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Priorities Cascade from our 25 Year Community Vision 
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CMO Services and Sub-Services 
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Greater Transparency, Measurement 
& Accountability in 2018 
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Community Engagement 2018 Summits Highlights 
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Audit Services 2018 Highlights 
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Digital Office  2018 Highlights 
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Human Resources 2018 Highlights 
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Human Resources 2018 Metrics 
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City Enrichment Fund 2018 Highlights 
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Coordinated Communications 2018 
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Communications 2018 Campaigns 
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Centralized Creative Design Services 
Examples of 2018 Jobs 
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Revenue Generation  2018 Highlights 
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TRENDS & ISSUES 
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CMO TRENDS AND ISSUES 

Citizens expect greater transparency, access to information,  
involvement and value for tax dollars. 

Legislative and regulatory changes by other levels of 
government  as well as partnering opportunities. 

Identifying, developing and implementing strategies relating 
to  succession planning, talent retention, collective 
bargaining and  fostering a diverse and inclusive work place. 

Government modernization improves service delivery and 
operating efficiencies. Leveraging technology can maximize 
use of resources and improve quality of life for residents 
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ORGANIZATIONAL CHART 
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2019 OPERATING BUDGET BY DIVISION 
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MULTI-YEAR OUTLOOK 
2020-2022 
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TRENDS AND ISSUES 2020 - 2022 

  
 Citizens expect greater transparency, access to information,  

involvement and value for tax dollars. 
 
Legislative and regulatory changes by other levels of government  
as well as partnering opportunities. 
 
Identifying, developing and implementing strategies relating to  
succession planning, talent retention, collective bargaining and  
fostering a diverse and inclusive work place. 
 
Government modernization improves service delivery and 
operating efficiencies. Leveraging technology can maximize use 
of resources and improve quality of life for residents 
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AUDIT SERVICES 
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Major Initiatives 2019 2020-2022 Outlook 
Champion a mature risk 
assessment process for 
adoption by the City 
 
Launch the pilot of Fraud and 
Waste Hotline 
 
Implement an audit rotation 
program by mentoring staff 
from across the organization 
 

Expand continuous auditing to 
include more City processes for 
continuous auditing, such as 
procurement and attendance. 
 
Quality Assessment Reviews 
(QAR) 
 
Consolidated Annual Report on 
Audit Services activity to Council 
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DIGITAL OFFICE 
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Major Initiatives 2019 2020-2022 Outlook 
Develop Smart City Pilots 
including – 311 / online 
report a problem  
 
Working with  
Telecommunications 
industry on investments 
in infrastructure 
 
Open Government: work in 
partnership with the 
divisions on service 
modernization and better 
online services 
 
 

Move the Smart City program 
initiatives to full production 
 
Open Government enabling 
residents to easily access 
services online  
 
Focus on supporting government 
modernization including reducing 
paper based/manual processes 
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Major Initiatives 2019 2020-2022 Outlook 
Continued enhancements and improved 
functionality on the Human Resources Portal 
(HOWI) to expand self-serve capabilities 
 
Implement the centralization of a training 
module capturing, tracking and monitoring 
mandated job specific training requirements 
and data collection. 
 
Commence delivery of Transgender Protocol 
training to all employees 
 
Return to Work Services Functional Review 
 
Commence the collective bargaining cycle 
covering nine collective agreements 
 
Finalize and implement the HR 
branding strategy 
 
 
 
 
 

Implement action items generated from the 
Corporate Performance & Learning Strategy 
 
Review Talent processes & develop 
recommendations to improve time to hire & 
retention rates. 
 
Implement the City’s diversity and 
inclusion strategy 
 
On-going implementation of HR Technology 
Strategy. 
 
Implement and monitor Return to Work 
Services initiatives based on the structural 
review audit results 
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STRATEGIC PARTNERSHIPS & COMMUNICATIONS 
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Major Initiatives 2019 2020-2022 Outlook 
Implement the City’s Performance 
Excellence Dashboard with emphasis 
on the use of RBA framework for 
performance measurement. 
 
Drive additional revenues to public facing 
departmental programming and festivals 
 
Create and implement 
a Communications Scorecard. 
 
Migrate Hamilton.ca to Drupal 8 Platform 
 
RFP for visual design agencies and 
vendors – use of approved vendors list. 

Creation of centralized Marketing plan for 
the City of Hamilton, along with aligning all 
marketing resources and staff internally. 
 
Launch of Formal Corporate Continuous 
Improvement Program. 
 
Implementation of Standards for Public 
Engagement and Project Management. 
 
Develop the City’s Enrichment Fund online 
application submission platform and 
engagement tool enhancements to reach 
the City’s community organizations. 
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METRICS OUTLOOK 2020-2022 
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Audit 

• Anticipate increased 
volume in Fraud, 
Waste & 
Whistleblower 
complaints from both 
citizens and 
employees with the 
launch of the Fraud & 
Waste Hotline in Q2 
2019 

Digital Office 

• +60 new open data 
sets and increase 
data downloads to 
+5% a year 

• Develop five Smart 
City pilots, each with 
their own 
performance 
measures 

• Minimum of 12 
CityLab projects, 
each with their own 
outcomes 

Human Resources 

• We will continue to 
develop and expand 
on the HR dashboard 
to measure metrics 
such as workforce & 
succession planning 
related initiatives (ie. 
turnover, retirements, 
demographics, etc. 

• Implementation of 
OPS action items 
challenges and 
issues raised through 
the OPS results as 
measured against 
the survey 
implemented in 2020 

Strategic Partnerships 
& Communications 

• Revenue Generation 
to grow Gross Billed 
Revenues by 10% 
per year 

• Each Section within 
the Division to 
continues to grow 
capacity through 5% 
productivity 
improvements per 
year 
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MULTI-YEAR OUTLOOK BY DIVISION 

Preliminary 
2019 2021

Budget                             
$

Budget                             
$

% Change 
from 2019 

Budget                             
$

% Change 
from 2020 

Budget                             
$

% Change 
from 2021

City Manager
Strategic Partnerships 
& Communications

2,410,900 2,486,580 3.1% 2,555,860 2.8% 2,608,240 2.0%

Audit Services 1,115,980 1,142,420 2.4% 1,169,700 2.4% 1,197,840 2.4%
CMO - Administration 394,420 407,020 3.2% 419,540 3.1% 432,320 3.0%
Human Resources 7,046,520 7,192,410 2.1% 7,348,980 2.2% 7,503,480 2.1%

Total City Manager 10,967,820 11,228,430 2.4% 11,494,080 2.4% 11,741,880 2.2%

Multi-Year Outlook
2020 2022
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BUDGET CHALLENGES 2020-2022 
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Audit 

• Possible budget 
pressures related to 
investigations with 
respect to 
whistleblower 
complaints 

• Expanding services 
while maintaining the 
same level of 
workforce 

Digital Office 

• Investment in the 
program needs to be 
secured beyond the 
pilots, outcomes will 
be measured to 
demonstrate returns  

Human Resources 

• Investment in self-
serve and 
automation of 
learning, 
development and 
talent management, 
including 
sustainability of 
consumer grade 
technology 

• Increased benefit 
related costs 
associated with aging 
workforce and 
growing drug costs 

• Increased volume 
and expanding role 
scope to meet 
organizational needs 
to Diversity and 
Inclusion initiatives  

Strategic Partnerships 
& Communications 

• Capacity building 
pressure as 
communications 
demands and 
opportunities grow 

• Capacity building as 
the corporation and 
community demand 
more web based 
service delivery 
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ORGANIZATIONAL CHART 
Director, 

Audit Services 
Charles Brown 

Supervisor, 
Audit Services  

(4.0) 

Performance  
Auditor  

(1.0) 

Admin Asst II 
(1.0) 

Complement 
(FTE) Management Other Total 

Staff to 
Management 

Ratio 

2018 1.00 6.00 7.00 6.00:1 

2019 1.00 6.00 7.00 6.00:1 

Change 0.00 0.00 0.00 
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2019 OPERATING BUDGET BY SECTION 

2018 2019 2019
Restated Preliminary Preliminary

Net Gross Net $ %
Audit Services 1,066,430 1,145,980 1,115,980 49,550 4.6%
Total Audit Services 1,066,430 1,145,980 1,115,980 49,550 4.6%

Audit Services
2019 vs 2018
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2019 BUDGET DRIVERS 
Item Cost ($) 
Employee Related Costs $48k 
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2019 PRELIMINARY TAX 
OPERATING BUDGET 

 

Human Resources 
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ORGANIZATIONAL CHART 
Executive Director, 

Human Resources and Org Development 
Lora Fontana 

Director, 
Employee Health & 

Labour Relations 
(27.0) 

Director, 
HR Systems & 

Operations 
(23.0) 

Director, 
Talent & Diversity 

(25.0) 

Admin 
Coordinator 

(1.00) 

Complement (FTE) Management Other Total Staff to 
Management Ratio 

2018 8.00 67.50 75.50 8.44:1 

2019 8.00 69.00 77.00 8.63:1 

Change 0.00 1.50 1.50 
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2019 OPERATING BUDGET BY SECTION 

2018 2019 2019
Restated Preliminary Preliminary

Net Gross Net $ %
Emp Health & Labour Relations 2,546,400 3,737,490 2,526,390 -20,010 (0.8%)
HR Systems & Operations 1,833,230 2,528,580 1,921,480 88,250 4.8%
Human Resources Admin 184,140 220,430 200,200 16,060 8.7%
Talent and Diversity 2,321,400 2,541,950 2,398,450 77,050 3.3%

Total Human Resources 6,885,170 9,028,450 7,046,520 161,350 2.3%

Human Resources 
2019 vs 2018

2019 BUDGET DRIVERS 
Item Cost ($) 
Net Employee Related Costs $181k 

Cost Allocations (40k) 

Other 20k 
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2019 PRELIMINARY TAX 
OPERATING BUDGET 

 

Strategic Partnerships & 
Communications 
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City Manager’s Office 

ORGANIZATIONAL CHART 

Director, 
Strategic Partnerships & 

Communications 
John Hertel 

City Enrichment Fund 
(1.00) 

Corporate Initiatives 
(3.00) 

Communications** 
(20.00) 

Revenue Generation 
(1.60) 

Farmers’ Market* 
(4.19) 

Complement 
(FTE) Management 

* Distributed 
Management 

Other 
* 

Distributed 
Other 

Total # of staff/ 
Management 

2018 4.00 1.00 22.60 3.19 30.79 5.16:1 

2019 4.00 1.00 22.60 3.19 30.79 5.16:1 

Change 0.00 0.00 0.00 0.00 0.00 
• *Distributed staff represent a direct reporting structure to John Hertel of Hamilton Market employees.  Hamilton 

Market budget resides in Boards and Agencies 
• **Communications include: Communication Officers, Digital Communications (Web), Social Media & Marketing, and 

Graphic Design 

2019 Departmental Operating Budget Presentation 
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City Manager’s Office 

2019 OPERATING BUDGET BY SECTION 

2018 2019 2019
Restated Preliminary Preliminary

Net Gross Net $ %
Communications 1,576,330 1,609,640 1,609,640 33,310 2.1%
Social Media 303,010 342,380 312,380 9,370 3.1%
Corporate Initiatives CMO 522,260 512,070 512,070 -10,190 (2.0%)
Revenue Generation -320,570 915,320 -400,000 -79,430 24.8%
Administration 363,720 376,810 376,810 13,090 3.6%

Total Strategic Partnerships 
& Communications

2,444,750 3,756,220 2,410,900 -33,850 (1.4%)

Strategic Partnerships & Communications
2019 vs 2018

2019 BUDGET DRIVERS 
Item Cost ($) 
Employee Related Costs $95k 

Revenues ($85k) 

Cost Allocations and Recoveries ($29) 

2019 Departmental Operating Budget Presentation 
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