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Town of Oakville — Review of Service Delivery & Modernization Opportunities for the Property/Land Development Service

JiSclaimer

This report has been prepared by KPMG LLP (“KPMG") for the Town of Oakville (“Client”) pursuant to the terms of our Agreement with the
Client dated May 26, 2021. KPMG neither warrants nor represents that the information contained in this report is accurate, complete,
sufficient or appropriate for use by any person or entity other than Client or for any purpose other than set out in the Engagement
Agreement. This report may not be relied upon by any person or entity other than Client, and KPMG hereby expressly disclaims any and all
responsibility or liability to any person or entity other than Client in connection with their use of this report.

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

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

This report may include or make reference to future oriented financial information. Readers are cautioned that since these financial
projections are based on assumptions regarding future events, actual results will vary from the information presented even if the hypotheses
occur, and the variations may be material.

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

KPMG has no present or contemplated interest in the Town of Oakville nor are we an insider or associate of the Town of Oakville.
Accordingly, we believe we are independent of the Town of Oakville and are acting objectively.
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Project Drivers — What
problem are we trying to
solve?

In alignment with the Plan-it
Oakville initiative, the Town is
looking to modernize the
property/land development
service and transition the service
from a siloed approach to an
integrated, digital, customer-

focused, and project-based
service.

The Town is seeking
recommendations to develop a
improvements roadmap focused
on improving online service
capabilities and creating a more
effective digital service delivery
model.

Project Objectives — How do we define success?

The Town of Oakville engaged KPMG to conduct a review of the Town’s property/land development
approval process and identify modernization opportunities, including an evaluation of the Town'’s digital

capabilities and functions.

Original project objectives included:

Identify opportunities to improve the property/land development service through specific software or
technology.

Identify opportunities for processes to be digitized or modernized to improve responsiveness and
efficiency.
Realize quick wins from existing tools and capabilities.

Develop recommendations around the property/land development service to streamline and improve
the overall responsiveness and customer experience for service users in the development community.

Develop options for how to proceed with either modifying the existing system or migrate to a new
solution.

Developed a high-level implementation plan to support all recommendations.

The following objectives were removed during the course of the project by the Town:

Conduct process flow workshops utilizing lean six sigma methodology.
Conduct a SWOT and financial analysis to support new technology tool options.

Project Principles — What is Important to Us?

The knowledge and expertise of Town staff was fully engaged and built upon, to arrive at
recommended actions through a transparent, participative and inclusive process facilitated by KPMG.

The modernization of the property/land development service review was conducted in a way that
engages Town employees.

The aim was to, wherever possible, transfer knowledge and necessary “tools” to Town staff to enable
them to better develop their own solutions to operational and process issues and challenges over
time.

The framework and approach was based on leading practices from other municipalities, or other
levels of government experience and/or private sector.

Lastly, this was not an audit nor a deeper-dive operational review. This was a review to build on
successes and identify opportunities to improve the efficiency and effectiveness of how the Town
delivers services to the citizens of Oakville.
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This engagement commenced on May 27, 2021, and was completed when the draft final report was submitted to the Town on September 30, 2021.
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Town of Oakville — Review of Service Delivery & Modernization Opportunities for the Property/Land Development Service

JeVelopment Review Process

In accordance with the Planning Act, the Town is required to prepare and update an Official Plan. The Official Plan is a legal document that contains goals,
objectives and policies to manage the direct physical and land use changes and their effects on the cultural, social, economic and natural environment within the
Town. The development review process requires the Town to work with external stakeholders to obtain approvals (e.g., zoning amendments, site plan) for
developing property in alignment with provincial legislation, the Town’s Official Plan and other relevant municipal policies. The process heavily involves the
Town’s Planning, Building, and Transportation & Engineering departments and requires additional support from other Town departments (e.g., SBS and ITS).

Town Planning & Policy

Official
Plans

A 7
—— AR — \ ——— I m —
Am— —
Land De_velopm_ept Subdivisions Infrastructure Development ildi
Use Review Policies p Building
l I
! |

Development Review Processes

Planning Department

The planning department
leads the development
review process for the
Town. The main objective of
the department is to provide
external stakeholders with
timely information, review
and approval of all
development applications.

Building Department

The building department is
responsible for the review of
building permits and the
inspection of buildings to
ensure projects are safely
completed and structurally
sound.

Engine

from a te

Transportation &

Transportation &
Engineering is responsible
for the review of
development applications

ering Department

chnical perspective.

Service Oakville I

I Customer inquiry and response services

I Sets finan

Finance
cial policies and collection of
development fees.

! SBS I
I SBS provides project !
I management, continuous :
improvement, business I

| solution and data analytics |
| services for the Community |
| Development Commission.
1

|

I

1

Key Business Support Functions

! ITS

|
: ITS supports the technology :
| architecture used |
| throughout the development I
| review process. Key I
| technology systems |
1 included AMANDA, |
| Bluebeam and GIS. I

1

|

I

Economic Development I

Liaison support with the development
community on development projects. I
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Enabling Technology

Various technology tools
are used to process the
overall development review
processes outlined on the
previous page.

1343

AMANDA
AMANDA is the Town’s current enterprise software solution
used in the planning, building permitting and other business
processes. The software stores data including permit drawings,
payment data, and property data. The Town recently upgraded
to AMANDA version 7.

Online Portals

The Town currently uses the AMANDA Citizens Portal. The
online portal provides external stakeholders with the ability to
submit and review the status of applications online.

Bluebeam

Bluebeam is a newly implemented solution that allows teams
to collaboratively review development review drawings and
documents.

ESRI (GIS)

ESRI GIS is the Town’s GIS system software used to capture
and analyze spatial and geographical data.
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Town of Oakville — Review of Service Delivery & Modernization Opportunities for the Property/Land Development Service

-Mployee sUrvey - Feedback summary

Survey Demographics

Average Years of Most Common
B ez | L] St Qs reaset |4 0) e | vaiy
P AMANDA | €Xperience AMANDA Use

AMANDA Satisfaction Most common processes within AMANDA

. - Most respondents (66%) stated they utilize AMADNA for
" ‘ 45% of respo.ndenFs noted they are highly satisfied or Planning/Development Applications and Building Permit processes.
somewhat satisfied with AMANDA. However, some respondents (10%) noted they use AMANDA to simply view
information.
— 32% of respondents noted they are neither satisfied or ) ) )
dissatisfied with AMANDA. Is the Town using AMANDA to its full potential?
0 _ _ o While the majority of responses were neutral (48%), 37% of respondents
23% of respondents noted they are highly dissatisfied or noted the Town is not utilizing AMANDA to its full potential. Respondents
somewhat dissatisfied with AMANDA. noted there is a lack of knowledge on the full capabilities of the system.
Respondents identified the following software/enterprise solutions for the 48% of respondents identified insufficient training and/or knowledge of
Town to consider as replacements or additions to AMANDA: AMANDA features as a barrier to fully utilizing the system. Other
respondents noted they do not understand the value of the data entered into
*  Questica * Accela the system, or how it supports process outcomes.
* OneDrive » Stratawise

Most common AMANDA sentiments

» Salesforce (Public Sector * Cloud Permit
. t‘cef?ses & Permit Module) E\(/JOSHSE Enterorise Platf Most respondents noted that AMANDA is used inconsistently across the
. Cmrc])?ks nterprise Flatiorm Town’s departments which causes more work from manual workarounds.

Respondents also identified the lack of AMANDA system integrations as a
challenge.

Overall, respondents noted they require more information before determining whether or not the Town should replace AMANDA with another
enterprise solution. Respondents suggested that a new system would be welcomed provided it could increase efficiency and effe ctiveness of
processes. Respondents noted that current process inefficiencies may not be the result of the AMANDA system, but rather the highly customized

processes built within the system.
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FMPIoVee sUvVey - Feedback summary
Sy B AR e

Highly Dissatisfied _ 9 Highly Dissatisfied - 1
Somewhat 12 Somewhat 2
Dissatisfied Dissatisfied
Somewhat 12 Somewhat 7
Satisfied Satisfied

Highly Satisfied

3 Highly Satisfied 1

Community Infrastructure AMANDA Satisfaction Corporate Services AMANDA Satisfaction

1

Highly Dissatisfied

0 Highly Dissatisfied

Somewhat
Dissatisfied

Somewhat
Dissatisfied

| I
Somewhat
0 Satisfied _ °
-k

Somewhat
Satisfied

Highly Satisfied Highly Satisfied

When analyzing overall AMANDA satisfaction within the Town’s program areas, 72% of dissatisfied AMANDA users are from the

daily users of AMANDA.

‘ Community Development area. These stakeholders are heavily involved in property/land development review process and are
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Town of Oakville — Review of Service Delivery & Modernization Opportunities for the Property/Land Development Service

Junsaictional scan - Feedback summary

Survey Demographics

Number of
g Respondents | 25 | ‘;‘ Total AMANDA Users | 16 | g Other Software Users | 9

Respondent location User Satisfaction
S o () L

AMANDA

Highly satisfied ||| EEGzG
e somewhat satisted [ 3
Neutra! [ >

_ . Somewhat dissatisfied | 0
SR B e Highly dissatisfied | N

N - . 3 AMANDA and Other Software

Madison Cor |<c:c1

Highly satisfied | 0

Bo:

L ' Albany

Detroit

© 2021 Mapbox © O:)e'WS\'ItI"IE_e?\T_[U\-'lap “Cleve
Il AMANDA AMANDA and other software [l Other software

Do saisiacion |
AMANDA Satisfaction
Highly dissatisfied [Jij 1

" 50% of respondents that utilize AMANDA noted they are either Other Software

3

Neutral

highly satisfied or somewhat satisfied with the system.
gnly 4 Highly satisfied

Other Software Solutions Somewhat satisfied
Other software solutions used by municipalities include: Neutral
+ Cityworks  CityView Somewhat dissatisfied
* EnerGov ¢ Cloud Permit

* Accela * Blue Beam Highlydissatisﬂed‘o

KPMG 13



Town of Oakville — Review of Service Delivery & Modernization Opportunities for the Property/Land Development Service

Jurisdictional scan - AMANDA Feedback

Most common processes within AMANDA

Similar to the Town of Oakville, respondents noted AMANDA is most ‘ ‘
commonly used within Building Services, Municipal By-Law, Planning There are a lot of features available in AMANDA 7 that we are not
Services, Enforcement Services, Engineering and Licensing. using yet.

Common AMANDA challenges , ,

Over 50% of respondents identified insufficient training/knowledge of
AMANDA features and insufficient time and resources to explore AMANDA
features as major barriers to fully utilizing the software. ‘ ‘

Ty A H—— AMANDA works relatively well, however upgrades have impacted
PP 9 pp workflows as additional steps are now required. Technical support for
Respondents were asked to identify other software systems/applications the system is often difficult to access. , ,

that are used to support AMANDA. Below is a summary of the most
common responses:

Drawing / Mark-up Software: Bluebeam, AMANDA’'s EMMA ‘ ‘
lOl Module, ProjectDox

Not fully aware of all AMANDA'’s capabilities, workflows can be overly

Citizen Portal: CloudPermit, AMANDA Public Portal, Alphinat . :
l02 Smart Guide, Stratawise CRM Cloud Portal complex to accomplish basic tasks. , ,
Document Management: CloudPermit, AMANDA, Network
03 Drives

AMANDA works well, however add-on integrations into newer
systems (e.g., Bluebeam) can be costly or unsupported.

lo4 Digital Signatures: Bluebeam, Adobe, DocuSign, ConsignO

l ()5 Digital Payments: CloudPermit, Moneris, Bambora

Respondents with insight into the cost to maintain their current version of AMANDA indicated their annual cost is approximately $100,000-
$150,000*. In addition, 66% of all respondents that utilize AMANDA indicated their municipality will be utilizing AMANDA for the foreseeable future.

*Approximately 80% of respondents were unaware of the annual cost to maintain AMANDA.
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Junsetiona
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Service Delivery

Model

i

Process

il

Data and
Analytics

T

Technology

O
—
o000

People

i‘\

Governance

KPMG

Some data effectively flows between
development review departments, however
there can be internal disconnect.
Processes deliver outcomes without
improving efficiency.

Can be difficult to determine who owns an
application file.

Insufficient communications between
departments.

Early stages of establishing a Bl platform for
dashboarding and reporting.

In the process of determining critical
databases to increase process efficiency.

Utilizing AMANDA, Bluebeam.

Portal is not servicing the development
review process.

Integrations between systems remain an
issue.

Roles and responsibilities are well defined.
Training could be increased on new
technology.

Do not have standardized processes for
applications intake and review.

Building more advanced as a result of Bill
124.

Scan - Detaled Munioipal Review

Hybrid development application intake
process used to accept both digital and
paper-based applications.

Planning has developed manual workaround
to digital processes (e.g., working with
document offline out of AMANDA).

AMANDA is the single source of truth for
development review applications.
Implementing enterprise-wide Power BI
dashboard reporting.

Utilizing a number of technology systems
(e.g., AMANDA, Bluebeam, ProjectDocs,
Microfiche).

Systems are not integrated or used by all
departments.

Roles and responsibilities are well defined in
the building department.

City has developed job specific training for
AMANDA processes.

Building processes have structured
processes within built in accountability.
Planning processes are not as mature as
building.

Building permit application intake available
online only via City portal.

Implemented an online pre-application
review to ensure quality submissions.
Controls are set in the City portal to only
accept completed applications (applicants
cannot complete payment if application is
incomplete).

Only IT can create and extract reports from
AMANDA.

Early stages of developing and implementing
dashboard reporting.

Developing a single source of truth for
development review process reporting.

Building Services is the primary department
using AMANDA. Planning and Engineering
will migrate to AMANDA in 2022.

Recently added Bluebeam and a new citizen
portal. Integrations between systems remain
an issue.

In the process of developing continuous
improvement training for new technology
(e.g., Bluebeam).

Developed AMANDA test scripts for training.

Planning processes are manual for now. The
City will implement digital processes in 2022
with AMANDA migration.

Documents stored in multiple different
systems.

15



CUTent Stz
ASSesSme

Town of Oakville
Development Process Review
Final Report




Town of Oakville — Review of Service Delivery & Modernization Opportunities for the Property/Land Development Service

larget Uperating Mode

KPMG'’s Target Operating Model (TOM) framework is used to structure the review. The six TOM dimensions provide a consistent means and
structure to engage stakeholder feedback, evaluate existing development review processes, validate business goals and objectives, and identify

and recommend business improvement opportunities.

Service

Dimension
Definition

Service

Dimension
Themes

5

Service Delivery

Model

Identify required
delivery tasks and

5

Process

Map high-level
requirements to

i

Data &

Analytics

Enterprise-wide
data management

=]
=]
=]

Technology

Identify business
requirements and

People

Identify required
capabilities and

ensure effective core development approach that digitiza.t@on personnel skills to collaboratively to
service review processes. underpins the opportunities to achieve long-term ensure effective
technology ensure the goals. development
configuration development review processes
e — review process is
future-enabled. — —
I
: + Service » Centralized . . . » Process
*  Information Integration & Data Access Ei(r:]?in?;%n tﬁtﬂ?;shlp & Governance
Strgtegy Coordination * Geocentric & . p J / » Organizational * Data
+ Business . Manual Machine rocess. ge Governance
Information Processes & Readable Data !P formation . ?aelselgp Strate * Policy
Technology Workarounds - Development L gers & Capability 9y Governance
Service Support «  Authority File Standards » Document
’ Workforce, * Change
-« Internal & Approvals, « Dashboards Innovative Management Governance
External Partner Circulation * Analytics . . ; + Performance
- Technologies Collaboration & Standard
Management Capability Networking anadards

i‘\

Governance

Business areas
must work

17
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The Engagement Process

» As part of the project, key
stakeholders were engaged
to produce a holistic current
state assessment of the
Town’s property/land
development review and
approval process.

* Intotal, 7 one-on-one
interviews with senior
management, 8 interviews
with management, 5 current
state workshops, and 5
current state validation
sessions were conducted.

Management Feedback

Management Interviews

Employee Feedback

Current State Workshops

CAO

Commissioner,

Community Development

Acting Director, Director, Building Director, Director & Director, ITS
Planning Transportation & Executive Sponsor,
Engineering Plan-it Oakville
» Manager, Planning | < Manager, Building * Manager, » Manager, SBS » Acting Manager,

» Manager, Urban
Design

Planning
Workshop
» Senior Planner (4)
* Planner (2)
 Policy Planner
* Planning Clerk
» Admin, Assistant

Inspections

* Manager,
Mechanical
Inspection

» Manager, Zoning
and Committee of
Adjustment

 Supervisor,
Service Delivery

* Manager, Plan and
Code Review

Building Workshop
Building Engineer
Building Inspector
Building Service
Representative
Zoning Plans
Examiner (2)
Mechanical
Inspector
Intermediate
Mechanical Plans
Examiner

Assist. Secretary
Treasurer,
Committee of
Adjustment

Service Oakville

* Manager, Service Innovation

Inspections and
Road Corridor
Manager,
Development and
Environmental
Engineering
Supervisor, Road
Corridor and
Records
Manager,
Transportation
Strategy

Water Resource
Engineer

Transportation &
Engineering
Workshop

Transportation

Engineer
Urban Forester
Development
Coordinator

Development Eng.

Technologist (2)
Development
Engineering Clerk
Senior Business
Process Analyst

Finance

» Deputy Treasurer and Director of

Finance
» Manager, Development Financing

SBS Workshop

» Supervisor-

Business Solutions
and Analytics

* Business Solutions

Analyst

« Strategic Business

Advisor

* Project Manager
+ Data Science and

Visualization
Specialist

Application
Support

ITS Workshop

 Application

Platform
Coordinator

 Application

Support Analyst

* Business Analyst
* Business Solutions

Analyst

Economic Development

* Director

+ Sr Economic Development Officer
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burrent state Assessment: service Delvery Model

Service Delivery Model defines the means by which development review services are delivered within the Town, including the business areas involved and where the
accountability lies. A well-defined service delivery model contributes to a strong internal support system with alignment between support services and users.

. ) Situational and event driven .
Reactive and undefined . som? support Strong support Centralized support
q . . approach; fragmented  functions; autonomous L Lo oF d
Decentralized service support system; . ) functions; autonomous community; high level of Coordinate
2 . teams undertaking teams consulting one ; S d
autonomous Development review teams collaborating to coordination and an
. . - components of the another to execute ; i
Service Delivery and opaque services not fully : : execute development  execution between all integrated
) development review development review -
Model operational review processes departments

process processes

® ® ® ® *—

Summary from Stakeholder Consultations

Development Information » There is no corporate-wide development information strategy. Respondents noted the Town’s current approach to managing
Strategy development data is reactive and undefined. The Town does have a plan to formalize a corporate data strategy.
» There is a lack of clarity with the value of information that is captured and inputted throughout the process. Respondents wonder if
the Town is collecting the right type of information it needs to efficiently deliver development review services.

Business Information » The SBS digital intake process has been beneficial to the organization. Digital change requests that come in to IT through SBS are
Technology Service Support completed with a defined result.

* Non-SBS digital change requests are submitted as a concept idea. These requests require additional effort from IT staff to flush out
and add value to the business unit.

* There is a large backlog of digital change requests, additional capacity may be required to effectively manage digital process

changes.
Internal & External Partner » There is a perception that no action is taken on digital change requests that are brought to ITS / SBS. As a result, staff stop bringing
Management up actions and improvement initiatives.

» The Town lacks formalized and defined levels of service.
* Most neighboring municipalities are utilizing AMANDA. Promotes external collaboration and problem solving.
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burrent state Assessment: Process

Process outlines how specific steps link to function within an individual business area or between multiple business areas. Processes define the key roles and positions
involved in each step, the systems and inputs requires to complete the process and achieve the desired output or outcome.

i i Disaggregated Low degree of There are common  Standardized and readily ~__Siandardized
Business unit izati : core development Standardized
variable and processes and standardization and methods, processes  accessible processes and 50N andardize
TEmuEl responsibilities, automation; documentation and reference data; not procedures for repeatable autom:ted Where’ and optimized
multiple systems is not easily accessible all are streamlined activities and analysis ;
Process possible

® @ ® ® *—

Summary from Stakeholder Consultations

Manual Processes & » Digital processes are highly customized and designed to meet the specific objectives of individual stakeholders. This has resulted in
Workarounds lengthy, time consuming processes that do not add value to the overall process.

Service Integration & « Development review processes are not well documented with a low degree of standardization.

Coordination * There is a lack of understanding of the end-to-end development review process.

» Individual stakeholders / users do not understand how inaccurate data entry in technology solutions impacts other departments or
downstream processes.

» Lack of accountability and ownership of tools and technology deployed throughout the process.

» Ineffective communication between departments. This can lead to duplicate digitization requests, or incomplete solutions.

Authority, Approvals, Circulation | <« There is inconsistent use of AMANDA features (e.g., task list).
» Development process digital workflow triggers and notifications are not effective.

mnmn 20
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burrent state Assessment: Data and Anaiviics

Data & Analytics defines the information, reporting and business analytics required to drive timely and accurate decision making across the organization. It outlines
basic operational reporting and management reporting needs, plus differentiated key performance indicators and analytics to drive business insights.

. . . Formal standards & :
. . L . Harmonized
I | I decentralized and reporting; pre ! P gis i ’ and reports; Extensive  model supports fully ”
data & reporting is highly Inconsistent data models some automation but automation with analytical _integrated reporting model/”one
' Il . - : aut ‘ peit source of
Data and analytics ma_r;]ufe:g Lrgiit‘;%nggg‘ce asnud sgar?((:jlae::cil;ct):a;iokizot GEIEL IS ITEEE St insight (ex: trends) to drive ~across organization truth”
Analytics ad PP 9 decision making

@ @ ® ® ® *—

Summary from Stakeholder Consultations

Centralized Data Access » Datais stored inconsistently in a number of different systems, network, and manual folders.
» With non-standardized data governance requirements, employees do not fully trust system data and performs additional
verifications of inputs made by other departments.
* Some data are more reliable: however, there is a challenge getting this information to business units in a timely manner.

Development File Standards » There is inconsistent data fields and data input requirements.
» There are inconsistent file standards for documents throughout the development review process.

Dashboards & Business » The Town has deployed QlikSense dashboarding software; however, not all development review employees can use the tool due
Intelligence to license limits.
Analytics Capability » Dashboards and data visualization tools are available; however, most departments rely on ITS and SBS to perform data analytics

due skill set gaps within the planning, building and transportation & engineering departments.
» Insufficient capacity and training are barriers to effective use of analytics tools.

mnmn 2
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burrent state Assessment: Technology

Technology includes the applications that are used to enable the processes policy compliance, internal controls and generation of reports. It outlines what is required to
drive service delivery, business processes and information security. Technology is viewed as “the how” in which to better enable the other Target Operating Model

(TOM) layers.

% Fragmented
= independent
systems
Technology

Multiple systems,
tools and manual
interfaces that do not
communicate

Standard tools and

Unified consolidation ~ otandard systems, Standard applications, ful Integrated
. interface layer and  4ata models. tools and i : 9
framework, multitude of recommended data SLYMOCEISIO0ISIAN integration across all systems
systems with interfaces applications development review

models

programs

o—

Summary from Stakeholder Consultations

Technology Configuration

Process / Information Triggers

Mobile Workforce, Innovative
Technologies, Intelligent Automation &
Augmentation

The Town’s technology configuration consists of highly customized solutions with manual interfaces that do not
communicate.

Multiple systems are used throughout the process.

The Town is currently using two separate online portal products. Transitioning to a single portal could create efficiencies.

Staff rely on emails and manual information handoffs (e.g., in-person communication) instead of system notifications.
There are opportunities to determine how AMANDA can better integrate with other systems (e.g., Sharepoint, Outlook) and
create a more efficient workflow.

The Town needs a strategy to implement new innovative technology.
The Town needs to ensure new technology is sustainable and usable for everyone.
Remote work technology not where it needs to be to promote efficient and effective mobile work.

22
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burrent state Assessment: Pecpie

People outlines the training, skills and culture for the business users supporting the development review process. This includes definition of the roles, responsibilities and
support activities necessary to contribute to the on-going change management related to the digitization of development review services.

D Lack _qf_lnt.ernal Working to enable internal  Enabling internal People enabled; roles Integrated well- Enabled,
— Capacity gaps capabilities; roles capacity / knowledge; ~ capacity / knowledge;  and responsibilities equipped teams with transparent,
Ooao and silos and responsibilities roles and responsibilities foles and responsibilities consistently performed defined roles and and
unclear and being defined are defined and and integrated across responsibilities integrated
People overlapping documented business units

@ @ @ ® *—

Summary from Stakeholder Consultations

Leadership & Culture « The vision for the digitization of the property / land development review process is hot communicated effectively.
+ There needs to be increased awareness and education for management on new innovative technology. This will help to develop
technology master plans and implement systems that add value to the process.
+ Leadership needs to understand the impact of changing systems, if required.

Organizational Design & * There is a bucketed vision by department for the digitization of the property / land development review process.
Governance * Roles and responsibilities of key stakeholders (e.g., AMANDA process owners) throughout the process may not be unclear.
» Lack of standardization of development review processes across the departments.

Talent Strategy & Capability + Insufficient training on new technology. No formal AMANDA training / standards for using the technology tool.
« Inconsistent onboarding process for new staff. New hires are taught multiple ways to complete tasks.
« Staff do not have the capacity to find process efficiencies through technology. This results in the implementation of tools without a
fully digital process.

Change Management + There is a steep learning curve for staff with the implementation of new technology.
+ Changes are not communicated effectively to internal stakeholders.
« Each digital process update adds steps and additional time to the process. This results in staff creating manual workaroundsto the
digital process.

Collaboration & Networking « Digital systems have increased service collaboration. Departments are working together to understand the digital processes and
build an integrated development review process solution.
* The process to request digital change requests can be time consuming.
« The Town may not have the most effective suite of technology tools to enable remote work and collaboration (e.g., Microsoft
Teams).
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burrent state ASsessment: Governance

Governance outlines the organizational structures, policies and controls that are in place to mitigate operational and technology risks. It identifies the governance that
manages the development review process to facilitate timely and effective decision making while ensuring compliance to organizational policy.

Reactive approach to B e (9 Proactive approach to
N pproac Regular review of development review pproac Automated, risk-based Centralized
L\ development review . S L development review . i '
Informal activities: Little to no policies and activities; defined decision activities; regular preventive and proactive automated &
- roce'ss / data procedures; limited making process and inputs rocess and’ data audit approach continuously proactive
P governance established process / data P - evolving
Governance governance governance and improvement

@ ® ® ® *—

Summary from Stakeholder Consultations

Process Governance * The development review process lacks consistency to enable effective governance.
» ltis unclear who holds overall responsibility for updating and maintaining development review process documents.

Data Governance * There is no clear ownership of development review data.
* There is inconsistent use of data fields, resulting in unreliable data.

Policy Governance » There is uncertainty regarding who holds overall accountability for the property and land development policies.
* There is misalignment on expectations versus operations

Document Governance * The Town lacks clear document governance (document management and storage).
* There is inconsistent document naming conventions and protocols.
« Development review process documents do not use a standardized template.

Performance Standards « Performance reporting and standards have not been clearly defined.
» Each business unit is collecting data; however, reporting is ad-hoc and manual.

m 2021 KPMG LLP, a Canadian limited liability partnership and a member firm of the KPMG network of independent member firms affiliated with KPMG International Cooperative 24
(*KPMG International”), a Swiss entity. All rights reserved. The KPMG name and logo are registered trademarks or trademarks of KPMG International
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burrent state Assessment @ Current siate

The objective of the Current State Assessment was to understand the challenges and pain points within the Town’s property/land development review processes, and to
identify business gaps and improvement opportunities. Based on information gathered during the stakeholder consultations, we assessed the collection, management

and use of information within the development review process. As a result, we rated the current state of each Target Operating Dimension to produce an overall Current
State Assessment of the Town’s property/land development review process.
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Addressing Gurrent state Ghalende CYCies

The challenges and pain points identified during the Current State Assessment can be summarized into three main challenge cycles, illustrated below, which
contribute to inefficient processes. KPMG facilitated a Needs Assessment workshop where stakeholders identified the Town’s targeted future state and the specific
needs to address current state challenges.

‘ People impacted by the cycle:
System Users (e.g., AMANDA users) I All Development Review Stakeholders I Supporting Service Administrators

A
Unreliable and

incorrect digital
foundation

A
Poor foundational
base

Ton S

Make one change

Lose confidence
and trust in the
data & technology
configuration

= =4

Require timely Manual

\ETIE]

Request an workarounds and
AMANDA process unstandardized

Desire to change work, with limited
and digitize understanding of
processes downstream

access to reliable workarounds and
and accurate process
information duplication

e

Data is not
centralized,
accessible, or
reliable

change processes

X-H

Untimely or
inappropriate

impacts

o)

Pressure to do it
quick while
delivering desired
client outcomes

process changes

Challenge Cycles lead to the following issues:

* Changes are implemented in AMANDA to address narrow ‘ Issues result in a collection of Technical Debt:
individualized needs of stakeholders The implied cost of additional rework caused by choosing an
+  Unreliable data/digital base within AMANDA and other ‘ easy solution now instead of a better approach.
technology solutions
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NEeds ASSeSSment: service Ue

@

Service Delivery
Model

very Mode

Situational and event driven
approach; fragmented
teams undertaking
components of the
development review
process

Some support
functions; autonomous
teams consulting one
another to execute
development review
processes

Reactive and undefined
service support system;
Development review
services not fully
operational

Strong support Centralized support
functions; autonomous community; high level of
teams collaborating to coordination and
execute development execution between all

review processes departments

A *—

Coordinated

Decentralized
and
integrated

autonomous
and opaque

Summary from Stakeholder Consultations Stakeholder Identified Needs

Development
Information
Strategy

Business
Information
Technology
Service Support

Internal &
External
Partner
Management

There is no overarching organizational information strategy. Current .
approach to managing data within the property/land development

review process is reactive and undefined.

There is a lack of clarity with the value of information that is captured

and inputted throughout the process.

The Town does have a plan to formalize a corporate data strategy,
however there is no defined timeline for implementation.

There is shared clarity and buy-in from senior leaders on the
organization’s data information strategy with a clear vision, goals and
objectives.

The SBS digital intake process has been beneficial to the .
organization. Digital change requests that come in to IT through

SBS are completed with a defined result.

Non-SBS digital change requests are submitted as a concept idea. .
These requests require additional effort from IT staff to flush out and

add value to the business unit.

There is a large backlog of digital change requests, additional

capacity may be required to effectively manage digital process

changes.

There is dedicated digital service delivery team for the property/land
development review process (e.g., centre of excellence). Budgets are
aligned to support the implementation of a digital service delivery team.

The centre of excellence supports property/land development services
digitization along with integrated community of practice to ensure aligned
and coordinated activity, and collective growth.

There is a perception that no action is taken on digital change .
requests that are brought to ITS / SBS. As a result, staff stop

bringing up actions and improvement initiatives.

The Town lacks a formalized and defined levels of service.

Most neighboring municipalities are utilizing AMANDA. This .
promotes external collaboration and problem solving, which is

beneficial to the organization.

There is clear alignment on overall objectives for each activity within the
property/land development review process. There is a clear
understanding of information hand-offs and cross departmental support
activities.

A networking committee is set up to bring areas together and drive the
collective vision and objectives for the property/land development review
process.
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NEBdS ASSBSSMent: Process

Busi i Disaggregated Low degree of There are common  Standardized and readily Standardized
usiness unit d tandardizati d . core development Standardized
variable and plocEssEsal Sk PETeR Ehel methods, processes accessible processes and review processes; el
B responsibilities, automation; documentation and reference data; not procedures for repeatable I o where' and optimized
multiple systems is not easily accessible all are streamlined activities and analysis ;
Process possible

® @ ® 2k *—

Summary from Stakeholder Consultations Stakeholder Identified Needs

Manual Processes | + Digital processes are highly customized and designed to meet the » Standard operating procedures (SOPs) are documented and formalized

& Workarounds specific objectives of individual stakeholders. This has resulted in to ensure consistent use of technology within the property/land

lengthy, time consuming processes that do not add value to the development review processes.

overall process. + SOPs are understood by both internal and external stakeholders, who

are not as familiar with development review process.
Service Integration | ¢ Property/land development review processes are not well » Continuous process improvement is embedded throughout the process.
& Coordination documented and there is a low degree of standardization. «  There are adequate resources to maintain and update data as
» There is a lack of understanding of how inaccurate data entry in appropriate.
technology solutions impacts other departments or downstream « There is governance over the process, including the ability to audit and
processes. hold staff accountable.

* There is a lack of understanding of the end-to-end property/land
development review process.

» There is a lack of accountability and ownership of tools and
technology deployed throughout the process.

» There is ineffective communication between business units. This
can lead to duplicate digitization requests, or incomplete solutions.

Authority, * There is inconsistent use of AMANDA features (e.g., task list). » The process is repeatable with consistent information hand-off and
Approvals, + Development process digital workflow triggers and notifications process triggers.
Circulation are not effective. +  AMANDA capabilities are fully understood and built into processes

where applicable.

mnmn 2
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\eeds Assessment: Uata and Anaiyiics

il

Data and
Analytics

Centralized Data
Access

Development File
Standards

Dashboards &
Business
Intelligence

Analytics
Capability

Data and reporting are still
spreadsheet driven;

Non-integrated data
models and reporting;

reporting is highly
manual; Little confidence and standards that do not
in fragmented data support decision making

Inconsistent
decentralized

data &
analytics

Reporting is limited; g
Inconsistent data models some automation but
data is inconsistent

Formal standards &
uidelines for data models
and reports; Extensive  model supports fully
automation with analytical integrated reporting
insight (ex: trends) to drive across organization

Harmonized
data

Harmonized data

model/”one
source of
truth”

Summary from Stakeholder Consultations

+ Data is stored inconsistently and located in a number of different
systems / folders.

* There is a lack of trust with data that requires verification or input
from other departments. This is a result of non-standardized data.

* There is some data that is available and usable; however, there is
a challenge getting this information to business units in a timely
manner.

» There is inconsistent data fields and data input requirements within
the property/land development review systems (e.g., AMANDA).

» There are inconsistent file standards for documents throughout the
property/land development review process.

* The Town has deployed QlikSense dashboarding software;
however, there are a limited number of licenses available. This has
impacted the ability of staff to operationalize the daily use of
dashboards.

« Dashboards and data visualization tools are available, however
staff are not fully equipped with the skill sets to utilize these tools.

» Insufficient capacity and training are barriers to effective use of
analytics tools.

Stakeholder Identified Needs

decision making

|>

Improved processes for data entry into technology systems. Formal
standards and guidelines for data entry are established.

Understand current data collection requirements. Overarching data
information strategy.

Dedicated effort to clean up data based on vision, desired outcomes,
and data to support workflow delivery and required reporting.

Established standards for development file naming to ensure
consistency across the departments.

Strong senior management support and buy in to address current data
challenges.

Dynamic information through dashboard is developed and easily
located. Dashboards provide the level of details required by users (e.g.
capabilities to roll up and drill down data).

Licenses for analytical tools are available for all staff that require access.
Increased data literacy and access for internal stakeholders.
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\NEeds ASSESSment: [echnoiogy

il

Technology

Fragmented

independent
systems

Multiple systems,
tools and manual
interfaces that do not
communicate

Unified consolidation
framework, multitude of
systems with interfaces

Standard systems,

interface layer and

recommended data
models

Standard tools and

Standard applications, full Integrated
data models, tools and  integration across all systems
applications development review

programs

o—

Zx

Summary from Stakeholder Consultations Stakeholder Identified Needs

Technology
Configuration

Process / Information
Triggers

Mobile Workforce,
Innovative
Technologies,
Intelligent Automation
& Augmentation

The Town’s technology configuration consists of highly
customized solutions with manual interfaces that do not
communicate.

Multiple systems are used throughout the property/land
development review process.

Staff rely on emails and manual information handoffs (e.g., in-
person communication) instead of automated system
notifications.

There are opportunities to determine how AMANDA can be better
integrated with other systems (e.g., Sharepoint, Outlook) to
create a more efficient workflow.

The Town needs a strategy to implement new innovative
technology.

The Town needs to ensure new technology is sustainable and
usable for everyone.

Remote work technology is not where it needs to be to promote
efficient and effective mobile work. Staff noted the current
Microsoft Teams configuration is not effective for all users.

There is a strong property/land development review business
process foundation to build and align technology where possible.
Consider other technology components that help support the overall
development digital delivery process.

Departmental property/land development review technology systems
are rationalized and aligned to support the organizational
development information strategy and consistent and efficiency
development review processes.

Further investigate, prioritize, and address causes of workarounds.
Technology solutions are implemented to support all departments
within the property/land development review process.

The role of AMANDA is clearly identified in the process and consider
other components that could do activities more effectively.

There is a bottom-up approach to implementing new innovative
technology. User feedback supports management decision making
on technology investments.

Additional technology is considered to improve process efficiency and
effectiveness. Technology is reviewed to ensure it provides openness
to underlying data, and ability to work with other technologies
effectively (open platform, open APIs, access to data sources)
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NEeds ASSessment: Peopie

O
——

ooo

People

Leadership &
Culture

Organizational
Design &
Governance

Talent Strategy &
Capability

Capacity gaps

and silos

Lack of internal
capabilities; roles
and responsibilities
unclear and are defined and

overlapping documented

Working to enable internal
capacity / knowledge;

being defined

Enabling internal
capacity / knowledge;
roles and responsibilities foles and responsibilities consistently performed

Enabled,
transparent,

Integrated well-
equipped teams with
defined roles and
responsibilities

People enabled; roles
and responsibilities
and
and integrated across integrated

business units

The vision for the digitization of the property/land development review .
process is not communicated effectively.
There needs to be increased awareness and education for management .

of new innovative technology. This will help to develop technology master
plans and implement systems that add-value to the process.

Leadership needs to understand the impact of changing systems, if
required (e.g., replacing AMANDA within another solution).

There is a bucketed vision by department for the digitization of the .
property/land development review process. Each department is carrying

out their own objectives.

Roles and responsibilities of key stakeholders (e.g., AMANDA process .
owners) throughout the process can be unclear.

There is a lack of standardization of property/land development review

processes across the departments. .
There is insufficient training on new technology. In addition, there is no .
formal AMANDA training / standards for using technology. .

The Town lacks standardized onboarding for new staff. Currently, new
hires are taught multiple ways to complete property/land development
review activities.

Staff do not have the capacity to find process efficiencies through
technology. This results in the implementation of tools without a fully
digital process.

o—

Summary from Stakeholder Consultations Stakeholder Identified Needs

There is a clearly articulated vision in terms of staff expectations
and requirements.

Technology master plans are implemented to support the
implementation of new innovative technology throughout the
process.

Management and staff have well-defined roles and
responsibilities related to digital items to enable and support a
more efficient and effective process.

Appropriate resources are identified when new technology is
added, to support use and ongoing sustainment, development
and governance.

There are well defined and up-to-date job descriptions with clear
priorities that reflect identified needs from both
development/planning perspective and digital capabilities.

There are dedicated resources for digital enablement.

The Town has role-specific training for new technology to ‘make it
real’ to people and ensure consistency and complete use of
technology.
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NEeds ASsessment: Peopie

a

e |
oao

People

Capacity gaps

Lack of internal
capabilities; roles
and responsibilities
unclear and
overlapping

Working to enable internal

/ capacity / knowledge;
and silos

being defined

Enabling internal
capacity / knowledge;
roles and responsibilities foles and responsibilities consistently performed
are defined and

documented

Enabled,
transparent,

Integrated well-
equipped teams with
defined roles and
responsibilities

o—

People enabled; roles
and responsibilities
and
and integrated across integrated

business units

Summary from Stakeholder Consultations Stakeholder Identified Needs

Change .
Management
Collaboration & .
Networking

KPMG

There is a steep learning curve for staff after the implementation of new
technology.

Technology and process changes are not communicated effectively to
internal stakeholders.

Each digital process update adds additional steps and time to the
process. This results in staff creating manual workarounds to the digital
process.

There is increased service collaboration resulting from digital systems.
Departments are working together to understand the digital processes
and build an integrated development review process solution.

The process to request digital change requests can be time consuming
and overly-complex.

The Town may not have the most effective suite of technology to enable
remote work and collaboration (e.g., Microsoft Teams).

Staff are equipped with the appropriate skill set to effectively
complete work (e.g., training on all new technology).

There is adequate and timely communication issued to effected
users when software is changed/updated.

Departments and staff are equipped with required technology to
support collaboration.

The right staff with the required skill sets and capabilities are in
place to manage and monitor new technology.
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NEeds ASSesSment: Governance

Reactive approach to Proactive approach to Proactive approach to
N pproac Regular review of development review pproac Automated, risk-based Centralized
A\ development review S S .. development review . i '
Informal activities: Little to no policies and activities; defined decision activities reaular preventive and proactive automated &
— roce,ss / data procedures; limited making process and inputs rocess anci daga audit approach continuously proactive
P overnance governance established process / data P and imorovement evolving
Governance 9 governance p

Summary from Stakeholder Consultations Stakeholder Identified Needs

Process * The property/land development review processes lack « There is regular process review with defined control owners and audit
Governance consistency to enable effective governance. plans.
» Itis unclear who holds overall responsibility for updating and * There is a process created for maintaining and updating property/land
maintaining property/land development review process development review procedures.
documents. * There is standardization of processes with staff accountability embedded
throughout each process.
Data » There is no clear ownership of property/land development review | ¢ Operational/departmental development review information systems are
Governance data. rationalized and aligned to support organizational development review
» There is inconsistent use of data fields within the technology strategy and consistent development review processes.
systems, resulting in unreliable data. * Resources are assigned to enter and maintain property/land development
review data within technology systems.
Policy » There is uncertainty regarding who holds overall accountability » Property/land development review processes are reflective of the Town’s
Governance for the property/land development review policies. overall vision and strategic objectives.
» There is misalignment on staff expectations versus operational * An overall process coordinator role is implemented within the Town to
realities (e.g., timelines to complete tasks). support the overall process digitization.
Document * There is a lack of document governance (document * There are standardized document templates for development review
Governance management and storage). documents.
* There is an inconsistent document naming convention / protocol. | . There are established and standardized processes for document storage.

* Property/land development review process documents do not
use a standardized template.

Performance » Performance reporting and standards have not been identified. » There are clearly defined departmental objectives with action plans and
Standards » Each business unit is collecting data, however reporting is ad- performance targets for all levels of staff.
hoc and manual.

KPMG 3
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A Future State :

largeted Future state

The targeted future state represents key stakeholder’s desired future state for the modernization of the development review process over the next 3 — 5 years.
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Decentralized

@

Strong support Centralized support

functions; autonomous community; high level of

Coordinated

Service—DeIivery 6;#3 r;(;r:c;) l:J es Di\éf\ll?ggenn;tr;\llliew undertaking components of another to execute teamstco(ljlabolrating t(t) exggl?tri?)i:itj::\?v ::: » inteagnr(;te g
. y the development review ~development review ~ E€X€cule developmen
Model operational review processes departments
‘ progess processes
Business unit Disaggregated Ly G e af There are common Standard_lgle)d and readily Sta(ljndarldlzed t
. processes and standardiztion and methods, processes EIEE I J [AEIESERE (elks QISHEG AITEl Standardized
variable and L o ) ’ ] and prodedures for review processes; P
responsibilities, automation; ddcumentationand reference data: not S and optimized
manual multiple systems is not easily hccessible all are streamlinéd repeatable factivities and  automated where
Process analysis possible
. G-Iz gl d"?“a Data andAeporting are still O S Bl ELS 6 . Harmonized
Inconsistent models and reporting; A L guidelines for data models Harmonized data
. o spregadsheet driven; Reporting is limited; . data
decentralized reporting is highly A } and repor(s; Extensive  model supports fully -
. Incoyfsistent data models some automation but . . ) . model/’one
data & manual; Little h L . automation|with analytical integrated reporting f
analytics confidence in an standarQs_t at do_not EEIE 5 TSl insight (ex: {frends) to drive across organization source 0
pport decision making decis} making truth”

fragmesed data

Multiple systems,
tools and manual
interfaces that do
not communicate

Standard systems,

interface layer and

recommended data
models

Unified consolidation
framework, multitude of
systems with interfaces

Fragmented
independent
systems

o—

Standard tools and
applications, full
integration across all
development review

, tools and
tions

Integrated

systems

Technology programs
; Enabling internal
O Lacl;_(la_f_lntgrnfll WOFkIn? 10 e”{ibl‘/* capacity /?(nowledge' People enabled; roles Integrated well- Enabled,
— Capacity gaps ca(;pa Iltles,_l;_c;_gs " telrn; capelmty ; roles and ' and responsibilities equipped teams with transparent,
Oooo and silos and responsibilities Mo =), [l & ibilit consistently berformed defined roles and and
unclear and responsibilities being responsibilities are ; it
! ] dlies ane and integrated across responsibilities integrated
People overlapping fined business units
. docuggented ‘
Reactive approach to Proactive approach to Proactive approach to
N develo mgr?t review gular review of development review developm rﬂreview Automated, risk-based Centralized
N /elop L policies and activities; defined decision 0P preventive and proactive )
Informal activities; Little to n . ki . activities| regular h automated &
-— rocess / da procedures; limited mal ing process and mputsprocess and data audit approach coptlnuously proactive
P governance established process / data . evolving
Governance govern and improvement

. gove%emce

KPMG

o—

35



8
Joserval
QGCUmm

Town of Oakville
Development Pro
Final Report

1
[




Town of Oakville — Review of Service Delivery & Modernization Opportunities for the Property/Land Development Service

Plant Oakvile - Algnment to the Vision

The Town went through a comprehensive exercise to develop an overarching mission and vision, called “Plan-it Oakville”. The vision statement lays
the foundation for what the Town wants to achieve in terms of streamlining and modernizing the development review and approval process. Guiding
principles were identified to realize the Plan-it Oakville’s vision. Improvement opportunities were recommended for the Town to consider in order to
achieve the Town’s desired future state and to align with the Plan-it Oakville vision and guiding principles.

Mission: Your Project. Our Future.

Vision: Create a customer-oriented experience within an integrated development approval process, founded on solid business
practices and a digital platform that is respectful of community expectations and legal requirements.

Focus on customer projects to create positive customer experience through transparency and ease

Customer-Oriented Experience ;
of user experience.

Creating simple easy to understand processes and identify the right technology tools to meet

Cireeiiien @F & (BigE] e service needs. The processes are designed with predictability and consistency.

Community Expectations and Meet community expectations and legislative requirements. Regulate where necessary and build
Legal Requirements upon good business practices.
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Property/Land Development: Next Steps

- Execute the long-term Plan-it Oakville vision -

Timeline: 3 -5 years

KPMG developed 29 recommendations
based on the noted opportunities.

The recommendations will help the
Town achieve four objectives:

Communicate service Rationalize Increase process
vision and establish technology efficiency and
buy-in configuration effectiveness

Establish effective
governance

(\ o 2 = O E’D (o
- ooo =

The development and The communication Review all technology Eliminate manual
implementation of an of an overarching configuration to workarounds to
interdepartmental service vision and determine technology systems
property/land establish stakeholder capabilities, and increase service
development service buy-in to develop rationalize legacy integration and
process governance appropriate roles, processes and coordination.

structure and information responsibilities and determine technology

strategy that embeds capabilities. gaps.

stakeholder
accountability.

- Enhanced Customer Experience and Continuous Improvement -
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L00KINg INto the Future: Technolody Challendes

Our current state assessment noted that while the AMANDA software has accumulated technical debt, the technology is not the overarching factor contributing to
ineffective and inefficient workflows. Processes should be improved and/or reconfigured first before considering migrating to alternative technology tools. For
example, automating an inefficient/ineffective process will not resolve most identified challenges

The recommendations are meant to help the Town solve short-term challenges related to the property/land development service in order to achieve the desired
target state. Post-implementation, if the Town decides technology migration is required, the following challenges should be acknowledged:

Selecting the right technology
modernization approach and methodology

There are many transformation and
modernization approaches making it difficult
to understand and select the most suitable
and appropriate.

Skills and experience

The Town will need to understand the existing
technology configuration to determine how
the applications work together to achieve the
desired outcomes.

Legacy application knowledge

Current technology documentation is
incomplete, information is not accessible and
not all details may be captured

KPMG

~

Ny

Technology

Migration

‘ Challenges ,

N

S

Modernization is costly

Overcoming legacy challenges requires
investment. However this can be solved
through partnerships, grants and other
means.

Keeping up with technological change

Modernization and migrations requires
change to legacy application that
sometimes hinders ongoing business
operations.

Application alignment with current
business needs

Need to ensure the appropriate data is
captured to align with business
requirements.

Testing

Testing the new system requires dedication
to ensure quality and performance
improvement match business requirements.
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summary o doservations

During consultations with Town staff, a number of pain points were identified as barriers to efficient and effective property/land development service
processes. These pain points were summarized further using the 6 layers of the Target Operating Model to identify specific opportunities for
improvement. In total, 38 observations were identified within Oakville’s property/land development service process.

Over the next 3-5 years, the implementation of the recommendations to address each observation will help to achieve the Town’s target state goal for

each TOM dimension.

TOM Dimension
Service Delivery Model (4)

Process (7)

Data & Analytics (7)

Technology (5)

People (7)

Governance (8)

Themes

There is no corporate-wide development information strategy. As a result, the Town’s current approach to
managing development data is reactive and undefined. There is lack of clarity regarding the value of
information that is captured and inputted throughout the property/land development process.

Property/land development processes are not well documented with a low degree of standardization. This
has resulted in a lack of understanding of the end-to-end process. There is also a large backlog of digital
change requests, leading to delays in updating systems (e.g., AMANDA).

Data is stored inconsistently using a number of different systems, networks, and manual folders. There are
challenges getting reliable and timely information from the Town’s business units.

The Town’s technology configuration consists of highly customized solutions with manual interfaces that do
not communicate. In addition, the utilization of systems amongst the departments involved in the
property/land development service is inconsistent which impacts the accuracy and quality of data stored in
the system.

The vision for the digitization of the property/land development service is not communicated effectively to all
staff. There is a disconnect on the priorities and mandates of key stakeholders throughout the process.

Lack of clarity around overall responsibility and accountability for property/land development service

processes. The Town’s current approach to performance measurement is underdeveloped and inconsistent.
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SENVICE Delivery Model - Opservations & Recommendations

Development 1.1 There is no corporate-wide development information strategy. As a result, the Town’s current approach to managing
Information development data is reactive and undefined. It should be noted the Town does have a plan to formalize a corporate data
Strategy strategy.

1.2 There is a lack of clarity regarding the value of information that is captured and inputted throughout the property/land

development process. This results in incorrect and inconsistent information collected and inputted by all stakeholders

throughout the process leading to process inefficiencies and delays.

Effort 5

Recommendation #1
Develop a detailed property/land development service information strategy to support the long-term vision

and aligned direction of the Town’s property/land development service.

Impact 5

L B N N N N N §B N § N N N N N N N N § N N N N N N N N N N § N N N N N § N N N N N N N N N8 § § N N N N N §N |
The current state analysis noted the Town’s current approach to property/land development service information is situational and event driven. This has resulted |l
in a lack of clarity for the value of information collected and inputted throughout the process and has led to downstream process inefficiencies.

| The Town should develop a detailed property/land development service information strategy which clearly describes how information supports the delivery of
1 development services and the technology systems (AMANDA, Bluebeam) and governance processes that are required to ensure accuracy and quality of

information. This strategy should be communicated to all key stakeholders to ensure they are aware of the data/information requirements and understand the
I importance of collecting quality data throughout the property/land development process.

I An information strategy would typically include:

A policy on development information

The identification of development information needs to support the organization’s decision making and operational processes including data quality and
accuracy requirements

Responsibilities and accountabilities for information management

Processes for continued alignment of these needs as the Town’s requirements evolve

Processes for the improvement of the development information and data quality (continuous improvement)

Technology requirements necessary to support the property/land development service process and information needs.

h-----------------------------------------------------
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Service Delivery Model - ODservations & Recommendations

Internal & External 1.3 The Town lacks formalized application review time service level standards. Applications can take varying amounts of time
Partner which can result in scheduling difficulties for the developer and impacts the developer’s confidence and trust in the Town.
Management This also stems from the challenge that applications require timely input from staff in other departments.

Effort 2

Recommendation #2
Establish internal review service standard timelines for application submission to ensure comments are

given in a timely manner.

Impact 4

I once applications are submitted, there is no standard review time for developers to expect to receive comments on their application. Often, reviews can be 1
I delayed due to the volume of submissions received by the Town. The lack of a committed timeline often results in receiving late stage comments and increases I
I the risk of developer frustration as they await completion of reviews with little communication on anticipated completion. |
I To address this issue, the Town should implement standard review times based on the application type. For example, the following review times could be I
I implemented for all site plan applications: 1
I. 7 weeks after 15t submission I
I- 5 weeks after 2" submission i
I+ 3 weeks after 3@ submission |
I it would be important to establish accountability by developing these timelines in collaboration with key stakeholders. If the standard review date is nearing and I
I are likely to pass, notice should be provided to the applicant. Timelines impacted by external stakeholders that the Town cannot control (e.g. outside agencies’ 1
| commentary reviews) should be included in the applicant’s status notification. |
stablishing clear and realistic review timelines for first and subsequent application submissions will improve developer relationships and accountability wi

I Establish | d realist timel for first and sub t licat b I devel lationsh d tability with I
I commenting staff. Additionally, such a procedure may contribute to the ongoing monitoring of the property/land development service and potential improvement |
[ opportunities. As the Town’s data and analytics capabilities expand, there is an opportunity to use historical submission data to establish estimated review times 1
| based on seasonal demands and peak application periods. |
1 |
1 |

1
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Service Delvery Moadel - Ubservations & Recommendations

Internal & External 1.4 There is no formal and consistent method for soliciting feedback from applicants throughout the application process and for
Partner overall feedback once an application is completed.
Management

Effort 1

Recommendation #3
Measure the customer experience with the development review process (e.g., annual surveys to track

performance and continuously improve the customer experience with the Town’s property/land
development service).

Impact 3

| Formally and consistently soliciting feedback from applicants will enable the Town to gain insight into the effectiveness of the property/land development service I
I and staff involved in the process. I
I The Town should develop applicant satisfaction surveys to better track and continually improve the customer experience. The Town should consider two types :
I of user feedback surveys: I
I. An annual survey distributed on an industry-wide basis to understand system-level experience and trends; and, I
. andomly selected, pulse-style surveys following application completion milestones to gather real-time insights into immediate challenges and opportunities
| Randomly selected, pul | ys foll g applicat plet lest to gath |-t ghts int diate challeng d opportunit
I thatrequire action. I
I Effective customer experience surveys are short, easy-to-complete and generally involve one to five questions. The Town should consider measuring customer :
1 experience with the following aspects of the development review process: I
1. Timelines; I
I. customer service;
I Clarity and transparency; and, I
I+ Cost i
I The results of the surveys should be published internally and externally (at appropriate levels of detail), and can form part of the performance measurement I
I framework and continuous improvement system included in recommendation #27. :
|
1 |
|

L-----------------------------------------------------
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rocess - Unservations & Recommendations

Manual Processes 2.1 Digital processes are highly customized and designed to meet the specific objectives of individual stakeholders. This has
& Workarounds resulted in lengthy, time consuming processes that do not add value to the overall process.
2.2 Property/land development processes are not well documented with a low degree of standardization. This has resulted in a

lack of understanding of the end-to-end process.

Recommendation #4
Establish, document and communicate standardized property/land development service processes that

Effort 3

clearly define key activities and tools used to complete steps of common or high risk processes. This will
ensure each process has consistent and repeatable steps and eliminate customized time-consuming and
inefficient processes.

Impact 3

L N B B N N N N §B N §B N N § B N § N § N § 8 N8 N &N & N N N 8 N N8 & § N N B N & N § N B N N § B N N N N N _§N ]
I our current state analysis noted that the property/land development service digital processes are highly customized and designed to meet the specific objectives
I of individual stakeholders. This is a result of technical debt from challenge cycles noted earlier in our current state assessment. In addition, the processes are

I not well documented and have a low degree of standardization. This has resulted in multiple lengthy processes that are not consistent or repeatable. The non-

| standardized processes also impact onboarding for new hires as each stakeholder has developed their own digital and manual workaround processes to

| complete property/land development activities.

I To increase the standardization of the property/land development service processes, the Town should establish, document and communicate standardized
I property/land development process (e.g. SOPs) that clearly define key activities, data, and systems that support the process. The Town can consider utilizing
| the Service Oakville approach of sharing operational and process knowledge.

I In addition, the Town should conduct an exercise to identify and prioritize areas that require increased understanding and processes mapping due to the high
level of customization.

L-----------------------------------------------------
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Hr0cess - Unservations & Recommendations

Service Integration 2.3 The property/land development service intake and review process is non-standardized, resulting in a number of application
& Coordination re-submissions and delays throughout the process.

Effort 4

Recommendation #5
Establish standard procedures and accountability for performing property/land development service

activities (e.g., application intake, review).
Impact 5

L B N N N N N N § § N N N §N N N N N § N N N § N N § &N N §B N N N N N N N N N N N §N N N &N 8 § N N N B N N _§N |
I During our stakeholder consultations and jurisdictional interviews, property/land development service application intake was identified as a major pain point and ||
bottleneck to the service. Currently, the Town does not have a mechanism in place to review the quality of development applications permits prior to initiating the |
I review. This results in a number of re-submissions by the applicant and delays to the process. |

The Town should standardize the approach to performing property/land development service application and permit intake as well as procedures for application |
and permit review. This can be accomplished by implementing application and permit standards via intake stage gates. Stage gates would mandate specific

I documents and level of quality that applications and permits must meet prior to entering the review phase. During the review phase, each application and permit ||
should go through a standard review based on the type of application or permit. This will help to increase the quality of applications and reduce the number of |

: re-submissions to the Town. |
| 'n addition, the Town should consider the future model for the intake process. While there is increased focus on fully digitizing application intake, a hybrid model |
1 could be implemented to provide developers with the option of digital or in-person application intake. In-person intake would provide inexperienced developers |l
I with onsite planning expertise and application review to ensure requirements are fully understood in order to avoid numerous re-submissions.

[=——-
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HI0CESS - UNSenvations a Recommendations

Service Integration 2.4 There is ineffective communication between departments when requesting digital changes to property/land development
& Coordination technology solutions. This is the result of a siloed approach to digital change requests and can lead to duplicate digitization
requests, or incomplete solutions.

Business 25 Digital change requests that are not vetted through SBS generally come to IT as a concept idea with no real business case.
Information As a result, these requests require additional effort from IT staff to flush out and in order to understand purpose and add-
Technology Service value to the business unit.
Support

PP 2.6 There is a large backlog of digital change requests, leading to delays in updating systems (e.g., AMANDA). This has resulted

in a perception that no action is taken on change requests brought to ITS/SBS and results in stakeholders to not request
additional changes and revert back to manual processes. Additional capacity may be required to effectively manage digital

process changes.

Effort 1

Recommendation #6
Establish SBS as the digital change lead to facilitate all property/land development digital service change

requests.

Impact 5

(8 B N N N N N &N § §B N N N N § N N N § N N B N N § N N N N §B B N B N § N N § § N § N § N N8 N § B N N N N _§N ]
Currently, the Town’s SBS department intakes AMANDA digital change requests from departments involved in the property/land development service.

I Departments outside the property/land development service submit digital change requests directly to ITS. Stakeholders noted change requests that are not
vetted through SBS often come to ITS as concept ideas without an adequate business case for the change. This results in additional time spent by ITS to

1 develop requests and engage other departments that may be affected by the request.

I The Town should consider allowing SBS to provide digital change request intake for all AMANDA requests that affect the property/land development service
(outside of their current Commission). As an initial vetting step, change requests could be reviewed and approved by the departments as part of the intake

I process. The mandate and resources for SBS would need to be reviewed to support this additional role.

prone *



Town of Oakville — Review of Service Delivery & Modernization Opportunities for the Property/Land Development Service

Process - Ubservations & Recommendations

Service Integration 2.7 Stakeholders do not have a portfolio-wide view of the application pipeline that identifies application volumes and bottlenecks.
& Coordination In addition, existing reporting on the application portfolio is inconsistent and ad-hoc.

application tracking and identification of bottlenecks. Effort 4

Recommendation #7
Enhance application tracking procedures through improved use of tools (e.g., AMANDA) to improve

Impact 5

L B N N N N N N § § N N N §N N N N N § N N N § N N § &N N §B N N N N N N N N N N N §N N N &N 8 § N N N B N N _§N |
I Senior staff do not have a portfolio-wide view of the application pipeline that identifies application volumes and bottlenecks. In addition, the Town has |
implemented an integration between QlikSense dashboarding and AMANDA, however the AMANDA dashboards are not fully utilized due to data quality. |

To address the gap, the Town needs to identify the key data points that must be entered into the AMANDA database, during the application intake process,to |
I ensure AMANDA data is consistent and accurate. These key data points should be utilized to create a portfolio wide report that can track key KPlIs related to the |

application portfolio. This dashboard should be used to ensure the Town has adequate resources to review application in order to meet established timeframes. |
I The tool should be consistently used and updated with information as it becomes available.
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Jala a Analylics - Upservations a Recommendations

Centralized Data 3.1 Data is stored inconsistently using a number of different systems, networks, and manual folders.
Access

3.2 There are challenges getting reliable and timely information from the Town’s business units.

Recommendation #8
Review current data storage solutions to determine the single source of truth.

Effort 5

Impact 5

------------------------------------------------------l
I Currently, data that is collected throughout the property/land development service process and stored in a number of different systems, networks and local

| storage folders. This results in challenges locating documents due to the various storage locations, file structures. Once a document is located, stakeholders
] noted that it can be time consuming to work with the data due to file inconsistencies (pdf, excel, etc.).

1 To ensure property/land development service data is centralized and consistent, the Town should review the current storage solutions (AMANDA, Bluebeam,
| Sharepoint) and determine the optimal solution to be the single source of truth for all property/land development service data. This would ensure that all data
I collected throughout the process is centralized in one place resulting in easy to locate, accurate and reliable information.

If the current solutions do not produce the expected outcomes for data storage, the Town should consider the implementation of a new solution.

[=—-
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Jata a Analytics - 0pservations & Recommendations

Development File There are inconsistent data fields and data input requirements. This leads to inconsistent data throughout the property/land
Standards 3.3 development review process.

There are inconsistent file standards for documents throughout the property/land development process.

Effort 3

3.4

Recommendation #9
Develop and implement standardized property/land development templates to streamline workflow

processes and timelines of reviews.
Recommendation #10

Develop a data dictionary to assist key stakeholder with data entry into technology systems Impact 3

Currently, there is significant inconsistency in how property/land development service information is collected, inputted and stored within the Town’s 1
I property/land development service technology. While some stakeholders use a consistent file format the practice is not widespread. This results in inconsistent |
evelopment service data and can lead to an increase in processing timelines. To increase the maturity of the Town’s development file standards, the followin
develop t ice dat d lead t i inp ing timeli Toi th turity of the Town’s develop fil dards, the following |
: recommendations should be considered: 1
| 1. The Town should conduct a system review of all AMANDA data fields to determine mandatory and non-mandatory. In addition, the Town should ensure |
I these data fields are clearly understood by internal and external stakeholders. 1
12. Develop a data dictionary to catalog and communicate the structure of the required data found in property/land development service templates. The data I
| dictionary should provide a description for each data field in the template to ensure data requirement/type is understood by all stakeholders (example can I
| befound below). :
|
1 Data Dictionary Example |
Field Name Type Data Format Description :
Start Date Date/time DD/MM/YYYY Start date of the application |
|
1

[=——-
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Jata g Anavtics - UDServations @ Recommendations

Dashboards & 3.5 The Town has deployed QlikSense dashboarding software; however, not all property/land development service employees
Business can use the tool due to license limits. This results in a lack of buy-in and ineffective use of the tool.
Intelligence

3.6 Dashboards and data visualization tools are available, however, most departments rely on ITS and SBS to perform data

analytics due skill set gaps within the planning, building and transportation & engineering departments.
Analytics Capability

3.7 Insufficient capacity and training were identified as barriers to effective use of analytics tools.

Recommendation #11
Determine Town employees that should have access to QlikSense dashboarding software and ensure

licenses are available for the user group. In addition, training should be provided to employees who are Effort 1
given access to QlikSense dashboarding.

Recommendation #12 Impact 3

Equip property/land development employees with analytics tools and training.
Recommendation #13
Update property/land development service job descriptions to include analytics components

L B N N N N N N § § N N N §N § N N N N N N N N N N § N N § N8 N N N N N N N N N N N N N8 §N 8 § N N N B N N _§N |
I Licensing |
Stakeholders noted the Town has recently deployed QlikSense, a data visualization software, throughout the organization. The software allows users to create |
I visualizations, charts and interactive dashboards to analyze data in order to make data-driven decisions. However, there has been limited adoption of the tool as |
I limited licenses are available. As such, property/land development service departments and stakeholders rely on ITS and SBS to perform data analytics
activities.
I As such, the Town should conduct an analysis to determine property/land development service employees that should have access to QlikSense and ensure the
I appropriate number of licenses are available. To increase staff buy-in, the Town should identify opportunities to share dashboarding tools with front-line staff to
] operationalize the benefits of real-time decision-making and reporting. In addition, the Town should provide training to all users to ensure the appropriate skill
| sets are developed to fully utilize the tool.

| Training

I Stakeholders noted the Town has recently deployed QlikSense, a data visualization software, throughout the organization. However, the technology rollout was
I not accompanied with training to develop analytics skill sets. To ensure key stakeholders are developing analytics capabilities, the Town should rollout training

| modules that can provide end users with basic to advanced QlikSense skill sets. Training modules are available through QlikSense’s QlickQ Learning platform.
| The platform provides self-paced learning, classroom training, programs and assessments to help employees build their analytics capabilities.

In addition, the Town should consider a review of property/land development service job descriptions to include basic analytic and reporting activities. This would
ensure that employees develop their analytic capabilities to be able to perform key activities required for their position.

h-----------------------------------------------------
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lechnology - Observations & Recommendations

The Town'’s technology configuration consists of highly customized solutions with manual interfaces that do not
4.1 communicate. In addition, the utilization of systems amongst the departments involved in the property/land development

Technology service is inconsistent which impacts the accuracy and quality of data stored in the system.
Configuration

Lack of integrations between systems tools currently used by departments involved in the property/land development service

has resulted in duplication of effort, and ineffective workflows.

Effort 5

4.2

Recommendation #14
Modernize the existing property/land development service technology configuration.

Impact 5

r-----------------------------------------------------‘

| The Town should accelerate the modernization of its property/land development service technology configuration. Currently, the Town'’s property/land
development service utilizes AMANDA 7 which is highly customized to complete specific development service processes. In addition, other systems (e.g.,

1 Bluebeam, ESRI, online portals) are used throughout the property/land development service process, however these systems are not integrated together.

| In order to achieve the Town’s target state for property/land development service technology configuration the Town will have to rationalize current technology
1 systems and align technology to support key property/land development service business processes.

]| Based on our leading practice research the Town should ensure its development service technology configuration can support the following features:

» Enterprise-wide, interdivisional capabilities: All commenting parties involved in the property/land development service should be able to use the same,
|

modernized system. Similarly, the system should provide a common online platform for circulating comments across commenting partners and integrate with

|
I existing Town databases (e.g., listed and designated heritage properties);

+ Automated: Routine business processes and data entry should be automated to reduce the administrative burden on staff. Similarly, the system should
I provide automated time-based flags and alerts for tasks and key application-related deadlines;
I. Project management capabilities: The system should support advanced project management tools and techniques, including application-based time entry
I and start-stop comment tracking for all commenting partners;
I Data-enabled: The system should be capable of capturing high quality data to support enhanced portfolio and performance management. The system
I should also allow staff time-tracking across individual applications.
|

In addition, the Town should identify the modules of AMANDA that the Town can leverage to improve process consistency. For example, the Town should
I determine if AMANDA can be used for:
» Standardized comment templates to streamline workflow processes, comment consolidation, and timeliness of reviews
» Enhanced application tracking procedures to improve application tracking and identification of bottlenecks
» Calculating application fees
» Integrations with other software (e.g., Bluebeam, ESRI, Sharepoint)

To address the features above, the Town should consider utilizing a systematic approach to modernizing and refining the current AMANDA system. This could
l possibly be done by reallocating time of the SBS and ITS teams in the short term, to enhance the system and train the staff on usage.
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lechnology - 0pservations g Recommendations

Technology The Town is currently using two separate online portals for property/land development service application submission.

Configuration 4.3

Recommendation #15
Review the capabilities of the existing online portals and determine if they can be integrated to create a

unified solution. Effort 4

Impact 4
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I The online portal allows applicants to submit property/land development applications and permits online and review application status throughout the review I
process. Currently, the Town is utilizing two portal products, the Salesforce Online portal (Service Oakville) and the AMANDA online portal. The Service Oakville |
I is the Town’s citizen facing portal solution. This portal connects citizens to all areas of the Town, including property/land development services. To submit a |

I property/land development application, citizens are connected to the AMANDA portal from Service Oakville. Once in the AMANDA portal, citizens can upload |

| their property/land development application and permits for review. However, there is currently no integration between Service Oakville and the AMANDA portal |

| making resulting in external stakeholder to have to log in to multiple portals to review comments from Town staff and their application status. In addition, citizens
are only able to submit applications for building permits, zoning occupancy and building inspections online through the portal. All other applications and permits
are submitted via email.

| To close the gap, Plan-it Oakville has identified several projects in 2022 and 2023 to expand and improve online portal services. Some of these projects include:

Compliance letter automation

Develop/implement application wizard functionality for the portal

Provide ability for customer’s to schedule multiple building inspections
Develop online application for Authority to Occupy & Partial Permits
Implement ability for the applicant to assign a delegate through the portal
Implement portal for FOI

Implement portal for other permits

In addition to these projects, the Town should review the current portal configuration to ensure the portal software aligns with the Town’s future vision. Our
jurisdictional scan identified the following online portal technology deployed by other municipalities:

Alphinats SmartGuide Platform
Stratwise CRM Cloud-Hosted portal
Cloudpermit

hese online portal solutions should be further examined to determine if they can be better streamlined with Service Oakville to optimize customer portal
experience. ITS recently initiated a “customer identity access door” project as part of streamlining customer data for enhanced customer experience.

L N N N N N N §B N N _§N _§N |
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1echnology - UpServations @ Recommendations

Mobile Workforce, The Town does not have an overarching technology strategy to procure and implement new innovative technology.

; 4.4
Innovative
Technologies, The current technology suite for mobile work does not promote efficient and effective mobile work.
Intelligent Automation 4.5

& Augmentation

Effort 4

Recommendation #16
Develop and implement a technology strategy that will provide the guiding principles for procuring new
technology related to the property/land development service.

Recommendation #17
Consider a review of mobile workforce technologies to ensure the latest version of the technology and
additional innovative technologies are deployed.

Impact 4

-----------------------------------------------------‘
To ensure the Town is effectively deploying technology to further digitize the property/land development review service, the Town should develop an overarching |
technology strategy. In order to develop an overarching technology strategy, the Town’s senior leadership and management should increase their awareness ||
and education on evolving technology by asking questions such as:

Is our current property/land development service technology suite working for us?
Are we able to continue to use our legacy technology while taking advantage of new technology opportunities?
What are new emerging technologies to consider?

The answers to these questions will form the baseline for the technology strategy and help develop a technology master plan that adds value to the
p

roperty/land development service. The Town’s technology strategy should include the following details:
Technology vision for the property/land development service
Strategic goals, objectives and actions
IT decision making framework
Suggested project portfolio and implementation costs
Identification of enterprise configuration resources to plan and deliver specific actions of the technology strategy
As part of the technology plan, the Town should consider a project to examine the current suite of mobile technology to ensure the latest versions and/or the
: most effective technology is deployed. This will result in significant efficiencies and time savings across various activities within the property/land development
service.
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PeOple - Observations & Recommenciations

Leadership & 5.1 The vision for the digitization of the property/land development service is not communicated effectively to all staff. This can
Culture result in disconnect between senior management and front-line staff.

Effort 1

Recommendation #18
Ensure leadership effectively communicates the vision for the property/land development service to all

levels of staff.
Impact 4

I Plan-it Oakville has articulated leadership’s focus on what matters most for the Town'’s property/land development services. To carry out the Plan-it Oakuville |
I vision, additional emphasis should be given to the following to demonstrate leadership’s commitment: |
1 Align organizational culture with the Town’s vision and strategy. In other words, shift ingrained mindsets and practices away from resistance of change. 1
I Encourage management and staff to move away from comfort zones of legacy applications and processes. Stakeholders indicated that often times people ||
I want technology tools to serve legacy processes instead of adapting to changes and disruptions new technology brings. |
I + The message of transformation should be communicated from leadership top-down by setting expectations through policies and procedures, data and record ||
I management requirements (i.e. implementation of technology master plans). |
1 Form realistic expectations when selecting technology transformation and modernization approaches and tools. The Town will need to balance risk appetites, I
I needs, cost, resource capabilities and the complexity of technology transformation efforts. |
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eopie - 0bsenvations & Recommendations

Organizational There is a bucketed vision by department for the digitization of the property / land development review process. This has
Design & 5.2 resulted in a disconnect on the priorities and mandates of key stakeholders throughout the process.
Governance

[ | Effort 1
Ooo0o

Recommendation #19
D Ensure alignment of priorities across departments involved in the property/land development service.

Impact 3

I Streamline departmental priorities across the Town with Plan-it Oakville’s vision. Development service is a collaborative endeavor that requires input and |

I engagement from a broad range of staff. All stakeholders involved in the process should work together towards a cohesive, prioritized, Town-wide position. The |
departments should update their operational plans to align it with the refreshed priorities that supports the Town’s development services in a cohesive manner. |

I Roles and responsibilities should be updated to reflect priorities from both development/planning perspective and digital capabilities. Refer to Observation #5.3 ||

I for further details. |
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eopie - 0bsenvations & Recommendations

Organizational 5.3 Roles and responsibilities of key property/land development services stakeholders (e.g., AMANDA process owners) are not
Design & well defined. Lack of clearly defined roles and responsibilities leads to process inefficiencies and bottlenecks in the process.
Governance
Define and document property/land development service related roles and responsibilities to align with
updated process requirements, refresh recruiting and training strategies, and reduce process inefficiencies. Effort 3
Impact 3

-----------------------------------------------------ﬁ
| Clearly defining each stakeholder’s role and mandate in the development review process will enhance transparency and predictability as well as empower staff

I to fulfill their responsibilities.

i The roles and responsibilities of each stakeholder (application review staff, commenting departments, system support and data analysis personnel, customer
| service, and applicants/the public) should be clearly delineated and made available to the public on the Town’s website. To clarify development review-related
I roles and responsibilities and reduce process inefficiencies, the Town should define and document a responsibility assignment matrix or RACI (responsible,

I accountable, consulted, informed) for each development application type. At a minimum, the RACI should document:

I The mandate of each commenting department (i.e., the subject matter for which the commenting partner is responsible);
» Application-related approval authorities and accountabilities;
» The roles and responsibilities of applicants; and,
* The roles and responsibilities of administrative and support functions.

|
|
|
[ To help ensure the effectiveness of the responsibility assignment matrix, the Town should:
|- Reflectthe RACI in job descriptions as they are updated;

| Include the RACI in development review-related training, including staff onboarding;

1 Review and promote the RACI with applicants.

] Once established and promoted, the Town should begin tracking any significant incidents related to ambiguities in roles and responsibilities (e.g., when they
1 result in application delays).

..
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Peopie - Uosenvations @ Recommendations

There is insufficient training on new technology. This results in the inconsistent use to technology deployed throughout the

54 property/land development service.

Talent Strategy &

Capability There is an inconsistent onboarding process for new staff. This has resulted in new hires taught multiple different processes

to complete the same or similar tasks.

Effort 3

55

Recommendation #21
Establish formal training and learning opportunities for staff to improve efficiency and quality of the

property/land development service.
Recommendation #22
Develop a formal onboarding process for new staff joining the property/land development service.
'------------------------------------------------------
The Town should develop a standard suite of learning programs for staff to enhance their knowledge and usage of technology and improve the development
review process. Training topics should include:

Impact 3

I |
|
: » Training sessions on Plan-it Oakville vision and development review priorities |
» Training sessions on legislative requirements, application review processes and procedures |
1. AMANDA functions and workflows |
I. Other system and tool functions that integrate with AMANDA (e.g. GIS, Bluebeam, SharePoint, etc.) |
I. Fie management 1
I- Project management I
1 These training material should be made available in an accessible location and adopted into training and onboarding of all development review-related staff. In 1
I addition, training should be provided when there are changes to legislative requirements, systems upgrades, and process and workflows changes. It is 1
I recommended to identify trainers within departments and/or amongst specific user groups. I

|

|

|

|

I The Town should also review job descriptions for property/land development service positions and update to include digital activities. This will ensure that all
| positions have a digital foundation and understand the skills and competencies required.

h----------------------------------------------------
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Heopie - Uoservations a Recommendations

Collaboration & 5.6 There is a lack of formalized department collaboration to ensure property/land development application and permit issues

Networking are addressed and bottlenecks are identified in a timely manner.

Effort 1

Recommendation #23
D Implement a Project Review meeting as a governance mechanism to resolve difficult application-related

—t issues. ldentify project leads to manage the end-to-end development review process.

Impact 4

A 2 = N N N N & & § N N N N & N N N N N B N N N N N N N N § §B § N N N § N 8 N N §B N N § N8 § B N N N N _§N |
I The Town should apply project management principles to manage development applications, address application issues, monitor review timelines and improve
I the documentation of key comments/decisions. In other words, approach each development application as unique projects.

: The Town can consider implementing Project Review meetings to resolve difficult application-related issues. These meetings can be conducted by a lead
Planner or Planning Manager after each application milestone (e.g. submission, review, approval, completion) as a governance mechanism to:
» Proactively monitor the end-to-end development review process
I. coordinate and prioritize work and staff resources across departments
I - 1dentify and resolve conflicts
I Suggested actions to formalize the process:
I » Develop a pre-determined procedure for planners and other development review staff to add items on the agenda for discussion;
l. Identify participants according to the applications included on the meeting agenda; and,
I. Develop documentation requirements to document application-related decisions in a consistent manner (i.e. use of SharePoint, AMANDA functions, or
| simple-to-use templates).
I A more standardized approach would provide development review staff with a predictable, easy-to-use mechanism to resolve difficult issues, reduce
I workarounds and churn associated with ad-hoc resolution of these issues. The meetings can also be used as a tool to:
Review development review workloads and application volumes across staff and commenting departments.
Identify issues that need digital change in a holistic and consistent manner for SBS review and ITS execution. Avoids one-off or incoherent digital change
requests that unintentionally impacts upstream or downstream workflows (see Observation #2.5).

I

I.

i
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eopie - 0bsenvations & Recommendations

Change 5.7 Changes are not communicated effectively to internal stakeholders. This results in a lack of stakeholder buy-in and failure to
Management adopt the new process.

Effort 1

Recommendation #24
Establish dedicated resource to lead, monitor and report on the change.

Recommendation #25
Develop a communications strategy to ensure staff are informed of all changes to the property/land
development service.
L B N N N N N §B N N N N N § § N § N § N N N § N N N §B N N § § N N § N N N N N N §N N § N N § § N N § N §B § |

Effective change management aligns personnel around change that is clearly defined, justified and well-communicated. Communication is the critical enabler to ||

Impact 4

I implementing change and embracing change. Dedicated resources should be appointed to lead and coordinate change efforts. |
Recommended approach to communicate change, obtain stakeholder buy-in and minimize disruption: |
| 1. Disseminate leadership’s commitment to change and the case for change. 1
1 a. Empower change champions, such as project managers or team leaders, to provide clarity and context for change. |
I b. Ensure ITS is ready to support technological change. 1
2. ldentify stakeholder groups and develop targeted key messages for each group. |
I 3. Communicate consistent messages emphasizing anticipated benefits, timelines and key milestones. |
I, Provide training to adapt to change (i.e. training on new technology; training of AMANDA upgrades and how changes impact processes and workflows). 1
: 5. Repeat and reinforce key messages and progress. Create channels for staff to reach out for questions and concerns. 1
| l
' i
' i
' i
|
h----------------------------------------------------J
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overnance - Upservations a Recommendations

Policy/Process 6.1 It is unclear who holds overall responsibility and accountability for property/land development service processes.
Governance 6.2 The property/land development service lacks consistency to enable effective governance.
6.3 It is unclear who holds overall responsibility and accountability for property/land development service data.
Data Governance 6.4 There is inconsistent use of data fields within property/land development service technology systems, resulting in unreliable
data and multiple sources of truth.
Document 6.5 The Town lacks clear document governance including document management, storage, and naming conventions. Currently,
Governance property/land development service documents can vary depending on the responsible stakeholder resulting in

inconsistencies throughout the process.

Effort 3

Recommendation #26
\%\\ Establish an overarching governance structure to proactively monitor the property/land development service
-—

data and process.

Impact 5

I------------------------------------------------------l
ur current state analysis noted that key stakeholders throughout the property/land development service are unaware of who holds overall responsibility an
O t stat I ted that key stakeholders th hout th ty/land devel t f who hold I bility and
I accountability for data and processes within the service. This has resulted in inaccurate data and inefficient processes. The Town also lacks clear document
governance including document management, storage, and naming conventions. Currently, property/land development service documents can vary depending
I on the responsible stakeholder resulting in inconsistencies throughout the process. Lastly, there is no clear owner of property/land development service data.
I There is inconsistent use of data fields within property/land development review technology systems, resulting in unreliable data and multiple sources of truth.

I as such, the Town should establish an interdepartmental governance structure with accountability for overseeing the end-to-end property/land development
I service data and processes. A defined governance structure will enable the Town to:

I . Streamline and coordinate oversight and decision-making.
I - Addressand prioritize governance and practice-related issues to enhance consistency and resolve challenges.

I [Continue to next slide]

h-----------------------------------------------------
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Hovernance - ODServations @ Recommendations

The following outlines potential process and data governance models:
1 Process/Policy governance:

| To ensure there is effective governance over the property/land development service processes, the Town should assign overall process governance

i responsibility and accountability to the Development Service Committee. The Committee should be made up of key stakeholders from Building, Planning, and
Engineering and enforce process steps outline in the documented property/land development service procedures (see Recommendation #4). The Committee
should also maintain property/land development service process documents. In addition, the Development Service Committee would:

1 Develop and formalize a set of property/land development service policies and procedures that govern the process.
« Create standardized audit control mechanisms
|
I » Establish a document governance framework to provide the guiding principles for developing, updating, maintaining and storing documents

1 Data/Document governance:

To ensure consistent and accurate data is collected and inputted into property/land development service databases (e.g., AMANDA) the Town should assign
overall data responsibility and accountability to either SBS or assign champions within each department. Using the guiding principles outlined in the
I property/land development service information strategy (see Recommendation #1 and #2), SBS/champions would enforce quality data standards and hold all
stakeholders accountable for data within the database. Additionally, SBS/champions should standardize data and documentation requirements (i.e. data field
I input and file management practices) to ensure accuracy of all data collected. SBS and the departments would need to be resourced adequately to be able to
provide this oversight
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Lovernance - Unsenvations & Recommendations

Policy/Process With Plan-it Oakville planned to conclude in 2023, the continuous improvement component needs to be built in the

Governance 6.6 property/land development service

Recommendation #27
Transition Plan-it Oakville project to a formal continuous improvement program once the project concludes

in 2023 to maximize the impact of existing process improvements and benefits delivered by the project. Effort 3

;0‘\

Impact 5

I------------------------------------------------------l
The Town’s Plan-it Oakville project was implemented to create a customer-oriented experience within an integrated development approval process, founded on

I solid business practices and a digital platform that is respectful of community expectations and legal requirements. The project has four phases which is set to
conclude in 2023. In order to continue to build on the successes of the project, the Town should transition the Plan-it Oakville project to a formal continuous

1 improvement program to maximize the impact of existing process improvements and benefits delivered by the project.

|
: The Town needs to formalize the execution of the continuous improvement program, define ownership and allocate the necessary resources for successful
1 execution of the program. This recommendation should be implemented once the current Plan-It Oakville project objectives are achieved.

i
i
i
-
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Lovernance - Unsenvations & Recommendations

Process 6.7 Applicants frequently contact senior staff and elected officials to inquire about the status of an application and discuss other

Governance application-related issues.

\)
(\ Develop a mandatory escalation protocol to reduce the negative impact of stakeholder interventions during Effort 3
-—

L N N N N N N N N N N N N §N N N §N §N N §N §N N §N §N N §N N N N N N N N N §N N N N N N N N N N N N §N N N §N §N N N _§N |
| Develop escalation protocols to reduce ad hoc interventions. Stakeholders indicated that applicants may contact various Town departments to inquire about the

I status of an application and to discuss other application-related issues resulting in numerous process inefficiencies, including:

I+ Time-consuming internal follow-up and reporting requirements;

|+ The ad hoc re-prioritization of development review applications;

I Extended development review timelines; and,

1 Inefficient workload management for development review staff.

the formal development review process.

Impact 4

| The protocol should also be made accessible on the Town’s website and included in staff training and onboarding. The following table outlines the escalation
| criteria and reporting process that should be considered by the Town.

| Sample escalation criteria and reporting process.

l Category Escalation Criteria Reporting Process

Identify reasonable criteria to determine when an escalation should Reduce the administrative burden created by unplanned stakeholder

: Purpose warrant a fulsome response. interventions by standardizing the tasks and tools usedto respondto
them.

1 Escalations to senior management and elected officials should be The reporting process should include:

| permitted on a “last resort” basis. This means that priorto * A short escalation form completed by applicants to documentand

| escalating an application-related issue, applicants should first try to submit the details of the escalation)

| resolve the issue with the lead Planner and relevant Planning * A short escalation reporting template summarize key application-

| Description manager. related information and a staff response to the issues identified by

| the applicant

| Applicants should be able to demonstrate that previous attemptsto * A standardized response timeline for follow-up by staffto establish

i resolve the issue through these regular process channels have not clear expectations for stakeholders and help staff better manage

1 been successful. workloads

h-----------------------------------------------------
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Lovernance - Unsenvations & Recommendations

Service Standards 6.8 The Town'’s current approach to performance measurement is underdeveloped and inconsistent. Many critical elements
related to the property/land development service are not tracked (e.g., circulation times and review times by commenting

parties).

Effort 3

Recommendation #29
Establish a performance measurement framework to improve the management and evaluation of the

property/land development service.

Impact 3

I The use and regular review of performance measures are critical to the success of any organization or complex process. Performance measure maturity varies

: significantly across the property/land development service. The core challenges currently impacting effective performance measurement are set out below:

!
: Non-integrated, highly manual systems No end-to-end view of performance. Significant effort required to extract and analyze performance data.

I Lackoftime tracking across most Inability to accurately measure time spent (versus total elapsed time) on individual applications across

I departments all stakeholders.

: Tracking and measuring key performance KPI’s are not being used for decision making

|

indicators (KPIs) and service standards

I To overcome these challenges, we recommend a refreshed approach to development review performance measurement based on leading practice and realistic
I processing timelines.

I The Town should build upon the performance measurement framework to improve the management and evaluation of the property/land development service.
I The framework should be grounded in leading practice and analysis of past performance. It should include:

I.  The identification of end-to-end and department-specific key performance indicators KPIs, including efficiency and effectiveness measures;
I- KPI collection procedures;

. reporting procedures, including the identification of appropriate KPIs for each major stakeholder group and how they will be shared (e.g., a high-leve
I+ KPI ti d including the identificati f iate KPIs f h major stakehold d how th ill be shared high-level
|  monthly dashboard with strategic KPIs for senior-level staff and a weekly report with operational measures for managers); and,
| Aprocess for reviewing the effectiveness of KPIs.

| Example indicators are included on the following page. These KPIs are based on KPMG leading practice. This is an illustrative list and not meant to be
] exhaustive.

N EEEEE——————————————
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HOvernance - Ubservations & Recommendations

Sample KPIs for performance management.

* Total elapsed time from complete application to approval.

* Total elapsed time for each circulation.

* Total elapsed time for each commenting partner for each circulation.

* Total elapsed time with the applicant from complete application to approval.
* Total elapsed time with the applicant for each circulation.

* Total number of applications processed each quarter.

Efficiency

* Total public engagement hours by application type and circulation.

* Extent to which Official Plan objectives are achieved on an annual basis.
* Applicant satisfaction surveys.

* Public satisfaction surveys.

* Number of new comments by circulation.

* Number of comments unaddressed by applicants.

* Number of escalations to Management and Elected Officials.

* Number of pre-application consultation meetings.

Effectiveness
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Priorization of suggested Recommendations

| Suggested recommendations have been mapped for impact vs effort to help prioritize activities. The order that recommendations should be

High

Impact

implemented would be top left quadrant (low effort, high impact) to bottom left quadrant (low effort, low impact) and top right quadrant (high effort, high
impact) down to bottom right quadrant (high effort, low impact). Those in the bottom right quadrant would be considered to be optional as a result of the

potential effort required versus the potential benefit derived.

.
00
o8

Effort

|mmmmmmmmmmmmmmm e — e — o Suggested Actions -----------—--~——-~----

! nDevelop a detailed property/land development service information strategy

i A Establish internal review service standard timelines for application submission

: IEll Measure the customer experience with the development review process

1 [l Establish, document and communicate standardized property/land development service processes

: ﬂEstainsh standard procedures and accountability for performing property/land development service activities

1 Il Establish SBS as the digital change lead to facilitate all property/land development digital service change requests.

: 2 Enhance application tracking procedures through improved use of tools

: nRevieW current data storage solutions to determine the single source of truth.

i IllDevelop and implement standardized property/land development templates

: Kl Develop a data dictionary

1 [l Determine Town employees that should have access to QlikSense dashboarding software
: IEEquip property/land development employees with analytics tools and training.

1 lE] Update property/land development service job descriptions

: K Modemize the existing property/land development service technology configuration.

1 [ Review the capabilities of the existing online portals

: A Develop and implement a technology strategy

: Consider a review of mobile workforce technologies

1 EE)Ensure leadership effectively communicates the vision for the property/land development service
: EE]Ensure alignment of priorities across departments involved in the property/land development service
1 EXi] Define and document property/land development service related roles and responsibilities
: mEstainsh formal training and learning opportunities for staff

: EZ]Develop a formal onboarding process for new staff

1 Elmplement a Project Review meeting as a governance mechanism

: mEstainsh dedicated resource to lead, monitor and report on the change

1 Z3 Develop a communications strategy to inform staff of Plan-IT initiatives and changes

: EX Establish an overarching governance structure

1 EZA Transition Plan-it Oakville project to a formal continuous improvement program

High: EZ] Develop a mandatory escalation protocol to reduce the negative impact of stakeholder interventions

EX)Establish a performance measurement framework

1
e o e e e e e o e e e e e e e e e e e e e e e = e e e e e e e e e e e e e e e e e e e e e e e

Legend

Service Data &
Delivery I Process IAnaIytics ITechnoIogyI People I Governance
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summary of Quick Wins

implemented in Q4 of 2021. Recommendation #27 is suggest for implementation in Q2 of 2022.

| Suggested recommendations that are low effort, high impact are considered quick wins. These quick win recommendations are suggest to be

Low Effort

--------------------- Suggested Quick Wins - --------cmmmmmoommo -

EEstabllsh internal review timelines for application submission

EMeasure the customer experience with the development review process

nEstabllsh SBS as the lead role to facilitate digital changes for all property/land development service change requests,

| mEnsure leadership effectively communicates the vision for the property/land development service
E Elmplement a Project Review meeting as a governance mechanism
! mEstainsh dedicated resource to lead, monitor and report on the change

EDevelop a communications strategy to inform staff of Plan-IT initiatives and changes

EDevelop a mandatory escalation protocol to reduce the negative impact of stakeholder interventions

Legend

Service Data &
I Delivery I Process IAnaIytics ITechnoIogyI People I Governance
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-Stimated ime and cost savings

This slide presents the estimated annual time and cost savings associated with each recommendation. Some of the recommendations may indirectly result in
cost savings. For example, implementation of a thorough communication strategy will result in stakeholder buyer in, higher productivity and more efficiency;
thereby creating time and cost efficiencies. We also anticipate ongoing cost savings with the continuous improvement initiatives.

Estimated Time Estimated Cost
Savings Savings
# Recommendation
Service delivery Model
1 Develop a detailed property/land development service information strategy > 35 Hours >$50,000
2 Establish internal review timelines for application submission 25 - 35 Hours <$25,000
3 Measure the customer exierience with the develoiment review irocess 15 - 25 Hours <$25,000
4 Establish, document and communicate standardized property/land development service processes 15 - 25 Hours >$50,000
5 Establish standard procedures and accountability for performing property/land development service activities > 35 Hours $25,000 - $50,000
6 Establish SBS as the digital change champion for all property/land development service change requests. > 35 Hours $25,000 - $50,000
7 Enhance application tracking procedures through improved use of tools > 35 Hours <$25,000
8 Review current data storage solutions to determine the single source of truth > 35 Hours >$50,000
9 Determine Town employees that should have access to QlikSense dashboarding software 15 - 25 Hours $25,000 - $50,000
10 |Equip property/land development employees with analytics tools and training. 15 - 25 Hours $25,000 - $50,000
11  [Develop and implement standardized property/land development templates 15 - 25 Hours <$25,000
12 |Develop a data dictionary 15 - 25 Hours <$25,000
13 [Update property/land development service job descriptions 15 - 25 Hours <$25,000
14 [Develop and implement a technology strategy > 35 Hours >$50,000
15 |Modernize the existing property/land development service technology architecture. 25 - 35 Hours >$50,000
16 |Review the capabilities of the existing online portals 25 - 35 Hours $25,000 - $50,000
17 |Consider a review of mobile workforce technologies 25 - 35 Hours <$25,000
18 |[Ensure leadership effectively communicates the vision for the property/land development service 25 - 35 Hours >$50,000
19 |[Ensure alignment of priorities across departments involved in the property/land development service 15 - 25 Hours >$50,000
20 |Develop a communications strategy 25 - 35 Hours $25,000 - $50,000
21 |Establish dedicated resource to lead, monitor and report on the change 25 - 35 Hours $25,000 - $50,000
22 |Define and document property/land development service related roles and responsibilities 15 - 25 Hours <$25,000
23  |Establish formal training and learning opportunities for staff 15 - 25 Hours <$25,000
24 |Develop a formal onboarding process for new staff 15 - 25 Hours <$25,000
25 |Implement a Project Review meeting as a governance mechanism 25 - 35 Hours <$25,000
26 |Establish an overarching governance structure > 35 Hours >$50,000
27 |Transition Plan-it Oakville project to a formal continuous improvement program > 35 Hours >$50,000
28 |[Develop a mandatory escalation protocol 25 - 35 Hours <$25,000
29 |Establish a performance measurement framework 15 - 25 Hours <$25,000
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mplementation Plan

This section summarizes a suggested plan to implement the identified recommendations. The overall implementation plan are based on KPMG
leading practice of:

Implementation Structure Implementation Scorecard Communications

High level resourcing and Performance measures to Framework

governance required to monitor progress and help A framework to structure
successfully implement the demonstrate success effective communications

recommendations and promote
continuous improvement

\1 272K 3 P 5

Change Management
Framework

A framework to drive
effective change
management

Implementation Plan
Specific actions and
timelines for each of the
recommendations outlined in
the previous section
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'M0NN mplementation Structure

Successful implementation of the recommendations included in this report will require dedicated resources and effective governance.

It is our understanding that Plan-it Oakville program will spearhead the implementation of recommendations included in this report. Currently, the 2022 Project
Plan includes 7 projects, some of which align to the recommendations in this report. Where applicable, we will identify recommendations that should be prioritized
within current projects to avoid duplication of effort. Projects identified within the 2022 Project Plan include:

I S o

7.

Property Development Service & Technology Roadmap

Digital file management for property development permits and applications

Renew the Bluebeam (plan review tool) contract

Online service improvements for property development permits and applications
Undertake a review of Building service permit types and associated AMANDA folders
Develop transition plan for operationalizing Plan-it

Undertake a review of Planning Services application types and associated AMANDA folders

In addition, the Plan-it Oakville program has identified key project resources and vendors that will support each project. In total, approximately $760K and 8,500
hours will be allocated to Plan-it projects in 2022. The resource team includes:

Project Manager

. * Business Analyst
SBS Supervisor

» Application support Analyst
Business Process Analyst PP PP 4

. . * Other ITS resources
Business Solutions Analyst

* Senior Purchasing Coordinator
Program Manager

. . *  Web Coordinator, Communication Advisor, SO Supervisor/Manager
Business Technologist

Solutions Architect
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This slide presents the implementation plan for each recommendation acknowledging that some recommendations may need to precede other recommendations

Implementation Plan

for successful execution. For example, we are proposing implementation of recommendations under Phase 1 prior to implementation of Phase 2
recommendations. At least 7 of our recommendations in Phases 1 and 2 can be aligned with the Plan-it Oakuville's 2022 Project Plan.

(S LK ]

—~N o ;e

Recommendation

Service delivery Model

Develop a detailed property/land development sernvice information strategy
Establish internal review timelines for application submission

Measure the customer experience with the development review process
Process

Establish. document and communicate standardized property/land development service processes
Establish standard procedures and accountability for performing property/land development service activities
Establish SBS as the digital change champion for all property/land development service change requests.
Enhance application tracking procedures through improved use of tools

Data & Analytics

Review current data storage solutions to determine the single source of truth

Develop and implement standardized property/land development templates

Develop a data dictionary

Determine Town employees that should have access to QlikSense dashboarding software
Equip propertyfland development employees with analytics tools and training.

Update property/land development service job descriptions

Technology

Modernize the existing property/land development service technology architecture.

Review the capabilities of the existing online portals

Develop and implement a technology strategy

Consider a review of mobile workforce technologies

People

Ensure leadership effectively communicates the vision for the property/land development service
Ensure alignment of priorities across departments involved in the property/land development senice
Define and document property/land development semvice related roles and responsibilities

Establish formal training and learning opportunities for staff

Develop a formal onboarding process for new staff

Implement a Project Review meeting as a governance mechanism

Establish dedicated resource to lead, monitor and report on the change

Develop a communications strateg

Governance

Establish an overarching governance structure

Transition Plan-it Oakville project to a formal continuous improvement program
Develop a mandatory escalation protocol

Establish a peformance measurement framework

Quick Wing Phase 1| Phase 2| Phase 3

72



Town of Oakville — Review of Service Delivery & Modernization Opportunities for the Property/Land Development Service

mplementation Pian

A

( 02 BN ENEHE R REED

'\ Timeline for Implementation

2022 Project Plan 2023 - 2025

Recommendation Description of Activities

Service Delivery Model

‘\-<-—

Develop a detailed property/land
development service information strategy | ° Align with the Plan-it 2022 program plan focus area of “Property Development Long-Term

1 to support the long-term vision and Technology Modernization Plan”.
aligned direction of the Town’s * Incorporate the development service information strategy as part of the long-term service
property/land development service. and technology roadmap.

Establish internal review service standard

timelines for application submission to » Establish and clarify who Plan-it Committee members are and associated roles and

2 ensure comments are given in a timely responsibilities in order to develop appropriate application review timeline commitments.
manner. » Pilot review timelines for specific applications and monitor performance prior to full roll-out.
Measure the customer experience with
the development review process (e.g., » SBS to develop short survey to measure customer experience and report to the Plan-it

3 annual surveys to track performance and Committee to facilitate action planning.
continuously improve the customer » Use the survey to request customer feedback for applications completed within Q1 of
experience with the Town’s property/land 2022.

development service).
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Timeline for Implementation
Process n . -
g 2022 Project Plan 2023 - 2025

Recommendation Description of Activities

Establish, document and communicate

standardized property/land development
service processes that clearly define key * Incorporate this action into Plan-it's review of building folders and planning folders.

activities and tools used to complete » Define standardized planning and building processes to streamline the folder
4 steps of common or high risk processes. rationalization process.
This will ensure each process has + Establish standard operating procedures (SOPs).

consistent and repeatable steps and
eliminate customized time consuming
and inefficient processes.

Establish standard procedures and

accountability for performing + Work with neighboring municipalities and external parties to develop a standard approach
5 property/land development service to application intake.

aCt'_V't'is (e.9., application intake, « Determine intake approach moving towards the future (fully digital or hybrid)

review).

Establish SBS as the digital change lead
6 to facilitate all property/land development
digital service change requests.

* Update SBS mandate to be the lead role for identifying AMANDA change requests and
facilitating implementation of such changes.

* Issue organizational communications outlining framework for involving SBS in AMANDA
digital change requests.
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Timeline for Implementation

2022 Project Plan 2023 - 2025

Process

Recommendation Description of Activities

Enhance application tracking procedures | . Develop set of KPIs to monitor and measure application review performance.
through improved use of tools (e.g., + Ensure AMANDA is configured to collect data used in KPIs

AMANDA,) to improve application tracking | . pevelop KPIs dashboards to monitor performance.

and identification of bottlenecks.
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Timeline for Implementation
Data & Analytics /J
Y Ial 2022 Project Plan 2023 - 2025

Recommendation Description of Activities

+ Align with the Plan-it 2022 program plan focus area of “Property Development Long-Term
Technology Modernization Plan”.
+ Determine the long-term solution for storing data used in dashboards and reporting.

The Town should review current data
8 storage solutions to determine the single
source of truth.

» Develop and implement standardized
property/land development templates
to streamline workflow processes and

+ Create an inventory or property/land development processing templates (e.g. applicant

9,10 timelines of reviews. submission forms, in-take templates, commenting review fields).

« Develop a data dictionary to assist key » Develop data dictionary to support data requirements within each template.
stakeholders with data entry into * Make the templates publicly available.

technology systems
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Timeline for Implementation
Data & Analytics /J
Y Ial 2022 Project Plan 2023 - 2025

Recommendation Description of Activities

» Determine Town employees that
should have access to QlikSense
dashboarding software and ensure
licenses are available for the user Technology Modernization Plan”.

» Align with the Plan-it 2022 program plan focus area of “Property Development Long-Term

group. In addition, training should be » Determine number of employees that should have access to QlikSense.

11 provided to employees who are given | * Review QlikSense licenses.

12’ access to QlikSense dashboarding_ i Deploy all solutions with training modules.
' » Equip property/land development

13 : i

employees with analytics tools and

training.

» Update property/land development
service job descriptions to include
analytics components

mnmn &
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Timeline for Implementation

2022 Project Plan 2023 - 2025

Recommendation Description of Activities

Technology

il

Modernize the existing property/land + Align with the Plan-it 2022 program plan focus area of “Property Development Long-Term
14 development service technology Technology Modernization Plan”. _
configuration. + Conduct detailed evaluation of future state system requirements.
 Identify the module of AMANDA that the Town can further leverage and determine
additional solutions to close gaps (as applicable).
Review the capabilities of the existing » Align with the Plan-it 2022 program plan focus area of “Online Services Capabilities”.
15 online portals and determine if they can » Conduct a gap assessment to determine if portal products can support online service
be integrated to create a unified solution. enhancements.
« Conduct preliminary research on the feasibility of adopting a new online portal software.
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Timeline for Implementation

2022 Project Plan 2023 - 2025

Recommendation Description of Activities

Technology

il

» Develop and implement a technology
strategy that will provide the guiding
principles for procuring new
technology related to the property/land plan.

* Plan-it to implement existing technology enhancements identified within the 2022 program

16, development service. *  Work with property/land development service staff to understand and assess future

17 + The Town should consider a review of technology needs.
their mobile workforce technologies to | ¢ Develop plan to continuously enhancement technology tools.

ensure the latest version of the » Allocated necessary resources to plan and deliver the technology strategy.

technology and additional innovative
technologies are deployed.

mnmn e
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Recommendation

Timeline for Implementation

2022 Project Plan 2023 - 2025

Description of Activities

Ensure leadership effectively — :
communicates the vision for the + Draft communication to property/land development service staff.
18 property/land development service to all + Issue communication with the vision for the property/land development review service.
levels of staff. + Ensure employees understand their roles over the next five years.
Ensure alignment of priorities across :
19 departments involved in the property/land | * Add to 2022 Plan-it program plan.
development service. « Define departmental objectives for the year.
+ Update departmental plans to align with the property/land development service vision.
Define and document property/land :
development service related roles and * Add to 2022 Plan-it program plan.
20 responsibilities to align with updated * Plan-it Committee to develop a responsibility assignment matrix in consultation with
process requirements, refresh recruiting management
and training strategies, and to reduce « Communicate responsibility matrix to staff and make available in a publicly accessible
process inefficiencies. location
» Reflect the RACI in job descriptions as they are updated and include in staff on-boarding

KPMG

© 2021 KPMG LLP, a Canadian limited liability partnership and a member firm of the KPMG network of independent member firms affiliated with KPMG International Cooperative
(*KPMG International”), a Swiss entity. All rights reserved. The KPMG name and logo are registered trademarks or trademarks of KPMG International
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0O Timeline for Implementation

2022 Project Plan 2023 - 2025

Recommendation Description of Activities

» Establish formal training and learning
opportunities for staff to improve
efficiency and quality of the + Determine medium for training opportunities (e.g., workshops, online).
g property/land development service. * Develop job specific learning plans.
» Develop a formal onboarding process
for new staff joining the property/land
development service.
Implement a Project Review meeting as
a governance mechanism to resolve «  Plan-it Committee to develop and approve process documentation for review meetings
23 d|ff|c1_JIt app_llcanon-related issues. (e.g. cadence, templates, etc.)
Identify project leads to manage the end- | . Rqj| out and communicate updated process to staff
to-end development review process.
» Establish dedicated resource to lead,
monitor and report on the change.
24, « Develop a communications strategy to | ¢ Plan-it Committee to appoint change champion for the property/land development service.
25 ensure staff are informed of all » Develop KPIs to monitor and report on change initiatives.
changes to the property/land
development service.
m © 2021 KPMG LLP, a Canadian limited liability partnership and a member firm of the KPMG network of independent member firms affiliated with KPMG International Cooperative 81
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\ Timeline for Implementation
Governance <\

2022 Project Plan 2023 - 2025

Recommendation

Description of Activities

Establish an overqrching governance Add to the Plan-it 2022 program plan.
26 structure to proactively monitor the Document overarching policy, process, data and document governance roles and
property/land development service data responsibilities
and process. Assign governance responsibilities to the appropriate stakeholder(s)
Communicate changes to staff.
Transition Plan-it Oakuville project to a
formal continuous improvement program — : : - —
7 once the project concludes in 2023 to Action Is aligned with the Plan-it 2022 program plan focus area of “Transition to
maximize the impact of existing process Operations”.
improvements and benefits delivered by Develop plan with roles and responsibilities for managing continuous improvement.
the project.
Develop a mandato_ry e_scalat|on protocol Plan-it Committee, in consultation with staff and stakeholders, to document the escalation
to reduce the negative impact of
28 : . X protocol
stakeholder |ntervent|0n.s during the Plan-it Committee to approve the escalation protocol
formal development review process. Implement the protocol, focusing on communications with industry and elected officials.
Begin tracking escalations to support continuous improvement

KPMG
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\ Timeline for Implementation
Governance <\

2022 Project Plan 2023 - 2025
Recommendation Description of Activities

» Plan-it Committee to inventory existing performance measures used across the
development review process, including metrics, systems, collection frequency and use
* Plan-it Committee to develop detailed project plan to develop performance measurement

framework
+ Develop the performance measurement framework and submit to Plan-it Committee for

approval

Establish a performance measurement
framework to improve the management
and evaluation of the property/land
development service.

29
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This section presents a scorecard to help measure the implementation of the identified recommendations. Demonstrating progress will help build buy-in with
internal and external stakeholders, facilitating change.

This scorecard should be reviewed and approved by the Executive Management Team and reviewed on a monthly basis by the SBS team.

Success Factor Does this Exist?
(/%)

Implementation Structure

. The recommendations and Plan included in this report have been approved by Town Council.
. A clear project governance structure is in place and working well (see Section 1).
. Sufficient staff capacity and resources are dedicated to the work ahead and are working well (see Section 1).

Project Management

. Work plans exist to support the implementation of all recommendations.

. A holistic communications strategy and the accompanying communications plans are developed for the relevant
recommendations.

i Recommendations are implemented according to roadmap timelines; delays are justified and communicated.

i Recommendations that have been implemented are reviewed every six to 12 months for effectiveness.

Customer Centricity

. Applicants are engaged in the implementation process

. The applicant experience is measured and improving (see Recommendation 5.1).

KPMG ”




Town of Oakville — Review of Service Delivery & Modernization Opportunities for the Property/Land Development Service

mplementation Plan

A

M0V Change Management Framework

Effective change management aligns leaders and staff around change that is clearly defined, justified and well-communicated. The figure below
presents KPMG’s change management framework as a starting point for the development of a detailed change management plan to support the
implementation of the recommendations included in this report.

Make it Clear m } Make it Real )

Make it Happen

Align leaders around the
strategic aims, ambition
and scale of change

Communicate the change
vision and case for
change and begin to
create ownership of
the solution

Translate the change
vision into reality for
people in the organization
and define what it means
for them

Move the organization
towards the end state and
equip people to work in
new ways

To help ensure internal and external stakeholders are ready, willing and able to implement change, the Town of Oakuville should:

1. Make it Clear: Ensure senior Town leadership understands and is committed to the importance of visible, aligned and ongoing support for an
improved development review process.

2. Make it Known: Develop and implement a detailed communications plan that clearly articulates the overall case for change to each
stakeholder group. Consider identifying champions in each development review-related department to help spread the message. Ensure
approval of this report and its roadmap is widely communicated.

3. Make it Real: Clearly define the Plan-it Oakville team roles, responsibilities and mandate. Develop detailed change management plans for the
recommendations included in in this report.

4. Make it Happen: Begin implementation. Resolve issues and mitigate risks by escalating them through appropriate channels. Focus on high-
impact recommendations and continuously monitor the effect of implementation on each stakeholder group.

: Use the implementation Scorecard to measure progress and maintain momentum.

mnmn o
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Communications is a critical change-enabler. This section presents five strategic principles to support effective communications during a
significant, process-driven transformation:

1.
2
3.
4

5.

Equip leaders and change agents: equip leaders and other change agents with easy-to-use key messages and communication tools.
Develop tailored key messages: identify different stakeholder groups and develop targeted key messages for each group.
Communicate consistent messages: communicate consistent messages emphasizing the case for change and anticipated benefits.

Reinforce messages: repeat and reinforce key messages and progress through a variety of tactics and channels with each stakeholder
group.
Engage industry: communicate directly and regularly with this stakeholder groups.

These principles should be used as a starting point for the development of a tactical communications plan to support the implementation of the
recommendations identified in the report. A tactical communications plan should define the communications-related activities that accompany
each recommendation/change as well as the overall improvement project. An effective tactical communications plan should include:

The overall case for change;

The unique key messages that accompany each initiative or recommendation;
The key audience(s) when communicating each key message;

The roll-out timelines; and

The methods and channels that are to be used when communicating.

The figure on the following pages provides additional detail on each of the five communications principles included in this section.
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Organizational leadership and e During the first 90 days, provides a refresher course in change management and effective
Equip leaders and change champions have the communications for leaders and change agents.
change agents. tools needed to promote the i Continuously update key messages and communication tools for leadership to ensure they
case for change. remain relevant and effective.
Different stakeholder groups are Identify different internal and external stakeholder groups involved in the development review
targeted with specific key process.
Develop tailored key messages, increases the o Review how the overall implementation roadmap will impact each group as well as the
messages. chances of success. implementation of specific recommendations.
o Develop targeted key messages that speak to how each stakeholder group will be impacted
by the change, identifying each group’s unique case for change.
Key messages are developed e Identify near-term milestones and any quick wins/
and are consistent across . Develop and leverage key messages consistently through all communications to build
Communicate initiatives and time, and align consistency, credibility and support.
consistent messages with the broader goals of the . Create a common look and style for change communications. Use it consistently in materials
property/land development so that communications are recognizable.
service.
Multiple opportunities are created Provide regular communications which set specific, clear and relevant expectations and then
for key stakeholders to provide report back on progress.
input. o Use existing communication channels (email, internal portals, the online planning portal) to
S e assEes regularly share information. . - .
o Develop standards and messages for the change writ-large, and cater messaging in tactical
communications plans that support individual initiatives.
O Encourage two-way dialogue and feedback from stakeholders to continuously improve
communication approaches.
Initiatives underway are i Provide structured, formal updates to industry groups, leveraging existing mechanisms.
Engage industry f:onsistently communicated to e Follow up with all industry stakeholders engaged by KPMG to provide a status update and
industry stakeholders to maintain opportunity to review and validate this report.

their awareness and buy-in.
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Overall, the Town is well positioned to digitally enhance the property/land development service over the next 5 years. The results of the
jurisdictional scan noted the Town is ahead of its peer group in terms of technology configuration, digital process maturity and organizational
support. The implementation of the recommendations in this report will increase the Town’s property/land development service digital maturity in
order to efficiently and effectively achieve the service’s vision. In addition, the Town has adequately prepared itself for a successful digital
transformation by responding to the following five questions:
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KPMG

Is the organization ready?

The jurisdictional scan revealed the Town is ahead of its peers it terms of property/land development service digital
maturity. In addition, the Town has taken necessary steps to improve online service capabilities to create a more
effective digital service delivery model.

Who will lead the transformation?

The property/land development service digital transformation is being lead by the Plan-it program. The program has
developed a program plan with initiatives that support the service’s vision. The program plan will be supplemented
with recommendations outlined in this report. Management needs to determine if SBS will continue to lead the
initiative going forward.

Is the transformation appropriately funded and resourced?

The Plan-it program has been adequately funded to-date. Total budget (including contingency) to carry out the 2022
program plan is set at approximately $760K. For the Plan-it program, 2 contract Project Managers are funded from
the capital budget and 2 SBS resources are working full time from the operational budget. Moving into 2023-2025,
the Town will need to determine if SBS will continue to support the Plan-it program as additional resources may be
required.

Does the plan include contingencies?

The Plan-it project plan includes a number of initiatives to increase the efficiency and effectiveness of AMANDA
workflows. Despite the recommended changes, there still remains the risks associated with AMANDA — that it is not
project based, is still highly resource driven and often times insufficiently supported due to the vendor’s changing
management structure. The Town would need to re-assess the future with AMANDA once the recommendations are
implemented.

Is the project team ready for collaboration?

The Plan-it program approach to digital transformation has created efficient and effective collaboration and
coordination between property/land development service departments. However, the strategic alignment and
priorities across the departments need to be better communicated to all staff.
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