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CITY COUNCIL 
AGENDA REPORT 

 

Subject: CONTINUOUS IMPROVEMENT REVIEW PROGRAM 
UPDATE  

 
Recommendation(s) 
 
That the agenda report entitled “Continuous Improvement Review Program 
Update” dated October 5, 2015, be received as information. 

 
Purpose of Report 
 
The report provides a brief update on the Continuous Improvement Review 
Program and the three corporate-level continuous improvement projects that were 
selected in 2014 and continued in 2015:  

• Development Applications Process Review  
• Enhancing Public Communication, Consultation and Engagement 
• Service Levels Benchmarking 

 
Council Direction 
 
When the Continuous Improvement Program Annual Update was presented to 
Council on September 16, 2013, the following resolution was passed:  
 

C415-2013  
That the 2014 Continuous Improvement list include the “development 
processes review”; addressing “red tape” obstacles and “green tape” 
opportunities. 

 
When the Continuous Improvement Program Annual Update was presented to 
Council on September 15, 2014, the following resolution was passed:  
 

C443-2014 
That the agenda report entitled "Continuous Improvement Review Program 
Update" dated September 15, 2014, be received as information; and that 
the amended Council Policy C-CAO-15 Continuous Improvement Review 
Program, provided as Attachment 1 to the agenda report entitled "2014 
Continuous Improvement Review Program Update" dated September 15, 
2014, be approved. 
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Background and Discussion 
 
The following section provides a progress update as of August 2014 for the three 
corporate level projects: 
 
1. Development Applications Process Review (Cultivating Green Tape) 

 
Project Objective 
To review the existing development applications processes, identify any 
inefficiency and create a more user friendly process.   
 
Completion Date 
The project was completed and the final report was presented to Council on 
March 2, 2015.  The report was received as information with the 
recommendation that an Action Plan come back to Council in Q4 2015. 
 
Project Approach and Update 
Project focus was on the development community in St. Albert and the Capital 
Region. Key deliverables included process mapping for St. Albert’s 
development application process, benchmarking with surrounding 
municipalities and a very detailed survey to identify perceptions.  The survey 
elicited roughly 100 responses and offered insight into the perceived 
development process in St. Albert relative to the region.  The work completed 
was reviewed and a number of recommendations developed for consideration.  
 
Key Next Steps 
Planning and Development, and Engineering staff have developed an Action 
Plan for implementation of the recommended changes.  The Action Plan was 
presented to Council on September 8, 2015 including a number of initiatives 
and a workplan for the next three years to pursue those actions.  A number of 
initiatives will require funding and external support, so their timely completion 
will be contingent on Council approval.  Some initiatives are already underway 
including a staffing review and Land Use Bylaw updates. 

 
2. Enhancing Public Communication, Consultation and Engagement 

 
Project Objective 
The project builds upon the 2013 Stakeholder Engagement continuous 
improvement project by establishing a clear continuum of protocols, 
expectations and modern techniques to allow for more enhanced public 
communication, consultation and engagement.  
 
Expected Completion Date 
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Policy Work – October 2015 
Program Enhancements - June 2016 (subject to resources)  
 
Project Approach and Update 
Project team continued to work on establishing clear continuum of protocols, 
expectations and modern techniques to allow for more enhanced public 
consultation and engagement.  In April of 2015 Council was provided with a 
status report and proposed framework that focuses on three primary 
approaches to public engagement.  
While there is still a number of matters to sort out and clarify, we are working 
towards a further update to Council on this matter for October 2015 at which 
time Administration will provide the following;  

a. A draft Council Governance policy which will provide the framework 
and expectations towards public engagement. 

b. A framework of a program for public engagement. 
c. A resourcing request to effectively support the public engagement 

program (future business case).   
 

3. Service Levels Benchmarking 
 
Project Objective 
Year 1 and 2 - Develop an inventory of external services, service levels and 
benchmarked service levels. 

 
Year 3 – Work plan and objectives will be based on the findings from year 1. 
 
Expected Completion Date 
Year 1 and 2 objective will be completed by December 2015. Presentation of 
deliverables to Council is scheduled for September 28, 2015. 
 
Phase 2 work plan will be developed upon completion of Phase One 
deliverables and recruitment of a resource for Phase Two, at which time 
specific timelines will be determined and communicated to Council. 
 
Project Approach and Update 
The goal of this project is to catalogue City’s key services and associated 
service level standards across the organization, where available, identify gaps 
where service levels standards have not been established and set service level 
targets for identified services. In addition, complete service levels 
benchmarking with selected municipalities for selected services and identify 
industry leading practices. Progress to date includes: 
 
External Services Inventory 
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The project team worked with departments to document external services, 
services provided to residents, along with service description, service elements 
(sub-services), delivery mode and associated service level standards, where 
available. Service levels information was documented to identify if service 
levels in place are Council-approved or traditional practice/norm. The 
departments identified where service levels have not been formally established.  
The focus was on capturing services from resident/customer view rather than 
departments’ functional responsibility.  The final external service inventory 
document is provided to Council through a separate Agenda Report for 
September 28, 2015 with an update specific to this project.   
 
Service Levels Benchmarking  
The following services and associated service level standards were selected to 
be benchmarked:  Police, Transit, Residential Waste Management, Roadway 
Maintenance, Turf Maintenance and Urban Forestry Management.    
 
The team worked with Directors and General Managers to finalize 
questionnaires and to select municipalities for benchmarking. In addition to 
municipalities that signed the agreement to participate in this project (Airdrie, 
Cochrane, Lacombe, Lethbridge, Lloydminster and Okotoks) additional 
municipalities were identified by department leads to ensure most relevant 
comparison of services and associated service level standards.  As a result, 
some municipalities were contacted only for a specific service rather than all 
selected services.   
 
Letters were sent out from City Manager’s office, to establish a contact with 
each municipality.  The benchmarking surveys were sent out to municipalities 
on March 30, 2015 and by April 22, 2015 the data collection was completed.  
The team remained in contact with municipalities to answer questions and 
provide clarification as needed.  The final service levels benchmarking report 
is provided to Council in a separate Agenda Report for September 28, 2015 
with an update specific to this project.   
 
Key Next Steps 
Departments will take on the work of reviewing and establishing service levels 
for services that currently do not have established service levels.  This work will 
be scheduled over the next 2-3 years in order to allow sufficient time for 
benchmarking and stakeholder engagement if necessary.   
The project team will work with departments to capture internal services and 
associated service level standards.  This work in anticipated to be completed by 
the end of Q1 2016.  Once inventory for both external and internal services is 
finalized and approved, the Corporate Planning will work on creating a Service 
Delivery Plan that will also be shared with public and will work on 
operationalizing the use of this information for the annual business planning 
and budgeting process.  In addition, information gathered will be used for the 
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community satisfaction survey to gage residents’ satisfaction with program and 
services offered and to identify areas for improvement.    
The team will develop a work plan for the last year of this project with focus on 
working with departments to identify and select key performance indicators 
(KPI’s) and measures for major programs and services that will further advance 
Council’s approved Strategic Framework and provide a better indication of 
performance at the department level. 

 
A “Strategic Framework: Alignment and Measurement” model has been created 
to inform the development and alignment of performance measures over 
multiple years. The Service Level Benchmarking project is a key component of 
this model as it informs the development of performance measures focused at 
the program and service level. 

 
The model will be presented to Council at Council’s strategic planning retreat in 
January 2016. 
 
Program Policy  
Administration has identified an opportunity to improve the Continuous 
improvement Review Program and better align with the new Strategic 
Framework.  Administration will review the policy, research best practices and 
bring back recommendations for the Continuous Improvement Review Policy to 
Council by the end Quarter One 2016.   

 
Stakeholder Communications or Engagement 
 
• Each project included required stakeholder engagement as appropriate for the 

project objective.   
 

Implications of Recommendation(s) 
 
 
a) Financial: 

N/A 
 

b) Legal / Risk: 
N/A 
 

c) Program or Service:  
N/A  
 

d) Organizational: 
N/A 

 
Alternatives and Implications Considered 
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a) N/A 

 
Strategic Connections 
 
a) City of St. Albert Strategic Plan (See Policy C-CG-02) 

• CULTIVATE EXCELLENCE IN GOVERNMENT:  A responsive, accountable 
government that delivers value to the community. 

 
b) Long Term Plans (e.g. MDP, Social Master Plan, Cultural Master Plan, etc.) 

• N/A 
 

c) Corporate Objectives (See Corporate Business Plan) 
• Deliver programs and services that meet or exceed our standards 
• Exercise strong fiscal management 
• Ensure our customers are very satisfied 

 
d) Council Policies 

• C-CAO-15 Continuous Improvement Review Program 
 

e) Other Plans or Initiatives (Business Plans, Implementation Strategies, etc.) 
• N/A 

 
Attachment(s) 
 
Originating Department(s): Strategic Services  

Author(s): 
General Manager Approval: 

Darija Slokar, Corporate Planning Coordinator 
Maya Pungur-Buick, General Manager Corporate Strategic 
Services 

 
City Manager Signature:   

Date: 
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