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NAD Consulting is a boutique firm that provides management consulting services to public sector organizations (i.e. municipalities,
governments, education, and associations).
Mission - We help our clients improve their processes and systems, prepare business cases and investment plans, design appropriate
organizational structures to successfully deliver their programs and projects, and measure, manage, and improve their performance.
Services - With over 90 consulting projects delivered for executives and senior management of organizations across Canada, NAD
Consulting has acquired broad expertise in the following service areas:
Management Consulting
•
•
•
•

•
•
•
•
•

Organization structure reviews
Business process improvement and
redesign (e.g. Lean Management)
Program and efficiency reviews
Identification of issues and
recommendations
Strategic planning (mission, vision, and
strategic objectives), digital strategy
Business improvement and cost
reduction
Business transformation
Performance management (planning,
budgeting, and forecasting)
Business case development

Analytics, Data Visualization and
Performance Management Services
•
•
•
•
•
•
•
•

Data visualization and visual report
design
Benefits, logic models, and KPIs
Performance management and
measurement
Business intelligence analysis
Operational and executive dashboards
Reporting and monitoring
Balanced scorecards
Systems, data bases, and data
warehouses

Our municipal sector expertise:
•
•
•
•
•
•
•
•

Public Works
Drinking Water
Wastewater
Fleet Management
Waste Management
Parks and Recreation
Client Service Centres (3-1-1)
All other municipal programs
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Executive Summary
Report
structure
1. Organizational Structure

2. Capacity

3. Processes

Strengths
• Strengths were identified in seven key areas (e.g. highly qualified, exceptionally dedicated employees, robust Council processes, excellent
• working relationship between Council and the administration, competent corporate services, steps already taken to address some issues)
Issues
Numerous issues were found in all three assessment areas:
• Organizational Structure: unclear roles and responsibilities, insufficient administrative and strategic support, certain positions need to be
reviewed
• Capacity: There are capacity issues across the organization at the management level (i.e. GM, manager and supervisor levels)
• Processes: Processes are not sufficiently documented, several are still paper-based and could be streamlined or performed online
Root Cause
The analysis of the issues revealed that the Town has reached the limit of its current administrative model (i.e. small town administration). As the
Town grows, this increases risk in several areas.

Objective

Scale administration model up from town to tourism-based municipality level

Business Transformation
The Town will need to embark on a business transformation initiative to implement change across the organization.
Recommendations
Ten recommendations are made in the following areas. Each recommendation includes multiple tasks and projects.
•
•
•

Refine internal governance practices, processes, decision rights, and delegated
authorities
Review and clarify roles and responsibilities
Adjust the organizational structure, positions, and functions

•
•
•
•

Review and redesign several processes
Review the approach to implement IT projects
Further assess capacity issues in certain departments
Adjust contracts and implement other improvements
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1. Introduction
•

Context

•

Objectives

•

Outcomes

•

Scope

•

Approach

Introduction

Context
•

The Town of Canmore (“the Town”) has experienced sustained growth in its population which is now approximately 14,000 (14% growth
according to the 2016 Statistics Canada Census). Since the 1980s, the Town successfully transitioned from its early coal mining industry focus
to become a premier tourism and recreation destination in Alberta. The Canmore Hotel and Lodging Association has reported significant
growth in the number of visitors for several years. This contributes to a thriving local tourism industry, but also creates tension with
residents due to the limited availability of affordable temporary and longer term housing options, as well as with the rise of accommodation
sharing platforms such as Airbnb or VRBO. The Town’s urban development is limited by its geographical location and proximity to national
parks and mountainous terrain. Growth in land value, housing costs, and other living costs, which are now among the country’s highest,
have resulted in a number of challenges for the Town administration. Therefore, improving the overall affordability of the community
remains the highest priority of the Town. Council’s strategic priorities for 2019-2022 are:
•
•
•
•
•

•

Update and advance the downtown enhancement plan
Forecast, plan for, and create housing options to meet the community’s needs
Implement policies and programs to manage wildlife attractants and educate residents and visitors on responsible human use of the
landscape
Move towards goal of zero waste through the exploration of an organics diversion program and improving the participation in our current
waste reduction programs
Strong Economy: Promote economic diversification across business sectors including the exploration of community broadband
deployment
Create intercept parking and evaluate the implementation of paid parking downtown to fund free local transit services

•

The planning and administration of the Town are not only impacted by the growth in population and visitors, but also by the outcome of a
possible bid for the 2026 Winter Olympics. Council will decide whether to participate in a potential bid by November 2018.

•

The Town conducted an organizational review in 1997, approximately 20 years ago. Much has changed since then, including the introduction
of new technology that transformed traditional work arrangements and use of office space, changes in government policy and funding for
municipalities, and increased demands, needs, and requirements of residents and visitors.

•

Given all the challenges and changes described above, the Town has conducted a review of its organizational structure, capacity and key
processes to meet the current and future service expectations of its residents, business community, visitors, and elected officials. The Town
has 204 full-time employees (FTEs) and an operating budget of approximately $50 million ($30 million capital budget).
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Introduction

Definitions
Organization Review
•

An organization review or assessment goes beyond just changing boxes and sticks on an organization chart.

•

The objective of an organization review is to analyze how people collaborate within an organization, who they report to, what process and
technology they use to deliver against the corporate strategy and operational objectives, and determine how to enhance these elements.

•

To achieve optimal strategic and operational alignment, changes to the following elements are often needed:
• Structure
• People (e.g. capacity, capabilities, roles and responsibilities, competencies, performance metrics)
• Processes
• Technology

Organization Design (Adapted from Designing Organizations; Jay Galbraith, Josey-Bass publishers, 1995)
•

Organization design is the process of analyzing, adjusting, and modifying structure (connectors of roles and responsibilities), sizing, business
units, job profiles (such as roles, responsibilities, competencies, and metrics), and planning for the transition and implementation of those
changes to create an organization capable of achieving business strategy.

•

Job design is sometimes part of organization design and involves designing individual roles, responsibilities, accountabilities, competencies,
and metrics (a job description is often the outcome of job design).

Management Levels
•

The number of organizational levels having managerial or supervisory responsibilities including all layers from the chief administrative
officer (CAO) to supervisors.

Span of Control
• Ratio of the number of workers to a specific manager.
Capacity
• The maximum amount of work that can be performed by an employee to meet the needs of the organization within a given time period (e.g.
7.5 hours in a day, or 35 hours in a week). An employee may have more capacity than another for a given period of time thanks to better
training, work organization (i.e. process), access to software, tools, or other mechanisms, and therefore have the ability to accomplish more
work within the same time period).
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Introduction

Objectives, Outcome, and Scope
Objectives
•

The objective of the project is to conduct a comprehensive review of
the organization from three key perspectives (or assessment areas):
1. Organizational structure (and governance) (i.e. reporting
relationships, span of control, roles and responsibilities)
2. Capacity (and capabilities) (i.e. resource levels, FTE analysis,
workload, and skills alignment), and
3. Processes (and related services)

•

More specifically, the following elements were investigated and
documented for each area:
•
•
•
•

Current state and strengths
Issues and challenges
Improvement areas
Future considerations

Assessment Areas

1. Organizational
Structure

2. Capacity

3. Processes

Current State and Strengths
Issues and Challenges
Improvement Areas
Future Considerations

Recommendations
Implementation Considerations

Change Management Plan

Outcome
•

The outcome of the project is a report that identifies and documents current state, strengths, issues, improvement areas and finally,
recommendations, to help the Town enhance its ability to serve its constituents and community in an effective and efficient manner.

•

A change management plan along with financial and non-financial considerations was designed for a structured approach to the
implementation of the recommendations.

Scope
•
•

The assessment is limited to the three assessment areas (described above) across all of the Town’s service areas.
Please see the Limiting Conditions page at the end of this report, as this report was prepared for the Town of Canmore’s purposes and
requirements only.
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Introduction

Approach
•

The following approach was used to deliver the project:

1. Project Planning and
Initiation
• Conduct kick-off meeting and
validate project objectives,
work plan, and scope
• Identify and discuss any other
project or communication
considerations
• Identify key individuals to
consult
• Schedule interviews and work
sessions

2. Information Gathering and
Consultations
• Obtain and review background
documents, (e.g. strategic plan,
structure, governance, processes,
Council priorities, etc.)
• Develop interview questionnaires
• Conduct interviews and/or
facilitate work sessions with
stakeholders and similar
organizations
• Document current state
• Identify current strengths
• Identify future considerations

3. Analysis

4. Report Development and
Presentation

• Research and analyze data
gathered, background
documents, consultation notes
• Identify issues and challenges
• Identify improvement areas
• Develop recommendations
• Identify implementation
considerations

• Prepare draft report
• Present draft report to Project
Sponsor
• Validate report with Project
Sponsor
• Make any required
adjustments, finalize report
• Present final report to CAO and
Corporate Strategic Team (CST)
• Develop change management
plan

Project Monitoring and Reporting Monitor and report on project progress: Provide regular project status updates (project risks, issues, budget, action items)
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Introduction

Acknowledgements
•

On behalf of the Town of Canmore, NAD Consulting would like to thank all of the individuals who took the time to participate in this review
and shared information and their perspective with the project team.

Mayor and Councillors
• Mayor
• Six Councillors
Corporate Strategic Team
• Chief Administrative Officer
• General Manager, Municipal Infrastructure
• General Manager, Municipal Services
• Manager, HR
• Manager, Communications
• Manager, Financial Services
Management
• Manager, Protective Services
• Manager, Engineering
• Manager, Planning & Development
• Municipal Clerk
• Manager, Recreations
• Manager, Community Social Development
• Manager, Public Works
• Manager, Facilities
• Supervisor, Arts & Events
• Supervisor, IT
• Acting Manager, Recreation

Employees
• Supervisor, Solid Waste Services
• Project Coordinator
• Communications Advisor
• HR Advisor
• Child & Family Worker
• Aquatics Supervisor
• Municipal Engineer
• Facilities Team Leader
• IT team member
• Fire Chief
• Supervisor Bylaw Services
• Supervisor, FCSS
• Development Planner/Sustainability Coordinator
• Events Coordinator
• Accounting Supervisor
• Acting Supervisor, Climbing
• Recreation Supervisor
• Supervisor, Customer Experience
• Team Lead, Customer Experience
• Administrative Assistant, Recreation
• Coordinator, Facility Booking
• Staff Sergeant, RCMP
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Introduction

Report Structure

1. Introduction
1.
2.
3.
4.
5.

Context and Definitions
Objectives and Outcome
Scope
Approach
Acknowledgements

5. Analysis
1. Root cause
2. Implications

2. Current State Description
1. Organizational Structure
2. Capacity
3. Processes

6. Recommendations
1. Recommendations
2. Projects and Tasks

3. Strengths
•
•
•

What works well
What we are good at
What we have improved

7. Next Steps
1. Management Presentation
2. Implementation
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2. Current State Description

Organizational Structure
Capacity
Processes

Current State Description
•

The Current State Description section includes the following elements:

Organizational Structure
1.
2.
3.
4.

Governance Structure
Organizational Structure
Layers of Management
Span of Control

Capacity
1. Capacity Framework
2. Current Capacity Levels (by
department)

Processes
1. Documented Processes, policies
and procedures
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Current State Description

Organizational Structure

Governance Structure
•

The Town of Canmore has the following governance and administrative structure:

Residents

External
• Biosphere
• Bow Valley Wildsmart
• Inter-Municipal
• Rocky Mountain Heritage Foundation
• SAEWA
• School Travel Planning
Internal Advisory
• CAO Performance Review
• Canmore Public Art
• Environmental Advisory Review
Committee (EARC)
• Finance Committee
• Heliport Monitoring
• Canmore Policing Committee
• Teepee Town Task Force
• Community Events Committee

Council
Mayor
6 Councillors
CAO
Corporate Strategic Team (CST)
• CAO
• GM Municipal Services
• GM Infrastructure Services
• Manager HR
• Manager Communications
• Manager Financial Services
Management Team
• Managers

Governed or Funded
• Bow Valley Regional Transit
• Bow Valley Waste Management
• Bow Valley Regional Housing
• Community Housing Corporation
• Community Grants Selection Committee
• Canmore Library Board
• Canmore Museum Society
• Canmore Mountain Arts
• Downtown BRZ
• Tourism Canmore Kananaskis
Internal Boards
• Assessment Review Board
• Canmore Planning Commission
• Emergency Management
• Subdivision & Dev Appeal Board
• Subdivision Authority
• Weed & Pest Control
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Current State Description

Organizational Structure

Organizational Structure
•

The Town of Canmore’s current organizational structure (see appendix A for a detailed structure):
Mayor and
Council

Chief Administrative Officer
206.2
Municipal
Infrastructure

Municipal Services

General Manager

General Manager

85

1:4

96.2

Engineering

Public Works

Manager

Manager

10

1:5

1:5

35

Human Resources

421
Manager
1:4

5

1:4

1:5

Financial Services

Community Social
Development

Protective Services

421
Manager

Manager

Manager

17

1:4

16.2

1:2

27

1:6

Planning &
Development

Facilities

Communications

Recreation

Economic
Development

Manager

Manager

421
Manager

Manager

Manager

14

1:5

25

1:4

2

1

43

1:5

6

1:2

Municipal Clerk
Clerk

3
Business unit total FTEs (Incl. head, vacancies, PT and casual positions)

Span of Control (i.e. direct reports)
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Current State Description

Layers of Management

Organizational Structure

•

Town management and employees are allocated according to the hierarchy displayed in the graphic below.

•

The ratio of Management to Operational staff is 7% (15 to 206). However, most supervisors at the Town perform managerial activities.
The ratio increases to 15% (32 to 206) with supervisors included.
Level Position

Strategy

Top Management

Middle Management

Front Line
Management

FTEs %

1

Chief Administrative Officer
Overall Town management/strategy

1 0.5%

2

General Manager
Division management and strategy

2 1%

3

Managers
Department management

126%

4

Supervisors
Service or Program supervision

17 8%

5

Coordinators, Workers, etc.
Service delivery

Operations

174 84.5%

206 100%
Note: Fire Chief reports to a manager so this position is grouped with supervisors. Municipal Clerk is included with manager level.
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Current State Description

Organizational Structure

Span of Control
The Importance of Span of Control
•

How many employees can a manager efficiently and effectively manage? This question of span of control is important because, to a large
degree, it determines the number of levels and managers an organization needs. All things being equal, the wider or larger the span, the
more efficient the organization1.

Span of Control Best Practices
•

Several factors2 influence the appropriate number of employees a manager can efficiently and effectively manage:
1. Nature of work
2. Degree of standardization possible
3. Complexity of work
4. Interdependency of work

•

Because of the above factors, a single benchmark recommendation for span of control does not exist. Large organizations with
standardized processes tend to have larger span of control than organizations with highly specialized or complex processes. The following
graphic3 provides a general indication of typical spans of control for public sector organizations.
Public Sector Function

Best Practice

Regulation and Compliance

7 to 9

Policy and Research

5 to 8

Operational Service Delivery

8 to 15

Specialist Functions

6 to 12

References:
1. Organization Theory: Structure, Design, and Applications, Prentice-Hall international editions, Stephen P. Robbins, 2010
2. Relieving the overwhelmed organization, Deloitte, 2015
3. Conference Board of Canada, 2015
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Current State Description

Organizational Structure

Span of Control
Current Span of Control Levels at the Town of Canmore
•

The span of control ranges for each position is depicted by the diamonds in the Span of Control by Level graphic below. Each diamond
represents the span of control of a position holder.

Span of Control by Level
CAO
GM
Manager
Supervisor

0

1

2

3

4

5

6

7

8

9

10 11 12

13 14 15+

Represents the span of control of one individual in this position level
While the Supervisor, Aquatics has a span of control of 15 FTEs, the high number of casual and part-time employees make this a span of control of over 40 individuals.
This is similar for certain other positions such as the Supervisor, Climbing Gym.

•

The CAO has a low span of control of 5 (6-7 would be medium, and would be considered ideal for an executive). Of note, the CAO spends a
significant amount of time with the mayor and Council to ensure that there is a good relationship between the Administration and Council.

•

GMs have a span of control of 4 and 5, which would be considered low for an executive. However, GMs at the Town are also responsible for
liaising with several other third party organizations.

•

Managers have a relatively low span of control at 4 or 5, with three managers having a very low span of control (one or two direct reports).
Managers should typically have approximately seven direct reports, and generally never less than two direct reports.

•

Supervisors also generally have a low span of control of 5 or less with five exceptions having 7 or more direct reports. Supervisors typically have
higher spans of control (e.g. approximately 8 for complex operations, 15 or more for simpler or transactional operations).

The lower spans of control may be due to the fact that the Town has a lean structure and that most roles involve operational responsibilities.
Typically the more effective the organization and the more standardized the organization of work, the higher the span of control can be.
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Current State Description

Capacity

Capacity Framework
•

The following utilization and capacity framework was developed to provide a basis for a consistent definition of capacity across the
organization:

Capacity Levels

Utilization

Level

Level Name

Description

0

Over Capacity

Workload exceeds employee/unit capacity and with apparent signs such as:
errors, constant overtime, missed deadlines, sick leave, high turnover, etc.

1

No Capacity

Employee/unit has no capacity for additional tasks or projects and is constantly
extremely busy and stressed

Overutilized

2

Limited Capacity

Employee/unit can rarely take on a few additional tasks or projects in addition to
regular workload and is generally very busy

Balanced
Utilization

3

Normal

Employee/unit has just a right balance of time and workload to produce quality
results and outcomes. Occasionally takes on additional projects or tasks

4

Some Availability

Employee/unit can regularly take on additional tasks and projects within normal
work week

5

Significant Availability

Employee/unit can take on large projects or additional programs within current
normal work week

Underutilized

Important notes regarding the capacity assessment
•

The framework was used during the interviews so that representatives from each department could self-assess the overall capacity of their
department and help identify any capacity issues.

•

The framework provides a general indication of capacity levels, and is not designed to determine if certain individuals are under an excessive
workload as a result of poor prioritization skills, self-imposed expectations (i.e. perfectionism), or if there is a mismatch between an individual
and a position or a level, which could be the case.

•

The results, however, identify areas where overutilization symptoms exist (e.g. stress, errors, constant overtime, sick leave, etc.).
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Current State Description

Capacity

Capacity Assessment
•

The current capacity across the organization based on a high level assessment from the individuals interviewed is as follows:
Overutilization

Problematic
0. Over
Capacity

1. No
Capacity

Recreation

Supervisors

1

IT Services

Supervisor

Communications

Manager

Planning

Manager

2. Limited
Capacity

Balanced
Utilization
3. Normal

Underutilization
4. Some
Availability

5. Significant
Availability

HR
Arts and Events

Protective Services
RCMP

2

Engineering
Municipal Clerk
Community and Social Development
Bylaw
Finance
Fire

3

Public Works
Facilities
Notes

1. Recreation: Employees indicated that the true capacity is at 1 as several employees regularly work overtime and do not report it.
2. RCMP: Level 2 under current capacity, level 0 if one individual is on sick leave .
3. Fire: Council mandated service levels dictate the staffing requirements to attain response times.
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Current State Description

Documented Processes

Processes

•

While certain processes were documented as part of recent system implementations by external firms (e.g. procurement, HR), very few
operational or administrative processes are properly documented and mapped out to enable the identification of efficiencies, improvements, or
touchpoints with other departments. While process descriptions may exist, very few processes are mapped out (i.e. process flow diagram).
Many process descriptions may not be up to date. Processes are often not well communicated or easy to find.

•

A process architecture or process model (i.e. highest level representation of process across the entire organization) does not exist.

•

The lack of internal business process documentation skills, ability to translate user/business needs into technical requirements, and unclear
process roles and responsibilities were identified in section 4. Issues and Challenges.

•

However, several guidelines and standard operating procedures exist and are provided in Appendix B Existing Processes, Guidelines, and
Policies.
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3. Strengths
•

What works well

•

What we are good at

•

What we have improved

Appendix C

Strengths
At a high level, programs and services are logically organized in the organization structure
1.1 Business units are logically grouped based on nature of service provided – The Town’s business units are logically grouped by
infrastructure (e.g. Public Works, Engineering, Planning, Facilities), external services (e.g. Recreation, Community and Social Services,
Protective Services), and internal (corporate) services (HR, Finance, Communications). This works well and generally meets the needs of
the Town.
1.2 Relatively flat organizational structure provides good communication between employees and management – Employees appreciate
the access that they have to senior management and the autonomy a flatter organization provides.

2. Employees are highly qualified, competent, and exceptionally dedicated
2.1 Highly qualified, exceptionally dedicated, and high-performance employees – Due in part to its geographical location and community
life, the Town is able to attract exceptionally talented employees, including employees who are often much more qualified than what
their position typically requires. Interviews conducted as part of the project quickly revealed a unique culture of self-motivated, highperformance individuals at all levels of the organization. Employees are, in most cases, passionate about their work and dedicated to the
success of the organization. In our experience, few organizations have employees with such a level of dedication, especially public sector
organizations that often face criticism from various stakeholders.
2.2 Strong corporate culture – The Town has, over the past 5 years, intentionally developed a strong culture focused on employee
development; open, honest conversations; collaboration; discernment; and appreciation. The Town employees and management are
generally open, collaborative, and believe that the Town offers a great workplace.
2.3 Strong Corporate Strategic Team (CST) – Highly engaged, competent team works well together and with the mayor and Council. Council
believes this is the best management team that the Town has had in years.
2.4 Chief Administrative Officer (CAO) provides excellent leadership to the organization –The CAO is a respected leader, trusted and
appreciated by Council, management team, and employees alike. High achiever and passionate about the organization and the
community.
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Appendix C

Strengths
3. Robust Council processes, trust, and excellent working relationship between Council and Administration
3.1 Excellent relationship and trust between Council and Administration – A significant effort was made in recent years to improve the
working relationship between Council and the Administration, and these efforts have paid off: there is a general agreement that the
relationship between the current Council and Administration is excellent and at an all-time high.
3.2 Council feels very well supported by corporate services and by the Administration – Mayor and councillors have indicated that they are
very well supported by the management team and the entire Town administration.
3.3 CAO and executives better at aligning council expectations with administrative capacity – Council mentioned that the CAO brought the
“gift of priority” (e.g. for affordable housing) to help council prioritize and determine which initiatives and projects should be approved.
3.4 Rigorous agenda review process – The agenda review process involves the CAO and General Managers, is perceived as robust and
rigorous. However, the turnaround time for Council reports is sometimes tight.
3.5 Excellent tracking of council decisions – There is a system in place to track Council decisions and ensure that they are actioned within a
reasonable time frame.
3.6 Finance Manager signs-off on all Council reports with a financial impact – This is a good practice and control that ensures financial
stewardship.
3.7 Documented roles and responsibilities and decision authorities – Roles and responsibilities of the Council, Administration, Chief Elected
Official, and CAO are documented
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Appendix C

Strengths
4. Competent corporate services functions provide good support to internal clients
4.1 Financial Services – Generally viewed as very competent from a technical perspective. While all managers have trust in the Town’s
numbers. Could benefit from an increase in client-centric leadership (i.e. similar to approach used by HR and Communications), but
otherwise positive feedback from clients areas such as budgeting support and financial reporting.
4.2 Communications – Tremendous improvement in past year to transition communications from a tactical business unit to a corporate
communication function that has a client-centric approach to ensure needs of internal departments are identified and properly served.
Strong leadership and team, recognized across the organization. Internal clients have indicated that there may be a need to increase
capacity within the communications unit to meet the demands of the organization.
4.3 HR – Strong HR leadership, team is proactive in meeting client needs. High degree of satisfaction from internal clients, with the exception
of Recreation, which feels that HR could do more to meet their needs. Provides good advice to internal clients and ensures that new hires
are a good fit for the position to fill and with the organizational culture.
4.4 Despite a difficult implementation, most managers feel that the new HR system is very positive – While the implementation of the new
HR system (DayForce) was not easy, most managers (with the exception of Recreation and Fire) feel that the system has reduced their
reliance on paper-based processes and has brought considerable efficiencies for the management of the Town’s HR processes.

5. Council is aware of some of the key issues experienced by the Administration
5.1 Most councillors and the mayor are aware that there are capacity issues – The mayor and most councillors are aware of the
administration’s limited capacity, care about the Town’s employees, and would prefer a more conservative approach to project planning
that includes an allowance for unplanned events. They would prefer that employees maintain a balanced workload and want to avoid
problems such as excessive overtime and burnout which have occurred in the past (e.g. construction of Elevation place). Councillors are
open to requests for additional resources to ensure that the Town is not putting excessive demands on employees. However, this need
must be very well documented as there is still a public perception that the Town is overstaffed and that employees are overpaid.
5.2 Council recognition that CAO and executives would benefit from additional administrative and strategic support – There is recognition
at the Council that the current organization structure is not balanced and that the executive team is stretched and would benefit from
another member (e.g. GM, Corporate Services) or from additional strategic and administrative support.
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Appendix C

Strengths
6. Management and Council have already taken steps to address some of the issues experienced by the Administration
6.1 Significant improvements to the Fire department structure and organization – The Fire department recently went through a
transformation which has resulted in improvements such as a clear roles and responsibilities, a scalable organization structure, clear
career path for employees, and succession plan for the Fire Chief. The capacity of the Fire Services is now generally adequate
6.2 Recent improvements to the structure of the Engineering department – The addition of a term engineer and changes to a transportation
engineer has allowed the department to be in a better position to respond to the demand for engineering services and the added
workload resulting from the flood mitigation initiatives. The Town has learned from the 2013 floods and implemented processes, a riskbased approach and a culture that considers risks in planning for the future. This translates into specific requirements for developers.
6.3 New Project Coordinator in IT Services – New project coordinator recently added to the IT Services team to address major capacity issues
and lack of project management support for key system implementation projects.

6.4 Public Works now well-structured and resourced – After several months of improvement and transformation efforts, the Public Works
department is now properly structured and adequately resourced.
6.5 Most contracted services are efficient and should not be brought in-house at this point – Contracting of services such as snow and ice
removal, water and wastewater treatment plant operations, legal services, and graphic design (mostly printing services) are efficient and
the level of service provided by contractors is good to excellent. Furthermore, it is perceived that bringing some of these services in
house would require specialized expertize which may be hard to attract and retain for the Town.
6.6 Several processes documented in the Municipal Infrastructure department – Efforts made in recent years to document key processes,
work flow, and standard operating procedures (SOPs). The Public Works and Facilities departments have good process and SOP
documents in place. Similar efforts have also started for the Planning and Engineering teams to identify process and quality control
improvements, financial and non-financial efficiencies. Although Engineering is making progress, there are currently capacity challenges
to implement changes in Planning.
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Appendix C

Strengths
6. Management and Council have already taken steps to address some of the issues experienced by the Administration
6.7 Steps taken to address procurement issues are well received by managers – Most managers deemed appropriate and adequate, the
Town's decision to standardize forms, rely on external expertize for more complex procurement needs, as well as adding a Project
Coordinator in the Public Works department are deemed appropriate and adequate by most managers. Procurement needs vary in
complexity and volume across departments. While there is a need for a more consistent approach to procurement (e.g. process, forms,
templates), most managers feel that it is too early to centralize procurement or to have an in-house resource dedicated to procurement.
There are concerns that this would create delays in procurement and that a central resource would not have the specific knowledge
required to support the more complex procurement needs of the organization. There may be a need to reconsider having in-house
procurement expertize in the medium term (e.g. 3-5 year horizon).

7. Other strengths
7.1 The enterprise model for Recreation services is successful – Recreation Services are successfully delivered under a model that covers
some the costs of Recreation operations. While this generates some revenue for the municipality, the Enterprise model is not a full cost
recovery model, and as a result revenues do not fully cover overhead costs or capital costs.
7.2 Solid financial budget process and documented internal controls – The financial budgeting process is efficient, works well, and the
Financial Services team provides good support to the operations during the budget development process as well as on reporting on
budget progress. Improvements could be Financial internal controls are documented and provided to the external auditor.
7.3 The Town has a number of services available online – Business and pet licenses application forms are available for download and print
from the Town’s website, property taxation and assessment values are available online. However, clients have to use different usernames
and passwords as the systems are not integrated.
7.4 A formalized employee performance management process is in place – A development plan preparation guide and checklist exists, a
template is provided to employees to prepare their development plan. The guide is based on three developmental opportunities:
Knowledge, skills, and value/mindset. General Managers and managers meet with their staff one on one every month and at the end of
the year. The focus of this process has been organizational culture. The process is not linked to the Town’s strategic plan.
7.5 There is a perception that Health and Safety is well managed – Most interviewees believed that health and safety was generally well
managed. There are areas where employees are more at risk and where incidents are more frequent which could be further investigated
(i.e. Public Works, and Parks). There may be a need to determine if there is sufficient time allocated to incident analysis and
documentation, to ensure that what caused the incident is addressed and that a similar incident does not occur again in the future.
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4. Issues and Challenges

Organizational Structure
Capacity
Processes

Issues and Challenges
•

The following issues and challenges were identified in each of the assessment areas.

1. Organizational Structure
1.1 Roles and responsibilities are unclear,
especially at the management level
where the line is, at times, blurred
between the responsibilities of GMs,
managers, and supervisors
1.2 Organizational structure design decisions
are not always made on the basis of
optimal fit, strategic alignment, or
organization needs
1.3 Executives do not have sufficient
administrative and strategic support
1.4 Corporate services lack strategic
direction and a risk management
function
1.5 The mix of casual vs. part-time vs. fulltime employees in the Recreation
department causes span of control,
capacity, and other issues
1.6 Certain positions may need to be
reviewed (e.g. Engineering, Finance,
Planning and Development)
1.7 Certain contracted services fall short of
meeting the needs of the Town

2. Capacity
2.1 Excessive workload and insufficient
capacity across the organization
contributes to stress, sick leave, and
other issues
2.2 Executives (CAO, GMs) have insufficient
capacity to provide direction to direct
reports, are not sufficiently supported,
and their roles are too broad
2.3 Several managers are involved in tactical
tasks and day-to-day operations. They
have insufficient capacity to fulfill their
managerial role and to operate at a
strategic level
2.4 IT Services capacity is a bottleneck that
limits the organization’s efficiency and
that contributes to the capacity issue
across the organization
2.5 Certain business units have insufficient
capacity to deliver on their mandate,
meet the needs of the organization, or
to move from transactional to strategic
service or program delivery
2.6 There are other key elements that
contribute to the limited capacity of the
organization (e.g. mobile employees)

3. Processes
3.1 Processes are generally not documented,
formalized or well-integrated
3.2 Several governance processes contribute to
capacity issues
3.3 Strategic planning process is not sufficiently
linked to operational planning and to
available organizational capacity
3.4 Certain HR processes are time consuming and
not always well communicated. Employee
performance management process not linked
to strategic planning and performance
indicators
3.5 Manual, paper-based, or inefficient processes
as well as the lack of online payment
processing contribute to overall capacity
issue, duplicate data entry, and poor client
experience
3.6 The Town lacks client centric processes which
sometimes creates frustration
3.7 The lack of formal risk management and
project management processes and
frameworks limits the Town’s scalability
3.8 Enterprise model not clear; capacity and
process issues in the Recreation department
3.9 There are no formal document management
practices or systems in place
3.10 New systems are implemented with
insufficient process redesign or user
requirement analysis
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5. Analysis
•

Root Cause

•

Implications

•

Improvement Areas

Analysis
•

The analysis led to the identification of a root cause, which we believe is linked to most of the issues that were identified.

•

The Town has reached the limit of its current administrative model and should aim to move to a more formalized administration.

Issues
• Organizational Structure – The organizational structure may limit scalability, certain functions or business units
may not be aligned optimally
• Capacity – Excessive pressure on employees and management, insufficient capacity across the organization,
constant stress, and in some cases loss of valuable employees.
• Process – Informal processes that worked just fine in the past are no longer adequate to meet the needs and
expectations of a growing resident and visitor population. This results in increased volume and complexity for
municipal service delivery. Delays or inconsistent service levels exist.

Root Cause
The Town has reached the limit of its current administrative model (i.e. small town administration) which
relies on informal processes and flexible and generalist employees and management who can both
manage and be directly involved in operations.
Residents: 14,000
Non-permanent residents3: 8,000

Unofficial continuum of urban municipalities in Alberta

(now)

individual dwellings hamlet
population1

1-4

5 - 299

village

(where we should be)

town

300 – 1000 1000 – 10,000

(summer village) (municipality)

city

capital/metropolis

10,000+
tourism-based municipality2

Note 1 : Indicative population ranges from the Municipal Government Act [link]
Note 2: Final wording to be determined. Resort Municipality status exists in BC (e.g. Whistler). Tourism community status sought by Banff, Jasper, and
Canmore [link]. Note 3: Approximate number by Headwater Group, 2015 [link]
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Analysis
•

As the demand for the Town’s services increase, risks will also increase unless the administrative model is adjusted.

Root Cause
The Town has reached the limit of its current administrative model (i.e. small town administration) which
relies on informal processes and flexible and generalist employees and management who can both
manage and be directly involved in operations.

Implication: Increased Risks
Not formalizing governance, structure, and processes increases exposure to risks in several areas as the town grows and
the demand for municipal services increases in both volume and complexity. Risks that materialize become issues.

Performance

Growth in complexity and volume

Manageable risk

Formalized administration

High risk

Generalist, informal administration

Time
Risks - Municipalities are exposed to risks in several categories that may include: safety (to staff and public), financial, legal or
regulatory, human resource (i.e. retention), operational and administrative (e.g. process, technology and systems, internal controls),
political or reputation, environmental (e.g. natural disasters), and other risks.
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Analysis – Council Strategic Priorities Implications
Root Cause
The Town has reached the limit of its current administrative model (i.e. small town administration) which
relies on informal processes and flexible and generalist employees and management who can both
manage and be directly involved in operations.

Implication: Risk for Council Strategic Priorities
Issues

Council Strategic Priorities

Organizational Structure

Capacity

Processes

+ Potential Olympic bid
+ Gap between Council strategic
plan and operational plan

• Reduced administrative ability to
successfully deliver on council
priorities
• Organizational stress
• Disconnect between Council
strategic priorities and
operational and individual plans

•
•
•
•
•

•
•

Overall affordability of the community
Downtown enhancement plan
Housing options to meet the community’s
needs
Manage wildlife attractants and educate
residents and visitors
Organics diversion program and improving
the current waste reduction programs
Promote economic diversification
Parking/funding for free local transit
services
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Analysis
•

Now that the issues, root cause, and corresponding risks are identified, the Town needs to address the root cause by implementing
improvements that will transform the Town administration into a tourism-based municipality administration.

Root Cause

Issues

Increased Risks

The Town has reached the limit of
its current administrative model

Objective
Town

Tourism-Based Municipality
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6. Recommendations

Objective

Action Required

Recommendations

Recommendations
•

To address the identified issues and scale up to the next level of municipal administration, the Town should implement change in internal
governance, processes, organizational structure, technology, and several other areas across the organization and on several levels.

•

This complex initiative cannot be undertaken using a piecemeal, informal approach.

Objective
Town

Tourism-Based Municipality

Scale administration model
up from town to tourismbased municipality level

Action Required

Organization-wide change is complex, a formalized
approach is needed to ensure success.
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Recommendations
•

To address the identified issues and scale up to the next level of municipal administration, the Town will need to embark on a business
transformation initiative.

•

The first step to business transformation success is to establish clear leadership and accountability.

Objective
Town

Tourism-Based Municipality

Scale administration model
up from town to tourismbased municipality level

Action Required
Business transformation
To meet the current and future needs of its growing resident and visitor population, the Town needs to leverage the
talent and unique dedication of its employees and embark on a business transformation initiative to improve key
areas and scale up to the next level of municipal administration maturity (i.e. from small town to tourism-based
municipality administration).

Establish Leadership and Accountability
To be successful, the Town needs to identify a single Business Transformation Leader who will be accountable for the
transformation and for change management. This role is only for the duration of the implementation (i.e. not permanent).
The BT Leader should establish a Project Management Office (PMO) to coordinate the implementation of several projects, tasks
and adjustments, that will be carried out by different teams across the Administration.
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Recommendations
•

The following recommendations are made:

Business transformation

Clear Leadership and Accountability

Recommendations
1.

Refine internal governance practices, processes, decision rights, and delegated authorities (i.e. interactions between Council
and Administration)
2. Review and clarify roles and responsibilities at the manager, supervisor, and functional levels
3. Restructure and provide strategic direction to corporate services and create a strategic support unit
4. Adjust the organizational structure, positions, and functions to improve alignment, address capacity issues, and establish a
scalable management structure
5. Establish a Service Experience unit, adopt a citizen-centric culture, develop a channel strategy to deliver consistent services
6. Review and redesign several administrative processes
7. Review Strategic Planning and HR processes to ensure that organizational capacity and individual performance management
are better aligned to strategic objectives
8. Review the approach to implement IT projects and invest in technology projects that generate efficiencies, eliminate paperbased or manual processes, free-up capacity, and help the Town scale up
9. Further assess capacity issues in certain departments
10. Review and adjust existing contracts
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Recommendations
•

Recommendations will help the administration to be better positioned to deliver Council’s strategic priorities, on client services and on
regular, day-to-day operations.

Town

Tourism-Based Municipality

Scale administration model up from town to tourismbased municipality level
Issues

Improved administration to deliver on:
Council Strategic Priorities

Recommendations
Organizational Structure

Capacity

Processes

+ Gap between Council strategic
plan and operational plan

1.
2.
3.
4.
5.
6.
7.
8.
9.

Governance
Roles and responsibilities
Corporate services & support
Organizational structure
Service Experience unit, citizen-centric culture
Review administrative processes
Review Strategic Planning and HR processes
Review the approach to implement IT projects
Further assess capacity issues in certain
departments
10. Review and adjust existing contracts

Client Services

Regular, day-to-day operations
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Recommendations
•

For each recommendation, projects or tasks were identified.

Business transformation

Clear Leadership and Accountability

Recommendations

Projects, Tasks, Adjustments
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7. Next Steps

Next Steps
Now

Fall 2018

2019+
Ensure Alignment (strategy, structure, processes, capacity, funding)

1. Final Report submitted

2. Decision to move 3. Assess change and
forward, appoint
communications
Business
considerations,
Transformation Leader
develop plan

4. Identify highlevel costs and
FTEs, obtain
approval by CST

5. Develop detailed
6. Implement
implementation plan, recommendations
change management plan,
business cases and project
charters

Communicate strategic direction, involve managers and manage change

1. The final report will be submitted by mid-September 2018.
2. Based on the report, CST will make a decision to move forward with the business transformation initiative and appoint a Business
Transformation Leader.
3. In collaboration with CST, the BT Leader will identify change and communications considerations. A change and communications plan will be
developed. This will identify key dates for communicating the report to managers, staff and Council.
4. With support from managers and employees, the BT Leader will review and prioritize recommendations, determine which ones will be
implemented, and develop a detailed implementation plan. Business cases and project charters will be developed as required.
5. Business cases and project charters will identify specific budgeted implementation costs. Each project charter should be approved by CST
prior to implementation.
6. The BT Leader and project management team will coordinate the implementation of recommendations by staff or contractors based on the
detailed implementation plan.
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Appendices

Appendix A
Detailed
Organizational Structure

Appendix A

Organizational Structure

Organizational Structure
•

The Town of Canmore current organizational structure is as follows:
Mayor and
Council

Chief Administrative Officer
206.2
Municipal
Infrastructure

Municipal Services

General Manager

General Manager

85

1:4

96.2

Engineering

Public Works

Manager

Manager

10

1:5

1:5

35

Human Resources

421
Manager
1:4

5

1:4

1:5

Financial Services

Community Social
Development

Protective Services

421
Manager

Manager

Manager

17

1:4

16.2

1:2

27

1:6

Planning &
Development

Facilities

Communications

Recreation

Economic
Development

Manager

Manager

421
Manager

Manager

Manager

14

1:5

25

1:4

2

1

43

1:5

6

1:2

Municipal Clerk
Clerk

3
Business unit total FTEs (Incl. head, vacancies, PT and casual positions)

Span of Control (i.e. direct reports)
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Appendix A

Organizational Structure

Organizational Structure
Municipal
Infrastructure
General Manager

85

1:4

Engineering
Manager

10

1:5

Municipal Engineer
Project Engineer
Engineering Intern
Specialist Engineering
Technologist
Sr. Engineering Tech.
Mapping/GIS

Public Works
Admin
Assistant

Manager

35

1:5

Admin
Assistant

Planning &
Development

Facilities

Manager

14

Manager

Admin
Assistant

1:5

25

1:4

Admin
Assistant

Solid Waste
Services

Parks Operations

Planning &
Development

Facilities

Recreation Center
Operations

Supervisor

Supervisor

Supervisor

Supervisor

Supervisor

13

1:2

SWS Team leaders (2)
SWS Operators (10)

Transportation Eng.
Project Eng. Flood
Mitigation Term

Utility Services
Contract

Streets and Roads

9.4

1:4

Parks/Cemetery
Coordinator
Parks Team Leader
(3)
Seasonal Parks
workers (24
individuals=7 FTEs)

6

1:5

Development
Assistant
Development Officer
Permit Clerk
Land use
Enforcement (Temp)
Planning intern

11

1:1

11

FMT/Team Leader
FMT (3)
Bldg Svc Workers (2)
Facility Operators (4)

1:3

Shift Leader (3)
Facility Mtce Tech (2)
Facility Operators (6)

Maintenance Contracts
Custodial Contracts

Supervisor

9.7

1:8

PW Coordinator

PW Operators (6)
Heavy Duty
Mechanics (2)
Snow removal contract

Business unit total FTEs (Incl. head, vacancies, PT and casual positions)

Dev. Planners (2)
Junior Planners (2)
Development Planner/
Sustainability
Coordinator

Facilities Project
Manager

Planning Technician

Span of Control (i.e. direct reports)
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Appendix A

Organizational Structure

Organizational Structure

Financial Services

Communications

Human Resources

Manager

Manager

Manager

17

1:4

Accounting

Information
Technology

Supervisor

Supervisor

8
Senior Financial
Officer

Asset Management
Coordinator

2

1:7

Finance Officer
AR Clerk
AP Clerk
Cust. Service Rep. (2)
Tax & Utility (2)

6

5

1:4

1:5

Desktop Support
Specialist
Network Administrator
App. Support Specialist
Webmaster
Project Coordinator

Business unit total FTEs (Incl. head, vacancies, PT and casual positions)

1:1

Communications
Advisor

Span of Control (i.e. direct reports)
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Appendix A

Organizational Structure

Organizational Structure
Municipal Services
Municipal Clerk
General Manager

96.2

Exec. Office Admin.
Records and Info Officer

1:5

Community Social
Development

Protective Services

Manager

Manager

16.2

1:2

27

1:6

Recreation
Services

Economic
Development

Manager

Admin
Assistant

43

Manager

1:5

Admin
Assistant

6

1:2

Family & Comm.
Support Services

Bylaw Services

Fire Rescue

Aquatics

Customer
Experience

Arts and Events

Supervisor

Supervisor

Fire Chief

Supervisor

Supervisor

Supervisor

7.9

1:5

Program Assistant
Family & Community
Workers (2)
Program Coord. (3)

Bow Valley Parent
Link
Supervisor

7.3

1:12

Education Coord.
Child & Family Worker
Early Years Coaches (2)
Childcare Providers (2)
Program Ass’t (5)
Relationship Counselor

5

17

1:4

Bylaw
Svc/Community
Peace Officers (3)
Bylaw Admin.
Assistant

1:9

Deputy Fire Chief
Captains (4)
FT Firefighters (4)
Casual Firefighters
(17)
[+ 4 Paid Response
Lieutenants and 19
Response Fire
fighters]

RCMP
Staff Sergeant
RCMP
Service Assistants (3)

Business unit total FTEs (Incl. head, vacancies, PT and casual positions)

15.1

1:15

Aquatics Coordinator
Head Lifeguards (7)
[+26 Lifeguards & instrs,
+8 Attendants]

7.3

1:2

Cust. Svc. Team
Leaders (2)
Cust. Exp. Agents (5)

Recreation

Climbing Gym and
Venue Rentals

Supervisor

Supervisor

6.2

1:2

Adult Rec. Coord.
Weight Rm. Monitors
Contract Instructors
Child and Youth Coord.
Childcare Providers (7)
Camp Leaders (11)
Contract instructors

12.4

4

1:3

Arts Coordinator
Events Coordinator
Event Permitting
Economic Dev.
Admin. Support

1:4

Coordinator
Instructors, Control
Desk, Belayers (27)
Facility Bookings (3)

Span of Control (i.e. direct reports)
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Appendix B
Existing Processes, Guidelines
and Policies

Appendix B

Documented Procedures
•

Processes

Several procedures or guidelines do exist in each department:
Executive Office
Agenda creation and review process
Council Resolution tracking process
Municipal Clerk
Council webcast and web posting process
Council minute creation process
FOIP request process
Video surveillance process
Communications
Social Media guidelines
Council Communication Protocol - General
Guidelines
Council-Administration Communication General
Guidelines
Major Incident Communication Protocol
Recreation
Banning a customer process
Emergency evacuation process
Public incident/injury report and process
Lost child process
Duress button process

Protectives Services
ECC activation process
Serious incident notification process
Municipal Emergency management plan
Flood response plans
Evacuation plan

Human Resources
Training Checklist for New Managers and
Supervisors
Working Extra Hours Rules
SUB Plan Leaves Checklist
How to Apply for EI Benefits
Recruitment Process diagram
New Hire Checklist
Processing Payroll Checklists
Benefits Enrolment Information
Benefits FAQs
Development Plans
Probationary Reviews
Dayforce processes
Time Away From Work (TAFW) requests, Benefits
Enrollment
Applying for EI Benefits
SUB Plan leaves
Create a Schedule Template,
How to change your Password
Payroll process
Arts and Events
Event application process
Event permit process
Event debrief process
Film application process
Public art acquisition process
Public art assessment process
Public art inspection and maintenance process

Financial Services
Bank reconciliation
GL correction
Filing GST return
Posting Payroll
Year-end Procedure
Annual tax billing
Tax recovery
Petty cash management
Shoretel guideline
Vehicle bookings
Health and Safety
All H&S Directives
WCB Reporting Procedures
Visitor Orientation
Contractor Guidelines, Responsibilities and Sign
Off
Incident Report Process
Emergency Response Procedures
Hazard ID Assessment Process

Bylaw
Community Peace Officer Public Complaints and
Disciplinary Procedure
Code of Conduct for Community Peace Officers
Informal Resolution of Public Complaints against
Community Peace Officers Process
Many Standard Operating Guidelines
Fire
Standard Operating Procedures
Ceremonies Dress and Deportment Guidelines
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Appendix B

Documented Procedures
•

Processes

Several procedures or guidelines do exist in each department:
Engineering
Permitting Processes for:
Building Permits
Development Permits
Road Use Permits
Block Party
Blasting, Demolition
TRAVIS for Overweight / Oversize Loads
Excavation
Line Assignments
Inspection Processes for:
Water, Storm and Sanitary Servicing
Inspections
Occupancy Inspections
CCC Inspections
FAC Inspections
Operational Processes for:
Traffic Speed Counts
Traffic Volume Counts
Piezometer Readings
Traffic Lights
TRAFX Trail Counters
Miovision Traffic link Cameras
Safety Processes for:
Working Near Fast Moving Water
Field Level Hazard Assessment
Site Inspections, Working Alone
Personal Protective Equipment
Lifting and Carrying, Sun Exposure
Noise Protection, Confined Space

Planning and Development
Animal Proof Waste container (cash-in lieu)
Bed and Breakfast Developments in Steep
Creek Hazard or Study Areas Procedure
Building Permit Application Process
Civic Addressing Protocol
Construction and Demolition waste
diversion program
Development Permit Application Process
Entry features protocol
Fire Safety Plan (BP a valid development
permit-Jan 2008
Illegal Occupancy Procedures
Mountainous Terrain Guidelines
Occupancy Procedure
Permission to work process
Subdivision Application Process
Suite Enforcement Process
Ten-minute response determination
Yellow Notice Procedure
Numerous SOG:
SOG Addressing
SOG Condominium Endorsement
SOG Confirmation of Zoning
SOG draft Records Retention Requirements
SOG Existing Secondary Suite
SOG FireSmart Requirements
Etc..

Facilities
Work Orders
Purchase Orders
Asset Inventory/Management
Hiring/Terminating etc
OH&S Processes (e.g. WCB Claims, WERP,
Prevention, Tracking, SOPs, Hazard IDs etc.)
Procurement
Ammonia & plant room
Arena maintenance
Equipment maintenance
Cleaning
Confined spaces
Electrical
Inspections
Manual handling
Skateboard park maintenance
Working at heights
Working with hazardous substances
Using bear spray
Spill response
Alarm procedures
Pool procedures
Community Social Development
ESS activation process
Community Grant application and award
process
Community monitoring report process
Program assessment and review process
Difficult customer process and safe working
alone process
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Appendix B

Policies

Processes

The following polices are currently in place:
Arts and Events
• Public Art Policy AE-001
• Community Events Policy AE-002
Executive Office
• Council Remuneration Policy EX-002
• Sponsorship Policy EX-003
• Mediation Policy EX-004
• Land Transactions Policy EX-007
Finance
• Budget Amendments Policy FIN-001
• Debt Management Policy FIN-003
• Investment Policy FIN-004
• Property Tax Policy FIN-005
• Purchasing Policy FIN-006
• Reserves Policy FIN-007
• Tangible Capital Assets Policy FIN-008
• Asset Management Policy FIN-009
Human Resources
• Benefits Policy HR-001
• Code of Conduct Policy HR-002
• Drug and Alcohol HR-010
• Employment Related Legal Proceedings Policy HR-003
• General Holidays Policy HR-004
• Recruitment Policy HR-005
• Employee Pay Policy HR-006
• Time Away from Work Policy HR-007
• Travel Expenses and Reimbursement Policy HR-008
• Respectful Workplace Policy HR-009

Planning and Development
• Collection of Fees and Levies Policy PD-001
• Encroachment Policy PD-002
• Environmental Impact Statement (EIS) Policy PD-003
• In-Street Patio Policy PD-004
• Municipal Park Naming Policy PD-005
• Occupancy and Building Condominium Endorsement Policy PD-006
• Parking Cash In Lieu Policy PD-007
• Perpetually Affordable Housing (PAH) Policy PD-008
• Subdivision and Development Appeal Board (SDAB) Refund Policy PD-009
• Teepee Town Area Redevelopment Plan (ARP) Task Force PD-010
• Three Sisters Resort Core and Stewart Creek Commercial Village Municipal
Reserves Policy PD-011
• Sustainability Screening Policy PD-012
• Steep Creek Hazard and Risk Policy PD-013
Public Works
• Snow Removal Policy PW-001
• Vehicle Replacement Policy PW-002
Recreation
• Facility Allocation Policy REC-001
• Recreation Services Operating Policy REC-002
• Recreation Services User Fee and Rental Rate Policy REC-003
Community Social Development
• Community Grants Policy CSD-001
Communications
• Community Engagement and Information Policy COM-001
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Appendix C

Documents and Reports Reviewed

Appendix C

Documents Reviewed
Area

Document

Date

Author/Notes

All

Strategic Plan 2016-18

2016

Internal

Departmental Business Plans

2017

All departments

Alberta Municipal Benchmarking Exercise

April 2017

Participating municipalities. Includes, Policing, Fire,
Roadways, Solid Waste, Water, Wastewater

Citizen Satisfaction Survey

2017

IPSOS

Report to the Community / Priorities and Progress

2017

All departments

Arts and
Events

Cultural Master Plan

2003

Internal Task Committee

Community &
Social Dev.

Community Monitoring Report

2016

Community and Social Development department

Tools for the Future

2017

Community and Social Development department

Facilities

Facilities Lifecycle Study

June 30, 2015

Manager of Facilities

Civic Building Rooftop Solar Assessments

August 25, 2016

KCP Energy

Building Condition Assessment

January 2015

CCI Group

Spatial Needs Study

September 30, 2016

Marshall Tittemore Architects

Consolidated Financial Statements

December 31, 2016

Avail LLP

Budgets and Business Plan

2017-18

Finance/All departments

Long-Term Financial Strategy (Capital Asset Plans)

2017

Manager, Financial Services

Fire - Rescue Staffing Study

March 2016

Dillon Consulting

Fire - Rescue Master Plan

February 2017

Dillon Consulting

Finance

Fire
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Appendix C

Documents Reviewed
Area

Document

Date

Author/Notes

HR

HR Policies

IT Master Plan

December 18, 2017

Tantus Solutions Group

Broadband Strategic Plan

January 2018

IBI Group

Exit Interview Trends
Turnover Report
IT

Municipal
Clerk

Governance – Council and Administration Roles and
Responsibilities
Committee Summary
Policies (https://canmore.ca/town-hall/policies)

Recreation

Recreation Master Plan

September 2016

Planvision, Dialog, HSG, PERC, RC Strategies

Planning and
Development

Open Space and Trails Plan

June 2015

Planning and Development

Procurement

Procurement Review

January 31, 2016

Colliers International

Public Works

Integrated Transportation Plan

December 2014

HDR

Public Works 2017 Annual Plan

2017

Internal

2017 Living Wage

December 2017

M. Haener Consulting

2016 Census Data

2016

Statistics Canada

Municipal Detachment Multi-Year Financial Plan

April 2018

RCMP

Others
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Appendix D
Limiting Conditions
This document was prepared by NAD Consulting Inc. (“NAD Consulting”) and is provided for the use
of the Town of Canmore (the “Client”) alone.
•

The information contained herein is confidential. This information is not intended for general circulation or publication nor is
it to be reproduced or used for any purpose other than that outlined above. NAD Consulting recognizes no responsibility
whatsoever to any third party who may choose to rely on its report.

•

Unless stated otherwise within the body of this report, NAD Consulting relied upon information provided by the Client, and
third party sources. NAD Consulting is not a guarantor of the information upon which NAD Consulting has relied in preparing
the report and NAD Consulting has not audited or otherwise attempted to verify any of the underlying information or data
contained in this report. Although we have deployed our efforts to ensure a conservative, realistic and transparent
approach, the analysis depends on the input from a number of third parties whose opinions may influence the conclusions.

•

All analysis, information and recommendations contained herein are based upon the information made available to NAD
Consulting as of the date of this report and are subject to change without notice.

359 Kent Street #301
Ottawa, ON K2P 0R6
613-889-1518
www.nadconsulting.ca

