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Trust and Confidence Report

What It Is:

• The first-ever comprehensive performance report 

at the City of Hamilton.

• A web-based report.

• Easy to update

• Environmentally friendly

• Consistent with today’s

tech-focused world
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Why Trust and Confidence?

Conference Board of Canada
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Council direction:

Hamilton’s Progress 2000 to 2017

At GIC on June 21, 2017
State of the City Comparative Study

Why Trust and Confidence?
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Why It Matters

• Results Matter

People expect value for money.

• Helps track progress towards the 

City’s Strategic Plan.

• Aligns with the development of Multi-Year 

Budgeting and Business Planning.
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Two Sections

• Services we deliver today

• Snapshots of our city
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Our Services
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• Service Description

• Related Subservices

• Type of Service

• Rationale

• Primary Funding Sources

• Service Level

• Service Level Source

• Performance Measures
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• How much did you do?

• How well did you do it?

• Is anyone better off?

Measures that are meaningful to residents

and are easy to understand.
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• Effective way to communicate what we do

• Based on the book by Mark Friedman

“Trying Hard Is Not Good Enough”

• Used by:

General Issues Committee
January 19, 2018

Boston

Calgary

Burlington

London (ON)

State of Vermont

Tillamook County (OR)

North Lincolnshire (UK)
And many more

Why RBA?
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Our Services

• 71% of services have measures included in

their profiles.

• Measures will continue to be added to the service 
profiles. Next update: April 2018
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Our Services
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• Animal Services
• Audit Services
• Building Inspections
• Building Permits and Zoning 

By-law Review
• Business Development
• Business Improvement &

Performance Excellence
• Business Licensing
• By-Law Enforcement
• Cemeteries
• Child Care System Management
• Chronic Disease and Injury Prevention
• Citizen and Customer Service
• City Enrichment Fund
• Community Hubs (under construction)
• Community Initiatives
• Corporate Radio System
• Corporate Security (under construction)
• Cultural Development
• Development Approvals
• Digital Operations and Open Data
• Directly Operated Child Care Program-

Red Hill Family Centre
• Early Years System Management
• Election Services

• Emergency Management
• Energy Initiatives
• Engineering Services
• Facilities Management
• Fire Protection Services
• Financial Management
• Fleet Services Management
• Forestry
• Growth Management
• Hamilton Farmers’ Market
• Hamilton Paramedic Service
• Healthy Environments
• Healthy Families
• Heritage Resource Management
• Horticultural Programs
• Housing Service System Management
• Housing Supports
• Human Resources
• Infectious Diseases
• Information Management
• Information Technology
• Land Use Planning 
• Legal Services
• Legislative Services & Council Relations
• Life Skills and Case Management
• Long-Term Care

• Ontario Works
• Organizational Oversight
• Parking Operations
• Parks and Open Space Access
• Printing and Distribution Services
• Provincial Offences Administration
• Public Health Foundational Standards
• Public Transportation
• Real Property Management
• Recreation Facilities, Products 

and Services
• Revenue Generation
• Risk Management
• Roadway Access
• School Crossing Guards
• Solid Waste Management
• Special Services Special Supports - Low 

Income Program
• Storm Water Management
• Strategic Communications
• Tourism Development
• Transportation Services
• Urban Renewal
• Wastewater Collection 

and Treatment
• Water Supply and Distribution
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Snapshots of our city
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Content

• Our Community

• Our Economy

• Our Outlook - independent assessments of our City

• The City of Hamilton’s Strategic Plan

• Taking the Pulse of the city

• City by the Numbers - Our Financial Situation
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Hamilton’s Progress from 2000 to 2017
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Key areas of progress:

Web Link

Compiled per Council’s Direction
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Report Updates

• Quarterly update frequency 

− selected sections

• Annual refreshment of service profiles.

• Next update:  April 2018
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Coming Soon

Enhanced service profiles:

• Service and performance trends

• Continuous improvement action plans

• Citizen feedback action items
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We Want Your 
Feedback

Email:

performance@hamilton.ca
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www.hamilton.ca/trustandconfidence

Where to Find the Report
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