
29,439
-1,496
1,789
0
0
21,281
1,559
22
306

Total Development Charges Reserve Fund

59,625

Parkland - CIL
Total Development Charges and Parkland
CIL Funded

58,397
118,022

Total Other Funded
35220
Bonus Zoning
Developer Contributions
35201
Roads-Unallocated
New
Transfer to Third Party Developer
New
Bike Lanes/Bike Route Signs
New
LRT Streetscape
35207
Sidewalks-Unallocated
35209
Traffic Signals-Unallocated
35215
Tree Planting
35218
Hershey Loan Receivables
35219
Parks - Other
New
Stormwater
Total Developer Contributions Reserve
Fund

646
7,572
1,399
1,599
4,329
8,108
-6,255
88
2,779
19,619
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Summary of Reserves/Reserve Funds After All Changes
RESERVE /
RESERVE FUND
NUMBER
Lot Levy
35102
35104
35106
35108
35112
35114
35116
35126
35124
35311
Program Specific
35577
35518
35539
35555
35570
35345
35346
35515
35540
35538
35564

RESERVE / RESERVE FUND

2015
Closing
Balance
($000s)

General Government
Fire
Transit
Library
Community Centres
Arenas / Outdoor Ice
Pools
Engineering Other
Major Storm Improvement
Major Watercourses-Unall

0
1
4,292
10,224
5,650
15,133
5,806
36
16,632
2,940

Total Lot Levy Reserve Fund

60,715

Gymnastics Mississauga Capital
(EDAC) Economic Development Advisory
Council
Scarf Donations
Donations - Stroke Breakers
Enterprise Centre
Mississauga Garden Park Dev (B)
Mississauga Garden Park Maint (B)
Benares House Endowment
Donations - Vic Johnston Redevelopment
Boeing Airport Mem-Donations
Aircraft Noise Warning Sign

215
3
-8
214
84
123
455
47
112

Total Program Specific Reserve Fund

1,372

Payment-in-lieu of Off and On Street Parking
35351
CIL Parking Port Credit
35352
CIL Parking Cooksville
35353
CIL Parking Clarkson
35354
CIL Parking Streetsville
35355
CIL Parking Lakeview
35360
CIL Parking City Centre

52
75

3,215
115
384
38
73
1,769

Total CIL Parking Reserve Fund

5,594

Total Other Funded

87,945
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Summary of Reserves/Reserve Funds After All Changes
RESERVE /
RESERVE FUND
NUMBER

RESERVE / RESERVE FUND

2015
Closing
Balance
($000s)

Total Tax Funded
Gas Tax/Transit
35186
35189
35184
35187
35180
35181
35182
35183
33121
35993
35992
35574
35583
35586
35529
35532
37100
37200

Provincial Transit Grant
Metrolinx BikeLinx Reserve
Bus Rapid Transit - Provincial
Move-Ontario 2020 Higher Order Reserve
Public Transit Fund
Gas Tax Reserve Fund-Provincial
Gas Tax Reserve Fund-Federal
Regional Gas Tax Reserve Fund

2,663
64
3,462
10,908
1,844
17,941
6,753
52,726

Total Gas Tax and Transit Reserve Fund

96,360

Capital Reserved Fund
Stormwater Pipe Reserve Fund
Stormwater Capital Reserve Fund
2009 Special Project CRF
Britannia Hills Golf Course
Emerald Ash Borer Fund
Courtneypark Turf/Synthetic
Loyola Artificial Turf Soccer Field/Track
Debt Management - Tax
Debt Management - Storm Water

138,102
0
600
1,215
109
3,271
1,003
358
7
490

Total Tax Funded

241,516

Total Capital Reserve Funds

447,483

Total Reserves/Reserve Funds

566,110

Summary - Reserves and Reserve Funds
Total Operating Reserve Funds

66,144

Total Operating Reserves

52,483

Total Operating

118,627

Total Development Charges and Parkland CIL Funded

118,022

Total Other Funded

87,945

Total Tax Funded

241,516
Total Capital

Total Reserves/Reserve Funds

447,483
566,110
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Date: 2016/05/27
To:

Originator’s files:

Chair and Members of Budget Committee

From: Gary Kent, Commissioner of Corporate Services and
Chief Financial Officer

Meeting date:
2016/06/15

Subject
City of Mississauga 311 Citizen Contact Centre December Holiday Closure

Recommendation
That the report from the Commissioner of Corporate Services and Chief Financial Officer dated
May 27, 2016 entitled City of Mississauga 311 Citizen Contact Centre December Holiday
Closure be received for information.

Report Highlights
 This report provides a response to a Councillor’s request to maintain normal business
hours of the 311 Citizen Contact Centre during the administrative holiday closure at the
City, due to complaints received from residents attempting to get hold of staff during the
holidays.
 The City of Mississauga is committed to providing a high value customer focused
experience for our citizens of Mississauga.
 82% of all telephone inquiries are informational in nature resulting in a customer service
representative providing the information.

Background
During the January 13, 2016 General Committee discussion, Councillor Mahoney requested a
review of the 311 Citizen Contact Centre holiday closure, stating that there was frustration
expressed by citizens who were trying to get hold of city staff during the administrative holiday
closure at the City.
The goal of the 311 Citizen Contact Centre is to provide responsive, seamless and easily
accessible customer service.
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During 2014 and 2015, the 311 Citizen Contact Centre handled in excess of 270,000 and
265,500 phone inquiries respectively. While usage of 311 self-service channels is expected to
continue to grow, 87% of all the inquiries in 2015 were received via the telephone. 311 on-line
service inquiries are currently available via email, social media, City website and the mobile app
Pingstreet.
An inbound call to the 311 Citizen Contact Centre will result in either an:
 Information Request - information is provided (first call resolution), or
 Service Request – request is sent to the business unit for action and a reference number
is provided to the citizen for status tracking
Figure 1: Calls are either - Service Requests or Information Requests

18%

82%

First Call Resolution

Service Request

The service level target in the Call Centre is to handle 90 % of calls as “one and done”.
Customer service representatives will respond to the citizen’s request for information by
referring to the knowledge base content created in collaboration with the business unit and the
311 Citizen Contact Centre.
Using their extensive training the 311 Citizen Contact Centre’s customer service representative
can determine where the service request needs to be directed, making the request simple for
the citizen.
Under normal operating hours, once the 311 Citizen Contact Centre issues a service request, it
becomes the business unit’s responsibility to address it within the established service levels. .

Present Status
The 311 Citizen Contact Centre operates weekdays from 7:00 am until 7:00 pm and is
seamlessly integrated with the Region of Peel Customer Contact Centre. Callers hear an
upfront greeting and can route themselves directly to the Region by pressing an option.
Transportation and Works After Hours Dispatch Services are available 7 pm to 7 am Monday to
Friday and 24/7 weekend and holidays and are available by pressing another option to route the
call.
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The role of After Hours Dispatch Services is to deal with immediate/urgent requests which will
be dispatched to the area and/or on-call staff. All other callers with inquiries such as tax,
parking tickets, etc. are advised to call back weekdays from 7:00 am until 7:00 pm.
Dispatch and the 311 Citizen Contact Centre work closely together during a major weather or
emergency event. There is a protocol in place for the 311 Citizen Contact Centre to provide
additional support outside of its regular business hours based on the nature of the event and the
number of calls in queue. Having a pool of well-trained part-time staff allows the 311 Citizen
Contact Centre to scale up quickly for unpredictable events.
The 311 Citizen Contact Centre call volumes vary considerably depending on events that are
predictable such as tax billing and events that are unpredictable in nature, such as extreme
weather. The 311 Citizen Contact Centre manages fluctuations of call volume through staff
scheduling and the use of part-time staff. To forecast call volumes, the historical number of
inbound calls for the last two years is averaged. Staffing levels are set based on the historical
average call handle time, call volumes and meeting the 80/30 service level target (eighty
percent of calls answered within 30 seconds).
December can be one of the lowest call volume months, depending on the weather. In
December 2015, an average of 777 calls per day were received.

Comments
In reviewing whether to have the 311 Citizen Contact Centre open during the holiday closure,
staff looked at:
Call volumes
During the holiday closure from noon on December 24, 2015 through to January 1, 2016,
including weekends, Dispatch received a total of 1,423 calls. This included a snow event on
December 29th.
Staff resources
The 311 Citizen Contact Centre staffing coverage required during the holiday closure for
weekdays from 7:00 am until 7:00 pm would be minimal, with 2 staff per shift (two shifts of 6
hours each) for coverage, safety and backup purposes.
Other considerations
The location of the 311 Citizen Contact Centre is open during the holiday shutdown period and
no special accommodations to use the facility would be required other than a notification to
security to ensure that the building HVAC and lighting systems are on. Access to the building is
currently provided through security cards.
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Financial Impact
2016
Dec 26
Dec 27
Dec 28
Dec 29
Dec 30
Jan 2

Proposed coverage
over the holiday period
Open
Open
Open
Open
Open
Closed

Compensation Rate
Public Holiday
Public Holiday
Regular time
Regular time
Regular time
Public Holiday – New Year’s Day

The public holidays that fall on December 26 and 27 this year require compensation at premium
time which is equivalent to one and a half times pay for hours worked along with the choice to
receive payment for the public holiday at regular rate or a day in lieu of, to be taken in future.
The three remaining days are at regular time.
Labour costs of the proposed coverage over the holiday period would be approximately
$9,280.00. This cost would be over and above the current operating budget .

Conclusion
Traditionally, December is the lowest call volume of the year. During the December holiday shut
down period from December 26 to December 30, 2016, citizens calling 311 may connect to
Transportation and Works dispatch for immediate or urgent requests. Transportation and Works
dispatch is accessible 24/7 and will dispatch requests to the business unit area and/or on-call
staff. Should there be an unplanned weather or other event, a protocol is in place which permits
the activation of the 311 Citizen Contact Centre.

Gary Kent, Commissioner of Corporate Services and Chief Financial Officer
Prepared by:

Wendy McClymont, Manager, 311 Citizen Contact Centre

