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Our corporate mission

Our community vision

Proudly providing valued services for
our community.

Together, we will build an innovative,
caring and vibrant Kitchener.
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City of Kitchener
2022 Business Plan
Introduction

The City of Kitchener’s 2022 Business Plan outlines the work that City staff will undertake in
2022. The plan has been developed with direction from Council, under the guidance of the
Corporate Leadership Team.
The 2022 Business Plan highlights the core service work of each department, as well as projects
that can be realistically achieved in 2022.
The business plan and the budget are developed in parallel to ensure that the allocation of
resources is aligned with the planned work of the organization. The work included in the 2022
Business Plan will be carried out within the Council-approved budget for the organization.

Pursuing Our Vision, Fulfilling Our Mission

The 2019-2022 Strategic Plan sets out the long-term vision for the City – “Together, we will build
an innovative, caring and vibrant Kitchener” – with five strategic goals and 25 action statements
that have informed the development of this business plan.
Our mission is “Proudly providing valued services for our community.” This business plan helps
to demonstrate the scope, complexity and volume of work managed through the organization in
serving the City of Kitchener.

Structure
The business plan is structured in alignment with the organization of the City administration:
Office of the CAO, Community Services, Corporate Services, Development Services, Financial
Services, and Infrastructure Services. The business plan includes a description of each of these
departments, their organization chart, trends and future challenges, and budget provision. Each
business plan project and strategic plan action is described, including anticipated timing and
relationship to strategic goals.
Projects included in the 2022 Business Plan have been categorized as a strategic plan action or a
business plan project:
 Strategic plan actions: The 25 strategic plan actions and their associated projects are directly
connected to the strategic goals and objectives that were informed by Compass Kitchener’s
Community Priorities. These actions will most directly aid the City in achieving the strategic
goals aid out in the 2019-2022 Strategic Plan.
 Business plan projects: These are projects that reflect additional priorities of Council and
staff.
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Sharing Our Results

Progress on projects is monitored three times per year and reported to Council and the public
until project completion. The Business Plan and progress reports are available to the public on
the City’s website.
A new progress dashboard will be launched on the website in 2022. This dashboard will feature
progress on the implementation of the strategic plan actions.
The City is currently redefining its core service performance measurement approach. A new
results-focused framework will drive service performance excellence based on continuous
improvement and communicate targets and results through dashboards relevant to various
audiences.
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2019-2022 Strategic Plan Action Statements
All 25 action statements from the 2019-2022 Strategic Plan are represented in this section. Some action
statements and projects have been completed.

1. People-Friendly Transportation

GOAL: Transform how people move through the city by making the transportation network
safe, convenient, comfortable and connected.
Strategic Plan Action
1.1 Develop a set of Complete Streets
(safe and comfortable) guidelines and an
associated evaluation scorecard by 2020
to apply to roadway construction
projects.
1.2 Encourage and incentivize
alternative modes of transportation by
developing and subsidizing a bikeshare
program by 2021.

Project
Complete Streets

Bikeshare Program
Implement a bikeshare service in which bicycles are
made available for shared use to the public in an
effort to address the “last mile,” following a
feasibility study to determine the most appropriate
system.
1.3 Install a continuous and protected
Protected Cycling Network Connected to the
cycling network that connects adjacent
Downtown
neighbourhoods to the downtown by
Install a continuous and protected cycling network
2022.
that connects adjacent neighbourhoods to the
downtown by 2022.
1.4 Improve connectivity and year-round 1.4.1 Cycling and Trails Master Plan Update
maintenance to multi-use trails and
.
pathways as prioritized through the
Cycling and Trails Master Plan with an
initial target of providing year-round
access to a minimum of an additional 3
km of existing trails by 2022.
1.4.2 Connectivity and Year-Round Maintenance
of Multi-Use Trails and Pathways
Prioritize actions, connectivity and year-round
maintenance to multi-use trails and pathways
through the Cycling and Trails Master Plan, with an
initial target of year-round access to a minimum of
an additional 3 km of existing trails by 2022.
1.5 Develop a plan to create pedestrian- 1.5.1 Pedestrian-First Street Plan for Gaukel Street
first streets between Victoria Park and
Develop plans to prioritize pedestrians over other
City Hall and between the ION and
travel modes on Gaukel Street.
Kitchener Market by 2022.

Timeline to
Complete
Completed in 2019*

2022

2020-2023

Completed in 2020

Completed in 2021

2022
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Strategic Plan Action

Project
1.5.2 Pedestrian-First Street Plan for the Kitchener
Market
Develop plans to prioritize pedestrians over other
travel modes between the Kitchener Market ION
station and Kitchener Market.

Timeline to
Complete
2023

*Green highlighting indicates completed projects. Yellow highlighting indicates date changes since the
previous business plan.
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2. Environmental Leadership

GOAL: Achieve a healthy and livable community by proactively mitigating and adapting to
climate change and by conserving natural resources.
Strategic Plan Action
2.1 Launch and implement a Corporate
Climate Action Plan by 2019 to achieve
an absolute greenhouse gas emission
reduction of at least 8% by 2026.
2.2 Starting in 2019, leverage the
Energy Efficiency Reserve Fund and
other resources to reduce consumption
and emission at our facilities and in our
operations.
2.3 Develop a Community Climate
Action Plan with partner organizations
by 2020.
2.4 Implement the Sustainable Urban
Forest Strategy with a focus on
establishing a tree canopy target by
2020 and eliminating the current
(2018) tree planting backlog by 2022.

2.5 Reduce waste diverted to landfills
by implementing new diversion
programs at our facilities and events by
2021.

Project
Corporate Climate Action Plan
Reporting annually on greenhouse gas emission
reduction will continue until 2026.
Leverage Energy Efficiency Reserve Fund
Leverage the fund to undertake energy efficiency
retrofit projects on City of Kitchener assets and
capture and reinvest the operating savings to pay
for capital costs.
Community Climate Action Plan
Complete the 80x50 Community Climate Action
Plan.
2.4.1 Tree Canopy Target
Review the current canopy cover and set an
achievable target based on best practices as well as
constraints such as land availability, quality of soil,
etc. in order to guide ongoing and future
investment in tree planting, protection and
maintenance.
2.4.2 Tree Planting Backlog Elimination
Plant at least 750 trees in 2020, with the goal of
reaching 2,500 trees and eliminating the current
backlog by the end of 2022.
Waste Diversion Strategy: Increase Waste
Diversion in Our Public Spaces and Events
Expand the Waste Diversion Station to all City-run
events with large volunteer involvement, and
evaluate expanded waste diversion stations at
events, parks and public facilities.

Timeline to
Complete
Completed in 2019

2022

Completed in 2021

2022

Completed in 2021

2022
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3. Vibrant Economy

GOAL: Build a vibrant city by making strategic investments to support job creation, economic
prosperity, thriving arts and culture, and great places to live.
Strategic Plan Action
3.1 Complete a new Urban Design Manual
by 2019 that expresses city building and
design expectations to ensure vibrant new
development throughout Kitchener.
3.2 Foster the creation of a city-wide
network of incubators, accelerators and coworking spaces by completing the buildout
of 44 Gaukel in 2019, advancing work on a
Creative Hub and undertaking business
cases in 2019-2021 for the food
manufacturing and health/med-tech
industries.

3.3 Develop the Make it Kitchener 2.0
Strategy by 2020 with a focus on
transformative actions to ensure the
attraction, success and retention of diverse
businesses, talent, and arts/culture across
the city.
3.4 Complete a comprehensive review of
city-owned properties by 2020 to
determine how they could be effectively
used to advance city strategic objectives.
3.5 Develop a vision for downtown
Kitchener and continue to position
downtown Kitchener as a leading
destination for redevelopment
opportunities, with at least one new cityowned property brought to market by
2020. Finalize the Innovation District
(Bramm Yards) Master Plan by 2021 and
the Civic District Master Plan by 2022.

Project

Timeline to
Complete

Urban Design Manual

Completed in 2019

3.2.1 Buildout of 44 Gaukel

Completed in 2019

3.2.2 Incubator, Accelerator and Co-Working
Space Network
Lease all spaces in the Creative Hub, explore the
potential to facilitate a Food Incubator with a
business case pending, and explore partnerships
for the development of manufacturing and
health/med-tech industry incubators.
Make It Kitchener 2.0 Strategy

2023

City-Owned Property Review
Complete a comprehensive review of city-owned
properties by 2020 to determine how they could
be effectively used to advance city strategic
objectives.
3.5.1 Downtown Vision and City-Owned Property
to Market
Develop a vision for downtown Kitchener and
continue to position downtown Kitchener as a
leading destination for redevelopment
opportunities, with at least one new city-owned
property brought to market by 2020.

2022

Completed in 2020

2023
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Strategic Plan Action

Project
3.5.2 Innovation District (Bramm Yards) Master
Plan
Finalize the Innovation District (Bramm Yards)
Master Plan by 2023.
3.5.3 Civic District Master Plan
Finalize the Civic District Master Plan by 2023.

Timeline to
Complete
2023

2023
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4. Caring Community

GOAL: Enhance people’s sense of belonging and connection by providing welcoming
community spaces and programs; better engaging, serving and supporting our diverse
populations and helping to make housing affordable.
Strategic Plan Action

Project

Timeline to
Complete

4.1 Create a comprehensive Equity,
Diversity and Inclusion Strategy by 2020
to combat systemic barriers to full
economic and social participation in the
city.

Equity, Diversity and Inclusion Strategy
Create an Equity, Diversity and Inclusion Strategy
focused on better engaging and serving marginalized
and under-represented people, as well as creating a
more inclusive City workplace.

Completed in 2021

4.2 Create an Affordable Housing
Strategy for Kitchener by 2020 in
collaboration with the Region of
Waterloo, community groups and the
development industry.
4.3 Reduce social stigmas experienced by
those living with mental illness and
addiction in our community through staff
training and supporting the creation of
appropriate safe consumption and
treatment facilities in Kitchener.

Affordable Housing Strategy
Work completed in 2020.

Completed in 2020

4.3.1 Reduce Social Stigma through Staff Training
Work completed in 2020.

Completed in 2020

4.3.2 Support for Safe Consumption and Treatment
Facilities
Work completed in 2019.

Completed in 2019

1.4 Better utilize existing facilities,
provide relevant programming at
community centres and support the
equitable distribution of leisure programs
and resources across neighbourhoods.
Start work on the Mill Courtland
Community Centre expansion by 2020
and the Rosenberg Community Centre by
2021. Complete the Huron Brigadoon
Community Centre and an Open Space
Strategy by 2021.

4.4.1 Mill Courtland Community Centre Expansion
Business Case
Complete a needs assessment and business case to
determine the requirements for an addition to the
Mill Courtland Community Centre.

2022

4.4.2 New Rosenberg Community Centre/School
Business Case
With the Catholic School board, complete a needs
assessment and business case to determine the
requirements for a joint community centre/school in
the Rosenberg area.

2026
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Strategic Plan Action

Project
4.4.3 Huron Brigadoon Area School / Community
Centre Construction
Construct a joint school/community centre in the
Huron Brigadoon area, in partnership with the
Waterloo Region District School Board.

4.5 Engage a broad cross-section of the
community including the arts and
creative industry sector and multicultural communities to develop an
inclusive arts and culture Plan by 2021.

Timeline to
Complete
2022

4.4.4 Open Space Strategy
2023
Develop an open space strategy to explore the value
of open spaces, how they function, are planned,
maintained, and managed, and including a review of
permitted uses in parks.
Arts and Culture Plan
2023
Develop a new and inclusive Arts and Culture Plan by
engaging a broad cross-section of the community
including the arts and creative industry sector and
multi-cultural communities.
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5. Great Customer Service

GOAL: Increase people’s satisfaction, trust and engagement with the city by providing friendly,
easy and convenient services.
Strategic Plan Action
5.1 Provide on-demand customer
service support in many languages
through the Corporate Contact
Centre by 2020.
5.2 Introduce a corporate-wide
Customer Satisfaction Program that
will allow for the collection of real
time feedback from customers
accessing city facilities, programs,
and services by 2020.
5.3 Enhance customer experience
online by delivering customized
information, providing easy access
to services, and allowing financial
transactions by 2021.
5.4 Set clearly communicated and
specific service levels for frequently
asked about or accessed City
services, including: tree
maintenance, parking, property
standards complaints, snow clearing
and grass cutting by 2022.
5.5 Implement a comprehensive
Customer Experience Review
Program to help ensure services are
easy and convenient to access from
the customer’s perspective by 2022.

Project

Timeline to
Complete

Multi-Language Interpretation Support
Implement a 24-7 on-demand multi-language
interpretation support for telephone and in-person
inquiries to enable staff in all facilities to ensure a more
consistent and equitable experience for all customers.
Customer Satisfaction Program
Implement an organization-wide Customer Satisfaction
Program that enables real-time feedback, monitoring and
reporting of satisfaction data to drive service
improvements.

Completed in
2021

Online Customer Service Portal Development
Launch a centralized online service portal where citizens
can access their e-services in one place through a
personalized, single sign-on account.

Completed in
2021

Set and Communicate Service Levels
Set clearly communicated and specific service levels for
frequently asked about or accessed City services, including
tree maintenance, parking, property standards complaints,
snow clearing and grass cutting by 2022.

2022

Customer Experience Program
Implement a comprehensive Customer Experience Review
Program to help ensure services are easy and convenient
to access from the customer’s perspective by 2022.

Completed in
2021

Completed in
2021
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OFFICE OF THE CAO

2022 Business Plan
Office of the CAO
Dan Chapman, Chief Administrative Officer
The Chief Administrative Officer (CAO) is the organizational liaison between
the administration and Council, ensuring Council’s direction is acted upon.
The CAO is responsible for the overall administration of work in all
departments of the City, ensuring organizational effectiveness and
efficiency through solid governance.
The Office of the CAO provides strategic leadership for the organization
through championing a culture of leadership, performance and
accountability for results; supporting and delivering corporate
transformation and change initiatives; direction-setting and planning; and
sponsorship of key corporate projects. The Office of the CAO advances the City’s corporate agenda in
support of our strategic plan and Council’s mandate. It focuses on effective corporate governance,
organizational performance, continuous improvement and service excellence.

Organization Chart

2022 Budget
Non-Tax Revenue

-

Operating Expenditures

$1,176,251

Net Operating Expenditures

$1,176,251

Capital Expenditures

$362,000
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Strategy & Corporate Performance

Kathryn Dever, Director, Strategy and Corporate Performance
The Strategy & Corporate Performance team develops, implements and manages programs to build a
high-performance organization, and ensure progress toward our Strategic Plan vision. Key functions
include:
Key Functions

Description

Strategic Planning
and Strategic Plan
Implementation

Every four years the team leads a highly collaborative process to develop the
Strategic Plan that sets out guiding goals and strategic actions to realize the
strategic plan vision. The team supports, monitors and publicly reports on
progress of these strategic actions and works with the Compass Kitchener
Citizen Advisory Committee on community engagement and an annual
evaluation/progress report on Strategic Plan implementation.

Business Planning

The team collaborates with all departments to manage and support the
development of an integrated and coordinated corporate Business Plan to
guide delivery of core services, Council priorities and Strategic Plan
implementation. The team provides regular updates to Council and the
public on the status of projects within the Business Plan.

Corporate
Performance

The team creates and implements organizational service management
initiatives, processes and tools to measure and communicate service
performance, achieve strategic priorities and goals, ensure accountability for
results, and instill a continuous improvement mindset with an emphasis on
Lean.

Internal Audit

Internal Audit is a corporate-wide service including both assurance services
(i.e. independent assessment of operations) and consulting services (i.e.
facilitation and advice). Objectives are to ensure operations are as effective
and efficient as possible, controls are adequate to protect assets, and there
is compliance with legislation and procedures. Services also include
assistance with Lean management and risk management, and oversight of an
annual corporate-wide service improvement workplan.

Special Projects

The team leads, develops and assists with corporate initiatives and special
projects that support achievement of the City's strategic priorities and the
CAO’s and Corporate Leadership Team’s priorities.

14

COMMUNITY SERVICES DEPARTMENT

2022 Business Plan
Community Services

Michael May, General Manager of Community Services and
Deputy CAO
The General Manager (GM) of Community Services is responsible for the
overall administration of work within the department, ensuring
organizational effectiveness and efficiency and providing strategic
leadership to the department. The GM is responsible for providing
guidance to the Community Services Senior Management Team and
represents the interests of the department on the Corporate Leadership
Team. As a member of the city’s Corporate Leadership Team, the GM
commits to be accountable for progress towards the strategic plan’s goals.
The GM for Community Services also holds the responsibility for leading the corporate customer service
strategic agenda to achieve organization-wide objectives for a high quality and consistent customer
service experience.
Community Services is comprised of primarily citizen facing services and publicly accessible programs and
spaces that support a safe and healthy city, defined by thriving neighbourhoods. Delivering a high-quality,
consistent customer service experience, Community Services connects people with valued services, and with
their neighbours and city staff to continue doing great things in their neighbourhoods.

Organization Chart

General Manager
Community Services
and Deputy CAO

Bylaw Enforcement

Corporate
Customer Service

Fire

Neighbourhood
Programs &
Services

Sport
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2022 Budget
Non-Tax Revenue

($19,470,725)

Operating Expenditures

$71,956,203

Net Operating Expenditures

$52,485,478

Capital Expenditures

$9,171,000

16

Administration – Community Services

Michael May, General Manager of Community Services and Deputy CAO
The departmental administration focusses on support to the GM and department through sponsorship of
key corporate projects and the implementation and monitoring of work in support of the department. A
variety of special projects are successfully managed to completion annually.
Staff administer community grants for 60 tier 1 organizations and process 50-60 applications for tier
2 grant requests annually. There are 20-35 travel assistance/in-kind facility grants processed annually.
Key Functions

Description

Departmental
Strategy

provide leadership, direction and support for departmental decision making
in alignment with the Community Services department plan through
collaboration, innovation, inclusion and open discussion

Service
Improvement

identify and implement service improvements, build effective relationships
with internal partners, support effective and efficient service delivery and
nurture a continuous improvement mindset

Departmental
Administration

provide coordination and support for the departmental budget, business
planning and financial processes, as well as administration of tier 1 and tier 2
community grants

Corporate
Customer Services

champion customer service work, encourage stakeholder involvement from
across the organization, clarifying objectives and ensuring alignment across
departmental boundaries on shared goals

Strategic Plan
Implementation

support the strategic plan goals by leading the following strategic actions:
Equity, Diversity and Inclusion (EDI) Strategy, Business Case for Mill Courtland
Community Centre Expansion, Customer Satisfaction Program, MultiLanguage Interpretation Support, Huron Brigadoon Area School / Community
Centre Construction, Business Case for New Rosenburg Community
Centre/School, Set and Communicate Service Levels, Customer Experience
Program
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By-Law Enforcement

Gloria MacNeil, Director of By-law Enforcement
The city’s by-laws and regulations are in place to encourage residents and businesses to be responsible
and respectful of their neighbours and contribute to the health, safety and vibrancy of our community.
By-law Enforcement is responsible for the administration and enforcement of the city’s by-laws relating
to such issues as parking, noise, property maintenance, animal control, signs and parks / trails.
Enforcement is conducted primarily on a complaint-based approach, with certain services provided on a
proactive basis.

Key Functions

Description

By-Law
Enforcement

provide education, conduct inspections, respond to complaints in a timely
manner, issue warnings and apply penalties when necessary

Awareness &
Prevention

prepare an annual communications plan to focus public awareness on the
city’s by-laws and enforcement and answer questions frequently asked by the
public

By-Law Review &
Update
Sign & Pool
Permits

review the city’s by-laws and update as needed, as well as review best
practices and make recommendations to Council relating to new service
implementation
administration and monitoring of sign and pool permits

The primary focus of the division is to build and maintain safe and healthy neighbourhoods by resolving
issues through forms of negotiation, mediation and dispute resolution amongst neighbours. By-laws
ensure properties are kept to a minimum standard and help keep neighbourhoods clean and safe. Court
action is initiated when deemed appropriate. In addition to these regular duties, By-law staff also took
on enforcement of provincial COVID regulations and responded to COVID-related complaints. This
activity does not include proactive services such as snow events, winter parking monitoring and parks
patrols. The By-law Enforcement division also has working relationships with several other city divisions
relating to sign permits (Planning), pool permits (Building), licensing (Legislated Services), site and tree
management (Engineering) and by-law development and prosecutions (Legal). The division is also
responsible for the oversight and administration of the city’s contract with the KW Humane Society to
provide animal control and shelter service. While most services are provided during normal business
hours, certain services are also provided on a rotating 24/7 basis.
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Corporate Customer Service

Jana Miller, Director of Corporate Customer Service
The Corporate Customer Service division is a centralized customer service team that provides leadership
to corporate projects and works with service owners to make improvements based on service data and
customer feedback. Our work assists the entire organization in delivering exceptional, accessible and
consistent service to our citizens, no matter how they reach out to us – on the phone, online or in
person.
Key Functions

Description

Corporate
Service Strategy

champion and communicate customer service as everyone’s role at the city;
develop and deliver corporate-wide service strategy, training programs,
service standards and policies

Service Review &
Design

administer Corporate Customer Satisfaction Program to maintain connection
with customers and identify process reviews to remove red tape and barriers;
work with service owners to make City of Kitchener services, information and
resources easy and consistent to find and use

Service Data
Analysis
Corporate
Contact Centre

develop and deliver business intelligence on service interaction data to
support decision making; manage the development and expansion of
Customer Relationship Management (CRM) technology
provide first point of contact for all city-related inquiries 24/7; issue work
requests and provide dispatch services to address customer issues, monitor
city facility alarms and after-hours emergency calls and social media

Staff in the Corporate Customer Service division work with service owners across the organization to
reduce red tape and make access to City of Kitchener services, information and resources easier for
citizens. We use citizen feedback, citizen satisfaction data and service usage data to identify and conduct
process reviews intended to reduce red tape and barriers for customers. We work with business units to
ensure a customer-centred approach to service design and improvement that brings the customers’
voice to the table.
Staff build the corporate foundation for service data reporting and analytics used to drive service
improvement and decisions of the future. This division is responsible for managing and expanding the
Corporate Contact Centre’s 24-7 services and CRM technology across the corporation. The work is
backed by strategy and a mission to champion a customer service mindset with all staff, through
visibility and the development and delivery of corporate training, service standards, policies and
protocols.
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Fire

Bob Gilmore, Fire Chief
Emergency Response
Terry Gitzel, Deputy Fire Chief
Chris Davidson, Deputy Fire Chief
The Fire Department provides 24/7 emergency response. In accordance with Municipal Code 730, these
services include: fire suppression, vehicle extrication, confined space rescue, medical response, high/low
angle rescue, water/ice rescue, trench and collapse rescue and hazardous material responses. There is a
close working relationship with other emergency response services (Police and EMS) as well as mutual
aid agreements with six other regional municipalities and townships.

Key Functions
Emergency
Response
Fire
Communications
Equipment
Maintenance
Training

Description

fire suppression, emergency medical aid and technical rescue
receive and dispatch emergency calls and disseminate critical response
information to crews
vehicles and equipment are maintained in serviceable condition and repairs
are performed as required
administer and arrange research, development and delivery of legislated
training to staff

On average, the Kitchener Fire Department responds to over 12,000 emergencies annually. Emergency
response times are critical as fire growth can double exponentially each minute. Early detection and
reduced response times will enhance fire service delivery.
Public service activities are deemed customer service assistance responses for non emergencies. Each
firefighter conducts a minimum of 270 hours of training annually.
Numerous homes are visited annually as part of the Home Fire Safety program. Fire suppression staff
assist in public education initiatives with schools, industry and the general public and conduct preplanning of high-risk occupancies.
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Fire Prevention and Public Education
Dimetra Resendes, Deputy Fire Chief (Fire Prevention)
Steve LaRochelle, Manager, Emergency Management & Business Continuity (Public
Education)
Under the Fire Protection and Prevention Act, the Fire Department responds to complaints and requests
for fire code enforcement inspections, as well as conduct mandatory inspections of vulnerable
occupancies. They also ensure that mandated public fire and life safety education programs are
delivered throughout the City. The Fire Department also operates a fire safety village to educate school
aged children.

Key Functions

Description

Fire
Investigations

perform cause and origin fire investigations and work cooperatively with the
local police services and the Ontario Fire Marshal’s Office

Fire Alarm
Monitoring

deliver and maintain the direct to fire alarm monitoring service known as
“Direct Detect” provided to subscriber properties and in required development
areas

Public Education

deliver presentations, programs and special events to children and adults for
fire and life safety education and operate a fire safety village to educate school
aged children

Fire Inspections

conduct property inspections for fire code enforcement and public safety
concerns

Public Education: On average, 450 presentations are delivered annually reaching thousands of children
and adults. Public Educators attend approximately 70-80 special events each year. As part of the City of
Kitchener Neighbourhood Strategy, the Kitchener Fire Department delivers over 300 classes annually at
the Children’s Safety Village and at schools in Waterloo Region for grades 2, 4, and 6.
Fire Prevention: Approximately 2000 property inspections are conducted annually. Certification training
(NFPA compliant) is required for all education, inspections and investigations staff.
Fire Investigations: Approximately 60 significant fires are investigated annually (2020). Fire prevention
staff work cohesively with suppression crews on other fire related incidents.
Direct Detect Fire Alarm Monitoring: The Kitchener Fire Department is one of two municipal
departments in Ontario that operates its own monitoring service. When an alarm is activated due to
smoke or fire, the tone is received directly in fire dispatch, where fire apparatus are dispatched within
minutes. There are close to 4000 Direct Detect customers, creating over 1000 emergency incidents /
deployments annually. All Direct Detect technicians are provincially licensed electricians and fire alarm
installers.
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Neighbourhood Programs & Services

Mark Hildebrand, Director, Neighbourhood Programs & Services
Community Centres
Steve Roth, Manager, Community Centres
The community centres staff team manage the operation of 13 community centres and associated
outdoor amenities as neighbourhood hubs. Each centre focuses on the unique needs of the surrounding
neighbourhood by offering activities and services for a diverse group of residents. Additionally, they
support community development in neighbourhoods. Our community centres are inclusive, diverse,
safe, social, accessible and connected.

Key Functions

Description

Neighbourhood
Associations

program planning, volunteer training, governance support, registration
assistance, conflict and issue mediation/resolution and/or providing access to
resources, grants

Community
Partnerships

development of partnerships and collaborations with community organizations
and groups to meet the unique range of needs and interests specific to each
neighbourhood

Direct Service
Delivery

plan, manage and deliver programs where a gap in service is identified within
the community

Support is provided to 28+ affiliated neighbourhood associations City-wide and numerous other formal
and informal community groups with interests including but not limited to: community building
initiatives, community safety, park development, community gardens, special events and capital project
development. Volunteers from 22 neighbourhood associations act as primary partners in the delivery of
programming at community centres and in the larger community. Partnership development with
community organizations has resulted in services, programs and special events that respond to the
diversity of the community.
Implementing the recommendations from the LoveMyHood neighbourhood strategy continues to be a
focus for our community centres. The major goals continue to be strengthening front-line services,
enhancing support to community partners and fostering stronger neighbourhoods across the city.
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Neighbourhood Development Office
Josh Joseph, Manager, Neighbourhood Development Office
The Neighbourhood Development Office (NDO) champions and leads the ongoing implementation of
LoveMyHood, the city’s neighbourhood strategy. This staff team acts as residents’ first point of contact
on neighbourhood ideas, engages with stakeholders in the community, provides grant support for
resident-led projects and explores internal opportunities to integrate resident-led placemaking.

Key Functions

Description

Grant and
Resident-led
Project Support

Support resident-led initiatives in neighbourhoods by offering up to $150,000
in annual funding through the LoveMyHood Matching Grant. Administer the
circulation process for resident-led projects to selection committees and
internal departments and divisions; provide ongoing support to community
initiatives, including community gardens.

Project
Management

Perform internal oversight, coordination and progress reporting on residentled projects; coordinate cross-departmental working teams to develop
resources and programs that make it easier for residents to shape their
neighbourhood; provide leadership and support on city-initiated projects to
better integrate resident-led placemaking into larger capital projects.

Community
Partnerships

Develop partnerships and collaborations between community organizations
and stakeholders to support resident-led initiatives and placemaking
opportunities in neighbourhoods across the city.

Process Review
& Culture
Change

Provide process review support to reduce red tape in support of
LoveMyHood’s 18 action items; lead internal change management initiatives
with staff from other departments and divisions (e.g. Transportation,
Engineering, Parks, Operations, etc.) to build a positive environment for
collaboration between staff across the corporation and residents

The Neighbourhood Development Office coordinates city support for resident-led projects through an
internal circulation process that involves staff in nearly every department and division, working together
internally to make it easier for residents to do great things in their neighbourhood. Residents are
typically connected with a single point of contact, who provides support in navigating the red tape to
ensure a positive experience for residents who are leading projects and initiatives. The Neighbourhood
Development Office builds partnerships with community organizations and leverages resources to
support resident-led projects and initiatives. The Neighbourhood Development Office also includes the
Neighbourhood Liaision team who help residents leverage LoveMyHood grant funding and programs in
neighbourhoods across the city.
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Program and Resource Services
Lori Palubeski, Manager, Program & Resource Services
This section provides the delivery of City-wide recreation and leisure programs and services for children,
youth, older adults and people with disabilities. Additionally, it provides leadership for frontline
customer service for residents visiting City Hall. Programs and services provided include: children and
youth programs, neighbourhood rinks, fees subsidy service, Every Kid Counts, youth engagement and
employment, specialized programs and services for people with disabilities, program consultation and
resources to affiliated groups, implementation and delivery of the senior day program and older adults
programs and services.
Key Functions

Description

Community
Partnerships

develop partnerships and collaborations with community organizations and
groups

Direct Service
Delivery

plan, manage and deliver recreation and leisure programs where a gap in
service is identified within the community or where the section is funded to
deliver services directly

Advisory
Committees

provide support to the Kitchener Youth Action Council (KYAC), the Mayor’s
Advisory Council for Kitchener Seniors (MACKS), the Grand River Accessibility
Advisory Committee (GRAAC), and the Safe and Healthy Communities Advisory
Committee (SHCAC)

This section also provides corporate leadership and assumes responsibility for compliance with the
Accessibility for Ontarians with Disabilities Act (AODA) (legislative training, policy, procedures, reporting,
GRAAC, purchase of service arrangement with the City of Waterloo, support to minor sports groups and
neighbourhood associations). The City of Waterloo pays an annual fee for inclusion and AODA
compliance services. The Local Health Integration Network (LHIN) provides annual funding for the
Senior Day Program, approximately 75% of the entire budget. Approximately 400 volunteers provide
support to this section annually. Funding through the Summer Job Service program and community
donors assist with the implementation of the Every Kid Counts program.
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Volunteer Engagement
Marla Pender, Supervisor, Volunteer Engagement
Volunteer Engagement works to foster a culture of positive and meaningful volunteer engagement
within the corporation and the community more broadly. This service provides responsive and
innovative volunteer engagement solutions tailored to the specific needs and goals of internal staff and
engaged citizens.
Key Functions

Description

Volunteer
Management
Support

create meaningful experiences for volunteers by assisting staff with volunteer
recruitment, screening, onboarding, planning, recognition and records
management

Operational
Practices

ensure a consistent corporate approach to volunteer and risk management by
developing and implementing policies, standards, procedures and guidelines

Training and
Resources

equip staff and affiliated boards with relevant and timely volunteer
management tools and information through consultation, guidebooks and
one-pagers, templates and developing and delivering training on demand

Strategic
Support and
Planning

Resident
Engagement

help staff leverage volunteer engagement to achieve their business goals by
researching trends and opportunities and collaborating with staff to develop
effective engagement strategies, connecting staff from across the corporation
with similar needs/goals to help them coordinate their engagement efforts
and helping staff assess their strengths and needs and evaluate the
effectiveness of their engagement efforts
encourage volunteerism and participation in municipal government through
resident recognition programs, community outreach presentations and
developing custom volunteer roles for residents who want to share specific
skills and experience with the corporation and community

This section serves the 60+ staff who engage and/or support approximately 1100 direct volunteers in
our city-run programs, events, and advisory committees; approximately 3600 indirect volunteers with
affiliated groups (minor sports organizations, neighbourhood associations); and thousands of residents
involved in informal/self-directed volunteering in Kitchener neighbourhoods.
This service supports recognition opportunities including corporate volunteer appreciation events; the
Good Neighbour Summit; volunteer group and individual long service recognition; the Good Neighbour
and Kitchener In Bloom resident recognition programs; and National Volunteer Week, International
Volunteer Day, and International Volunteer Managers Day celebrations. Training and outreach is
conducted and resources are developed and delivered to build knowledge and capacity for staff,
volunteers and residents each year.
Council approved the Kitchener Code for Volunteer Engagement and Volunteer Services Strategy to
guide the work of the Volunteer Engagement section.
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Sport

Kim Kugler, Director of Sport
Aquatics
Patrick King, Manager, Aquatics
Aquatics is responsible for operating, managing and maintaining programming to legislative standards at
four indoor and three outdoor pools, Kiwanis Park and the Breithaupt Centre. Aquatic facilities are open
14 hours a day, seven days a week. Breithaupt Centre offers direct leisure and fitness programs, summer
camps and services to all age groups. Ongoing staff development of lifeguards including recruitment,
training and recognition.
Key Functions

Description

Aquatics
Programs

plan, manage and deliver learn to swim, recreational, water sport and fitness
aquatic programs, leadership development/training for lifeguards, staff water
safety programs and drowning prevention education

Customer
Service

provide excellent customer service to significant and diverse patron base,
customers with special needs and community organizations at indoor and
outdoor pools, Breithaupt Centre and Kiwanis Park

Breithaupt
Centre

provide diverse programs and socializing for community including wellness,
summer camps, workshops, drop-in groups, special events for older adults and
aquatics programming

Kiwanis Park

oversee the day-to-day summer operation of the recreation amenities,
volleyball court, trails, dog park, pool, camp programs and provide support to
events operated in the park

Aquatic registered programs have approximately 6500 participants per week with the majority in the 314 year age range. Lane swimming, Aquafitness, public and family swims account for roughly 2000
participants per week. Warm water programs at three pools offer specialized health classes to a wide
range of adults. Kiwanis Park (open mid-June to September) visitors range from 50,000 to 55,000 per
season. 220 lifeguards have training updates four times annually. Lifeguard training courses see over
2200 registrations annually.
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The Aud and Community Arenas
Vacant, Manager, Community Arenas
Jeremy Dueck, Manager of the Aud
The Aud and Community Arenas’ Mission Statement is, “Proudly dedicated to go above and beyond by
setting achievable expectations and providing service excellence.” We accomplish this by “offering
value, quality, and recognizing the needs of our diverse community.”
The vision statement for The Aud and Community Arenas is, “Taking pride in providing World Class
facilities, customer service, and great experiences to all…every visit.”
Key Functions

Description

Facility Rentals

Schedule and create facility rental agreements for ice, floor, field, rooms and
ballpark inventory and coordinate ancillary services with internal stakeholders
(e.g., food and beverage).

Special Events

Schedule, manage and implement sports and entertainment events, including
hockey, basketball, tradeshows, concerts and community special events.

Auditorium
Operations

Provide general maintenance, housekeeping and capital projects that ensure
the health and safety of all clients and guests using The Aud.

Community
Arena
Operations

Provide general maintenance, housekeeping and capital projects that ensure
the health and safety of all clients and guests using the community arenas.

The Aud and Community Arenas provide facilities for sporting events, community programming and
special events. In peak season (September to April) arenas are open daily, 16-18 hours, to meet the
demands of our customers and the community. During the shoulder season (May to August), efforts are
focused on major maintenance projects and servicing summer tenants and rental user groups (i.e.,
lacrosse and baseball).
Strategic planning, budgeting, monthly financial reviews, ACTIVENET permits and event settlements are
completed by management and administrative staff. Food and beverage vendor expectations, tenant
agreements, and other vendor supplier agreements (e.g., beverage pouring rights and ticketing
software) are addressed and fulfilled as per contractual obligations.
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Kitchener Golf
Bob Cheyne, Manager, Sport Development & Golf
The mission statement for Kitchener Golf: “A caring staff team who are committed to providing
memorable golf experiences.” This service plans, manages, markets, sells and delivers affordable,
recreational golf opportunities, as well as facilitates clinics, leagues, tournaments and events.
Key Functions
Golf Course
Operation
Camps &
Lessons
Rentals & Food
Services
Marketing &
Sales

Description

operate, manage and maintain golf course properties and facilities
provide full and half-day golf camps as well as private and semi-private lessons
rent out facilities and provide food services for events and special occasions
develop pro-active marketing campaigns

This service operates, manages and maintains golf course property and facilities at both Doon Valley and
Rockway Golf Courses. Stakeholder organizations include golf leagues and corporate businesses.
Kitchener Golf facilities are open from dawn to dusk seven days a week during the golf season, which
can run anytime between April-November dependent upon weather. During the off season, the
facilities can be utilized to offer rentals for special occasions such as holiday parties, meetings, weddings
and the courses provide a park space for winter walking and cross country skiing.
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Sport Development
Bob Cheyne, Manager, Sport Development & Golf
This service works directly with community operated sport organizations to ensure long-term
affordability and sustainability of these programs.
Key Functions
Sport Group
Development
Sports Programs

Description

liaise and support volunteer community sport organizations, assisting with the
development of volunteer capacity
plan, manage and deliver sport programs where a gap in service is identified
within the community

Sports Tourism

support internal and external stakeholders through bidding of events,
operations support and grant opportunities

Active Kitchener

plan and deliver special events designed to showcase sports available in the
community (e.g., Athletic Awards, Sports Day)

ACTIVENET

provide oversight and support to internal ACTIVENET users as it pertains to
program registration, facility scheduling and POS services

Sport Development supports sport groups as well as other recreation providers through facilitation to
encourage self-sufficient, high functioning sport organizations that provide opportunities to our residents
to pursue a physical activity to the greatest extent of their abilities and interests.
Sport Development collaborates with other city divisions to build an engaged community in physical
activity at all levels and ages to help support the City of Kitchener residents’ quality of life.
Staff provide direction and strategic development concerning ACTIVENET administration, policy and
procedures, training, system maintenance and support to ACTIVENET users. Staff also work with
sportfield users to schedule and determine the field facilities that best fit their needs.
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Community Services Department – Projects
Community Services
Project Title & Description

Mill Courtland Community Centre Expansion
Business Case
Strategic Plan Action 4.4.1
Complete a needs assessment and business case to
determine the requirements for an addition to the
Mill Courtland Community Centre.
New Rosenberg Community Centre/School Business
Case
Strategic Plan Action 4.4.2
With the Catholic School board, complete a needs
assessment and business case to determine the
requirements for a joint community centre/school in
the Rosenberg area.
Huron Brigadoon Area School / Community Centre
Construction
Strategic Plan Action 4.4.3
Construct a joint school/community centre in the
Huron Brigadoon area, in partnership with the
Waterloo Region District School Board.

Set and Communicate Service Levels
Strategic Plan Action 5.4

Set clearly communicated and specific service
levels for frequently asked about or accessed
City services, including tree maintenance,
parking, property standards complaints, snow
clearing and grass cutting by 2022.

Fire Station 8 Location Study
Identify potential sites for Fire Station 8, including an
analysis of response times based on an eight-station
model.
City Hall Customer Service Counter
Centralize all in-person services at City Hall to one
service counter located on the main floor, including
the addition of a back-end work area to provide
customer service support.
Budd Park Strategy
Identify potential sites and estimated costs to
relocate the recreational assets at Budd Park and
compare the costs to the economic benefits of using
the Budd Park for employment lands.

Project
Manager
Mark
Hildebrand
Neighbourhood
Programs &
Services

Timeline
to
Complete
2022

New
Project

Continuing
Project
X

Mark
Hildebrand
Neighbourhood
Programs &
Services

2026

X

Mark
Hildebrand
Neighbourhood
Programs &
Services

2022

X

Jana Miller
Corporate
Customer
Service

2022

X

Helena Foulds
AdministrationCommunity
Services
Jana Miller
Corporate
Customer
Service

2022

X

2022

X

Kim Kugler
Sport

2022

X
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Community Services
Project Title & Description

Cameron Heights Pool Feasibility Study
Collaborate with the Waterloo Region District School
Board to determine the renovations and estimated
costs to isolate the pool operation from the school
operation to preserve a recreational asset in the
downtown.
Southwest District Pool Business Case
Engage community residents/stakeholders in needs
assessment & business case to determine elements to
include in the new pool.
Ice Demand Study
Evaluate ice user needs and trends for ice time to
determine the timing of a new arena.

Project
Manager
Chris Oke/ Kim
Kugler
Sport

Timeline
to
Complete
2022

New
Project

Continuing
Project
X

Kim Kugler
Sport

2022

X

Jeremy Dueck
Sport

2023

X
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CORPORATE SERVICES DEPARTMENT

2022 Business Plan
Corporate Services

Victoria Raab, General Manager, Corporate Services
The General Manager (GM) for Corporate Services is responsible for the
overall administration of work within the department, ensuring
organizational effectiveness and providing strategic leadership. The GM is
responsible for providing guidance to the Corporate Services Senior
Management Team and represents the interests of the department on the
Corporate Leadership Team. As a member of the City’s Corporate
Leadership Team, the GM is committed to delivering results that advance
the organization’s strategic plan goals. The GM for Corporate Services also
holds responsibility for leading the innovation and corporate culture
strategic agenda to achieve organization-wide objectives.
Corporate Services brings together internal business partners that support the delivery of public services
that citizens value. With a focus on professional services, communication and transformation, Corporate
Services works to ensure that the City’s culture, strategic position and reputation are protected and
advanced effectively.

Organization Chart
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2022 Budget
Non-Tax Revenue

($2,319,852)

Operating Expenditures

$17,268,703

Net Operating Expenditures

$14,948,851

Capital Expenditures

$2,986,000
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Administration - Corporate Services

Victoria Raab, General Manager, Corporate Services
The department administration focuses on executive support to the GM; sponsorship of key corporate
projects; the implementation and monitoring of work in support of the department; supporting delivery
of public services by internal partners; and sustaining a positive workplace culture and culture of
innovation throughout the organization.
Key Functions

Description

Departmental
Strategy

ongoing support for new department service processes in response to the
pandemic, and sponsor of organizational culture initiatives focusing on
workplace wellness and wellbeing

Service
Improvement

identify and implement service improvements; build effective relationships
with internal partners; support effective/efficient service delivery; and nurture
a continuous improvement mindset

Departmental
Administration

coordinate and provide oversight of the department, including support for the
department budget, business planning and financial processes

Strategic Plan
Implementation

support the strategic plan goals by culture building to deliver on strategic plan
priorities
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Corporate Communications & Marketing

Bethany Rowland, Director of Corporate Communications & Marketing
The mandate of Corporate Communications and Marketing includes the following broad functions: to
share information, to engage and consult the public, to promote enterprises, programs and services, and
to encourage, support and promote sponsorship and partnership opportunities.
Key Functions

Description

Marketing

increase participation and assist revenue generation for city programs, events,
services and enterprises through strategic marketing plans and strategic
partnerships for sponsorships and advertising

External
Communication

inform, engage and consult the public on key programs, events, services,
policies, and decisions; maintain a consistent identity for the corporation and
enterprises; and provide direction/support for strategic issues or crises

Internal
Communication

share information with City staff and council on corporate-wide policies, issues,
initiatives and decisions, and provide all City staff with the tools and training
they can use to share information with one another

Strategic
Partnerships
Printing

support staff in fulfilling the objectives of the municipal partnership program
intended to help offset the tax base to deliver service enhancements
coordinate convenient and cost-effective printing, duplication and bindery
services for the city and its affiliated groups

The Corporate Communications and Marketing division works collaboratively with staff across the
corporation to provide strategic communication, marketing, sponsorship/partnership, engagement and
printing services. Staff’s support often extends beyond regular office hours to support the needs of the
organization for issues management, responding to unpredictable events and media relations on high
profile issues. Business units across the City rely on the internal and external communication, graphic
design, digital media and consultation expertise of staff to support the successful execution of both core
services and business plan projects. Staff also support and execute strategic sponsorship opportunities
and provide training annually to more than 100 internal staff on topics such as: media relations, plain
language, website writing and technical training, Accessibility for Ontarians with Disabilities Act (AODA)
in relation to online communication, corporate standards, and marketing and design fundamentals. Staff
manage and maintain 10 external websites and an intranet, and cultivate engagements with more than
816,000 users on three social media platforms (Twitter, Facebook and Instagram) and over 2,200
participants on Engage Kitchener.
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Equity, Anti-Racism & Indigeneous Initiatives

Elin Moorlag Silk, Interim Director of Equity, Anti-Racism & Indigenous Initiatives
The Equity, Anti-Racism and Indigenous Initiatives team is committed to supporting and empowering
leaders and staff across the organization to do equity, anti-racism and Indigenous reconciliation work.
Through drawing on lived and learned expertise, the team provides strategic advice, knowledge sharing,
research support and resources to help drive organizational and system change. The Equity team is
focused on both organizational change and community supports and engagement through the distinct
roles of the team, which include an Anti-Racism Advisor, Indigenous Advisor, Social Planning and
Affordable Housing Project Lead, and Senior Research Associate. The long-term goal for the team is to
help build an anti-racist, anti-oppressive, equitable and just corporation.

Key Functions

Description

Organizational
Supports

Equity & Anti-Racism Training Strategy, equity-informed strategic advice (HR,
Communications), advice and counsel to Senior Leaders

Community
Supports &
Engagement

administration of the Racialized and Indigenous Supports for Equity (RISE)
Fund, facilitation of the Equity & Anti-Racism Advisory Committee,
implementation of the Housing for All Strategy, ongoing engagement with and
advocacy for Black, racialized, unhoused, 2SLGBTQ+ and other marginalized,
underserved or historically excluded communities

Research &
Policy

Corporate Demographic Data Collection Strategy, equity-informed policy
development and review, equity-driven research supports, social planning and
affordable housing policy development

Reconciliation &
Indigenous
Engagement

collaboration with the Regional Reconciliation Action Plan Working Group,
development of a corporate Reconciliation Action Plan, ongoing collaboration
with knowledge keepers, elders and local Indigenous groups and organizations

The Equity, Anti-Racism and Indigenous Initiatives team is committed to amplifying the voices of
populations who have been historically oppressed and acknowledging harm and mistakes of both the
past and the present. Through challenging and disrupting inequitable systems, the team’s work is
focused on dismantling systemic barriers that have been created by unfair processes, which lead to
reshaping policies, procedures and practices to ensure fair access and opportunities for all. Since the
Equity Division was created in 2021, the following initiatives have been advanced: development and
implementation of the corporate Equity, Inclusion and Anti-Racism policy, creation of the Equity & AntiRacism Community Advisory Committee, and approval of the Racialized and Indigenous Supports for
Equity (RISE) Fund.
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Human Resources

Paula Dunn, Director of Human Resources
Human Resources delivers professional and timely services to the organization to encourage a positive
and inclusive workplace culture and supports the organization in achieving individual and overall
business goals. Human Resources strives to provide excellence in core service, ensure a safe and
respectful workplace for all employees, and respond quickly to legislative changes.
Key Functions
Transactional
Services

Description

benefits and pension administration, job description writing and job
evaluation, salary administration, and maintenance of employee records

Strategic
Services

employee health and wellness programming, organizational development,
learning and employee culture strategies and programs, workforce planning,
talent acquisition strategies to support an inclusive and diverse workforce,
long-term labour and employee relations strategies, HR policy development to
support best practice and legal compliance

Professional
Support

advice and counsel on collective bargaining and grievance management,
employee counselling and critical incident support, confidential workplace
investigations, Sun Life adjudication process for sick-leave claims, return-towork accommodation planning and disability management, health and safety
and wellness counsel and support, PeopleSoft training and administration, and
HR Business Analytics

Human Resources main service areas include: salary administration and job evaluation, recruitment and
retention, employee and labour relations, benefit development and administration, corporate wellness
and diversity programs, health and safety, workplace accommodations, corporate recognition, learning
and development, PeopleSoft system training and administration services, and workforce planning.
Work is guided by corporate HR policies and collective agreements with six unions, as well as several
pieces of legislation including: the Ontario Labour Relations Act; the Employment Standards Act; the Pay
Equity Act; the Occupational Health and Safety Act; the Workplace Safety and Insurance Act; Pension
Benefits Act; OMERS Act and Regulations; Accessibility for Ontarians with Disabilities Act; and the
Ontario Human Rights Code.
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Legal Services

Lesley MacDonald, City Solicitor
Legal provides a wide range of legal services and legal advice to the organization, including advice and
opinions to council and staff on a variety of matters.
Key Functions
Contracts &
Agreements

Real Estate /
Environmental
By-laws /
Legislation

Description

preparation, interpretation and negotiations on legal issues, software,
purchasing, leases, licenses, business operation and facility use, general
business agreements
acquisitions, disposal, easements, expropriation, surplus designations,
environmental issues, road closings, façade loans, title searching and
registrations, releases, tax sales, industrial consents, encroachments
preparation and interpretation, special legislation, drafting/amend legislation,
set fine approval, liaison with the provincial government regarding legislative
changes, review and verification for legislative authority

Prosecutions

advice to enforcement, drafting charges, liaison with police and humane
society, witness preparation, disclosure preparation, court appearances and
trials

Tribunals and
Hearings

represent the City before the courts, at the Local Planning Appeals Tribunal
(LPAT), and other administrative tribunals

Development

subdivision, section 41 and Committee of Adjustment agreements; municipal
plan amendments; zoning, part lot control exemption, heritage and
community improvement plan by-laws; conditional building permit, off-site
parking and garden suite agreements

The workload in Legal Services increases as work within other divisions for which Legal provides advice
and services increases. The broad range of work involved and the specialization needed in certain areas
requires the work be distributed according to the expertise of the lawyers and staff. The complexity of
some matters and the process pertaining to them such as court, administrative tribunal and real estate
often consume a considerable number of legal resources over an extended period impacting other work.
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Legislated Services

Amanda Fusco, Director of Legislated Services and City Clerk
Legislated Services is responsible for providing services, consultation/advice and training to internal staff,
council and citizens as appropriate.
Key Functions
Office of the City
Clerk

Description

oversees statutory and legislated requirements, council policies and by-laws,
closed council meetings, appointments to boards and advisory committees,
and the municipal election; and is a signing authority for the City

Council/Committee
Services

organizes and records standing committee and council meetings, public
hearings and the preparation of agendas and minutes; provides advice and
guidance on procedural by-law; and issues burial permits

Corporate Records
& Archives

manages corporate records, archives, imaging, and corporate libraries;
oversees access and privacy requirements; coordinates Freedom of
Information (FOI) requests; administers OmniRIM and Laserfiche records and
document management systems

Licensing Services

processes applications, inspects and enforces business licensing bylaws; issues
lottery licenses and completes audits of lottery organizations’ reports; and
processes and issues marriage licenses

Mail Services

processes, sorts and distributes incoming and outgoing mail; and provides mail
folding and insertion services

Workload volumes in Legislated Services are influenced by major activities and projects within the
organization, and requests from staff, council and the public. On an annual basis, Council/Committee
Services process 2000 burial permits, coordinate 95 council/committee meetings, and produced 500+
pages of minutes. Corporate Records perform hundreds of hours of records and archives requests, refiles,
carton transfers/destructions; and FOI requests and Privacy Impact Assessments. Licensing issues over
2000 business licenses, hundreds of marriage licenses and lottery licenses, lottery audits, and completed
business license inspections/investigations. Mail Services typically processes over 1 million pieces of mail
annually.
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Office of the Mayor & Council
Paul Grivicic, Chief of Staff

The Office of the Mayor & Council (OMC) provides assistance to the mayor, members of council and the
public, and is a liaison and resource between council and citizens, city staff, outside stakeholders, and
other orders of government.
Key Functions
Inquiries
Council Events

Description

respond to citizen, business and media inquiries in a transparent, timely and
accurate manner, LAGAN case creation and follow-up
create, coordinate and manage special events

Administration &
Issues

prepare correspondence, manage appointments, process expenses, and assist
individual members of council with special projects, research, report writing
and management of ward and constituent issues

Intergovernmental
Relations

research and analysis of provincial and federal policy, attend government and
stakeholder meetings, organize ad hoc events, prepare briefing notes, provide
advice to internal and external stakeholders

OMC staff assist with writing and editing articles (Kitchener Citizen, newsletters), speeches, remarks and
video scripts.The OMC processes and responds to invitations to the mayor and councillors; creates
certificates and other correspondence (letters, programs, etc); and supports preparation and expense
processing for conferences. The OMC also receives phone calls, and follows up / actions as appropriate.
Additionally, staff organize and execute two annual events, including the New Year’s Levee. Staff
conduct required research, organize numerous meetings, prepare media releases and correspondence
to support intergovernmental activities for the corporation and council. Intergovernmental relations
also include local advocacy for the Federation of Canadian Municipalities, Big City Mayors’ Caucus,
Ontario’s Big City Mayors, and Association of Municipalities of Ontario, as well as for corporate
initiatives and priorities.

40

Technology Innovation and Services

Dan Murray, Director of Technology Innovation and Service
Technology Innovation and Services provides leadership for the planning, development and
management of technology systems, partnering with all divisions to deliver business solutions for city
programs and services.
Key Functions:
Digital
Infrastructure
and Support
Geospatial Data
& Analytics

Description

operate the IT Service Desk, server/desktop/laptop hardware and software
support, network and communications infrastructure, mobile computing and
Internet of Things (IoT) technologies
support the needs of the organization for geospatial data management and
analysis, mapping services and open data

Systems
Architecture &
Development

manage all structured data and database management systems, enterprise
application and systems architecture, software development and maintenance
and software quality assurance.

Digital
Transformation
and Strategy

build relationships with clients and help them leverage divisional services, plan
and manage technology projects and portfolios, and deliver results that align
with strategic objectives of Digital Kitchener.

Increasing technology use across all business areas, combined with the increasing complexity and
diversity of those technologies, impacts the volume of work for this division. Corporate reliance on
technology stretches the division’s staff resources to install, maintain, upgrade and extend the use of
these systems. The division currently supports several major enterprise application systems, over 1470
end users and over 2150 end user computing and communication devices at over 50 different locations
within the City. Technology Innovation and Services is a resource in a number of corporate business plan
projects and partners with all divisions to help achieve their departmental business plan projects
involving technology. The division is also responsible for the implementation of Digital Kitchener, a
visionary digital strategy that establishes direction for technology and service investments to develop a
“smart city.”
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Corporate Services Department – Projects
Corporate Services
Project Title & Description

Project
Manager

Demographic Data Collection Strategy
Develop a strategy for the collection of community
demographic data to guide the identification and
removal of systemic barriers in City programs and
services.

Suzanne
CharlesWatson
EARII

Launch of the Grant Program for Black, Indigenous &
Racialized groups (RISE Fund)
Implementation of a new community grant program for
Black, Indigenous and Racialized groups, as a tangible
deliverable of the Corporate Equity & Anti-Racism
Strategy.

Suzanne
CharlesWatson
EARII

Timeline
to
Complete
2022

New
Project

2022

X

Continuing
Project

X
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DEVELOPMENT SERVICES DEPARTMENT

2022 Business Plan
Development Services

Justin Readman, General Manager, Development Services
The General Manager (GM) for Development Services is responsible for the
overall administration of work within the department, ensuring
organizational effectiveness and efficiency and providing strategic
leadership for the department. The GM is responsible for providing
guidance to the Development Services Senior Management Team and
represents the interests of the department on the Corporate Leadership
Team. As a member of the city’s Corporate Leadership Team, the GM
commits to be accountable for progress towards the strategic plan’s goals.
The GM for Development Services also holds the responsibility for leading
the corporate strategic agenda for city-building, economic development and sustainability.
Development Services aligns functions that drive effective city-building, ensuring that strong internal
collaboration supports an excellent customer experience with partners in the city’s continued growth and
development. The activities of the Department enhance urban vitality, economic diversity, environmental
sustainability and quality of life for all residents.

Organization Chart

General Manager
Development Services

Corporate
Sustainability

Building

Economic
Development

Engineering

Planning

Transportation
Planning
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2022 Budget
Non-Tax Revenue

($16,782,712)

Operating Expenditures

$30,129,566

Net Operating Expenditures

$13,346,854

Capital Expenditures

$55,606,000
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Administration - Development Services

Justin Readman, General Manager, Development Services
The departmental administration focuses on support to the GM and department through sponsorship of
key corporate projects and the implementation and monitoring of work in support of the department.
Key Functions

Description

Departmental
Strategy

develop a departmental strategy to create a city for everyone by working
together, growing thoughtfully and building community; deliver high quality
customer service and satisfaction, drive continuous improvement and
innovation to foster a culture defined by excellence, quality and innovation

Service
Improvement

identify and implement service improvements; build effective relationships
with internal and external partners; support effective/efficient service
delivery; and nurture a continuous improvement mindset

Departmental
Administration

coordinate and provide oversight of the department, including support for the
departmental budget, business planning and financial processes

City-building &
Sustainability

enhance urban vitality, economic diversity, environmental sustainability and
quality of life for all residents

Strategic Plan
Implementation

support the strategic plan goals by leading the following strategic actions:
Affordable Housing Strategy, Cycling and Trails Master Plan Update, Make It
Kitchener 2.0 Strategy, City-Owned Property Brought to Market, Community
Climate Action Plan, City-Owned Property Review, Bikeshare Program, Waste
Diversion Strategy, Arts and Culture Plan, Innovation District (Bramm Yards)
Master Plan, Incubator, Accelerator and Co-working Space Network, Civic
District Master Plan, Protected Cycling Network Connected to the Downtown,
Pedestrian-First Street Plans, Leverage the Energy Efficiency Reserve Fund
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Building

Mike Seiling, Director of Building and Chief Building Official
The City of Kitchener Building Division is responsible for the administration and enforcement of the
Building Code Act and Building Code, including applicable law on construction projects (i.e. new,
addition, demolition or renovation). The Building Code sets minimum requirements to protect health,
safety, and general welfare as they relate to the construction and occupancy of buildings and structures.
Key Functions

Description

Building Permits

approve construction drawings for compliance with the Building Code and any
applicable laws, collect applicable fees and issue a building permit to allow
construction to commence

Building
Inspections

complete site inspections during the construction build to confirm compliance
with the Building Code and the approved drawings

Administration

complete municipal filing, addressing, final grading certifications (residential)
and the administration of the building permit fee rebate program. Continue to
leverage AMANDA software to support efficient and effective processes.

Municipal Building Officials (MBOs) answer customer questions related to when building permits are
required for construction, renovation and demolition projects. MBOs provide clarity on the type of
information required to accompany a complete permit application, complete plan review to confirm
compliance with the Building Code and detemine fees include development charges. MBOs interface with
both internal and external customers on a daily basis leading up to permit issuance. The Building Code
prescribes mandatory inspections that are required for new and existing buildings under construction.
The frequency of inspections varies depending on the type of project. MBOs advise the customer of the
required inspections and how to book inspections at each stage of construction. At each prescribed
inspection, MBOs are either passing or not passing the work completed before the next phase of
construction can begin. Granting occupancy is one prescribed inspection to ensure the minimum
standards are met in order to protect the occupants. A final inspection is completed to close-off the
permit. MBOs also inspect to verify if a building is unsafe and, if found unsafe, issue the appropriate order
such as Order to Remedy the Unsafe Condition.
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Economic Development

Cory Bluhm, Executive Director of Economic Development
The Economic Development division has the mandate of helping to build a dynamic and innovative city
by creating an environment for economic success. It oversees and leads the implementation of Make It
Kitchener 2.0, the City’s economic development strategy and $110-million investment fund. It leads
catalytic investment initiatives, facilitates business development, industry growth, job growth, small
business training and entrepreneurial support. It oversees facilities and programs which support small
business growth, including the Kitchener Market, Waterloo Region Small Business Centre and the
Creative Hub at 44 Gaukel. It supports arts and culture organizations throughout the community. It
supports the attraction and retention of talent by leading, facilitating and fostering a vibrant
community, through the delivery of festivals, events and programs and the activation of public
spaces. It helps foster the evolution of the City’s brand as a creative and innovative urban economy
within Waterloo Region. Six cross-disciplinary units work with key partners and three advisory
committees to implement the City of Kitchener Economic Development Strategy.

Key Functions

Description

Downtown
Development

develop and implement urban vitality programming; brand guardians;
development/business attraction including incentives; partner building;
operations coordination; urban design guidance

Small Business
Centre

provide information, guidance, mentoring, workshops, events for small
business; lead small business and start up support/grant programs

Special Events

coordinate festivals and events; create animated city spaces; community
expression; foster community culture; festival destination; elevated city profile

Arts & Creative
Industries

develop creative industries; liaison for major and community-based arts
organizations; juried artist-in-residence and exhibitions; public art program
(procurement, investment, inventory and maintenance); strategic initiative
(Creative Hub)

Kitchener Market

provide marketplace for fresh local food; community experiences (Food Hall,
cooking classes, special events); urban vitality; catalyst for the food and
culinary industry

Business
Development

develop economic clusters; provide startup support through incubators and
landing pad programs; business attraction, retention and expansion; industry
collaboration; partnerships; support City-led real estate and land transactions

The Kitchener Market serves more than 650,000 customers annually, with more than 100 vendors and
300 community events. The Special Events team stages more than 100 events and festivals annually
with an estimated 500,000 attendees including 150 live performances downtown. The Business
Development team is involved in manufacturing and digital media cluster projects in California and
Germany Foreign Direct Investment (FDI) programs. The Arts and Culture team support 20+ gallery
exhibits annually. The Waterloo Region Small Business Centre (SBC) provides services to more than
40,000 customers a year through consultations, workshops, events and enquiries.
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Engineering

Hans N. Gross, Director of Engineering
The Engineering division helps build, maintain and replace the physical foundation of our city.
Engineering supports the planning, development and construction of new sites and subdivisions, the
implementation of an integrated approach to stormwater drainage through development processes,
plans and implements infrastructure to support long term growth in the city.

Key Functions

Description

Capital Works

develop, together with asset management, a 10-year capital program to renew
and replace all vital engineering infrastructure, maintain industry standard
engineering specifications, and develop/manage infrastructure capital projects

Municipal
Consent
Development
Sewer Locates
Construction

work with the legal division to administer, review and process municipal
consent applications
work with Planning staff to review, approve and administer all proposed site
plans, subdivisions and development charge capital projects; undertake Class
Environmental Assessments for development charge projects
provide construction-related locates for existing sanitary and storm sewers
involved in various construction projects and phases, including capital
reconstruction program, sanitary system and sewage pumping stations, roads,
bridges, and sidewalks.

Engineering works closely with its partners, area municipalities and the Region of Waterloo, to
coordinate projects, policies, programs and messaging. Engineering reviews numerous site plans and
subdivisions per year, performs site review during construction, and manages the Letter of Credit
process. Staff liaise with the development industry, other levels of government (Region of Waterloo,
Ministry of the Environment, Conservation and Parks, and Grand River Conservation Authority) to
provide continuous improvement.
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Planning

Rosa Bustamante, Director of Planning
The Planning Division strategically guides the way the City looks, functions and grows. This service area
develops and monitors Official Plan policy and facilitates efficient development review processes to
accommodate future growth. The Planning Division offers information and advice to Council, the public,
external agencies, the development industry and stakeholders on planning policies and regulations,
community initiatives and on development applications after consulting broadly and reviewing and
analyzing all aspects of a proposal or project.
Key Functions

Description

Long-Range &
Policy Planning

gather public input and study issues to develop and review strategies, plans,
policies and projects that protect and improve our urban environment

Development
Review

manage, review and process a wide variety of land development applications

Front Counter
Service

respond to general information enquiries, and issue Letters of Compliance,
Occupancy/Zoning Certificates and Sign Permits

Long Range and Policy Planning staff manage and develop strategies, policies, regulations and programs
related to land use planning, cultural heritage conservation, environmental planning, urban design,
growth management and special studies. This section is responsible for maintaining and updating the
City’s Official Plan and includes a variety of long-term, project-based work. Development Review staff
manage, review and process land development applications including plans of subdivision /
condominium, Official Plan and Zoning By-law amendments, site plans and heritage permits. The
Planning Division also coordinates all reports related to minor variance and consent applications for the
Committee of Adjustment. Front Counter Services staff respond to general information enquiries, and
issuing letters of compliance, occupancy/zoning certificates and sign permits. The level of staff effort
and the amount of time required varies significantly for both development applications and planning
projects. While some development applications can be processed within a few months, others can take
two or more years and may involve staff from several divisions, departments and outside agencies.
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Transportation

Barry Cronkite, Director of Transportation Services
Parking
Paul McCormick, Manager, Parking Enterprises
The mandate of the Parking section is to operate a fiscally sustainable and self-funding enterprise,
provide effective management and support of the parking operation, maximize the use of the available
public parking supply, while simultaneously enhancing the economic development of the downtown and
City at large, and provide integration with various Transportation Demand Management (TDM)
initiatives promoting a balanced transportation system.
Key Functions

Description

Planning

monitoring new parking generators to forecast future parking demands and
determine siting of new parking structures as well as seeking opportunities to
redevelop existing surface parking lots

Design

contracting engineering firms to develop construction drawings and working
with facilities management to ensure proper construction of facilities

Operations

marketing, seeking new customer opportunities, recommending annual fee
structure to Council, collecting fees and distributing passes and conducting
seasonal maintenance and capital repairs on parking assets

Parking oversees the planning, design and operation of five parking structures, 15 municipal surface lots
and various downtown parking meters. Parking is required to be available 24/7 to support the needs of
the organization for assisting customers with the resolution of access and egress problems and providing
parking services to special events. Parking develops and coordinates structural monitoring programs
and develops and project manages restoration plans as required such as the rehabilitation program
recently completed in the parking structures at the Civic District and Duke & Ontario garages. Parking is
responsible for all aspects of the operation and maintenance of the municipal parking facilities within
the downtown core and Grand River Hospital district. The operations staff time and resources are spent
on the day to day collection and maintenance of the facilities (revenue collection, snow removal,
cleanliness) and servicing all the facilities high-tech parking equipment including entry and exit gates,
entry and exit ticket terminals, 14 pay on foot stations, and 13 pay & display units.
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Transportation Planning
Aaron McCrimmon-Jones, Manager, Transportation Planning
The mandate of Transportation Planning is to provide people-friendly transportation by ensuring the
safe and efficient movement of people and goods within the City of Kitchener by all modes of travel.
Transportation Planning acts as the city’s representative on development review, transportation-related
environmental assessments and municipal, regional, and provincial transportation projects through
design and construction phases. Staff in Transportation Planning conduct traffic calming reviews, cycling
infrastructure review and installation, complete streets implementation, on street parking regulatory
changes, implementation of master plans (transportation, cycling and transportation demand
management), the operation and maintenance of streetlights, sidewalk infill, coordinate road closures
and detour routes, and operates the city’s adult crossing guard program.
Key Functions

Description

Transportation
Planning

evaluation, assessment, design and siting of transport facilities, new
developments, detours, traffic calming, complete streets, on-street parking
regulations, development review, and implementation of master plans

Street Lighting

coordinate the maintenance program and oversee the operating budget

Crossing Guards

hiring, training and staffing of crossing guards throughout the City

Annually, Transportation Planning reviews, designs and implements three traffic calming projects, a
number of road diets, seasonal traffic calming, and implements a varying number of kilometers of
cycling facilities (sharrows, bicycle lanes, bikeways, bicycle parking). Staff prepare a number of consent
and discussion reports to Council regarding noise exemptions, on-street regulatory changes, traffic
control warrants, traffic calming, and cycling updates. Transportation Planning staff is required to be
available during City Hall business hours as well as on evenings and weekends to conduct public
meetings, coordinate roadway construction projects, attend events for traffic reviews, provide
transportation-related customer service, and promote cycling and transportation demand management
(TDM) programs. The coordination of the adult crossing guard program requires the hiring, training and
staffing of approximately 80 locations within the City. In addition, support is provided to schools to
implement active and safe routes to school programs.
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Development Services Department – Projects
Development Services

Project Title & Description
Bikeshare Program
Strategic Plan Action 1.2
Implement a bikeshare service in which bicycles are
made available for shared use to the public in an effort
to address the “last mile,” following a feasibility study
to determine the most appropriate system.
Protected Cycling Network Connected to the
Downtown
Strategic Plan Action 1.3
Install a continuous and protected cycling network that
connects adjacent neighbourhoods to the downtown
by 2022.
Pedestrian-First Street Plan for Gaukel Street
Strategic Plan Action 1.5.1
Develop plans to prioritize pedestrians over other travel
modes on Gaukel Street.
Pedestrian-First Street Plan for the Kitchener Market
Strategic Plan Action 1.5.2
Develop plans to prioritize pedestrians over other travel
modes between the Kitchener Market ION station and
Kitchener Market
Leverage Energy Efficiency Reserve Fund
Strategic Plan Action 2.2
Leverage the fund to undertake energy efficiency
retrofit projects on City of Kitchener assets and capture
and reinvest the operating savings to pay for capital
costs.
Waste Diversion Strategy: Increase Waste Diversion in
Our Public Spaces and Events
Strategic Plan Action 2.5
Expand the Waste Diversion Station to all City-run
events with large volunteer involvement, and evaluate
expanded waste diversion stations at events, parks and
public facilities.
Incubator, Accelerator and Co-Working Space Network
Strategic Plan Action 3.2.2
Lease all spaces in the Creative Hub, explore the
potential to facilitate a Food Incubator with a business
case pending, and explore partnerships for the
development of manufacturing and health/med-tech
industry incubators.

Project
Manager

Completion

New
Project

Continuing
Project

Darren Kropf
Transportation
Services

2022

X

Darren Kropf
Transportation
Services

2023

X

Darren Kropf
Transportation
Services

2022

X

Darren Kropf
Transportation
Services

2023

X

Anna Marie
Cipriani
AdministrationDevelopment
Services

2022

X

Anna Marie
Cipriani
AdministrationDevelopment
Services

2022

X

Cory Bluhm
Economic
Development

2023

X
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Development Services

Project Title & Description
City-Owned Property Review
Strategic Plan Action 3.4
Complete a comprehensive review of city-owned
properties by 2020 to determine how they could be
effectively used to advance city strategic objectives.
Downtown Vision and City-Owned Property to Market
Strategic Plan Action 3.5.1
Develop a vision for downtown Kitchener and continue
to position downtown Kitchener as a leading
destination for redevelopment opportunities, with at
least one new city-owned property brought to market
by 2020.
Innovation District (Bramm Yards) Master Plan
Strategic Plan Action 3.5.2
Finalize the Innovation District (Bramm Yards) Master
Plan by 2023.
Civic District Master Plan
Strategic Plan Action 3.5.3
Finalize the Civic District Master Plan by 2023.
Arts and Culture Plan
Strategic Plan Action 4.5
Develop a new and inclusive Arts and Culture Plan by
engaging a broad cross-section of the community
including the arts and creative industry sector and
multi-cultural communities.
New Greenhouse Gas Emissions Reduction Target(s)
The City of Kitchener met the previous Corporate
Climate Action Plan target of 8% absolute GHG
reduction. Through this project, a new Greenhouse Gas
emissions reduction target(s) will be developed.

Project
Manager

Completion

New
Project

Continuing
Project

Brian Bennett
Economic
Development

2022

X

Brian Bennett
Economic
Development

2022

X

Cory Bluhm
Economic
Development

2023

X

Cory Bluhm
Economic
Development

2023

X

Emily Robson
Economic
Development

2023

X

Anna Marie
Cipriani
AdministrationDevelopment
Services

2022

X
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FINANCIAL SERVICES DEPARTMENT

2022 Business Plan
Financial Services

Jonathan Lautenbach, Chief Financial Officer, Financial Services
The Chief Financial Officer (CFO) is responsible for the overall
administration of work within the department, ensuring organizational
effectiveness and efficiency, and provides strategic leadership for the
Financial Services Department. The CFO is responsible for providing
guidance to the Financial Services Senior Management Team and
represents the interests of the department on the Corporate Leadership
Team. As a member of the city’s Corporate Leadership Team, the CFO
commits to be accountable for progress towards the strategic plan’s goals.
The CFO works with the CAO and the Corporate Leadership Team to
develop effective plans and approaches to address current and future financial realities.
Financial Services develops and delivers strategy, policy and programs supporting the city’s full finance
continuum, from planning and budgeting to collections, procurement, spending and accounting. With a
focus on financial integrity, the Financial Services Department ensures the responsible stewardship of
public funds and oversees a comprehensive approach to asset management planning.

Organization Chart
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2022 Budget
Non-Tax Revenue

($1,678,957)

Operating Expenditures

$5,770,986

Net Operating Expenditures

$4,092,029

Capital Expenditures

$1,385,000
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Administration – Financial Services

Jonathan Lautenbach, Chief Financial Officer, Financial Services
The department administration focuses on support for the CFO and the department through directionsetting and planning, sponsorship of key corporate projects, service coordination and improvement, and
the implementation and monitoring of work in support of the department.

Key Functions
Departmental
Strategy

Description

ensure department strategy is aligned to deliver effective customer service to
both internal and external stakeholders

Service/System
Integration

continue to promote system automation and to provide efficiencies for the
organization

Departmental
Administration

coordinate and provide oversight of the department, including support for the
departmental budget, business planning and financial processes

Strategic Plan
Implementation

support the strategic plan goals and move forward with the implementation of
the long-term financial plan’s recommended actions
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Asset Management and Business Solutions

Jason Winter, Director of Asset Management and Business Solutions
The Asset Management & Business Solutions Division provides leadership and direction in the
management of the corporation's physical assets while leveraging a data-driven approach with the
organization’s investment in enterprise applications.

Key Functions

Description

Asset Management
Program

develop detailed and advanced asset management plans for all 13 asset
categories, comprising long range funding, reserve requirements and service
expectations for both the existing and future asset inventories

Business
Solutions – Work
Management

lead, implement, maintain and administer work order management solutions,
mobile deployment of operational condition inspection programs and
operational reporting

Business
Solutions – ERP

identify opportunities and facilitate the implementation and maintenance of
business solutions related to key functions across the City’s financial, utilities,
procurement and revenue generating divisions by leveraging the City’s SAP
suite of tools

The Asset Management and Business Solutions division supports corporate activities related to the
development of the capital budget and reserve forecasts to inform a comprehensive financial and riskbased planning strategy; asset-specific activities related to the development of detailed asset
management plans for the 13 defined asset categories (i.e. Sanitary Utility, Stormwater Utility, Water
Utility, Gas Utility, Parking, Golf, Fleet, Facilities, Roads & Bridges, Transportation Services, Parks & Open
Spaces, Forestry and Cemeteries). They lead the linking of operating and capital funding levels to the
required levels of service and corporate goals for each asset category with a view to providing the
flexibility to respond to changing conditions; setting priorities for asset rehabilitation and replacement
based on a combination of the business risk exposure and appropriate treatment strategies; linking the
detailed asset management plans to the City’s budget process to develop a comprehensive financial
planning strategy and a consistent approach to evaluate funding requirements, both long range and
operationally.
The Business Solutions teams implement, maintain, and administer both work management solutions
(e.g. CityWorks, Clevest) and ERP related tools using our SAP suite of solutions. The teams support
various divisions by overseeing the development of new mobile solutions, process improvements,
integrations across solutions, reporting requirements and system functionality specific to these
enterprise applications. On a day-to-day basis, both Business Solutions teams work closely with Technology
Innovation and Services as necessary to support and evolve the suite of business solutions across the
organization.
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Financial Operations

Brenda Johnson, Director of Financial Operations
Financial Operations ensures the effective and efficient operation of the general accounting and payroll
functions across the organization, manages the General Ledger structure, functionality and reporting in
the City’s financial system.
Key Functions

Description

General
Accounting

perform all bank reconciliations, donations and financial administration of the
City’s contracts and leases. Manage banking relationship, investigations of
fraud and exceptions. Provides accounting oversight to financial components
to the city’s various systems

Asset
Accounting

work with asset owners to ensure accurate accounting of the City’s additions,
disposals, write-downs, amortization, and donations of the City’s more than $1
billion of tangible capital assets

Accounts
Payable

maintain SAP vendor master records, process supplier invoices, manage
employee expense reimbursement system and perform audits on payments

Financial
Reporting

prepare the consolidated year-end financial statements, Annual Financial
Report, Financial Information Return (FIR) and various financial reports for
Statistics Canada. Prepare working papers for the City’s external auditors

Sales Tax
Administration

provide sales tax expertise and process monthly HST returns to maximize the
City’s tax recoveries

Payroll

process payroll for employees and affiliated groups including non-payroll
related payments for employees. Produce all government remittances, T4 and
OMERS reporting. Ensure compliance with all legislated requirements.
Provides technical systems expertise for payroll related systems

Procurement

manage centralized purchasing across the corporation and run a centralized
stockroom, working with internal business partners to develop successful
strategies to source and supply goods, services and construction, and works
with external suppliers, vendors and contractors

Financial Operations provides direction on financial controls, policies and procedures to ensure internal
controls are adhered to within all financial systems and transactions. Work is done in compliance with
reporting requirements of Ministry of Municipal Affairs and Housing, Generally Accepted Accounting
Principles, Canada Revenue Agency’s payroll legislation, The Excise Tax Act, the City’s Purchasing By-law
and the Construction Act. Financial Operations is also involved in many corporate activities involving
system implementations, upgrades or interface issues and other general corporate initiatives.
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Financial Planning & Reporting

Ryan Hagey, Director of Financial Planning & Reporting
Financial Planning & Reporting is the primary financial analysis resource accessed by internal city
divisions. The main areas of assistance include budget preparation, variance reporting, financial
projections, business case development, financial components of tender reports and Council reports,
grant applications and in-depth analysis of a financial nature.
Key Functions
Budget & Variance
Reporting

Debt, Reserve &
Investment Mgmt

Divisional Support

Description

coordinate and manage the development of the City of Kitchener annual
budget, and prepare variance reports and projections for City Council three
times per year
review and manage the City’s investment portfolio weekly, the City’s debt and
reserve funds monthly, and the City’s development charge funds on a
quarterly basis
develop business cases, financial components of tender reports and Council
reports, grant applications and in-depth analysis of a financial nature as
required

The work in Financial Planning & Reporting varies on a day-to-day basis, and some of the work is
dictated by established corporate timelines, while a majority of the work is unpredictable and driven by
the needs of other city divisions. Financial Planning & Reporting also manages the corporate portfolios
for debt, reserves, investments, and development charges. This work includes day-to-day
administration of these portfolios as well as policy and procedure development.
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Revenue

Saleh Saleh, Director of Revenue
The Revenue Division is responsible for the billing, collection, processing and administration of revenues
related to property taxation, water, sewage, gas and storm water services, parking tickets and other
miscellaneous fees and revenues.
Key Functions

Description

Taxation and
Assessment

billing and collection of property taxes, payment in lieu of property taxes;
assessment management including the review and appeal of property
assessments received from the Municipal Property Assessment Corporation;
supporting the City’s budget and reporting processes

Cash
Management

payment processing including pre-authorized plan, online, point of sale, and
other payments; miscellaneous revenue billing

Meter Reading
and Utility Billing

schedule and process water and gas meter reads; billing of water/sewer, gas,
stormwater and rental water heaters; review and process account
adjustments; creation and management of system billing records for
properties

Customer
Service and
Collections

respond to customer inquiries and concerns related to property tax and utility
accounts; customer account management; issue utility and tax certificates;
provide support to internal customers; collection and arrears management

Revenue bills approximately $691 million in property tax, utilities and miscellaneous fees to customers
annually including regional and education tax levies. It is responsible for ensuring all Council approved
rates are implemented in a timely fashion and are being applied to appropriate customer accounts. In
addition, Revenue interprets and explains legislation and procedures related to billing and collection
processes to other city staff, council and the public.

60

Financial Services Department – Projects
Financial Services

Completion

New
Project

Ryan Hagey
Financial
Planning &
Reporting

2023

X

Jason Winter
Asset
Management
& Business
Solutions
Jason Winter
Asset
Management
& Business
Solutions
Lisa Dueck
Financial
Operations

2023

X

2022

X

2023

X

E-invoices for Miscellaneous Receivables
Customers are frequently requesting e-invoices for
Miscellaneous Receivables which represent services that
are generally billed through the City’s financial system
(SAP). Examples of services billed through miscellaneous
receivables include Direct Detect for alarm monitoring,
Parking and Cemetery sales. Property tax and utility
accounts are not included in miscellaneous receivables.
Completion of this project will allow customers to receive
invoices by e-mail.

Lindsey
Taylor
Revenue

2022

X

Mobile Time Entry
Implement mobile time entry for operations, eliminating
the need for paper-based timesheets.

Jason Winter
Asset
Management
& Business
Solutions

2022

X

Development Charge (DC) & Community Benefits
Charge (CBC) Studies
Update the City’s development charges study and
investigate if the City should prepare a community
benefits charge study.

Ryan Hagey
Financial
Planning &
Reporting

2022

X

Project Title & Description
Budget System Implementation
Replace the existing Budget System, which was
developed in-house more than 20 years ago, with an
external software solution.
Climate Event Sensor Implementation
Investigating and initial implementation of climate
sensors throughout the City to gain climate related data
for modelling, real-time analysis, and emergency
response.
Asset Management Planning
Develop and publish two key asset management plans for
Facilities and Water categories to support adherence to
O. Reg 588/17
Concur Invoice Automation
Invoice management solution to fully digitize AP
processes. Includes invoice capture, tracking, approvals
and enhanced reporting for spend analysis.

Project
Manager

Continuing
Project
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Financial Services

Project Title & Description
Long Term Financial Plan – Implementation
Implement/consider recommended actions identified as
2020 items in the Long-Term Financial Plan.
Point of Sale and Expansion of Payment Options
Replace the existing Point of Sale system, which is past its
life cycle, and expand payment options for various
services.

Project
Manager
Ryan Hagey
Financial
Planning &
Reporting
Saleh Saleh
Revenue

Completion

New
Project

Continuing
Project

2022

X

2023

X

62

INFRASTRUCTURE SERVICES DEPARTMENT

2022 Business Plan
Infrastructure Services

Denise McGoldrick, General Manager of Infrastructure Services
The General Manager (GM) for Infrastructure Services is responsible for the
overall administration of work within the department, ensuring
organizational effectiveness and efficiency and providing strategic
leadership for the department. The GM is responsible for providing
guidance to the Infrastructure Services Senior Management Team and
represents the interests of the department on the Corporate Leadership
Team. As a member of the city’s Corporate Leadership Team, the GM is
accountable for progress towards the strategic plan goals. The GM for
Infrastructure Services also holds the responsibility for corporate
infrastructure, championing the work within the department, encouraging
stakeholder involvement from across the organization, clarifying objectives, and ensuring alignment
across departmental boundaries on shared goals.
Infrastructure Services leads the effective and efficient delivery of infrastructure services that all
Kitchener citizens rely on every day, including facilities, roads, trails, parks, drinking water distribution,
stormwater management, sanitary wastewater collection, natural gas distribution, and fleet
management. The department provides effective planning and implementation of corporate
strategies/policies as they relate to the use of city property, assets and infrastructure in a fiscally
responsible manner while meeting legislated requirements associated with those assets.

Organization Chart

General Manager
Infrastructure
Services

Facilities
Management

Fleet

Parks &
Cemeteries

Operations Roads & Traffic

Gas and Water
Utilities

Sanitary &
Stormwater
Utilities
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2022 Budget
Non-Tax Revenue

($238,075,776)

Operating Expenditures

$284,420,610

Net Operating Expenditures

$46,344,834

Capital Expenditures

$62,451,000
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Administration – Infrastructure Services

Denise McGoldrick, General Manager of Infrastructure Services
The departmental administration focuses on support to the GM and department through sponsorship of
key corporate projects and the implementation and monitoring of work in support of the department.
This service also sits as a member of the Corporate Service Improvement Working Group and provides
subject matter expertise to various corporate and departmental steering committees and initiatives.

Key Functions

Description

Departmental
Strategy

develop departmental strategy to deliver high quality customer service and
satisfaction, drive continuous improvement and innovation to foster a culture
defined by excellence, quality and innovation

Service
Improvement

identify and implement service improvements, build effective relationships
with internal partners, support effective/efficient service delivery, and nurture
a continuous improvement mindset

Departmental
Administration

coordinate and provide oversight of the department, including support for the
departmental budget, business planning and financial processes

Corporate
Infrastructure

oversee detailed planning and operational programming of corporate
strategies and policies as they relate to the use of city assets to achieve
organization-wide objectives

Strategic Plan
Implementation

support the strategic plan goals by leading the following strategic actions: Tree
Canopy Target, Open Space Strategy, Eliminate Tree Planting Backlog
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Facilities Management

Asad Qureshi, Director of Facilities Management
Custodial Services
Jim Edmondson, Manager of Facilities Management
Custodial Services is responsible for keeping the City of Kitchener facility environments clean and safe.
In-house service is provided to community centres, parking garages, pools, cemeteries, and
administrative buildings. This service provides or supports training for building attendants in the Sport
division and manages service contracts for those facilities where city staff do not provide in-house
service.
Key Functions
Cleaning &
Caretaking
Minor Repair
Maintenance

Description

perform planned cleaning and caretaking services for city-operated facilities,
respond to requests for service and emergency custodial situations, and
event setups and takedowns
perform preventative maintenance and minor repair to equipment and
fixtures, fire extinguisher and exit light inspections in assigned facilities

Garbage, Recycling
Hazardous Waste

coordinate equipment, develop processes and perform garbage, recycling,
hazardous waste management and disposal, and manage external contract
for city-operated facilities

Flag Protocol &
Maintenance

raise and lower flags, monitor condition of flags and replace as needed at all
city facilities and cenotaphs

Custodial Services provides service to public events within city facilities and the downtown area as either
in-house service or facilitating contracted service (ex. community centres, events organized by city Special
Events staff). This group works varying shifts, including after hours when buildings are empty. Scheduling
of staff is complex; work is often completed after hours and in a variety of locations.

66

Security Services & Facility Emergency Preparedness
Jim Edmondson, Manager of Facilities Management
Security Services provides 24/7 incident management, monitoring and patrol services to city
owned/operated facilities including community centers, arenas, aquatic facilities, parking garages,
market, administrative buildings, parks, golf courses, cemetery properties, and the downtown.
Emergency Preparedness staff ensure city business lines/programs are in compliance with legislation
related to health & safety, life safety systems and emergency planning (i.e. annual fire drills, fire
alarm/sprinkler testing, and incident response).

Key Functions
Monitor and
Patrol

Description

provide a security presence and monitor security related issues for all city
facilities and features, physically and electronically, patrol and respond to
concerns

Calls/Incident
Management

respond to requests for security or emergency health support, first response/
contact for all facility issues after hours including access for contractors,
alarms, and staffing issues

Emergency
Preparedness

prepare and facilitate training; provide life safety review for capital projects,
provide life safety plans and drawings to regulatory authorities, and review
plans and systems annually

Security Services monitors all emergency call stations from five parking facilities and all elevators. Staff
respond to all inquiries from the parking help line from 6 pm to 6 am daily and all day Sunday. Staff also
respond to calls for assistance and alarm calls after hours at over 50 city facilities, all parks, cemeteries
and two golf courses. Staff assist police in matters on city properties, and act as primary contact. They
provide consulting service into specifications for security systems, keyless access, Crime Prevention
Through Environmental Design (CPTED), and Closed-Circuit Television cameras for city managed new
construction and renovation projects. In addition, Security staff proactively patrol and monitor all city
facilities and properties on a 24-hour/7-day-per-week basis. Emergency preparedness staff prepare
materials, develop processes and procedures related to facility emergency response teams; facilitate
training for floor wardens at city administrative buildings; assist stakeholders in developing, maintaining
and testing life safety plans and emergency procedures for all city-occupied facilities.

67

Projects, Energy & Asset Management, Building Maintenance & Repair
Lynda Stewart, Manager of Project/Energy Management
Chris Oke, Manager Project Delivery
From concept and design to de-commissioning of a facility, this group oversees the lifecycle and
functionality of the facility assets. The city owns 255 major and minor facilities, which include fire halls,
administrative buildings, arenas, aquatic facilities, libraries, and community centres. The total footprint
of the city facility portfolio is 3.3 million square feet. Building components include the building envelope
as well as interior finishes and electrical and mechanical systems.

Key Functions

Description

Construction &
Renovations

provide oversight and management to planning and execution of facility
construction and renovation and infrastructure renewal projects

Energy
Management

research industry best practices and collaborate with stakeholders to identify
areas for enhanced energy efficiency: design, commissioning of equipment,
operating procedures, incentives etc.

Building
Maintenance

perform preventative maintenance and repair to reduce the incidence of
breakdowns and failure; Troubleshoot and correct building environmental
concerns: heating, cooling, indoor air quality etc.

Asset
Management

manage facility asset and building component inventory and assessments and
provide analysis and support for capital forecasting and work plan
development

The service develops, reviews and administers construction contracts and manages outside contractor
services. Staff develop and manage ongoing facility asset capital life cycle program, making
recommendations related to asset retrofit/replacement/de-commissioning and review, recommend and
design for space accommodation requirements. Staff develop specifications for building systems for city
managed construction projects; provide budget costing for new construction/retrofit/replacement/decommissioning; research legislation, technologies, and incentives that may be applied to sustainable
building systems and review design documents for all new and renewal projects to ensure Leadership in
Energy and Environmental Design (LEED) and sustainable design is incorporated. Staff also oversee and
monitor the Facilities’ utilities budgets and consumption data. Staff performs maintenance, ensure
legislated compliance, and provide consulting service to arms-length stakeholders related to facility
renovations and new construction (e.g. Centre in the Square, Kitchener Public Library, THEMUSEUM).
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Fleet Management

Don Miller, Director of Fleet
Fleet ensures the effective and efficient operation of all related fleet procurement, disposition, repair,
and maintenance activities and other vehicle and equipment related systems and functions. Fleet is
responsible for fleet controls, policies and procedures across the corporation. The Fleet division is ISO
14001 Energy Management system certified.

Key Functions

Description

Fleet Planning

monitor fleet asset utilization, prepare life cycle costing, annual equipment
review and replacement program, vehicle and equipment telematics,
operations 2-way radio system, and other fleet systems administration

Fleet Mechanical

perform required repairs, preventative maintenance and scheduled safety
inspections to reduce the incidence of breakdowns and comply with legislated
safety requirements

Fuel Distribution
& Management

procurement, installation, maintenance, and technology support of fuel
distribution equipment and manage fuel inventories including specification,
scheduling, environmental compliance and training

Fleet Safety &
Compliance

Support Services

responsible for providing the training and proficiency assessment for vehicles
and self-propelled equipment utilized within the City, monitoring fleet safety &
compliance
responsible for providing administrative support to Infrastructure Services
divisions including, payroll, billing, data entry, locates, and records retention

Fleet manages over 1550 vehicles and equipment including life cycle costing, annual equipment review
and replacement program, asset evaluation, budgeting, specification development and procurement
following the city’s Purchasing Policy. Staff are responsible for asset disposition/remarketing process
that ensures acceptable cost recovery, vehicle licensing to Ministry of Transporation (MTO) and Ministry
of Environment, Conservation and Parks (MECP) requirements, and licencing, repair, maintenance of
Industry Canada registered two-way radio system. The vehicle fuel distribution system includes four
types of fuel: E-10 Gasoline, Biodiesel, Propane and Natural Gas. Staff complete approximately 35,000
repair and maintenance activities annually and 10% of these is outsourced as a result of required
specialization or other factors. Staff provide training and competency assessments for 66 different
equipment classifications which is delivered to approximately 900 city drivers. The Vehicle and
Equipment Permit Program ensures only safe, competent, and qualified personnel operate city vehicles
and equipment. Safety and compliance is monitored and evaluated utilizing MTO Commercial Vehicle
Operators Registration (CVOR) Carrier Safety Rating, Collision Review & Demerit and Drivers Licence
Safety Records. Support Services staff provide administrative support across various divisions in
Infrastructure Services including payroll, accounts receivable, records management, and reception area
at the KOF, etc. This includes providing quality assurance activities relating to the flow of information
going into and resulting from the use of Cityworks by various divisions.
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Kitchener Utilities – Gas and Water Utilities
Greg St. Louis, Director of Gas and Water Utilities
Natural Gas Utility
Khaled Abu-Eseifan, Manager of Gas Supply and Engineering
Parmi Takk, Manager, Gas Measurement and Service
Adam Hustwitt, Manager, Business Development and Customer Experience
As one of two municipally owned natural gas distributors in Ontario, Kitchener Utilities (KU) is
responsible for the installation, maintenance and expansion of the city’s network of gas mains and
services, metering and monitoring devices. Gas is supplied from a portfolio of contracted third party
suppliers and it is stored and transmitted to Kitchener via the Enbridge Gas network.

Key Functions

Description

Natural Gas
Supply

purchase and management of the gas supply, transmission and storage, to
meet planned customer requirements

Natural Gas
Distribution

install and replace meters, service connections and deliver natural gas to
consumers, and respond to gas emergencies involving gas line hits, gas odor
and carbon monoxide calls and line locates

Water Heater
Rental

supply and service of rental water heaters, including 24/7 service for repair
and replacement of leaking tanks

Regulatory
Affairs

ensure compliance by the gas utility with codes, rules and regulations
mandated by government agencies such as the Ontario Energy Board (OEB)
and Technical Standards and Safety Authority (TSSA)

Safety

as part of the City’s commitment to the delivery of safe natural gas, staff
receive training by certified experts both internally and externally to enhance
their skills and knowledge.

Gas supply currently includes ten gas suppliers in order to provide a balanced and diversified portfolio
that ensures cost-effectiveness and supply diversification to mitigate price and supply risks. Gas is
typically purchased monthly, seasonally and annually, scheduled daily and invoiced monthly. Change in
weather-related demand occurs often and requires seasonal adjustments in gas supply and close
management of gas storage to ensure economical balance of supply to that of customer demand. Gas
distribution responsibilities include gas engineering analysis, asset management, project management,
gas leak surveys, gas valve operation and maintenance and emergency shut-offs. Staff manage and
perform the installation and replacement of water heater rentals, residential, commercial and industrial
gas meters.
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Water Utility
Angela Mick, Manager, Quality Management and Water Programs
Tammer Gaber, Manager of Operations (Gas and Water)
Matt Ryan, Manager Training and Programs
Kitchener Utilities is responsible for the maintenance of the city’s network of water mains, services
meters, valves and hydrants as well as maintenance of water quality throughout the distribution system.

Key Functions

Description

Water
Distribution

water quality monitoring, installing and repairing the network of water mains
and services to ensure a reliable and safe supply of drinking water

Water
Maintenance

valve operating checks, water main cleaning, customer response, hydrant
maintenance and emergency response

Construction
Projects

working alongside the Engineering Division, develop and maintain a 10-year
capital program to renew and replace all water distribution system
infrastructure

Safety & Training

as part of the City’s commitment to the delivery of safe drinking water, staff
receive training by certified experts both internally and externally to ensure
they obtain and maintain the appropriate provincial water license.

Water distribution responsibilities include water engineering analysis, asset management, project
management, leak surveys, water valve maintenance, and emergency shut-offs. Staff perform regular
flushing of water mains, regular sampling and testing of water quality and the replacement of water
meters. Routine fire hydrant operation and maintenance is also completed annually. Backflow
prevention and cross connection control is done to protect the municipal potable drinking water system
from potentially being contaminated. The Water utility services approximately 903 km of watermain,
4,565 water hydrants, 7,614 water valves, 4,750 cross connection/backflow properties, 68,714 water
meters and responds to an average of 79 water main breaks per year (5 year average).
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Parks & Cemeteries

Niall Lobley, Director of Parks & Cemeteries
Cemeteries
Trisha Bradshaw, Manager of Cemeteries
Kitchener Cemeteries is responsible for the effective operational, marketing, sales and administrative
aspects of the city’s 128 acres of cemetery property, comprised of: Bridgeport; Free Church; Mt. Hope;
St. Peter’s Lutheran; Woodland; Strasburg Pioneer; Williamsburg Cemetery; mausoleums; crematorium
and the provision of burial services for First Mennonite, Weber Cemetery and Beth Jacob Cemetery.

Key Functions
Burials and
Cremations
Cemetery
Bylaws

Description

sale of cemetery property, burial and cremation services and associated
products and services
prepare and administer in conjunction with Legal Services, the cemetery bylaws for approval by Ministry of Consumer Services

Marketing &
Sales

develop proactive marketing campaigns in conjunction with Corporate
Communications & Marketing Division

Landscape
Maintenance

design and scheduling of landscape maintenance and seasonality of duties;
turf maintenance and snow plowing

Cemetery activities are directed by the Funeral, Burial and Cremation Services Act and provincial
reporting is governed by the Ministry of Consumer Services. The Cemetery unit works collaboratively
with funeral homes, monument dealers and consumers within the bereavement industry. On a yearly
basis, they complete over 600 cremations; 700 burials; the sale of 400+ units of cemetery property and
associated products and services. Responsibilities include maintaining a data base of burials,
administration and initiating upgrades within the ‘stand-alone’ computerized cemetery management
system. This service conducts yearly outreach programs at the Dedication Center, facilitates various
events to help the community with loss and grief and hosts complimentary education seminars. The
Dedication Center is available and widely utilized for public use such as weddings, memorial services and
meetings.
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Forestry & Natural Areas Management
Josh Shea, Manager, Forestry & Natural Area Management
Our urban forest covers approximately 27% of the City (measured in 2019). More than two thirds of the
City’s parks and open spaces are natural areas contributing to physical and social wellbeing and
biodiversity, providing a wide range of environmental services to the residents of Kitchener. This core
service encompasses both the management and planning for natural areas and forestry, community
programming and education in respect to natural areas, and the operational management of our urban
forest.

Key Functions

Description

Forestry
Management

manage the City’s tree canopy by strategic planning for urban canopy,
emergency management and invasive species, planning and delivering planting
and watering new and replacement trees, informing and overseeing the
impacts of development on trees through road reconstruction programs and
by delivering a risk-based approach to tree management

Forestry
Operations

inspect and maintain our urban forest canopy by responding to in excess of
3,000 service request annually supporting more than 50,000 street trees. Care
for and maintain the cities woodlots and trees in parks and natural areas.
Provide a 24/7/365 emergency support for hazardous trees.

Natural Area
Management

provide leadership on the city’s role as steward of more than 1,500ha of
natural lands including developing site management plans, species at risk and
habitats at risk management strategies, managing the impacts of invasive
species and developing strategies for enhancing natural areas and positive
biodiversity impacts in parks

Community
Engagement in
Natural Areas

support delivery of forest school programming working in partnership with
both public and catholic school boards; engage and support communities in
programs such as bee city and enhance community activities in biodiversity
through supporting pollinator gardens; support Indigenous engagement in our
parks and natural areas.

This service is responsible for managing trees on more than 1,571 hectares of open space and natural
area and more than 55,000 street trees and for responding to more than 3,000 service requests
annually. An active program of community activities is supported in our natural areas and an annual
program of invasive species management is implemented. This service is guided by the Sustainable
Urban Forest Strategy and implementation plan, with initial focus on enhancing the tree planting
program, improving customer service and developing an inspection program.
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Park & Open Space Design and Development
Ashley Visneski, Manager, Parks & Open Space Design and Development
The primary responsibility of the Park Open Space Design and Development service is the planning,
design and development for City parks and open spaces, including parks and trails. The service responds
to development pressures through working with planning and engineering on the provision and design
of open spaces, to policy development and supporting the delivery of an active capital projects program
developing new parks and rehabilitating established parks. This service also supports the Parks, Open
Spaces, Trails Maintenance core service area as well as providing support to initiatives such as
LoveMyHood.
Key Functions
Policy &
Planning

Description

Lead the development and implementation of strategic planning for parks;
provide park, trail, open space landscape architecture and design; policy
development and neighbourhood engagement

Project Delivery

Project management and delivery of park and trail design; construction and
rehabilitation of capital assets; support the development and delivery of new
parks; support capital projects in parks, greenspace and open spaces

Development
Review

conduct site plan/subdivision planning review and comment with respect to
long range park and trail planning, street tree management and protection,
and natural area acquisition

This service oversees the management, development and rehabilitation of 1,571 ha of open space, over
200 km of trails, and supports the development of dozens of new parks and trails through development.
Staff consult with more than 10,000 neighbourhood residents annually on new park development, park
rehabilitation, trail development, long term departmental strategies and masterplans. Staff also review
and provide comment into all site plans and subdivision applications and work closely with the planning,
transportation and engineering divisions to evaluate parks and trails interests on various projects.
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Parks, Open Spaces & Trails Maintenance
Eckhard Pastrik, Manager of Maintenance & Operations (Parks, Trails)
The parks, open spaces and trails service contributes to a high quality of life by providing vibrant public
spaces and parks that promote opportunities for outdoor recreation, sport and play that positively
impact the livability of the City. This core service encompasses the operations and maintenance of
parks, open spaces, playgrounds, trails, natural areas, horticulture, sports fields and turf.

Key Functions

Description

Parks, Trails &
Playgrounds

inspect and maintain playgrounds, parks, pedestrian bridges, trails, BMX parks,
dog parks, skate parks, hard surface courts; remove graffiti and manage
noxious weeds and pests; provide and maintain thousands of benches, bicycle
racks and picnic tables across open spaces and the downtown core

Winter Sidewalk
& Trail
Maintenance

provide winter maintenance on more than 200km of City sidewalks and across
our Multi Use Trail network, maintains facility parking lots, separated bike
facilities through the winter

Horticulture
Maintenance

maintain flower and shrub beds in major parks, city-wide gardens, and
downtown planters and support community garden plots; operate the city’s
greenhouse to support this work

Sportsfields &
Turf

top dressing, aerating, irrigating, over seeding, fertilizing, grooming, lining,
repairing back stops, tennis nets, and court surface; and maintaining turf in
open spaces, facilities and City road right-of-ways

This service is responsible for the maintenance of 64 ball diamonds, 47 soccer fields, 6 disc fields, 38
tennis and basketball courts, and approximately 40 winter rinks. The Turf Maintenance crews maintain
464 hectares of city-wide turf, cutting at a frequency of approximately every 3 weeks. The city’s 150+
playgrounds are inspected regularly to ensure defects are addressed and CSA standards are met. Staff
also provides required maintenance for the city’s trail network and 46 pedestrian bridges.
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Operations - Roads & Traffic

Roslyn Lusk, Director of Operations - Roads & Traffic
Right of Way Maintenance
Scott Berry, Manager of Maintenance Operations
The Operations- Roads & Traffic division is responsible for the inspection, maintenance and repair of all
aspects of the right of way including roads, sidewalks, retaining walls, boulevards and curbs. Regular and
efficient maintenance of the right of way ensures a safe transportation system throughout the city,
which is critical for motorists, pedestrians, cyclists, transit and emergency response. Provincial
Minimum Maintenance Standards (Ontario Regulation 239/02) prescribe guidelines for inspections and
timelines for treatment and/or repair for many aspects of the right of way including, roads and
sidewalks.

Key Functions
Road
Maintenance

Concrete Repair
& Replacement

Sanitation

Description

winter maintenance, loose leaf collection, pothole repair, gravel road
maintenance, crack sealing, utility cut repair, slurry seal, and shoulder
maintenance
sidewalk mud jacking and slab replacement, sod restoration, temporary
asphalt trip lip repairs, utility cut repair, curb & gutter repair, repair of
retaining wall and interlocking pavers
downtown curbside garbage collection, receptacle maintenance, debris
pickup, sidewalk sweeping and power washing, city-wide street sweeping,
spring litter picking, special events debris cleanup

The City of Kitchener maintains approximately 2,000 lane kms of city and regional roads. Road
maintenance activities include winter control, loose leaf collection, and pavement repairs. The
maintenance of winter conditions is legislated through the Municipal Act. Potholes identified through
regular inspections and calls received are repaired using hot mix asphalt manufactured seasonally at
local asphalt plants. During the winter months, temporary repairs are made using cold mix asphalt. The
street sweeping program runs seasonally with Regional, arterial and collector roads being swept every 3
weeks and residential streets being swept at least 3 times per season. Staff in the Operations-Roads &
Traffic division repair more than 12,500 sidewalk defects annually using different methods; asphalt
ramping and/or mud jacking. When sidewalks are beyond repair, city concrete crews remove and
replace entire sections of sidewalk. Concrete curb defects are identified by routine patrols by city staff
and subsequently repaired. Staff also provides waste curbside collection for the downtown core seven
days per week.
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Traffic Management
Dave Moore, Supervisor of Traffic Operations
Traffic Management allows for the safe travel within the right of way for pedestrians, motorists, cyclists
and transit, through the planning and installation of pavement markings and signage. Traffic
Management is also used to provide safe work zones for city staff and contractors completing their work
tasks. The traffic section provides support to both internal and external clients. Road Patrol and Winter
Representative Road Tours are legislated requirements to ensure that the minimum maintenance
standards are met on the approximately 2,000 lane kms of patrolled roadways regarding regulatory
signs, surface discontinuities, road conditions and any roadway hazards as outlined in the provincial
legislation prescribed by Ontario Regulation 239/02.

Key Functions
Road Patrol &
Winter Tours
Pavement
Markings

Description

routine inspection of road conditions to identify maintenance concerns
requiring subsequent treatment as described under right of way maintenance
core service
painting at all signalized intersections and along paved roadways within the
city, including cycling facilities

Regulatory Signs

manufacture, install and maintain all regulatory and informational signage on
the public right of way

Road Closures &
Work Zones

for emergencies, special events and parades, hazardous road conditions, lane
narrowing related to road and other infrastructure related maintenance
activities

There are several key benefits associated with completing routine patrols of City of Kitchener roads,
including optimized life-cycle / asset management, enhanced operations planning, improved public
service, and risk management. Pavement markings are important for indicating to all users (drivers and
cyclists) lane position, curves, lane endings, intersections and crosswalks, and passing zones. Crews are
required to install barricades, delineators and other signage associated with road closures and
narrowing to ensure the public and staff are adequately warned or protected when road maintenance
activities are present. Crews respond 24/7 to regulatory sign maintenance and emergency road closures
and provide installation services for special events typically held during off-work hours.
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Kitchener Utilities - Sanitary & Stormwater Utilities
Bu Lam, Director of Sanitary & Stormwater Utilities

Sanitary & Stormwater Operations and Maintenance
Leah Walter, Manager of Maintenance & Operations (Sanitary & Stormwater)
The effective operation and maintenance of sanitary and stormwater infrastructure is critical for
community safety, protection of property, and safeguarding human and environmental health. To
ensure the safe and reliable operation of this critical service, Sanitary and Stormwater Utilities (SSU)
staff perform a range of maintenance, repair, rehabilitation and inspections, including, wet-well and
catch basin cleaning, preventative and routine flushing of sewers, sediment removal from stormwater
ponds, rehabilitating and naturalizing water courses, blockage removal from sewers, odor control, and
emergency and spill response. Staff are certified wastewater operators and fulfill the regulatory roles of
Operator-in-Charge and Overall Responsible Operator on behalf of the city.

Key Functions

Description

Pumping
Stations

alarm monitoring, testing, wet well maintenance, valve turning, pump
maintenance and replacement, generator testing and maintenance

Sanitary

inspecting sanitary mains, mainline flushing, sewer repair, clearing sewer
blockades, managing sewer odors, inspecting and repairing maintenance holes

Stormwater

inspecting, repairing and maintaining storm sewers, ditches and water courses,
storm water management ponds, oil and grit separators, catch basins and
maintenance holes, installing sump pump connections

Emergency
Response

provide 24/7 emergency response to pumping station alarms, sanitary sewer
blockages and basement flooding, emergency sewer repairs, spills to
stormwater systems and the natural environment, overland flooding

As part of SSU’s ongoing sanitary maintenance works, raw sewage generated within Kitchener and
neighbouring municipalities is collected and conveyed through over 830 kilometers of pipes and 22
pumping stations to a Regional wastewater treatment facility, where the Region of Waterloo ultimately
treats and returns treated effluent to the environment. SSU operates and maintains all city-owned
sanitary sewers, ensuring the system operates at peak efficiency, infrastructure remains in good working
order, and sewer odours are controlled. City staff also maintain over 700 km of storm sewers and
10,000+ catch basins, ditches, and oil grit separators. Additionally, 139 km of watercourses are
maintained along with over 110 storm water management ponds. This work ensures surface water
runoff is managed effectively to mitigate flooding concerns and improve water quality through the
removal of debris and sediment prior to discharge to the natural environment. All work relating to SSU’s
core services for sanitary and stormwater is highly regulated through various acts and regulations
including the Ontario Water Resources Act; Environmental Protection Act, Conservation Authorities Act,
and Occupational Health & Safety Act amongst others.
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Sanitary & Stormwater Planning & Programs
Nick Gollan, Manager of Utility Planning & Programs (Sanitary & Stormwater)
The Sanitary and Stormwater Utilities (SSU) Planning and Programs staff provide a range of services that
ensure infrastructure and programs are in place to support safe and reliable collection of sewage and
management of stormwater. Staff oversee the development and implementation of master plans and
strategies, as well as the planning, design and construction of capital projects for sanitary and
stormwater infrastructure across the city, including pipes, pumping stations, stormwater ponds and
watercourses.
Staff closely track and review annual water quality monitoring data, growth/capacity projections, and
administers drainage programs such as the City’s stormwater credit program as well as
public/community partnership programs such as Reep’s RAIN Smart Neighborhood and RAIN Smart
Homes programs. Staff also identify and implement federal programs that support investments in
sanitary and stormwater management infrastructure, helping the city modernize and upgrade its
system, improving water quality, mitigating risks from flooding, and maintaining consistent levels of
service.

Key Functions

Description

Capital Projects

plan and manage large infrastructure projects such as pumping station
upgrades, watercourse rehabilitation and naturalization, sewer and
stormwater retrofits, etc.

Rehabilitation
Programs

implement programs to extend the service life of sanitary and stormwater
infrastructure, including trenchless sewer rehabilitation, flushing programs,
spot repair programs, etc.

Administration

collect and process fees and credits as well as providing information to
residents and property owners regarding benefits of implementing onsite
management measures

Monitoring

monitor chemical, biological and fish habitat in municipal watercourses to
assess the long-term impacts of chlorides and other pollutants on water
quality

The Planning and Programs team works closely with the SSU Operations and Maintenance team and
Engineering staff to ensure proper planning, design, operation, and maintenance for all sanitary and
stormwater infrastructure. Additionally, staff work in conjunction with the Grand River Conservation
Authority, Region of Waterloo, and surrounding municipalities to ensure continual dialogue,
collaboration and strong environmental stewardship. In addition to these functions, the Planning and
Programs team constantly seeks out innovative new practices and technologies to meet core service
demands more efficiently and effectively, including partnering with local technology companies and
industry to find opportunities to leverage Smart City initiatives such as collecting real time monitoring
data to track climate change impacts as well as leveraging this data to prioritize investments that protect
public health, property, and the environment.
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Infrastructure Services Department – Projects
Infrastructure Services

Project Title & Description
Tree Canopy Target
Strategic Plan Action 2.4.1
Review the current canopy cover and set an achievable
target based on best practices as well as constraints such
as land availability, quality of soil, etc. in order to guide
ongoing and future investment in tree planting, protection
and maintenance

Project
Manager

Completion

New
Project

Continuing
Project

Josh Shea
Parks &
Cemeteries

2022

X

Open Space Strategy
Strategic Plan Action 4.4.4
Develop an open space strategy to explore the value of
open spaces, how they function, are planned, maintained,
and managed, and including a review of permitted uses in
parks.

Mark Parris
Parks &
Cemeteries

2023

X

Water Infrastructure Program
Undertake an assessment of the Water Infrastructure
program originally completed in 2017 and review for the
next 5 years. This will inform the long-term maintenance
and renewal strategy for water infrastructure (water,
sanitary and stormwater) l to ensure continued safe,
reliable and efficient service delivery.

Bu Lam
Sanitary &
Stormwater
Utilities

2023

X

Sustainable Urban Forest Strategy (SUFS)
Implementation
Continue to implement the SUFS by providing grant
funding to REEP Green Solutions to partner on private tree
planting and stewardship and planting 400 trees in parks
before the end of 2023 to replace trees lost through EAB,
storms and other events.
Facilities Infrastructure Program
Conduct a comprehensive review of facility infrastructure
needs that will incorporate building condition
assessments, sustainability opportunities, and accessibility
needs to identify current gaps and inform long-term
maintenance and capital improvement strategies to
address the infrastructure deficit.
Rehabilitation of City Hall Outdoor Spaces – Construction
Phase 1 and Phase 2
Complete construction associated with the rehabilitation
of City Hall Outdoor spaces.

Josh Shea
Parks &
Cemeteries

2023

X

Beatrice
Powell
Facilities
Management

2022

X

Lynda
Stewart
Facilities
Management

2022

X
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Infrastructure Services

Project Title & Description
Implementation of Significant Parks Projects
Complete construction of RBJ Schlegel Park – phase 2,
Westwood Park and Brubacher Parks.
Tender and award work at Alpine, Vanier/Traynor/Wilson
and Shoemaker Parks.
Initiate engagement at Oaten/Fergus/Idlewood and Kinzie
Parks.
Implementation of the Federal Disaster Mitigation and
Adaptation Fund (DMAF)
Plan and execute stormwater management infrastructure
projects across the city to leverage the DMAF grant funding
and advance the implementation of the 2016 Integrated
Stormwater Management Master Plan.

Project
Manager

Completion

New
Project

Continuing
Project

Niall Lobley
Parks &
Cemeteries

2022

X

Nick Gollan
Sanitary &
Stormwater
Utilities

2026

X

81

