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Purpose

Purpose of the meeting

Present themes of the Corporate 
Services Department (CSD) Service 
Delivery Review

Summarize business cases

Expected benefits
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Engagement timeline

May June July August September October November

Full project kick-off

1. Project launch and data gathering

2. Service profiles

4. Opportunities 

5. Business cases

Final 
report 

presentation in 
December

3. Benchmarking 

6. Prepare final service delivery review report

Prioritization workshop
August 19th

Milestone MiltonDeloitte Workshop

Validation workshop 
August 17th

Review opportunities

Bi-weekly project status meetings

Review draft report

Interviews

Update to Council
September 14th
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Themes of findings from Service Delivery Review

Meeting the demands 
of growth

• Town growth of 122% between 2006 and 2018
• Increased demand on Town services and 

support from CSD

Enabling digitization

• Investments in technology 
to reduce future costs

• Citizens are starting to 
expect increased digital 
services

Investments in people 

• Repurposing time savings to 
higher value add activities

• Increasing headcount when 
capacity cannot be generated 
through technology

Process improvements

• Be flexible and agile 
processes to embrace 
improvements of 
technology
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Business Cases

Elements of the business cases

Background and context

Business case rationale

Risk assessment and response
strategy

Human resources implications

Cost and funding requirements
/implications

Change management 
considerations
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Business Cases

01
pg 42

02
pg 54

03
pg 133

04
pg 143

05
pg 158

Enabling digitization
Increase Accounts Payable 
(AP) automation to create 
process efficiencies and 
improve service levels

Create a Self-Service 
Web Based Portal for 
property tax activity

Implement automated 
plate reading 

technology for parking 
enforcement

Pilot a Corporate-wide 
Customer Relationship 
Management (CRM) system 
within one division to develop 
the foundation for a more 
comprehensive business case 
for a CRM system

Implement a Council meeting 
management software system to 

streamline and modernize 
manual/outdated processes related 
to agenda creation and to improve 

the end-user experience when 
accessing Council agendas and 

related documents 
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Business Cases

01
pg 65

02
pg 78

03
pg 103

Process improvements

Implement a work order 
system to track Town 
maintenance activities to 
facilitate efficient access for 
insurance claims, Region and 
Freedom of Information (FOI) 
request purposes

Explore further 
automation of payroll 
linked to a new Human 
Resource Information 
System (HRIS) or an 
alternative delivery model

Reassess how the Information 
Technology (IT) Help Desk 
provides services
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Business Cases

02
pg 116

01
pg 92

Investments in people

Develop Human 
Resources (HR) related 

training and supporting 
resources for people 
leaders and explore 
related learning and 

development modules 
within an HRIS system

Revise staffing and service 
delivery model of Municipal Law 

Enforcement Officers (MLEO), 
Animal Services Officers and 

Parking Enforcement Officers
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Service Delivery Review Outcomes

Management was provided with 53 opportunities, and 10 detailed business cases1

Implementation plan and details required2

Investments and changes to on-going cost structure3
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Expected benefits

Repurposed Staff Time

Estimated combined time savings to be 
repurposed to deal with future growth 
is approximately 7,900 to 11,250 hours 
of staff time.

Improved Service Levels

• Automated services 
• Focus on higher value add activities

Future cost avoidance

 7,500,000
 9,500,000

 11,500,000
 13,500,000
 15,500,000
 17,500,000
 19,500,000

2019
Actuals

2020
Budget

2021
Projected

2022
Projected

2023
Projected

2024
Projected

2025
Projected

Potential Salaries and Benefits Growth

Projected Salaries and Benefits (without business case implementation)

Projected Salaries and Benefits (with business case implementation)
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Questions
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About Deloitte

Deloitte provides audit and assurance, consulting, financial advisory, risk advisory, tax, and related services to public and private clients spanning multiple industries. Deloitte serves 
four out of five Fortune Global 500® companies through a globally connected network of member firms in more than 150 countries and territories bringing world-class capabilities, 
insights, and service to address clients’ most complex business challenges. Deloitte LLP, an Ontario limited liability partnership, is the Canadian member firm of Deloitte Touche 
Tohmatsu Limited. Deloitte refers to one or more of Deloitte Touche Tohmatsu Limited, a UK private company limited by guarantee, and its network of member firms, each of which is 
a legally separate and independent entity. Please see www.deloitte.com/about for a detailed description of the legal structure of Deloitte Touche Tohmatsu Limited and its member 
firms.

Our global Purpose is making an impact that matters. At Deloitte Canada, that translates into building a better future by accelerating and expanding access to knowledge. We believe 
we can achieve this Purpose by living our shared values to lead the way, serve with integrity, take care of each other, foster inclusion, and collaborate for measurable impact.

To learn more about how Deloitte’s approximately 312,000 professionals, over 12,000 of whom are part of the Canadian firm, please connect with us on LinkedIn, Twitter, Instagram, 
or Facebook.

© Deloitte LLP and affiliated entities.

http://www.deloitte.com/about
https://www.linkedin.com/company/1521182/
https://twitter.com/DeloitteCanada
https://www.instagram.com/deloittecanada/?hl=en
https://www.facebook.com/DeloitteCanada/
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