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WHO WE ARE
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Technology and 
Application solutions

Enhanced multi-channel 
service experience

Financial and 
investment strategies

Trust, confidence 
and accessibility for 
local government

Expert legal and risk 
management advice

Multi-year financial 
framework

Administration and 
prosecution of provincial 
and municipal offences

CORPORATE
SERVICES

WHAT WE DO

Procurement, Taxation, Treasury 
Services and Financial Compliance
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2020 HIGHLIGHTS

2021 Tax Supported Operating Budget

Corporate Services
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A LOOK BACK AT 2020

Credit Rating

Multi-Year Budget 
Improvements

Security Awareness

IT Strategy

Strategic
Initiatives

Performance
Dashboards

Funding Strategy

Tax Program

AA+

Call Consolidation

Customer Service 
Strategy

Routine Disclosure
& Active 

Dissemination
Policy

Covid Response
Provincial Policy

Review

Financial 
Integration

Virtual Meetings 
and Delegations

5



6

METRICS 2020
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OUR PEOPLE SURVEY



Fiscal Health & 

Financial 

Management

• Identified and implemented alternative banking solutions 

for departments across the organization

• Developed a Cloud Strategy & Roadmap to better 

respond to new service delivery models 

• Implemented digital workflows for PED’s Open for 

Business Program for improved efficiencies in the 

processing of development applications 

• Facilitated all proposal evaluations, vendor performance 

and vendor disputes virtually

• Updated Procurement Policy and reported on annual 

Fair Wage Complaints

• Implemented an upgrade to our IT Service 

Management tool, rebranded to IT Service Desk Online 

which included the implementation of 20 additional self-

service options for corporate staff, as part of our IT 

Strategic Theme: Self Service Enablement 

2020 HIGHLIGHTS
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Integrated 

Growth & 

Development

Fiscal Health & 

Financial 

Management

• Development of an integrated financial management 

and delivery platform that allows for enhance reporting 

and tracking

• Expansion of the digital channel to support the delivery 

of property tax information (taxsupport email) and 

general service enquiries (askcity email)

• Introduction of enhanced court digital filings and early 

resolution service delivery

2020 HIGHLIGHTS

• Collaboration by Legal Services, Financial Planning, 

Administration and Policy and PED preparing responses 

to changes in Provincial legislation affecting Development 

Charges Act and Planning Act.

• Developed new DC interest policy 
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Trust & 

Confidence in 

City 

Government

A Healthy, 

Respectful & 

Supportive 

Workplace

• Instituted virtual public meetings for the approval of 

Apportionment of Land Taxes and Municipal Act Appeals

• Implemented the Property Tax Assistance Measures as 

approved by Council

• Provided innovative channel solutions to overcome 

service delivery challenges in response to the COVID-

19 Pandemic and the need to deliver services remotely 

• Continuous improvement of our city IT infrastructure to 

improve reliability and reduce security risk.

• Enhanced Cash Handling Protocols through an internal 

compliance assessment process.

• Collaboration between Accounts Payable and IT 

enabled City staff to process invoices remotely

• Collaborated with Public Health to source PPE and with 

Facilities to outfit Central Stores

• IT Service Desk implemented 20 additional self service 

options available to all city staff. 

2020 HIGHLIGHTS
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Technological 
Solutions

Financial 
Assistance

Legal 
Services

Procurement 
of PPE

COVID
Response

COVID-19 RESPONSE
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LOOKING AHEAD

2021 - 2024

2021 Tax Supported Operating Budget

Corporate Services



LOOKING AHEAD 2021-2024

13



A Healthy, Respectful & Supportive Workplace

14

LOOKING AHEAD 2021-2024
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LOOKING AHEAD 2021-2024
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LOOKING AHEAD 2021-2024
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2021 PRELIMINARY TAX 

OPERATING BUDGET

Department name

2021 PRELIMINARY TAX 

OPERATING BUDGET

Corporate Services

2021 Tax Supported Operating Budget

Corporate Services
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Organizational Chart

2021 Tax Supported Operating Budget

Corporate Services

General Manager 

Mike Zegarac

City Clerk

Andrea Holland
(28.00)
*(1.00)

Director Customer 
Service, POA & 

Financial Integration

Cindy Mercanti
(93.47)

Director Financial 
Planning, Admin 

& Policy

Brian McMullen
(83.58)

*(36.00)

Director Financial 
Services, Taxation & 
Corporate Controller

Rick Male
(80.00)

Director 
Information 
Technology

Maria 
McChesney

(110.00)

City Solicitor

Nicole Auty
(67.00)

Administrative Coordinator

Diana Mallard

Complement

(FTE)

Management *Management

Distributed

Other *Other 

Distributed

Total Staff to 

Management 

Ratio

2020 31.00 1.00 429.55 36.00 497.55 15.55:1

2021 30.00 1.00 434.05 36.00 501.05 15.16:1

Change (1.00) 0.00 4.50 0.00 3.50

*  Represents distributed staff whose budget are in operating departments.



19

2021 Tax Supported Operating Budget

Corporate Services

2021 Operating Budget by Division
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2021 Tax Supported Operating Budget

Corporate Services

Item Impact ($000s)

Employee Related Net (Gross $1.5M) – Merit, CBA, 

Benefit increases offset by recoveries

851

2021 Departmental Budget Drivers
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2021 Tax Supported Operating Budget

Corporate Services

Item Impact ($000s)

None built into the 2021 Corporate Services Budget

2021 Departmental Budget COVID-19 Impacts
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Multi-Year Outlook by Division

2021 Tax Supported Operating Budget

Corporate Services
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Efforts to Reduce Budget Impacts 

Service 

Continuity

Digital 

Channels
Tax 

Deferral

SERVICE

S

Channel 

Alignment

Funding Access
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2021 PRELIMINARY TAX 

OPERATING BUDGET

City Clerk’s Office

2021 Tax Supported Operating Budget

Corporate Services
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Organizational Chart

2021 Tax Supported Operating Budget

Corporate Services City Clerk’s Office

City Clerk

Andrea Holland

Manager
Elections / Print & Mail

(8.00)

Manager
Records & Freedom of 

Information

(10.00)

Manager
Legislative Services /

(8.00)

*(1.00)

Administrative Assistant II

(1.00)

Complement

(FTE)

Management Other *Other

Distributed

Total Staff to 

Management 

Ratio

2020 4.00 24.00 1.00 29.00 6.25:1

2021 4.00 24.00 1.00 29.00 6.25:1

Change 0.00 0.00 0.00 0.00

* Represents distributed staff whose budget are in operating departments.
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2021 Operating Budget by Section

2021 Tax Supported Operating Budget

Corporate Services City Clerk’s Office
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Item Impact ($000)

Employee Related – Merit, CBA, Benefit increases 76 

Increase in Lease and Service and other contracts 44

Increase in Facilities Recovery 38

Increase in Recovery for printing, postage and 

courier costs 

(116)

Reduction in contribution from Election Reserve to 

assist with the sustainability of the reserve 

44

2021 Divisional Budget Drivers

2021 Tax Supported Operating Budget

Corporate Services City Clerk’s Office
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By The Numbers
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2021 PRELIMINARY TAX 

OPERATING BUDGET

Customer Service, POA & Financial 

Integration

2021 Tax Supported Operating Budget

Corporate Services
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Organizational Chart

2021 Tax Supported Operating Budget

Corporate Services Customer Service, POA & 

Financial Integration

Director
Customer Service, POA & 

Financial Integration

Cindy Mercanti

Manager
Customer Contact Centre

(44.20)

Manager
Service Channel

(18.00)

Manager
Provincial Offences

(28.27)

Administrative 
Assistant II

(1.00)

Service Channel Specialist

(1.00)

Complement

(FTE)

Management Other Total Staff to 

Management 

Ratio

2020 4.00 89.47 93.47 21.62:1

2021 4.00 89.47 93.47 21.62:1

Change 0.00 0.00 0.00
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2021 Operating Budget by Section

2021 Tax Supported Operating Budget

Corporate Services Customer Service, POA & 

Financial Integration
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Item Impact ($000)

Employee Related 104 

Increase in Computer Hardware/Lease costs 23

2021 Divisional Budget Drivers

2021 Tax Supported Operating Budget

Corporate Services Customer Service, POA & 

Financial Integration
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By The Numbers
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2021 PRELIMINARY TAX 

OPERATING BUDGET

Financial Planning, Administration & 

Policy

2021 Tax Supported Operating Budget

Corporate Services
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Organizational Chart

2021 Tax Supported Operating Budget

Corporate Services Financial Planning, Admin & 

Policy

Director Financial Planning, 
Administration & Policy

Brian McMullen

Chief Investments 
Officer

(3.00)

Manager
Budgets & 

Fiscal Policy

(14.00)

Manager
F&A Corporate 
Services, CMO, 

PED

(23.08)

Manager F&A 
Public Works

(41.50)

Manager F&A 
Healthy & Safe 
Communities

*(36.00)

Senior Project Manager 
Corporate Initiatives

(1.00)

Complement

(FTE)

Management *Management

Distributed

Other *Other 

Distributed

Total Staff to 

Management 

Ratio

2020 6.00 1.00 77.58 35.00 119.58 16.08:1

2021 5.00 1.00 78.58 35.00 119.58 18.93:1

Change (1.00) 0.00 1.00 0.00 0.00

* Represents distributed staff whose budget are in operating departments
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2021 Operating Budget by Section

2021 Tax Supported Operating Budget

Corporate Services Financial Planning, Admin & 

Policy
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Item Impact ($000)

Employee Related Net (Gross $195K) – Merit, CBA, 

Benefits increases offset by charges to other depts

68

Caseware software licences 30

Computer Hardware/Lease Maintenance Recovery 41

Recovery for Finance & Admin costs reduction 114

2021 Divisional Budget Drivers

2021 Tax Supported Operating Budget

Corporate Services Financial Planning, Admin & 

Policy
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By The Numbers
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2021 PRELIMINARY TAX 

OPERATING BUDGET

Financial Services, Taxation and 

Corporate Controller

2021 Tax Supported Operating Budget

Corporate Services
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Organizational Chart

2021 Tax Supported Operating Budget

Corporate Services Financial Services, Taxation 

and Corporate Controller

Director Financial Services, Taxation 
& Corporate Controller

Rick Male

Manager
Accounting Services

(13.00)

Manager
Accounts Payable, 

Accounts Receivable & 
Financial Applications

(15.00)

Manager
Payroll & Pensions

(17.00)

Manager
Procurement 

Services

(17.00)

Manager
Taxation

(16.00)

Administrative Assistant

(1.00)

Complement

(FTE)

Management Other Total Staff to 

Management 

Ratio

2020 6.00 74.50 80.50 12.42:1

2021 6.00 74.00 80.00 12.33:1

Change 0.00 (0.50) (0.50)
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2021 Operating Budget by Section

2021 Tax Supported Operating Budget

Corporate Services Financial Services, Taxation 

and Corporate Controller
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Item Impact ($000)

Employee Related 184

Increase in printing, postage and courier costs 67

Increase in Computer Hardware/Lease costs 20 

Increase in indirect recoveries for Financial Services 

costs 

(58)

Increase in Arrears processing fees  (120)

Increase in Tax Transfer Fee (198)

Reduction in Reserve recovery due to removal of 0.5 

FTE 

36

2021 Divisional Budget Drivers

2021 Tax Supported Operating Budget

Corporate Services Financial Services, Taxation 

and Corporate Controller
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By The Numbers
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2021 PRELIMINARY TAX 

OPERATING BUDGET

Information Technology

2021 Tax Supported Operating Budget

Corporate Services
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Organizational Chart

2021 Tax Supported Operating Budget

Corporate Services Information Technology

Director
Information Technology

Maria McChesney

Manager
Infrastructure & Operations

(39.25)

Manager
Business Applications

(42.50)

Manager
Technology & Security

(4.25)

Manager
Strategy & Architecture

(22.00)

Administrative Assistant II

(1.00)

Complement

(FTE)

Management Other Total Staff to 

Management 

Ratio

2020 5.00 105.00 110.00 21:1

2021 5.00 105.00 110.00 21:1

Change 0.00 0.00 0.00
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2021 Operating Budget by Section

2021 Tax Supported Operating Budget

Corporate Services Information Technology
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Item Impact ($000)

Employee Related – Merit, CBA, Benefit increases 287

Cost Allocations increases (Printers, Facilities) 73

2021 Divisional Budget Drivers

2021 Tax Supported Operating Budget

Corporate Services Information Technology



48

By The Numbers
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2021 PRELIMINARY TAX 

OPERATING BUDGET

Legal Services and Risk 

Management

2021 Tax Supported Operating Budget

Corporate Services
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Organizational Chart

2021 Tax Supported Operating Budget

Corporate Services Legal Services and Risk 

Management

City Solicitor

Nicole Auty

Deputy City Solicitor
Dispute Resolution

(10.00)

Deputy City Solicitor 
Comm/Dev/Policy

(14.00)

Manager
Legal Services

Admin & Support

(32.00)

Manager
Risk Management

(10.00)

Complement (FTE) Management Other Total
Staff to 

Management Ratio

2020 5.00 58.00 63.00 12.6:1

2021 5.00 62.00 67.00 13.4:1

Change 0.00 4.00 4.00
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2021 Operating Budget by Section

2021 Tax Supported Operating Budget

Corporate Services Legal Services and Risk 

Management
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Item Impact ($000)

Employee Related net increase – (Gross $566K) 

CBA, Merit, Benefit increases offset by recoveries

153

2021 Divisional Budget Drivers

2021 Tax Supported Operating Budget

Corporate Services Legal Services and Risk 

Management
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By The Numbers



THANK YOU


