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Agenda

 Context and Interpretation of Results

 Toronto Performance - Internal Results

 Toronto Performance - External Comparisons

 Continuous Improvements Initiatives

 Results of Supplementary Review – By-Law Enforcement

 World Bank – Global Cities Indicators Facility

 Conclusions



Federal 
55.7% 

($21,504)

Provincial 
37.7% 

($14,563)

Municipal

6.6% 
($2,533)

$9
$12
$13
$28
$29
$30
$33
$42
$45

$82
$108
$122
$129

$164
$177

$211
$237
$248
$251

$570

$0 $100 $200 $300 $400 $500 $600

Building Services
City Planning

Municipal Licensing and Standards
Council

Long Term Care
Public Health

Community Grants (CPIP)
Information & Technology

EMS (Ambulance)
Children's Services (Childcare)

Other
Public Library

Transportation (Roads, signals, …
Debt Charges

Parks, Forestry and Recreation
Hostels and Social Housing 

Social Services
Fire

Solid Waste (Garbage & Recycling)
Public Transit (TTC)

Police

-$8

How Your Municipal Tax Dollars are 
Spent in Toronto

Total Taxes Paid ($38,600) by the 
Average Ontario Family
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What’s Included in Toronto’s Report
27 service areas
9 years of internal trends 
 Internal trend categories : 

favourable; stable;  unfavourable

Achievements and Initiatives
External (OMBI) trend 

comparison uses four quartiles:  
1st quartile;  2nd quartile;  3rd quartile; 4th

quartile

Narrative and context explaining 
Toronto’s ranking
OMBI Joint Report – alpha order
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Toronto’s results are compared 
internally from 2008 to 2007 to 
identify trends. Those trends are 
colour-coded and described as:

•Favourable (green)

Stable (amber)
Unfavourable (red)

Chart 
reference in 
report for 
more detailed 
information

Toronto’s 2008 results compared externally to other OMBI 
municipalities – results are summarized and colour-coded 
by quartile relative OMBI median:

•1st quartile-better than median- dark green

2nd quartile- better than median– light green
3rd quartile - worse than median– yellow
4th quartile - worse than median– red

Category of 
Indicator or 
/Measure 

Question 
that 
reviewer 
may be 
interested in 
knowing 
answer for

Technical 
name of 
measure 

Summary of change in 
Toronto's service level 
indicators between 2007 
and 2008

Summary of change in Toronto's 
performance measures 
(Community impact, customer 
service or efficiency) between 2007 
and 2008

Summary comparing 
Toronto's 2008 service 
level indicators to other 
municipalities

Summary 
comparing 
Toronto's 2008 
performance 
measurement 
results (community 
impact, customer 
service or 
efficiency) to other 
municipalities

How to Interpret the Summaries of Results
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Internal Results: Service Levels and Performance Measures

Examples of Increases (2008 vs. 2007)

•More park land and trails added
•Increased library holdings
•More registered Sports and Recreation 
programming offered
•More transit vehicle hours provided

Examples of Improvement (2008 vs. 2007)

•Increased commercial/industrial 
construction values
•Decreasing crime rates in all crime 
categories
•Reductions in fire-related injuries and 
fatalities and improvement in response 
time
•Increase in solid waste diversion rates

Service/Activity Levels (44 Indicators)

Performance Measures (118 Measures)
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• City of  Barrie

• City of Hamilton

• City of London

• City of Ottawa

• City of Sudbury

• City of Thunder Bay

• City of Toronto

• City of Windsor

• Durham Region

• Halton Region

• Niagara Region

• Peel Region

• Waterloo Region

• York Region

• Brant County

• District of Muskoka

Ontario Municipal CAOs Benchmarking Initiative

Covers 75% 
of Ontario’s Population 

for Regional Services
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• Winnipeg, and  Calgary 

now associate members



External Results 
Service Level/Activity (52 Indicators)

Performance Measures (115 Measures)

Areas where Toronto has the best results:
•Highest rate of library holdings
• Highest rate of Social Housing units
•Highest rate of transit vehicle hours 
provided

Areas where Toronto has the best results:
•Highest rate of commercial/industrial 
construction values per capita
•Lowest rate of fire related injuries
•Lowest cost of governance and corporate 
management
•A high rate of long-term care satisfaction
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Total lane kilometres in Toronto….

Percentage of road pavement condition rated  as 
“Good to Very Good” in Toronto (Best of the single-
tier municipalities)

Key Facts: Road Services

13,357

km ….if all of Toronto’s roads 
would be laid out in a single 
lane, it would stretch from St. 
John’s Newfoundland to 
Victoria B.C. and then back to 
Toronto

87.6%
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Amount of drinking 
water that Toronto 
treats  during the 
year….

405,194 

Megalitres ….which is enough to fill up the 

Rogers Centre 253,000
times over in one year

$90.00
The cost of water treatment 
per Megalitre in Toronto 
(lowest of the OMBI 
Municipalities) 

Key Facts: Water Services

Context and 
Guide

Suppl. Review Global CitiesContinuous Improvement ConclusionsInternal Results
External 

Comparisons



11 

Million
….if each of these items 
was stacked on top of 
each other, the stack 

would reach 165 Km 
into the atmosphere!

Total number of 
items in the 
Toronto Library 
Collection….

Is the average number of 
times per year that a library 
item is borrowed from the 
Toronto Public Library ( versus 
median of 3.0 for other 
municipalities) 

4.68 

Key Facts: Library Services
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External Results – Below the Median 

 Measures in social programs that Toronto has little control over:

 High % of children in low income families

 Longer length of stay in shelters (availability of social housing)

 Higher social assistance benefit costs per case (shelter/housing component)

 Long wait time for social housing (shortage)

 Measures impacted by Toronto’s high population density and urban form:

 Lower  residential construction values per capita (little undeveloped land)

 Higher rate of traffic congestion and vehicle collisions

 Higher cost of solid waste disposal (no local landfill site)

 Measures impacted by the advanced age of our infrastructure:

 Wastewater collection – 30% of the system  is >50 years old leads to higher 
costs and higher rate of sewer back-ups

 Water distribution - more than 20% of system > 80 years old, leading to higher 
costs and more watermain breaks
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External Results – Below the Median 

 Measures with high costs required for more effective service delivery or because 
of the service delivery model used:

 Toronto has high costs of roads maintenance but also has the highest pavement 
condition rating of the OMBI municipalities 

 High costs for solid waste diversion per tonne but Toronto also has the highest 
diversion rate for single unit homes/houses 

 High transit cost per vehicle hour due to Toronto’s multi-modal system, which  
leads to the highest transit use per capita of the OMBI municipalities 

 Ongoing work in a number of service areas to improve results
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Improvements and Initiatives - Highlights
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 Report identifies various 2009 continuous improvement initiatives in each service 
area. Examples include :

 Improve Customer Service and Quality – Transit Patrol Unit (TPU) to raise the 
comfort level of riders and TTC staff

 Initiatives to Improve Effectiveness - Completed the installation of Pedestrian 
Countdown Signals at all feasible locations as well as the City’s second 
Pedestrian Priority Signal at the Yonge/Bloor intersection

 Efficiency Improvement Initiatives – remote computing capability in various 
division to increase staff productivity while in field

 Initiatives to Improve the Quality of Life of Torontonians -over 160 
neighbourhood projects were completed to beautify and green Toronto’s 
streets

 Initiatives to Protect Vulnerable Communities in Toronto - the expansion of 
Library services, during the economic downturn to support job seekers 
including 35,000 new books on career and job search and a new job search 
page was offered on the library’s website.



By-Law Enforcement Services



By-Law Enforcement – Variance by District
Avg. No. of By-Law Enforcement Requests per Staff Member and 

Avg. Number of Open Files per Staff Member
Do differences in the number of 
investigations  by  District Office 
account for more open files ?

Findings - investigations 
per staff member does 
vary by district but 
appears to be no 
correlation with number 
of open files 

Findings - appears to be 
no correlation by district 
between the increased 
complexity of files and 
number of open files
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Does the level  of activity for 
an average investigation vary 
by district and account for 
more open files? 



By-Law Enforcement – Variance by Staff Member

Does the number of open files vary 
significantly by staff member ?

Findings - 10% of the staff members 
account for 23% of all open files and 
34% of all files open greater than 6 
months
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Group A
10%

Group B 
90%

- Percentage of Staff with Most Open 
Files (As of March 31, 2010) 

Group A
23%

Group B 
77%

Percentage of  Division's Open Files  
(As of March 31, 2010) 

Group A
34%

Group B 
66%

Percentage of Division's

Open Files > 180 Days



By-Law Enforcement – Actions Taken by MLS

 Dedicated resources to monitoring, analyzing and 
following up on results at district and individual level

 Supervisor designated in each district for assigning work 
and deploying staff

 Biweekly conference calls with District Managers to 
review and discuss results, approaches, areas of focus etc. 

 Targets established - each officer should be completing an 
average of six inspections per day
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General improvement in % of 

files closed within 1 year –

and decrease in variance 

between districts

Improvements seen in percentage of 

files closed within 60 days

By-Law Enforcement – Progress Seen
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Improvements seen in percentage  of 

initial response within 5 days  to non-

emergency investigation request

Increased capacity with existing 

resources to undertake more pro-active 

work such as the Multi

Residential Apartment Building 

Inspection Program (MRAB) and the 

focus on illegal mobile signs.



Toronto and International Comparisons



•Global City Indicators Facility 
(Funded  by World Bank)
•Based at University of Toronto
•Opened: November 2008
•Budget: $1.2 million (over 3 years)
•Number of cities worldwide: 105
•Number of cities in Canada: 11
•Number of core indicators: 31

Global Cities Indicators Facility

www.cityindicators.org
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Global Cities Indicators Facility
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Global City Indicators- Toronto Data 
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Conclusion
 The Performance Measurement and Benchmark Report 

demonstrates accountability and enhances transparency in 
how Toronto delivers municipal services

 Data  is being used by staff in resource allocation and planning 
processes

 Continuing efforts to improve service delivery as evidenced by 
the initiatives identified in the report, and the supplementary 
review of By-Law Enforcement  Encouraging 

 Benchmarking work to be expanded in future reports beyond 
Ontario
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Questions?


