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niroduction

A. Overview of our engagement

KPMG has been retained by the Town of Blind River (the “Town”) to undertake a review of its current processes within the finance
department, including:

» User fees (landfill, recreation and water and sewer)

» Taxation revenue

« Purchasing and Accounts Payable (including credit card processing)
« Payroll (including employee expense reports

« Monthly reporting and budgeting processes

This report includes the work completed on the finance processes. The process mapping and analysis completed on the non-financial
processes (building permits, public works, planning applications, agenda preparation etc.) have been included in a separate report.

Our review is being undertaken in connection with funding received by the Town from the Audit and Accountability Fund (the “Fund”).
The Fund was established by the Province to assist municipalities in identifying potential cost savings from operational efficiencies and
other strategies. Pursuant to the provisions of the Fund, the Town is required to:

» Retain a third party advisor for the purposes of the review, rather than undertaking the review internally;

» Provide public disclosure as to the results of the review, including a statement from its advisors as to the quantum of potential cost
savings; and

» Establish that front line service reductions and increases in user fees are not outcomes of the review.
The terms of reference for our review is based on our engagement letter dated March 6, 2020.

Our review relied heavily on the contributions and knowledge of Town personnel and we would like to express our appreciation
and thanks for the assistance provided to us by staff.

kPG



niroduction

B. Our approach

Our review involved a series of facilitated working sessions with Town staff to discuss the current processes used by the Town for the
delivery of various administrative services. During these working sessions, KPMG facilitated discussion with Town staff to identify the
individual steps in the process under review, as well as any issues that were perceived as impacting operating efficiencies, customer

service, internal controls or risk management.

The approach adopted to review the Town’s processes reflected the LEAN concept of value-stream mapping. While there are many
different definitions of LEAN, we define LEAN thinking as the belief that there is a simpler, better way through a continuous drive to
identify and eliminate waste, or inefficiencies and errors, in day-to-day work. It is about making work environments efficient and effective,
SO organizations can provide higher quality of services to their customers. LEAN helps create time for quality improvement to be part of
everyday routine activity.

There are five common principles of LEAN thinking:

1.

Value is defined by the voice of the client. If a process or function doesn'’t create value for the client (recognizing that clients can be
internal or external), the question is why is it being performed.

LEAN requires that you understand your process. Process mapping allows you to have a picture of your process so that you can
begin to make improvements. Without this understanding, it is difficult to have transparency and see where the problems are. It also
helps teams gain an understanding of everyone’s involvement in the process.

LEAN seeks to develop flow, so that products or services move fluidly and without interruptions through the process.

LEAN seeks to establish pull, so that activities are undertaken in response to what a client needs when they need it, by reacting to a
trigger. This is contrary to how many processes are structured, which involves a push to the next user regardless of whether they are
ready or not.

LEAN is a means of continuous improvement. When done right, LEAN is not a one-time event but rather a journey to continually
improve processes and constantly strive to supply value, from the perspective of the client.
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LEAN methodologies are intended to help organizations identify and address one of eight typical types of inefficiencies.

Inefficiency

Defects

Description

Work or services that are not completed
correctly the first time.

Examples

Departments key in hours worked incorrectly,
requiring payroll to fix errors.

Overproduction

Doing more than what is required to complete
the task.

Generating reports that are not used by
management.

Waiting

Idle time when material, information, people or
equipment are waiting.

Waiting for approvals prior to issuing cheques.

ERe
g
eBs

Non-utilized talent

Not utilizing all of the skills of employees.

Incurring overtime because staff working in
other departments cannot be used.

Transportation

Moving equipment, supplies or equipment
from place to place.

Transferring paper files from one location to
another rather than using email.

Inventory

Having more material and supplies on hand
than what its needed.

Stocking extra stores inventory to prevent
stockouts caused by poor order management.

Motion

Unnecessary movement by employees to
complete an activity.

Having staff attend meetings in person rather
than by video or teleconference.

Extra processing

Spending extra time and effort for an activity,
including duplication of efforts.

Developing Excel spreadsheets to track
information that is already available in MIS.

PP
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C. How to read our report

For each process under review, we have provided process maps that outline the individual worksteps undertaken as part of the process
in Chapter Il. These maps are outlined in flowchart form and are intended to assist in understanding (i) the individual worksteps
performed by Town personnel; (ii) the sequential ordering of the worksteps; and (iii) decision points included in the process.

Where an area for potential improvement has been identified, they have been indicated in the process maps through the following

markers:

Process inefficiencies, which may include
duplication of efforts, manual vs. automated
processes and the performance of work with
nominal value

Client service limitations, representing aspects of
the Town’s operations that may adversely impact
on customer satisfaction

Financial risk, representing areas where the
Town’s system of internal controls is insufficient to
prevent the risk of financial loss

Litigation risk, consisting of potential areas where
the Town’s processes may expose it to risk,
including areas where existing measures to
mitigate risk are considered insufficient

Included with the process maps are the potential areas for improvements, as well as potential courses of action that could be adopted by

the Town to address the identified issues.
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D. Restrictions

This report is based on information and documentation that was made available to KPMG at the date of this report. We had access to
information up to the date of this report in order to arrive at our observations but, should additional documentation or other information
become available which impacts upon the observations reached in our report, we will reserve the right, if we consider it necessary, to
amend our report accordingly. This report and the observations and recommendations expressed herein are valid only in the context of
the whole report. Selected observations and recommendations should not be examined outside of the context of the report in its entirety.

Our observations and full report are confidential and are intended for the sole use of the Town of Blind River's management team. We
consider this report to be operational in nature and as such, intended for internal management use only. In order to satisfy the public
reporting requirements of the Fund, key themes emerging from our review of the financial processes have been reported in a separate
public document.

Our review was limited to, and our recommendations are based on, the procedures conducted. The scope of our engagement was, by
design, limited and therefore the observations and recommendations should be in the context of the procedures performed. In this
capacity, we are not acting as external auditors and, accordingly, our work does not constitute an audit, examination, attestation, or
specified procedures engagement in the nature of that conducted by external auditors on financial statements or other information and
does not result in the expression of an opinion.

Pursuant to the terms of our engagement, it is understood and agreed that all decisions in connection with the implementation of advice
and opportunities as provided by KPMG during the course of this engagement shall be the responsibility of, and made by, Town of Blind
River. Accordingly, KPMG will assume no responsibility for any losses or expenses incurred by any party as a result of the reliance on
our report.

Comments in this report are not intended, nor should they be interpreted, to be legal advice or opinion.

KPMG has no present or contemplated interest in the Town of Blind River nor are we an insider or associate of the Town of Blind River or
its management team. Our fees for this engagement are not contingent upon our findings or any other event. Accordingly, we believe we
are independent of the Town of Blind River and are acting objectively.

kPG 9
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ABDreviations

AC

DPW
DF
DPS
CAO
APC
ACW
DFCS
DC
DH
GF
CBO
BA

wO
CR
RM

Accounting Clerk — Taxation / Accounts
Receivable

Director of Public Services / Works
Director of Finance

Director of Protective Services

Chief Administrative Officer / Clerk
Accounts Payable / Payroll Clerk
Accounting Clerk — Water Department
Director of Facilities and Community Services
Deputy Clerk

Department Head

General Foreman

Chief Building Official

Building Assistant

Administrative Assistant

Work Order

Cash Receipts

Recreation Manager

11



JSerrees - Landll

Discussions with
comparator municipalities
on fee structure and
process

Budget prepared and set
annually to determine
tipping fees

User fees approved are
posted on Town website

Resident contacts Town
for pick up of garbage

Excel spreadsheet
updated with the tipping
fee and transaction
details

Vehicle arrives at the gate

and attendant determines

fee based on vehicle and
trailer size

Tipping fee entered into
the system and fee paid
via debit or credit only

Weekly tracking sheet
provided to the AC by
landfill attendant

Monthly billing completed
by the AC for contractors

Resident has option of
dump or curbside pick up
(differing user fees)

Residential
Curb side

Dump or
curbside
pickup

Residential

Contractor
or
residential

Contractor

Contractor arrives and
attendant enters the drop
off into an Excel tracking

sheet
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Polential Courses of Action

On a weekly basis the landfill attendant provides the AC the weekly The payment report with all transactions should be provided

tracking sheet (Excel document) for purposes of billing landfill to the AC in order to complete a reconciliation of the landfill
charges to contractors and recording the residential transactions transactions. On a weekly basis, prior to submitting the
from the payment system (debit/credit machine). There is a documents by the attendant to the Town office, the payment
payment listing report that is available daily and printed by the landfill | listing should be reconciled to the Excel spreadsheet to
attendant however this document is not provided to the AC and a ensure accuracy.

reconciliation is not completed.

At the current time, the document provided to the AC for purposes of
billing and recording within the system is the Excel document, which
is manually updated by the landfill attendant. Given the lack of
reconciliation it is possible transactions will be missed on the excel
document, resulting in additional reconciliations required at month
end while completing the bank reconciliation.




JSEr Fees - Recreation

One time — Out of Town Users

User contacts Town office
for service request

Town forwards to
Recreation for service
request

User receives and pays
permit fee by cheque,
cash or debit

RM selects user fee from
list of available fees

User contacts Recreation
for service request (one
time user or out of town

user)

Monthly Users

RM provides the AC with
monthly user summary

N

AC generates monthly

recurring invoices

Receipt created and
issued to user

Invoices are filed in
binder at front counter

Invoice is emailed to
customer

Invoices are emailed to
RM
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Potential Courses of Action

Previous Potential Course of Action

Update (June 2020)

Currently, all user fees need to be paid
in person at the Town office by cash,
debit or cheque. Due to the time
required to attend the Town office,
users may opt to not pay the required
fees if the penalty for not doing so is
minor.

Allow user fees to be paid and accepted
online through the Town’s website. The
Town has already made standard forms
available on their website. Easier access
to methods of payment will encourage
users to pay the required fees.

There is now the ability to make payments via
etransfer (this is noted for any required Town
payment, such as taxes, water billings or rentals of
recreation facilities).

A receipt is not always created and
issued if a user does not request a
receipt. There is a risk that a permit
(e.g. fire permit) is manually completed,
issued to the user and fee collected but
never entered into the accounting
system, providing the opportunity to
misappropriation of funds.

Ensure a receipt is issued for all user
fees. Create signage at the reception
desk that informs users to ask for and
receive a receipt for all purchases.

In the longer term, do no accept cash
payments. All payments for user fees
should be paid by cheque or debit/credit.

The finance group is looking to develop a policy and
procedure for all miscellaneous receivables, which
would include the process to invoice and steps for
cash payment / non-payments. It is anticipated the
policy would be developed by Q4 2020.

Copies of invoices that have been sent
out and not yet paid are filed in a binder
at the front counter to track unpaid
invoices. This information is already
entered into the Town’s accounting
system and should be tracked using the
system capabilities.

Consideration should be given to
discontinuing the process of printing and
filing all unpaid invoices in the binder at
the front.

The finance group is looking to develop a policy and
procedure for all miscellaneous receivables, which
would include the process to invoice and steps for
cash payment / non-payments. It is anticipated the
policy would be developed by Q4 2020.

With the use of the updated policy and procedure
document the process for printing these invoices is
anticipated to cease as of the start of 2021.

In addition, a new system has been sourced for the
scheduling and invoicing of recreation facilities. The
budget for this system was approved by Council in
2020 and it is anticipated the system will be
implemented in Q4 2020 / Q1 2021. The Director of
Facilities will be in charge of the implementation.

15




USerFees - Water and sewer

Water and sewer bill sent
to residents by mail
quarterly

. . User pa
User receives bill S t;ﬁ yS

Process stops

Online or Yes

cash/chq.

Property owner enters
payment information

(ID number) payment
ACW looks up the user’s ACW receives cash or pser comes to T(.an
office (drop box option as
account cheque

well) or mails in payment

A4

ACW applies payment to
outstanding balance

A4

ACW prepares and
provides receipt to user

KPMG

Interest applies and
notice of balance owing
sent to user

)4

User pays
bill

No

A4

Water shut off from
property
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Polential Courses of Action

Issue Previous Potential Course of Action Update (June 2020)
All water and sewer bills Allow users to receive bills electronically through Bills can be accessed electronically provided the email
are currently manually email. System generated emails can be address is included within Vadim. The Town has been
prepared and sent by produced that will send users their bills sending correspondence to residents to allow them to sign up
mail. This results in electronically thereby reducing costs associated for electronic invoicing. There have been a number of
additional time and with post and the time required to prepare and residents who have done so.
postage costs incurred by mail the bills.
the Town In addition, the Town is investigating the implementation of a

User portal with Central Square. The portal would allow users
to receive email notification when their bill is available and can
be viewed with a “pay now” option including credit card
payment (the user would assume the fees associated). It was
noted there may be a need to revise the bylaw for the
implementation of the portal.

It is anticipated billings commencing in 2021 will utilize this
technology as the background work by Central Square is
complete (only Town IT integration is required).

Although a formal The Town can implement the following process Based on information shared during the course of the review,
collection of water and step: the Town addressed this issue upon the completion of the
sewer policy exist (Policy Service Delivery Review. The Town has both reviewed and
No: 1.3.4) it is not always » Update the formal policy that is followed for updated the policy as per the previous recommendation.
adhered to. This can lead water and sewer arrears, similar to property

to inconsistent methods taxation (e.g. notice of pass due amounts sent

used for collection and after 30 days, development of a payment plan

expose the Town to after 60 days, water shutoff after 90 days).

potential legal and » The policy should be approved by council and

reputational risks. made public to inform all users and residents

of the process and policy in place.
Furthermore, the most

recently policy was Updating and adherence to a formal policy will
approved in 2011 and allow staff to address operational matters in a
may require review and more efficient and time sensitive manner.
updating.

KPMG 17



Blings and Collections: Property Taxation - ASsessment & Maling

Assessments loaded into

Ownerships are updated

taxation system and on an ongoing basis The AC updates the new AC ensures mortgage

balanced to assessment tax rates (upload the PY banking information is
Il by AC and throughout the year by rates at this time) ! accurate 2
ror oy AL an the AC
A4
AC confirms the Billing summary report

information and enters aAnfj: (ca:]es dL:tr:ereaylr”r;er;trT reviewed and signed off nglgﬁlrgég)?nb_?ﬁ?]cisr;re

into Live Mode of the applied o ach())urFI)ts y by the DF (on the Mode b Acp Y

accounting system PP temporary balances) y

W
DF downloads the files AC loads the information AC prints property tax
from the OPTA for into the system and bills and billing summary Bills sent to third party to
property tax imports required to ensure accuracy of be folded
considerations schedules information

N

Mortgage listing sent to Bills returned to Town

mortgage companies by

AC (ongoing basis) in envelopes and mails

out

office and AC places bills

1This process is started before the new tax rates are finalized and approved for the years. As a result, the AC utilizes the prior year tax rates

as a starting point and then will update the new tax rates once they are approved.
2This process is completed on an ongoing basis throughout the year.

kPG

18



Property Taxation - blling and Gallections

Property taxation bill sent
to property owner by mail

Billings and Collections: Wate
Sewer and Property
Taxation — Online

Receipt prepared by AC
and provided to taxpayer
(if requested)

After 2 business days —
the AC will run the
monthly and 10 month
and update payments

A4

Payments noted as NSF
charges will be posted in
subsequent months

kPG

Property owner receives
bill

If etranfser, individual
rvE payment information sent
to a generic email
address

Taxpayer
pays bill?

Notice of balance in
arrears sent to property
owner

AC looks up the property

E owner’s account and

applies payment to O/S
balance

N

Taxpayer processes
payment online via online
payment or etransfer

Pre-authorized file is sent
N on the 5% of the month
(for monthly PAP)

Property owner comes to
Town office or mails in
cheque

N

Monthly

Monthly or
due date
PAP

Pre-authorized file is sent
on at least the day before
the due date
(for due date PAP)

On-line

Payment method selected

Cash or
Cheque

Pre-

authorized
payment
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Potential Courses of Action

Issue

All taxation bills are
currently manually
prepared and sent by
mail. This results in
additional time and
postage costs incurred by
the Town

Previous Potential Course of Action

Allow users to receive bills
electronically through email. System
generated emails can be produced
that will send users their bills
electronically thereby reducing costs
associated with post and the time
required to prepare and mail the bills.

Update (June 2020)

In addition, the Town is investigating the implementation of a User
portal with Central Square. The portal would allow users to
receive email notification when their bill is available and can be
viewed with a “pay now” option including credit card payment (the
user would assume the fees associated). It was noted there may
be a need to revise the bylaw for the implementation of the portal.

It is anticipated billings commencing in 2021 will utilize this
technology as the background work by Central Square is complete
(only Town IT integration is required).

Notices of arrears are
sent to taxpayers when
they have not made
required tax payments by
the appropriate due date.
At the current time there
is no standard timeline
that is followed to dictate
when the letter should be
sent to the tax payer.

A tax collection policy should be
formally documented and adhered to
which includes timelines for the notice
of arrears to be sent to the taxpayers.
This will ensure a consistent approach
is followed and can allow these tasks
to be allocated to other individuals at
the Town (i.e. the DF can review the
letters once prepared).

A listing of taxation arrears over a
certain age will need to be developed
which aligns with the newly developed
policy which will facilitate the
preparation of the letters by the staff
on a timely basis.

The taxation collection policy has been drafted and will be
presented to the Corporate Services Committee during the
September 2020 meeting. This policy has been available
previously but given the COVID impact and leniency provided to
residents for taxation bills the policy was not previously reviewed.

The taxation collection policy includes the timeline for the first

notice of arrears letters to be provided to the taxpayer. The earlier
the letters are provided to the taxpayer the more likely they will be
to make a repayment or provide the Town with a repayment plan.

20



Blings and Collections: Water, sewer and Property axation - Uniine

Property Taxation —
Billing and Collections

Bank faxes or emails
payment summary to
Town (by Roll #)

The AC and/or ACW
create cash batches for
each report received from
the banks

AC or ACW looks up roll
number or acct. # from
payment summary

Online payment sent
directly to the bank

(when payment

A4

Report prepared for Payment received batch

. . Receivable report (taxes .
committee and council port ( o is balanced and closed
. water and sewer) is
meetings on aged A/R . Follow up on the
reviewed at end of month

year over year balances

Payment is applied to
user’s account by roll
number or acct. #




Potential Courses of Action

Issue

Notices are arrears are sent to taxpayers when
they have not made required tax payments by
the appropriate due date. At the current time
there is no standard timeline that is followed to
dictate when the letter should be sent to the tax
payer.

Previous Potential Course of Action

A tax collection policy should be formally
documented and adhered to which
includes timelines for the notice of arrears
to be sent to the taxpayers. This will
ensure a consistent approach is followed
and can allow these tasks to be allocated
to other individuals at the Town (i.e. the
DF can review the letters once prepared).

A listing of taxation arrears over a certain
age will need to be developed which
aligns with the newly developed policy
which will facilitate the preparation of the
letters by the staff on a timely basis.

Update (June 2020)

The new tax collection policy was
presented to the Corporate Services
Committee during the September 2020
meeting. This policy has been available
previously but given the COVID impact
and leniency provided to residents for
taxation bills the policy was not previously
reviewed.

The taxation collection policy includes the
timeline for the first notice of arrears
letters to be provided to the taxpayer. The
earlier the letters are provided to the
taxpayer the more likely they will be to
make a repayment or provide the Town
with a repayment plan.
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Allings and Collsctions: Grants

For government grant For non-government Council abproves

applications, DH, DF or applications, certain grant aoplvin foFr)p rant. if DH or CAO obtains grant

CAO identifies applicable programs get directed to PP yne?:essgr ’ application

program relevant DH y
A4

DC archives submitted Application is sent to DH, DF or DC complete
Grant apolication and inputs into Funder (DC for application (reach out to
approved? pprants trackin F;heet government and DH for third party for questions if

9 9 non government grants) any noted)

Council Agreement is discussed

Letter of approval from Unsigned Agreement is approval reviewed and approved
funder is sent to CAO sentto CAO PpT PP
required? by Council
\\4

Subsequent reporting
required to funding Payment received from
sources and/or Council grant provider
performed by DH

Agreement signed by the
CAO (DC is backup)
and/or Mayor per the

grant requirements

Project milestones
achieved and reported on
by DF to receive payment

Vv
A4

DF determines what the
funding is for by
contacting the DH (if
required)

DF records revenue
information into
accounting system

RSRA 2



Potential Courses of Action

Issue

Currently there is no formal guidance
provided by Council to establish grant
priorities (operating, capital, job creation
etc.) As a result, the DH may be focusing
efforts on initiatives that are not a priority of
the Town.

Previous Potential Course of Action

The following procedures should be
developed to ensure priority areas are
focused on for the grant search. This should
include the following:

Prior to the budgeting process, Council
should set specific priorities for operating,
capital and job creation to ensure grant
research is focused on the relevant
areas.

Assign accountability for the grant
research by type (operating, capital and
job creation to the DH and/or DF).

On a standing, monthly basis have an
update presented to Council on the grant
research and applications.

Update (June 2020)

Based on the previous recommendation,
Council provided a list of priorities
(essentially a wish list) for the year as a
well as a community improvement plan
and strategic plan. There are formal
presentations made to Council on the
plans and priorities which has resulted in
Council’s vision being brought to life in
their established priorities.

Further planning can be completed on the
capital project management area. See
the additional recommendations
presented within the Capital Project
Management process mapping.

Currently, a debrief of unsuccessful grant
applications does not always occur.
Determining the reason for the failed
application can identify the strengths and
weaknesses in the application and will assist
with improved grants submissions in the
future.

Follow up should be completed on all
unsuccessful grant applications in excess of
$50,000 by the individual who completed the
grant application. This will help to identify
items to improve on further applications.

There has been a new step added to
complete a debrief of unsuccessful
applications by the individual who
submitted the grant. This information is
then used in subsequent grant
applications in an effort to increase the
success of the application.

24



Potential Courses of Action

Issue

Revenue and the related receivable for grant
funding is not recorded until the funds are
received. There is a risk at the end of a period,
that revenue related to that period is not
recorded. Additionally, since the receivable
balance may not recorded, there can be an
increased risk that funds owed to the Town are
not collected as they will not be followed up on
a regular basis.

Finally, the involvement of the DF within the
grant tracking process is critical given the
project reporting requirements. It was noted
many times the DF is not notified of the grant
application or the status of the grant which can
create issues with the reporting, overall
responsibilities for the grant and tracking.

Previous Potential Course of Action

Grants should be recorded as accounts

receivable when approved and/or earned.

This receivable should then be cleared
when the cash is received. This will allow
the DF to follow up on any outstanding
balances and also provide more accurate
information for cash forecasting and
budgeting.

Update (June 2020)

The Deputy Clerk has overall
responsibility for a grant tracking
spreadsheet which was developed to
track the following information:

e Grant purpose

¢ Amount requested

¢ Municipal contribution

* Town contact

¢ Grant successful (Yes / No)

This task will be transitioned to the DF in
Q4 2020. Requiring the DF to update the
tracking spreadsheet will enable to
recording of the revenue and receivables
associated with the grants on a timely
basis.

In addition, the tracking spreadsheet is
presented and discussed by the DHs at
the bi-weekly manager meetings to
ensure all members of the management
team are aware of the status of the
various grants.

25




Allings and Collections: Uther Accounts Recevanie - Landiil

User Fees - Landfill

The AC prepares the

Yve;,ﬁ:y SUbrntSSIOI’l Ofc}hg f:rer(;tsecsht?) dgleeci(;crezzef%r invoices in Vadim (weekly Invoices printed and
andtilt user tees provide - . 9 for individuals and mailed out to customers
to the AC each invoice

monthly for contractors)

A4

Follow up completed by
the AC or other finance
staff member on unpaid
balances

Payment
received on
invoice?

Additional invoice copies
printed and stored in a
binder by the front desk

Billings and Collections
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Polential Courses of Action

Copies of invoices that have been sent out and not yet paid are filed The finance group is looking to develop a policy and

in a binder at the front counter to track unpaid invoices. This procedure for all miscellaneous receivables, which would
information is already entered into the Town’s accounting system include the process to invoice and steps for cash payment /
and should be tracked using the system capabilities. non-payments. It is anticipated the policy would be

developed by Q4 2020.

With the use of the updated policy and procedure document
the process for printing these invoices is anticipated to cease
as of the start of 2021.

Follow up is not completed on a regular basis on balances which are | An accounts receivable collection policy should be formally

outstanding. At the current time there is no standard timeline that is documented and adhered to which includes timelines for the
followed to dictate when the follow up should be completed with the follow up to be completed with the individuals. This should
individual with the outstanding balances. include all types of receivable balances of the Town. This will

ensure a consistent approach is followed and can allow these
tasks to be allocated to other individuals at the Town to
create additional efficiencies within the process.

A listing of accounts receivable balances over a certain age
will need to be developed which aligns with the newly
developed policy which will facilitate the necessary follow up.

Follow up is not completed on a regular basis on outstanding A listing of balances in arrears should be provided to the

balances. At the current time there is no standard process that is landfill staff and should individuals attend the landfill with

followed to dictate the steps required when there are outstanding balances outstanding should be required to pay their

balances. balances prior to completing their current deposit at the
landfill.

' o O ©O
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plings and Collections: Uther ACCoUNts Recelvanie - Recreation

User Fees - Recreation

Group rental information
and individual rentals
provided to the AC

Fee schedule accessed The AC manually inputs
for rates to be charged for data for the invoices in
each invoice Vadim (monthly)

Invoices provided to the
recreation department to
provide to the customers

A4

Follow up completed by
the AC or other recreation
staff member on unpaid
balances

Payment
received on
invoice?

Additional invoice copies
printed and stored in a
binder by the front desk

Billings and Collections
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Polential Courses of Action

Copies of invoices that have been sent out and not yet paid are filed
in a binder at the front counter to track unpaid invoices. This
information is already entered into the Town’s accounting system
and should be tracked using the system capabilities.

The finance group is looking to develop a policy and
procedure for all miscellaneous receivables, which would
include the process to invoice and steps for cash payment /
non-payments. It is anticipated the policy would be
developed by Q4 2020.

With the use of the updated policy and procedure document
the process for printing these invoices is anticipated to cease
as of the start of 2021.

The data for the arena and community centre rentals is provided by
the RM to the AC for manual input of the information into the invoice.
Given there is no linkage between a scheduling system and Vadim
there is the potential for manual input errors on the invoices.

A new system has been sourced for the scheduling and
invoicing of recreation facilities. The budget for this system
was approved by Council in 2020 and it is anticipated the
system will be implemented in Q4 2020 / Q1 2021. The
Director of Facilities will be in charge of the implementation.

Follow up is not completed on a regular basis on balances which are
outstanding. At the current time there is no standard timeline that is
followed to dictate when the follow up should be completed with the
individual with the outstanding balances.

An accounts receivable collection policy should be formally
documented and adhered to which includes timelines for the
follow up to be completed with the individuals. This should
include all types of receivable balances of the Town. This will
ensure a consistent approach is followed and can allow these
tasks to be allocated to other individuals at the Town to
create additional efficiencies within the process.

A listing of accounts receivable balances over a certain age
will need to be developed which aligns with the newly
developed policy which will facilitate the necessary follow up.

Follow up is not completed on a regular basis on outstanding
balances. At the current time there is no standard process that is
followed to dictate the steps required when there are outstanding
balances.

A listing of balances in arrears should be provided to the
recreation staff and should individuals attend the arena with
balances outstanding should be required to pay their
balances prior to completing their current deposit at the
landfill.

' 0 0 O
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Blings and Collections: End of bay Gash Reconcliation

Billing and Collections — User fees
Billing and Collections — Property taxes
Billing and Collections — Water and Sewer

CR summary, Trans.
Control and GL acct., and
payment by type reports

Do the
amounts

AC or APC compares the
cash/cheque collected to

Staff investigates the
difference to determine

ile?
orepared by AC or APC the summary report reconcile? cause
A4
. I Cash/cheque and deposit If staff unable to
Municipal staff will bring : . L .
slip stored in safe AC prepares deposit slip determine cause of the
cash/cheques to bank to . ) .
. (everyone has access to for cash and cheque difference DF will assist
be deposited :
the safe) and review
N
A4

‘ Staff will void or correct
transactions to balance to
‘ cash collected
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Polential Courses of Action

It was noted all staff within the finance and administration group The access to the safe should be limited to individuals who

have access to the safe and are aware of the combination. While are not preparing the cash deposit information. This is

certain staff members have the combination, they do not use the needed to ensure should cash be missing in the safe there

combo and access the safe. would be a limited number of individuals who have access to
the safe.

Given all staff are aware of the combination for the staff funds can be
removed from the cash stored in the safe and there would be no way | Itis recommended the CAO, DC and DF are the only

to determine who has accessed the safe of the cash. individuals with access to the safe as these individuals would
not be processing or recording payments. This will require
the lock / combination on the safe to be reset which will be
investigated in Q4 2020.




Lapital contract Prolect Management

Municipal Engineering
firm recommends signing
a contract

CAO reviews
recommendation from
Engineer and prepares

report to Council

Council
reviews

contract

CAO and Mayor Sign the
contract

A4

Engineer communicates
with CAO as needed
(varies from daily, weekly

Engineer supervises the E_nglne_er |n|t|at_es pre-
contractor and on-site project kick-off discussion
activit with contractor (CAO +
y DH attend)

CAO notifies relevant DH
that project is a go

CAO approves WO
changes, overages, key
decisions during the
project

CAO and DF update Council approves any
Council during Council project overages, where
Meetings needed

Contractor submits claim
each month to Engineer

A4

Engineer oversees
project to completion,
directs CAO on
completion and release

CAO directs DF to
release final payment for
project

Engineer prepares
complete report on end of
project and submits to
CAO

A4

CAO presents report to
Council
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Potential Gourses of Action

At the current time the process of determining which projects take Faced with aging infrastructure, growing demands for service
precedent are not defined. The process for capital project selection and changing operating environments, Ontario's
is mainly reactionary and can be based on issues that arise. There Municipalities are challenged to control costs and get more
is a lack of long term asset management planning. Recent changes out of their asset base. A structured and robust approach to
to provincial regulations relating to asset management further Infrastructure Asset Management helps organizations make
highlight the need for full asset management planning to meet the informed and effective plans and decisions, align capital and
Phase Il milestones as of July 1, 2023. operations spending with goals and priorities, and manage
the trade-offs between service, risk and cost over the asset
lifecycle.

As a result, it is recommended a structured asset

management policy be developed which aligns the asset

management planning decisions with other guiding

documents for the Town including the strategic asset

management policy and the Official Community Plan. The

policy should:

« Set and communicate organizational commitment to AM
principles and philosophies

» Align and integrate asset management with the Town’s
Strategic Planning process, as well as other key goals,
policies and plans

» Confirm how stakeholders will be engaged and their input
included in the asset management planning process

» Support formation of a culture that values asset
management and makes it a priority

» Define asset management responsibilities and
accountabilities for Council, CAO and management

» Guide the asset management planning process, and
embed asset management thinking in to ongoing capital,
operations and maintenance activities

RSRA 2




Potential Gourses of Action

It was noted throughout the process mapping session that the CAO
spends a considerable amount of time managing the various capital
projects. It was noted the size of the project does not matter and
CAO involvement was noted on smaller projects. The involvement
in each project results in an inefficient use of the CAQO’s time and
takes away from a more strategic focus on longer term capital
planning for the Town.

A formal guidenline for allocation of responsibilities for capital
projects should be documented by the Town. This would
include allocation of responsibilities for projects to the various
DHs. Itis recommended capital projects $50K and below are
managed by the DHs with support from the finance group for
the overall reporting requirements to the funders.

While projects exceeding $50K will likely have CAO
involvement, it is recommended the first point of contact be
the DH with the CAO moving into a support role on the
various projects.

For significant projects (exceeding $250K) the CAO should
be the lead individual for the project, with coordination at the
departmental level when needed.

Formal policy development is recommended for the
delegation of responsibilities to ensure all staff are aware of
the new process for managing projects. This formal policy
for capital projects should be aligned with the newly approved
purchasing policy for the Town.

It was noted throughout the process mapping sessions that changes
are required to the purchasing policy as the current policy requires
CAO approval of purchases greater than $2K. As a result,
regardless of overall responsibility for the capital projects there is
significant CAO approvals required given the requirements of the
purchasing policy.

As indicated within the purchasing and accounts payable
process maps, revisions are required to the purchasing

policy.

As part of the process mapping activities, KPMG has
reviewed the purchasing policy and best practices have been
suggested within the purchasing process via the updated /
revised purchasing policy
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Payroll Time sheet sUbmission

Employee manually

Employee manually Employee tracks hours If applicable, employee oo
completes time sheet and OT worked, vacation tracks the time spent by SUI;T I(t\i :1"2:; aSIT ?jitr(ii)gto
weekly or bi-weekly taken by department project pandemic)
Yes
\\4

DH delivers hard copy of
time sheet to Town
administration office

Time sheet returned to
employee for follow up

Timesheet
approved?

DH reviews time sheet for
reasonableness

DF attaches printed
vacation / absence
request forms

Yes

A4
Time sheets provided to
DF to review before
entering (vacation
tracking)

Vacation /
absence
form on
hand?

DF contacts DH / Staff to
complete form

N

DF provides time sheets
and vacation forms to
APC

See Payroll — Payroll Processing
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Potential Courses of Action

Issue

Timesheets are prepared manually which can
result in timesheets being inaccurate (e.qg. all
hours not adding to 70 hours every pay period)
or incomplete (e.g. description of the tasks and
projects completed not being recorded).

Previous Potential Course of Action

Have staff complete timesheets
electronically, restricting submission until
all errors or discrepancies have been
addressed.

Update (June 2020)

This finding is still valid. The budget for
2020 included funds for an automated
payroll system which would eliminate the
need for the manual timesheets. This
was put on hold in 2020 given COVID
impacts however it is anticipated the
system will be implemented within Q4
2020 or Q1 2021.

No standard timesheets between departments.
The AC and Treasurer are required to adapt
their process to recording payroll based on the
department timesheet (e.g. required
information is at different locations on
timesheets).

Standardized timesheets for all Town staff
should be developed and utilized.

New spreadsheets have been developed
for use by Town staff (one for employees
always using the same coding and one for
timesheets requiring a number of codes to
allocate their time). Each department has
been provided with the codes relevant to
their department for use in the timesheet
reporting.

Staff do not always code time to specific
projects on their time sheets. This is
increasingly important for Public Works staff
who may be working on a conditional grant
project that requires financial reporting on the
total cost of the project at its conclusion. The
Treasurer and DHs are required to recalculate
wage costs at the end of a project. As a result,
project costs at a point in time are not always
known and comparisons to budget can not be
completed accurately until the conclusion of
the project.

Require staff to code time by project, if
applicable, on their timesheet. Project
codes should be set up in the accounting
system with applicable expenses (wages
and other) applied to these project codes.
This will potentially provide for more up to
date costing information to determine if
the project is on budget and free up the
time of the Treasurer and DHs at year
end.

The previously identified issue is not as
pronounced given the development of the
2 newly utilized timesheets (noted above)
which include pre-populated department
coding to facilitate the preparation of the
timesheets.

However, the move to electronic
timesheets would improve this process
and eliminate the manual input and
entries associated with the manual
timesheets.

]
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Potential Courses of Action

Issue

It was noted time sheets are submitted to APC
/ DF which have been reviewed and approved
by the Department Heads however they
contain errors and require follow up. This
indicates that a thorough review is not
competed by the department heads and there
is an overreliance in the finance group to catch
errors.

Previous Potential Course of Action

It is important to communicate with the
Department Heads on the importance of a
thorough and accurate timesheet review
before submitting the approved timesheet.

In addition, the move to electronic
timesheets can include certain automated
data entry prompts when incorrect
information is included. The technology
solutions can also assist with the
standardization of the timesheets which
will assist with identifying errors before
approving for submission.

Update (June 2020)

This finding continues to be an issue and
creates inefficiencies for the finance
group. Given the use of manual
timesheets, handwritten adjustments can
be completed which are not legible for the
finance group and require additional
follow up.

In addition, the follow up is required to be
completed by senior individuals at the
Town (CAO and DF) which is not an
efficient use of the time of the senior
management team.

Employees need to bring hard copies of their
timesheets to the Town office. The time taken
to deliver the timesheets can be spent on other
value added activities.

Set up a shared folder on the Town
network that restricts access to only the
Department Heads. At the end of the pay
period, the Department Head can scan
and save the time sheets in the share
folder. This will also indicate their review
and approval. The Accounting Clerk can
then retrieve the time sheets from this
folder and save them electronically.

This finding is still valid. At the time of
this report, there is the desire to move
towards electronic timesheets. Currently
manual timesheets continue to be utilized.
This finding will be remedied with the
move to electronic timesheets.
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Potential Courses of Action

Issue

The DF is reviewing timesheets to ensure all
vacation and absences noted on the submitted
timesheets has been approved. This activity
should be completed by the DH or AC,
allowing the DF to direct her resources on
other activities.

Previous Potential Course of Action

Initial review of timesheets should be
completed by the DH. The DH would
have the most accurate information
relating to whether the individual was at
work or away given vacation or sick time.

Timesheets submitted without the
vacation/absence approval forms should
not be approved by the DH. Secondary
review should be performed by the AC.

Update (June 2020)

There continues to be issues identified
based on the review of the timesheets.
Given the errors noted and the
requirement for the DH to re-review the
timesheet, the DF continues to review the
timesheets.

Accountability rests with the DHs for the
review of the employee timesheets.
Tracking of the errors within employee
timesheets should be commenced and
provided to the CAO on a monthly basis
for follow up purposes.

Managers do not have access to the vacation,
and time in lieu balances when deciding to
approve the leave request from employees.
This information needs to be requested from
the Finance department. There is a risk that
employees can take unearned paid leave or
vacation. This will only be detected upon the
DF's review of the vacation/leave forms on
hand, which occurs after the vacation/leave
has already been taken.

Provide department heads with monthly
summaries of vacation / leave / overtime
entittement. DHs can use this information
when approving the vacation/leave. This
will also assist the DH with recognizing
which vacation/leave forms the Finance
Department has on file and reduce the
number of instances that DF is required to
follow up and request a missing
vacation/leave form.

Each DH now has access to the accrued
leave banks (vacation and sick time)
however it was noted vacation approvals
and timesheets can still contain errors.

The DH must be the individual accurately
approving the use of vacation and time in
lieu balances and ensuring this
information is included within the
timesheets appropriately. Relying on the
finance group to identify errors and
following up on the timesheets is not an
efficient use of time by the finance
department.
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Payral: Payroll Processing

From: Payroll: Time Sheet Submission

\4

Time sheet
APC receives time sheets APC enters time sheet is accurate No Follow up with employees
from DF data into payroll module and and/or DH
complete?
Yes Yes
A\ 4 \\4

Exception
report
contains
errors?

APC prepares pay run
exception report and
provides to DF for review

DF reviews pay run
exception report

Employee provides
resolution to the APC

Payroll register and pay If differences, DF

T LT

DF signs pay run APC inputs pay period . : S
. . A run exception report reconciles minor items
exception report and information; prepares and . f .
rovides back to APC prints payroll register provided to DF for review (car allowance, other one-
P (ensure totals match) offs);
A4
APC prepares EFT file APC prints remittance Payroll register and pay Pay run exception report
and uploads to bank report and bank deposit run exception report provided to CAO for
website list provide back to APC review
y/

DF reviews and signs
bank report and
transaction register to
ensure totals agree

APC prepares and emails
pay stubs (automated
process); if manual APC
prints and provides to

APC prints “edit and
verification report” and

provides to DF (Continued)

St oo LT

kPG

See Payroll: Payroll Processing
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Pavroll: Payroll Processing (Continued)

From: Payroll: Payroll Processing

l

Payroll reports scanned Employee time sheets
and put onto server drive filed in employee’s folder

APC records payroll
journal entry and closes
pay period and/or month

APC records Receiver
General / garnishment
payable entries (RRSPs,
pension) required
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Polential Courses of Action

Previous Potential Course of Action

Update (June 2020)

Timesheets are provided to the DF on
Tuesday. Payroll is required to be prepared,
reviewed and processed by Wednesday at
11:00 AM. This short time frame does not allow
for proper analysis to ensure the accuracy of
timesheets and payroll and lends itself to
errors due to the required rush to meet the
payroll deadline.

It was noted the DH may not complete an
accurate review of vacation, sick time and time
in lieu balances when deciding to approve the
leave resulting in errors for follow up by the
finance group.

Change timing of when payroll processing
occurs. Pay employees for the previous
two week period rather than the current
week. This will provide the Accounting
Clerk and Treasurer more time for the
financial analyst to ensure all submissions
are complete and accurate.

The process has been improved to have
most timesheets approved on a weekly
basis for employees who have time to be
allocated. This has resulted in an
improved turnaround on the approvals.

Employees working in the same
department without cost allocations
continue to be reviewed on a bi-weekly
basis.

In addition, new timesheets have been
developed to facilitate this process.

Duplication of data entry of employee time
sheet submission into payroll module sheet.

It is recommended the employees
complete timesheets electronically, and
submit to the DH for approval. Once
approved by the DH, they would send all
time sheets to DF indicating that they
have been approved.

This finding is still valid. At the time of
this report, there is the desire to move
towards electronic timesheets. Currently
manual timesheets continue to be utilized.
This finding will be remedied with the
move to electronic timesheets.

When there is a change in wage rate for an
employee, there is no independent review of
the changes to ensure that the approved
changes have been accurately entered into the
payroll system. Without independent
verification, there is a risk that changes could
be entered incorrectly.

Whenever employee pay rate information
is changed, a Senior staff member
independent from the payroll function
should verify a sample of employees’
payroll records to ensure that changes
have been entered correctly. Wage rates
should be reviewed regularly to ensure
accuracy

It was noted the DF does review the
changes to ensure they are appropriate.
When changes are noted they are
reported to the CAQO in order to sign off on
the rates for non union (union staff is in
accordance with the salary grid). The
payroll registers are signed off as an
indication of approval however there is no
observation within the payroll module to
review the rate change.
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Polential Courses of Action

Previous Potential Course of Action

Update (June 2020)

The Town'’s payroll process in heavily paper
based with exception reports and payroll
registers printed after every version. This
results in numerous pages of information that
is incorrect or requires updating after review

Consideration should be given to using
and saving only electronic versions of
payroll information. Electronic signatures
can be developed and used for approvals.
Saving in printing costs as storage space
requirements would also result.

Throughout the process update it was
noted the payroll registers are scanned
however the process remains very paper
based and manual.

This finding is still valid. At the time of
this report, there is the desire to move
towards electronic timesheets. Currently

manual timesheets continue to be utilized.

This finding will be remedied with the
move to electronic timesheets

A number of processes for payroll processing
gather, store and use the same information
resulting in an increase in the risk of human
error and duplication of efforts. The cost and
time savings associated with the
implementation of a direct deposit program can
be significant

The Town may want to consider
automating the time tracking required for
the payroll process (e.g. swipe cards,
mobile application check in, etc.) . This
will reduce the inefficiency from
duplicating information in the current
process and simplify the year end
reporting processes and requirements,
including T4 preparation.

One process improvement has been
noted which includes saving the payroll
report to the G drive instead of printing
and including in a binder. It should be
noted all individuals have access to the G
drive therefore the folder where the
payroll documentation is stored should be
password protected, with the password
only available to the CAO, DF and APC.

The process continues to be manual and
there continues to be the desire to move
to an electronic process.

Payroll information is reviewed multiple times
by the DF throughout the process (pay run
exception report, payroll register, remittance
report and bank report) . This can result in
multiple revisions throughout the process that
is completed by the AC.

The Treasurer can review the payroll
register and pay run exception report at
the same time. Corrections that are
required can be made to both reports at
the same time by the Accounting Clerk,
eliminating one of the iterations of the
process.

It was noted the system is date sensitive
and will not allow dual review of the
reports. With the transition to an
electronic payroll process this issue will
be resolved.

0 0 O
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Potential Gourses of Action

It was noted employees are provided a choice on a manual vs.
electronic pay stub. The dual process followed creates additional
work for the finance group.

When an employee is hired they are provided with documentation
where their email address is provided to the Town. The majority of
employees also have a Town email address. There are three
individuals who receive paper copies of their pay stubs as they have
not provided email address (mainly volunteer fire fighters).

The APC should follow up on all employee information sheets
to ensure upon hiring the email address is filled ouy by the
new employee.

All employees should be provided with an electronic pay stub
to ensure one process is followed and to allow for a reduction
in the use of paper in the printing of the pay stubs.

It was noted throughout the review that payroll information is stored
on the G drive and can be access by any member of the finance

group.

It should be noted all individuals have access to the G drive
therefore the folder where the payroll documentation is stored
should be password protected, with the password only
available to the CAO, DF and APC. This will ensure
confidentiality of data payroll related information.
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FMPIoyee EXPense Reports

Expense report form filled Receipts attached to Expense form submitted

Travel expense occurs :
P out by the employee expense form to supervisor for approval

Supervisor forwards
expense report to APC for
processing

Approved

by
supervisor

Entered in A/P for the

next cheque run Reviewed by supervisor

DF reviews all payments
through report provided
by APC

Payment
approved
by DF

List of approved reports

EFT is processed kept on hand

Process stops

*Travel expense policy is kept in a binder with blank expense forms and it is also provided to new employees and councilors. Therefore, the
policy is always available to staff and supervisors.

kPG
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Accounts Payable: Purchasing

Purchase
Between $0
to $2,000

Purchase is made by DH

Purchase

Product or service need between S’L:g{gtri@i
identified $§5088(;[0 $2k and $5K

Purchase
between
$5,000 to
$15,000

3 formal
quotes ($5 -
$15K)

Purchase

RFT - Council

greater approval
than >$15K
$15,000

Report and

recommendation provided

to council

A4

Verbal approval given to
DH by senior staff or
Council

Council resolution to
approve purchase

To: Accounts
Payable: Recording
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Potential Courses of Action

Issue

Currently, the Town does not always use
preferred or approved vendors for recurring
product purchases or services. There is a risk
that the Town is not receiving optimal value
when purchasing products or services from
vendors.

Previous Potential Course of Action

Establishing preferred vendors for
recurring products purchases or services
on a scheduled basis can simplify the
purchase process and provide increased
value. Tendering product purchases
and/or recurring services for an agreed
time frame can result in cost savings.
Furthermore, DHs should be provided
with a listing of approved and preferred
vendors.

Enforce the use of approved vendors with
negotiated agreements

Update (June 2020)

A revised purchasing policy has been
drafted and presented to Council in the
summer of 2020. KPMG reviewed the
proposed purchasing policy and
recommended the use of preferred
vendors and the use of purchasing cards
which would be appropriate for smaller
purchases.

Management will be determining whether
additional P-Cards can be used
throughout the remainder of 2020.

Currently, the procurement policy is not
consistently adhered to. Purchases are
sometimes made without the required
guotations documented. There is a risk that the
Town is not receiving optimal value when
purchasing products or services from vendors

Centralizing the purchase process with
the finance department and requiring
department heads to submit formal
purchase requisitions and purchase
orders for purchases greater than $2,000.
This will ensure that quotes are submitted
to the approver before they are authorized
to make the purchase.

A reviewed purchasing policy has been
drafted and presented to Council in the
summer of 2020

The revised purchasing policy includes
best practices for purchasing directives.
A sole source document has been
prepared for use by the Town when the
number of quotes per the purchasing
policy are not obtained.
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Potential Courses of Action

Issue

Purchase orders are completed
manually on paper. The
information on the purchase
order then needs to be entered
into the accounting system by the
APC resulting in a duplication of
efforts.

Previous Potential Course of Action

Investigate if electronic purchase
requisitions can be completed within the
accounting system. The DH would input
the request directly into the accounting
system. It can then be reviewed and
approved, automatically generating a
purchase order, reducing the risk of input
error. When the invoice is received, it can
be applied against the existing purchase
order and requisition without having to
input the purchase and journal entry
information again.

Update (June 2020)

A revised purchasing policy has been drafted and
presented to Council in the summer of 2020. KPMG
reviewed the proposed purchasing policy and
recommended the use of preferred vendors and the
use of purchasing cards which would be appropriate
for smaller purchases.

This will be looked at throughout the remainder of
2020 to determine if P-Cards can be used. This would
eliminate the need for the purchase orders on small
purchases (less than $2,499, in accordance with the
revised purchasing policy). It was also noted the
manual POs can be an expensive

The use of electronic purchase orders should continue
to be considered for the purchases exceeding $2,500.

Currently, purchase are made by
DHs on an ad hoc basis. This
results in the finance department
sometimes being unaware of
purchases made until after an
invoice has been received. There
is a risk that the Town is making
unnecessary purchases in
addition to potential duplication of
purchases.

Require that all purchases be processed
by the finance department. Require DHs to
submit a purchase requisition form
detailing the item that is required to be
purchased as well as the selected vendor
based on the existing procurement policy.
Finance staff will prepare a purchase order
that is provided to the vendor and filed with
the purchase requisition.

When the invoice is received by the DH or
the finance department, it is matched with
the purchase requisition and purchase
order before proceeding to the accounts
payable: recording process.

It was noted invoices can be put on hold given that
adequate supporting documentation for purchases is
not available when the invoice is in the payment
process which requires follow up with the various
departments. In addition, proof of delivery in the PO is
not always documented also requiring follow up.

The transition to P-Cards will require the DHs to
provide receipts and coding for each purchase to allow
for appropriate recording.

The finance group should continue to request each
department to complete the coding and provide
accurate information to the finance group.
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Potential Courses of Action

Issue

The Town does most of its
ordering over the telephone, but
in many cases does not
document the order with a written
purchase order. Additionally,
Several employees are
responsible for authorizing the
purchases and receiving the
goods, in effect, authorization,
receipt, and custody.

Previous Potential Course of Action

We suggest the Town implement a centralized purchase

order and receipt system to improve internal accounting

controls over purchasing of inventory and supplies. The

purchase order system would include the following controls:

» Purchase orders should be numbered sequentially,
required for all purchases of inventory and supplies,
controlled numerically, and bear the appropriate
documented approval from the appropriate responsible
official.

» Personnel requesting and approving purchase orders
should be independent of the individuals in the receiving
area, to allow for a proper segregation of duties.

» The receiving reports should be matched with the
purchase order by the AC and this comparison
documented on the receiving report. Any differences
should be reviewed on a timely basis.

» Vendor invoices received should be matched with the
attached purchase order and receiving report and the
procedure documented on the invoice to determine that
the invoice reflects the merchandise ordered and
received.

» A centralized purchasing function should be used to allow
the Town to take advantage of volume discounts through
group purchasing of large quantities. It would also
ensure purchases are made only when inventory levels
have declined to the appropriate reorder quantity and
reduce the amount of cash invested in excess
inventories.

Update (June 2020)

A revised purchasing policy has
been drafted and presented to
Council in the summer of 2020.
KPMG reviewed the proposed
purchasing policy and provided
commentary as part of this review.

Best practices have been suggested
within the purchasing process via the
updated / revised purchasing policy.

Suggestions have been provided
relating to the use of P-Cards for low
value purchases for create
efficiencies within the process.
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Accounts Payable: Recording

From: Accounts Payable Purchasing

!

Goods or services
received

Invoice received by the Invoices is provided to the
CAO or DF APC

Unpaid invoices report is
printed by the APC

PO on file
to match
with invoice

AV4

APC organizes all
invoices alphabetically
and attaches to the
unpaid invoices report.

No
. APC inputs invoice details APC contacts DH to
Batch report is prepared . ; .
. . into accounting system prepare and submit <—
in the accounting system : .
(daily) matching PO.
. - Errors DF signs listing and
DF reviews listing noted and returns back to APC (APC
(amount, vendor, GL h i |
account) changes will process only once
required? signed off by DF)
To: Accounts Payable: Payment
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Potential Courses of Action

Issue

Previous Potential Course of Action

Update (June 2020)

The Town’s s account payable process
is paper based, with emailed copies of
invoices printed out for processing.
This represents a potential inefficiency
as (i) the process consumes time and
resources associated with the printing
of electronic invoices; and (i) the
approval process involves the physical
movement of invoices as opposed to
email.

The Town should consider the use of electronic
invoices as opposed to paper copies, whereby
invoices received by mail are scanned prior to
processing.

Invoices should be scanned and saved by date
and vendor only. A naming convention should be
developed that will allow for an efficient electronic
search (e.g. vendor, amount, batch number,
payment date, cheque number, etc.)

Electronic invoices can also be submitted to a
shared folder location with access restricted to
only the Department Heads. Accounting Clerk can
retrieve the documents from this location every
week to prepare the payment batch.

It was noted that previous to the
pandemic copies of invoices are provided
to Council for review. Since the pandemic
it was noted the invoices are no longer
provided to Council which is a best
practice.

There is no requirement for Council to
review the individual invoices going
forward as this would be considered an
operational review as opposed to a
governance Council.

The COVID pandemic showcased the
need to transition to electronic storage of
documents to result in access to the
documents at any location.

The Town'’s process for new vendor
set-up involves minimal controls and
review and is initiated once an invoice
is received. It is possible that staff can
purchase goods or services from
related parties or false vendors without
independent due diligence into the
vendor.

The Town may wish to establish a process
whereby new vendor set-up requires certain
verification procedures, including proof of
operation and reviews of potential conflicts of
interest.

The listing of active vendors should be reviewed
regularly for accuracy and independence.
Vendors which have not been used over the last
24 months should be removed.

There were no significant changes noted
to the changes to the vendor lists. Itis
recommended to review the vendor listing
on an annual basis and determine if there
are any vendors who are inactive and
should be removed from the master
vendor listing.
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Potential Courses of Action

Issue

The APC is following up with DHs to
request that they complete a purchase
order after an invoices has ready been
received to ensure proper
documentation.

Previous Potential Course of Action

Although missing purchases orders indicate that a
purchase was made outside of the Town'’s policy,
the subsequent preparation of purchase orders
should not be continued since the control has
already been bypassed at this time. Additional
effort and consideration should be provided to
ensuring purchases have a purchase order on file
before initiation. Contacting vendors and
instructing that all future purchases made by the
Town must make reference to a PO number on
the invoice may assist with enforcement

Update (June 2020)

There has been no significant change
noted in 2020. The finance group
continues to follow up with the
departments when information has not
been received which can hold up the
process for approval of the invoices.

The use of P-Cards should be considered
along with the use of the electronic
purchase orders which should help
facilitate the approval process for POs.
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ACCOUNLS Payanle: Payment

From: Accounts Payable:
Recording

APC prepares cash
disbursement report

Payment

Method

DF reviews and approves
payment summary

APC obtains pre-
numbered cheque

N

APC uploads file to bank

Pre-numbered cheque
placed in printer

Cheque printed along
with cash distribution
report (cheque register)

Cheques are provided to
appropriate signatory with
the AP preliminary cash
disbursement report

Cheques are signed by
the Mayor (or Deputy
Mayor) and CAQO (or DC).

kPG

APC runs EFT process in
accounting system

APC submits summary
and invoices to DF

Receive confirmation
from bank that EFT file
received

B

APC prepares envelopes,
stamps and delivers to
post office for mailing

APC prints EFT batch
report summary

AV4

APC attaches invoices to
EFT batch report
summary

A4

Email to vendors that
payment is to be received

A4

Total distribution report is

printed and filed by the
APC with the related
batch (signed by DF)

N To: Accounts Payable: Payment

7 (continued)
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Potential Courses of Action

Issue

Blank cheques are stored
in a drawer next to the
printer, which is accessible
to all administration
personnel

Previous Potential Course of Action

We recommend that custody of blank cheques should be
vested in one person (Accounting Clerk) and un-issued
cheques should be kept locked in a safe place.

Update (June 2020)

The cheques are now stored in the safe
however as previously noted the safe is
unlocked during the day. It is recommended
the CAO, DC and DF are the only individuals
with access to the safe. This will require the
lock / combination on the safe to be reset
which will be investigated in Q4 2020.

In addition to the previously identified
recommendation we recommend the
continued use of EFTs where possible for
efficiency purposes. Appropriate controls are
required to be in place for all EFT payments
which require two approvers prior to the
release of any payments.

A number of transactions
are paid by cheque. This
results in additional efforts
and time required to
process a payment.

We recommend considering expended use of Electronic
Fund Transfers (EFTs) with integration into the account
system. The recommended process is as follows:

» The AC runs EFT process in accounting system

» The AC prints EFT batch report and attaches invoices
which are provided to the Treasurer for review

e The AC uploads EFT file the bank (payment does not
process at this time)

» The DF receives notification that an EFT has been
updated. DF reviews the EFT with the provided
supporting documentation and approves the EFT
payment.

» EFT confirmation is provided to the AC to save and file
with the payment batch information.

Throughout 2020 there has been an increased
use of EFT payments. The pandemic has
highlighted the need to transition to a virtual
environment where possible therefore it is
recommended there is continued use of EFT
payments where possible.

Appropriate controls are required to be in
place for all EFT payments which require two
approvers prior to the release of any
payments.
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Potential Courses of Action

Issue

Previous Potential Course of Action

Update (June 2020)

The APC and DF have the ability to initiate and
authorize EFT payments without secondary
review.

We recommend that a process be put in
place that requires two separate
validations for the release of an EFT,
ensuring that all payments initiated within
the EFT system are appropriately
reviewed and approved by someone
senior to the initiator. EFT best practices
have been included above

Over the last number of years increased
numbers of frauds have occurred with
EFT payments when only one individual is
involved. In addition, when EFT
payments are made there should be a
review of the information from the bank to
ensure the information is read only and
not able to be modified to ensure
personnel cannot update the payment
listing subsequent to the approvals
occurring.

The total distribution report is printed and filed
by the APC with the related batch. This
information is automatically saved in the
system and can be retrieved by searching the
batch number, invoice number or vendor. This
creates a duplication of information.

Consideration should be given to
discontinuing the printing and filing the
total distribution report.

The movement to electronic storage for
this report has occurred.
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Accounts Pavanie: Payment (continued)

From: Accounts Payable: Payment

|

Cheque stubs and
cheque register or EFT
remittance confirmation

attached to invoices

APC assembles all
invoices that have been
paid

Invoices and payment
confirmation assembled
into package

Package provided to
Council for review at
council meeting

A4

Council reviews balances
paid and vendors
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Potential Courses of Action

Issue

Previous Potential Course of Action

Update (June 2020)

The Town'’s staff are preparing packages
containing invoice details and cheque stubs to
provide to Council for review. The invoices
(balances, vendors, terms, etc.) have already
been reviewed by the Town’s Treasurer and
sometimes, CAO. Council has already
reviewed and approved the budget for the year
and reviewed and approved tenders for any
purchase over $5,000 in accordance with the
procurement policy per By-law No. 1946.
Furthermore, payments have already been
processed at this time, restricting the Town’s
ability to take corrective action if ever required.

This results in a duplication of efforts and
review.

Consideration should be given to
eliminating the review and approval of
expenses by Council if it has already been
approved as part of the annual budget.

Council will be made aware of any
purchase greater than $5,000 in
accordance with the by-law.

Purchases made that were not included
as part of the approved budget should be
brought forward to Council for approval.

Absent of eliminating this process, a
system generated summary report (e.g.
cash distribution report) can be provided
to council quarterly for review.

It was noted that previous to the
pandemic copies of invoices are provided
to Council for review. Since the pandemic
it was noted the invoices are no longer
provided to Council which is a best
practice.

There is no requirement for Council to
review the individual invoices going
forward as this would be considered an
operational review as opposed to a
governance Council.

The reports produced in the monthly
reporting process will continue to be
presented to Council and the
requirements of the purchasing policy
followed with respect to Council approval
of purchases.
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FUel lank Usage

Fuel tanks are re-filled as
needed, invoice received
from McDougall Fuels

Cost per litre manually
calculated based on the
most recent invoice

Journal entry posted

within the system to

allocate fuel costs to
department

The APC enters the
invoice for fuel as an
expense for public works

Gas pumps located at the
public works yard

Fuels usage is
accumulated manually by
the APC monthly by

department

Fuel usage is broken
down into use by
department by the APC

Fuel usage is tracked
manually (collected by
public works group)

Annual inventory count /
reconciliation

Fuel usage summary
provided to APC (average
of monthly)
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Potential Gourses of Action

The fuel tanks are to be monitored and re-filled once they hit a
certain reorder point. It was noted this has not occurred on each
occasion and the fuel tank has been emptied prior to re-filling.

Follow up should occur with the supplier (McDougall Fuels) to
ensure the sensors indicating the fuel reorder point are
working to reduce the chance of an empty fuel tank before the
re-fill.

The fuel usage is tracked via the use of a manual tracking sheet
within the public works office. The tracking sheet is manually
updated when individuals utilize gas from the fuel tank. Given that
the spreadsheet is updated manually only, there is the risk usage is
not appropriately tracked or updated within the tracking sheet for
each usage. This results in an increased amount of fuel allocated to
the public works department (as allocations of fuel usage are
competed bi-monthly via the tracking sheet)

In addition, the documentation within the manual tracking sheet is
not legible on all occasions. If the APC cannot determine the
individual or department utilizing the fuel this is not recorded /
allocated to the appropriate department within the system.

Throughout discussions with the DPW it was noted there is a
system which would require the use of a fob and a key code
prior to fueling. This would allow the fuel to be tracked
automatically and remove the need for the manual tracking
sheet. We understand however preliminary cost estimates
for this program are significant (original quote was $13K
however subsequent quotes are significantly higher at $70K).

In the interim, the manual tracking sheet should be updated to
include the department and require a last name to be
included on the spreadsheet. This will facilitate the tracking of
the information to ensure it's legible and clear.

It was noted reconciliations of the fuel usage are not completed as
there is currently no ability to complete fuel dips. It was noted in the
prior year the total spend on fuel was $93K annually however there
was no method of completing a reasonableness reconciliation of the
fuel usage and allocation of fuel costs by department. In addition,
there are surveillance cameras are in place but are not utilized.

As a result of the above, inappropriate use of the fuel can occur
(such as for personal use). Given there are no reconciliations
completed it would not be possible to track inappropriate usage of
fuel.

Implementing the tracking system noted above would assist
with ensuring appropriate usage of fuel. Given the cost of the
system it might not be possible to implement the process at
this time.

In the interim, the surveillance cameras should be utilized to
ensure there is a oversight on the fuel tanks and use of the
fuel. If needed, cross referencing can occur between the
video surveillance and the manual tracking sheet.
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Polential Courses of Action

As fuel usage is tracked manually, it must be accumulated by the Implementing the tracking system noted above would assist
APC on a bi-monthly basis in order to re-allocate the costs between with ensuring appropriate usage of fuel. Given the cost of the
the various departments. This requires the APC to add up the system it might not be possible to implement the process at
guantities used and calculate a cost per litre based on the most this time.

recent invoice for purposes of calculating the cost to allocate.
In the interim, the manual tracking sheet should be updated to

The current process requires the APC to accumulate information include the department and require a last name to be
manually which can result in calculation errors. In addition, should included on the spreadsheet. This will facilitate the tracking of
the information on the tracking sheet not be legible the costs are not the information to ensure it's legible and clear.

re-allocated.




Lredit Gard Processing

New cards and credit New cardholders review

limits authorized by CAO and sign off Pu_rchasmg DF orders new cards
Card Policy

Purchase is made and Pl\j\r/ﬁﬂﬁlse Purchase
receipts are maintained authorized order

by the purchaser limit approved

No

\

DF downloads monthly
statement from online
banking

DF can increase limit on a Process ends ‘
case by case basis either
permanently or ‘
temporarily

DF reconciles and

DF forwards credit card .
approves credit card

All receipts

Required purchase by
credit card identified

Purchase order requested

&

Statements are sent to
cardholders to attach
applicable invoices and
purchase orders

O

4

Statements and attached
receipts and PO'’s are
sent back to DF for
review and approval

paCkar%i;Z:i‘fC for statement and identifies ?22;25’
P 9 GL account & description v
No
v

APC records detailed APC prepares and

) : processes cheque Cheques are approved
transactions in general . .

ledger payment (pre-authorized and signed

withdraw from account)

*All management have a corporate credit card.

kPG

APC brings payment to
the bank prior to due date




Polential Courses of Action

Throughout the course of the review it was noted
that credit card limits are not specified within the
purchasing policy.

It is recommended should there be an increase use of P-Cards that there is
an update to the purchasing policy to include approved credit card limits by
level of individual. There is an existing credit card policy in place at the Town
however with an increased use of P-Cards the policy will need to be revisited.
The review of the outstanding cards and the policy is to be completed in Q4
2020.

Purchase orders are completed manually on paper.
The information on the purchase order then needs
to be entered into the accounting system by the
Accounting Clerk resulting in a supplication of
efforts.

Investigate if electronic purchase requisitions can be completed within the
accounting system. The Department Head would input the request directly
into the accounting system. It can then be reviewed and approve,
automatically generating a purchase order, reducing the risk of input error.
When the invoice is received, it can be applied against the existing purchase
order and requisition without having to input the purchase and journal entry
information again.

Given that P-Cards are not used on a frequent
basis, there is no formal policy that states the type of
purchases can be made by credit cards. There
could be a risk of inappropriate purchases or
personal purchases made on the P-Card.

Changes should be made to the purchasing policy to establish what
purchases are authorized to be made by credit card (hotel, travel costs etc.).
A credit card agreement should be signed by each card holder indicating they
understand the types of purchases allowed on each credit card.

The transition to P-Cards will require the DHs to provide receipts and coding
for each purchase to allow for appropriate recording.

The finance group should continue to request each department to complete
the coding and provide accurate information to the finance group.

There is an existing credit card policy in place at the Town however with an
increased use of P-Cards the policy will need to be revisited. The review of
the outstanding cards and the policy is to be completed in Q4 2020.
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Potential Courses of Action

Issue Potential Course of Action

All cardholders have access to online credit card
statements however it was noted the DF downloads them
and forwards them to each user.

In order to have each DH accountable for the reconciliation of the credit
cards, it is recommended each users download their credit card
statements monthly and complete the reconciliation. Once completed
this should be provided to the DF for review and approval.

The DF reconciles the credit card statements with the
invoices provided by the card holders. If the DF is missing
an invoice or unsure where to code the expense, a request
is made to the card holder for additional information.

In order to have each DH accountable for the reconciliation of the credit
cards, it is recommended each users download their credit card
statements monthly and complete the reconciliation. Once completed
this should be provided to the DF for review and approval.

The transition to P-Cards will require the DHs to provide receipts and
coding for each purchase to allow for appropriate recording.

The finance group should continue to request each department to
complete the coding and provide accurate information to the finance

group.

All receipts should be attached to the reconciliation completed by the
DH. For receipts not submitted the expense will be deemed as a
personal expense and deducted from the subsequent pay cheque of
the individual.
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Monthly Reporting Process

Daily reconciliation of the
bank account
transactions

Monthly transactions
recorded (no formalized
month or quarter end
process)

Capital transactions
updated on the project
tracking spreadsheets

Monthly variance reports
previously prepared by
department

Presentation of financial
results to Council

Board package prepared
and provided to Board in
advance of meeting (1
week in advance)

A4

Variances greater than
XX% and $XXK are
reported on

Quarterly budget to actual
spend prepared for
Council
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Polential Courses of Action

As a result of a situation in prior years when the bank account when Following up on the transactions to ensure all transactions

into the credit line the DF reviews all bank transactions and clears are appropriately recorded in the bank account is necessary

the transactions on a daily basis. given the increased number of online transactions. It is
however recommended that someone other than the DF be
allocated the responsibility to complete the daily reconciliation
of the bank accounts. This task could be allocated to the AC,
APC and ACW to allow the DF to focus on tasks associated
with review and oversight after the formal procedure has
been drafted and documented and is followed by staff.

At the current time a formalized month and quarter end process is As management moves to a more formalized quarterly

not followed or communicated to staff. The current focus is ensuring | reporting process to Council ensuring all transactions are

annually the transactions and accruals are updated for purposes of recorded in the appropriate period will become increasingly

preparing the year end financial statements. important. A schedule should be created by the DF and
communicated to the DHs and the finance team in order to
ensure on a quarterly basis the financial results are
appropriately recorded and complete to ensure management
and Council is making decisions based upon accurate
information.

Throughout discussions it was noted the monthly variance reports, Investigation into reports for monthly reporting is critical to

which detailed the revenue and expenses by department are time reduce the amount of time associated with the preparation of

consuming to produce. In addition, the reports and financial the reports by the DF. A more detailed report at the

information from Vadim is not presented in a manner that is user department level will require increased accountability for the

friendly and easy to access within the system. DHs as they will be required to report back on the results of
the budget vs. actual results for the period.
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Polential Courses of Action

At the current time the CAO/Clerk and the DF are responsible for
analyzing the budget vs. actual spend for Council. As noted in the
next page, the department managers are responsible for the
development of their departmental budgets but given the system
reporting constraints reports are not readily available from Vadim for

the purposes of the monthly actual to budget analysis by department.

As noted in the previous course of action, each DH should be
provided with a monthly actual vs. budget for their
department. A threshold of dollar value and percentage
changes between the actual and budget should be set with
each DH responsible for providing a written explanation of the
over/under spending along with a forecast of spending to the
end of the calendar year and a discussion as to whether there
are any changes needed to the forecast for the remainder of
the year.

Requiring the DHs to report on the spending within the
budget lines under their control will result in increased
accountability and increased oversight completed by the DHs.

Involving the DHs in the analysis of the departmental
spending will allow the DF and the CAO to focus on the
bigger picture items impacting the Town, analyzing the results
for the Town as a whole. This will also allow for additional
time to be spent on strategic and capital planning for the
Town.

Recently a budget policy was presented and approved by Council
indicating a requirement for the department mangers to review
monthly (actual vs. budget by department) along with a quarterly
presentation to Council on the actual vs. budget spend. This is to be
completed June, October and December.

There is no standard threshold for variances to be followed up on.

Management should set a dollar value and percentage
change between the budgeted and actual expenses requiring
a follow up by the Department Head for inclusion in the
quarterly Council presentation.

A reasonable threshold would be 5% of the account balance
and a dollar value based on a percentage of the total
expenses for the year.
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BUdgeting Process (Operating)

DF utilizes budget
template from the prior
year as a start (August —
September)

Accumulation of
departmental budgets by

DF pre-populates the
subsequent year budget

Costs analyzed within the
budget template by the A

the DF DHs
N Not
NV approved

Calculation of overall
expenditure increase

DF prepares final budget
(February)

Approved

Budget
discussion
with CAO

Staffing information
relating to FT staffing and
COLA increases updated

by DF

Full time staffing
compliment determined

Analysis of all positions
(FT and FT) completed by
the DHs

Part time staffing
requirements determined
by department

Town Master Budget
updated by the DF

N

Not
approved

Approved

Council
approval of
budget?

<

CAO approval of budget

Public Meeting to present
budget and user fees

A4

Preliminary presentation
of the budget to Council
(October)
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Potential Courses of Action

Potential Course of Action

The budgeting process for the Town is completed within Excel
spreadsheets. The budget template utilized within the process is
prepared using Excel with all departmental budgets required to be
input into the Master Budget template.

Consideration should be given to the use of a budgeting
software to facilitate the budget preparation process. This
would reduce the amount of time and effort in the manual
updates required each time a change to the individual
department budget is made.
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Budaeting Process (Capital)

Finance Department Co_uncn strategic priorities Year 1 capital spenqlmg Management determine
prepares the 5 year incorporated into the extracted from capital .
. . capital requests
capital plan / forecast capital plan plan
A4
Council approval of Capital budget approved [.)F accumulate; t_he Capital grant appllcat.lons
capital budget by the CAO capital reque;ts within the completed and submitted
Master Capital Budget based on capital plan
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Agenda Preparation

At conclusion of a Council
meeting, resolutions and
Council direction are
provided to staff

On the Tuesday, the CAO
provides notice to relevant
staff to produce related
reports

Every 1st and 3 Monday
of every month, Council
meets

CAO reviews the agenda
package on Thursday
afternoon or Friday
morning

DC provides the CAO with
the draft agenda package
through eScribe

DC builds the agenda
package electronically with
the staff reports

Staff reports are submitted,
received and approved
through eScribe

Yes
Reports

Approved?

‘ CAO follows up with

With the use of eScribe,
Mayor and Deputy Mayor
can view agenda while in
development

DC gets notification of
approved agenda via
eScribe

CAO approves the agenda
package through eScribe

N

Process
ends

‘ appropriate staff

DC publishes the agenda
to website

”

4

Council receives
notification via eScribe of
agenda package
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Potential Courses of Action

Issue

In its previous state, the DC produces seven
physical copies of Council’s agenda. In the
event that there is an error and/or additions to
the package, the DC may have to produce
additional pages to add to the Council agenda
package. In other cases and if the amendment
is significant, the entire agenda package may
need to be reproduced.

Previous Potential Course of Action

The Town may want to give some
consideration to ending the practice of
producing physical Council agenda
packages. The Town could potentially
move to electronic agenda packages that
would allow for amendments to be done
and then uploaded opposed to
reproduction of physical documents. A
shift in this approach would be consistent
with municipal best practice and frees up
internal capacity within the organization.

Update (June 2020)

With the implementation and use of
eScribe technology, the DC no longer
physically produces copies of the agenda.
Council is advised via an email
notification that the agenda is ready for
their review prior to a Council meeting.
The use of eScribe also provides for
greater ease in making any amendments
to the agenda and providing those
amendments to Council in an efficient and
time effective manner.
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Complant/Customer Service

Front desk will advise of
the online form

Resident can access
complaint form or call
Town Office

Front desk will complete
form online if the resident
is unable to

DC, DPW or DPS receive
\‘ email for each form and

Resident completes form

Staff contact resident to
advise of action taken
(phone or email)

DH enters information into
software as closed

Process
ends

Staff investigate issue

7 . .
‘ review to determine who
should respond

Form goes to appropriate
staff person / department




Potential Courses of Action

Issue

Previously, the entire process and its
associated policies and forms all focus upon
complaints. Other municipalities including
those within the comparator group approach
interactions with the public differently.

Previous Potential Course of Action

The Town may want to consider a re-
development of its approach to customer
service rather than solely focusing on
resident complaints. One aspect of the
policy that the Town may want to include
is a service level standard where once
correspondence is received, there is a
timeframe by which the Town will
acknowledge and advise about the
potential resolution of a matter.

Update (June 2020)

The Town has implemented a web-based
approach for residents to submit
complaints and/or service issues.

The Town has recently implemented an
additional electronic work step where the
person submitting the form receives an
automatic response that it has been
received which also communicates when
a person can expect to receive
acknowledgement of the issue from the
Town.

Previously, all of the complaint forms are
directed to the CAO upon receipt. The

challenge this process step creates is shifts the

focus of the CAO to become more operational
Versus strategic.

The Town may want to consider change
its approach to managing completed
forms. This may require two changes in
approach. First, the form would allow for
residents to identify the service area to
which the issue is related. By doing this,
this should provide sufficient information
to allow for the form to be directed to the
appropriate area opposed to all to the
CAO.

The Town has changed its approach to
resident issues whereas the CAO is not
involved in all issues and may only
become involved in matters that require it.
Issues are resolved at the departmental
level wherever possible.

In addition, recently Council has received
a summary of the types of complaints
received by the Town (no specific
information on the actual complaint, only a
summary of the nature of the complaints
and the total number of complaints
received).
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PLDIC Works - Work Order Management

Request for Service form is
completed via Access 11

PW Manager receives the PW Manager reviews _th_e PW Manager assigns work
form and determines if it

form needs to be addressed to the GF

\\4
Calls can be received by
Town office Work is completed
A4

GF will update within the
system and mark as
completed




Potential Courses of Action

Issue Potential Course of Action

Based on information provided, the processes
for work order management and daily work
assignment are done using general software
opposed to software capable of creating,
tracking and managing work until it is
completed

The Town may want to explore the implementation of a module within CityWide which
allow the Town to shift to an electronic work order system.

The electronic work order system has been approved by Council within the 2020
budget. It is anticipated this work order management system will be implemented by
Q4 2020.
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PUDIic Works - Dally Work ASSignment

PW Manager and GF
determine work for the day

PW Manager and General
Foreman enter activities to
Outlook Calendar

GF assigns work to the
crew

Work gets completed

\/

At end of day, staff will
return to depot to complete
timesheets
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Potential Courses of Action

Issue Potential Course of Action

Based on information provided, the processes
for work order management and daily work
assignment are done using general software
opposed to software capable of creating,
tracking and managing work until it is
completed

The Town may want to explore the implementation of a module within CityWide which
allow the Town to shift to an electronic work order system.

The electronic work order system has been approved by Council within the 2020
budget. It is anticipated this work order management system will be implemented by
Q4 2020.
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Buiding Permits
—

J

office inquiring about a

Applicant contacts Town
building permit

Complete?

Yes
S Applicant amends
application to conform
S Applicant applies for zoning
amendment

Applicant and Town staff
discuss the nature of the
project and process

CBO receives notification of
new application for review

BA informs applicant of

acceptance of complete

permit within 2 business
days

4

CBO reviews the plans
within 10 business days

Council approves

Applicant is provided with the
permit application form

BN
ﬂ

-

6_

BA enters applications via
CBO module for tracking in
CGIS system

BA approves the building
permit within CGIS

- -

produced by BA along with

Physical copy of permit

-

Signatory doc. with associated
mandatory inspections

Applicant returns completed
form to Town office includes
$50 admin fee

BA conducts preliminary
review of the application for
completeness

CBO provide BA with a
physical copy of the
application along with plans

Permit document is
generated by CBO module

inspection document and
acknowledgement of receipt

\%

v
Applicant signs the

Amendment amendment
granted
Applicant may apply to the
LPAT Yes
Amendment
granted No Process

ends

Applicant provides payment

for permit

of permit

v

To: Billings and Collections:

User Fees
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Potential Courses of Action

Issue

It was noted throughout the course of the
review that not all building permits are entered
within the system. Not recording all permits
does not allow for appropriate tracking of
information within the system nor the ability to
appropriate KPIs as actual results cannot be
compared to the indicators.

Previous Potential Course of Action

Update (June 2020)

All applications are required to be entered into to the system for tracking. No manual
building permits can be used. To ensure this occurs, all manual building permit
documents should be shredded to prevent use going forward.

Previously, the Town tracks building permits
using manual processes and the current
process provides the opportunity for open
permits to be potentially lost inside the
spreadsheet.

The Town may want to consider exploring
the potential of acquiring software which
would allow for building permits to be
tracked in a more formal manner.

With the implementation and use of the
CBO module, the Town now generates its
building permits electronically which
allows for easier tracking of permits.
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Sulding Permits

Open Building Permits and Closing Process

Applicant provides
payment for permit

Applicant calls the Town to
schedule inspection based on
prescribed process/phase

CBO conducts inspections
as required

Once all conditions are

Process The Building Assistant sends
< 9

ends

Open Permits (6 months from issuance)

6 month mark
BA calls permit holder to
inquire about status if no
previous contact

)

BA inputs all issued
permits into Outlook for
tracking purposes

To: Billings and Collectionsg:

User Fees

kPG

Yes

Status
Provided

required information to MPAC

satisfied, final occupancy
permit is issued by the CBO

\%

CBO provides copy of final

CBO will schedule an
inspection to determine
completeness

Permit holder pays fee
prior to issuance of final

occupancy

Town applies a
maintenance fee to the
open permit

occupancy permit to the
Building Assistant

Completed
project

BA develops and sends
letter 2 weeks prior to 1

year deadline and sends to

permit holder

Completed

Yes

Yes

To: Closing
Process

project
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Potential Courses of Action

Issue

Given the process by which the Town tracks
open permits, there appears to be a challenge
in identifying how many open permits currently
remain within the Town.

Previous Potential Course of Action

The Town may want to consider exploring
the potential of acquiring software which
would allow for building permits to be
tracked in a more formal manner.
Potentially closing out open permits in a
more timely manner provides the Town
with the opportunity to realize additional
tax revenues related to the increased
assessment on those properties.

Update (June 2020)

With the implementation and use of the
CBO module, the Town now generates its
building permits electronically which
allows for easier tracking of permits.

Based on information shared, the policy and
bylaw regarding the provision of building permit
extensions are out of date and may not be
consistently adhered to. The policy states only
one extension will be permitted or the applicant
needs to appear before planning and bylaw
committee (which no longer exists).

The Town may want to review and update the policy and bylaw to ensure both reflect
current practices and governance. The Town may want to delegate the authority of
granting extension to the Chief Building Official, in consultation with the Director of
Protective Services to allow for more efficient and effective decision making.
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Town of Blind River Service Delivery Review

Planning Applications

BA provides appropriate

Applicant contacts Town o . Applicant returns completed
office inquiring about a application form, schedules Pre-consultation occurs form to Town office —
appointment with applicant between CBO and applicant

planning application and CRO physical copy required

BA conducts preliminary
<—— review of the application for
completeness

Application
Complete

Physical file is provided to BA creates a physical file of
CBO to allow Council report the application and all
preparation supporting documentation
| No

. \ v

CBO/Planner circulates to
Application returned to applicant

other municipal departments
and Province

I I
v
CAO receives comments
from all parties

Planning Advisory

BA circulate to other parties
(i.e. neighbours)

CAO sends
uestions/comments to CBO

v

develops a

CBO/Planner develt_)ps Committee receives report, report for Council based on Council makes a decision on
report for the Planning . . o o
: . provides a recommendation Committee’s the application
Advisory Committee : ;
far Council ecommendation

Yes
Application
granted

Application
granted

To: Billings and
Collections:
User Fees

Applicant may apply to the
LPAT

To: Billings and
Collections:
User Fees Process
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Polential Courses of Action

The current process involves the CAO The Town may want to eliminate the direct involvement of the CAO and allow for those
receiving comments from all related parties on comments to be directly provided to the CBO in consultation with the Director of

a planning application and then forwards those | Protective Services to reduce the amount of time required within the process.

to the CBO.

The current process involves the Planning The Town may wish to change the process to staff to provide Council with
Advisory Committee (‘PAC’) to review planning | recommendations and potentially shorten the time required to make decisions on
applications and provide recommendations to planning matters.

Council. Based on information provided, the
use of the PAC could extend the time required
to provide recommendations to Council given
the frequency of meetings. Additionally, it
would appear that the PAC no longer exists.




JI1 Addressing - Chande 10 EXIStng Address

Request to change to Resident completes Application is received by Provided to CBO and then
existing address — property application (paper based) — Building Department (file circulated among Town
owner, MPAC error available on website created) departments

| Review the comments from :
other departments

MPAC acknowledges Sent to MPAC thru Assign new addressing to
receipt for assessment Municipal Connect Portal property Review Bell 911 policy and

Town bylaw re: addressing

Review existing database

— to review all other
addresses assigned

Town provides new
address to Bell, Canada
Post and all other Town

departments

Town writes and sends
letter to property owner to
inform of address change

If rural, Town produce road

MPAC responds .
sign
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Potential Courses of Action

Issue Potential Course of Action

Based on information provided and a review of
the Town’s 2020 user fee bylaw, the Town
charges a processing fee for 911 addressing
which may not always be invoiced.

The Town should commence the process for invoicing all 911 address applications.

The CBO circulates all applications to other
Town departments for comments. There does
not appear to be an internal timeframe
established for commentary and it is done
through email opposed to a form which would
allow for a more standardized approach to
consolidating comments where applicable and
following up on delayed responses.

The Town may want to consider the following two items:

» Establish an internal reporting timeframe for comments to be received
» Develop an electronic form (i.e. pdf fillable) that allows for a standardized approach
to providing comments when required
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J11 Addressing - New Address

New address needs to be

From: Planning Application
created or municipal AA creates new file

Process
initiated correction
MPAC acknowledges Sent to MPAC thru Assign new addressing to
receipt for assessment Municipal Connect Portal property
Town provides new Town writes and sends
address to Bell, Canada
MPAC responds letter to property owner to
Post and all other Town :
inform of new address
departments

File emailed to CBO and
then circulated among
Town departments

| Review the comments from

other departments

Review Bell 911 policy and

Town bylaw re: addressing

Review existing database

to review all other
addresses assigned

If rural, Town produce road
sign
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Potential Courses of Action

Issue Potential Course of Action

Based on information provided and a review of
the Town’s 2020 user fee bylaw, the Town
charges a processing fee for 911 addressing
which may not always be invoiced.

The Town should commence the process for invoicing all 911 address applications.

The CBO circulates all applications to other
Town departments for comments. There does
not appear to be an internal timeframe
established for commentary and it is done
through email opposed to a form which would
allow for a more standardized approach to
consolidating comments where applicable and
following up on delayed responses.

While the information may be provided to all departments, it is not clear whether
comments are received from all parties. The Town may want to consider the following
two items:

» Establish an internal reporting timeframe for comments to be received
» Develop an electronic form (i.e. pdf fillable) that allows for a standardized approach
to providing comments when required

Typically, the Town initiates changes to 911
addressing when working with the Town’s
CGIS network. There are concerns about
compliance across the Town with respect to
addressing.

The Town may want to develop a public education campaign about the importance of
addressing. The Town may also want to complement the campaign with an
enforcement campaign to address compliance.
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Arena ice Rentals - Non Resident User

Customer contacts
Manager to determine
availability

Available

Process Ends

Alternative
date
available

Manager contacts current
user

Process Ends

Current user
can
accommodate

Yes

v

‘ Manager requests cheque

User provides cheque to
arena staff (canteen or
operators)

‘ for ice rental

Cheques are cross-
referenced on Monday
morning

Cheques are keptin
canteen till or arena safe

Cheques are delivered to
Town Office

]

Cheques are deposited by
Finance

2

To: Billings and Collections:
User Fees
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Potential Courses of Action

Issue

The process of booking ice time at the Blind
River Memorial Community Centre is based on
manual processes. Based on discussions held,
it does not appear the software for booking and
managing rentals at the facility and requests
for bookings begin with the involvement of the
Director of Recreation and Community
Services.

Previous Potential Course of Action

The Town may want to consider exploring
the potential of acquiring recreational
software which would then allow for
bookings to be consolidated within the
Town’s operations as well as potentially
increase the user’s experience as they
could potentially see when ice is available
in live time opposed to having to be in
contact directly with Town staff.

Update (June 2020)

The Town has provided for a link on its
website that allows for potential users to
determine whether or not there is
availability on the items / locations they
are looking to rent.

Currently, users of the community centre are
unable to pay for service through e-commerce
tools.

The Town may want to consider exploring
the potential of allowing for users to pay
for services online.

There is now the ability to make payments
via etransfer (this is noted for any
required Town payment, such as taxes,
water billings or rentals of recreation
facilities).
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Arenace Rentals - Indvidual User (Resident)

Manager to determine Customer can review

Customer contacts
availability calendar for availability

Available Process Ends

User can pay at Arena —
User pays at Town Office Arena staff and/or Manager
can accept payment

v

To: Billings and Collections:
User Fees
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Potential Courses of Action

Issue

The process of booking ice time at the Blind
River Memorial Community Centre is based on
manual processes. Based on discussions held,
it does not appear the software for booking and
managing rentals at the facility and requests
for bookings begin with the involvement of the
Director of Recreation and Community
Services.

Previous Potential Course of Action

The Town may want to consider exploring
the potential of acquiring recreational
software which would then allow for
bookings to be consolidated within the
Town’s operations as well as potentially
increase the user’s experience as they
could potentially see when ice is available
in live time opposed to having to be in
contact directly with Town staff.

Update (June 2020)

The Town has provided for a link on its
website that allows for potential users to
determine whether or not there is
availability on the items / locations they
are looking to rent.

Currently, users of the community centre are
unable to pay for service through e-commerce
tools.

The Town may want to consider exploring
the potential of allowing for users to pay
for services online.

There is now the ability to make payments
via etransfer (this is noted for any
required Town payment, such as taxes,
water billings or rentals of recreation
facilities).
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Lommunity Centre Rentals

Community Centre Rental

Customer contacts
Manager via
email/phone/text

v

Key Sign Out

Customer goes to Town

Office to receive keys

Customer downloads
application from Town'’s

X to customer
website

Manager sends application

\4 \4

Customer brings form to

Customer completes form
the Town Office and emails to Manager

No

Process Ends Available

If form was emailed,
Customer make payment Manager emails
at Town Office Administrative Assistant

regarding the application

To: Billings and Collections:
User Fees

kPG

Payment in
full received

No

Keys are provided to
customer

\’

Event occurs

\,

Keys are returned the next
business day to Town
Office

92



Potential Lourses of Action

Issue

The process of booking hall rentals at the Blind
River Memorial Community Centre is based on
manual processes. Based on discussions held,
it does not appear the software for booking and
managing rentals at the facility and requests
for bookings begin with the involvement of the
Director of Recreation and Community
Services.

Previous Potential Course of Action

The Town may want to consider exploring
the potential of acquiring recreational
software which would then allow for
bookings to be consolidated within the
Town’s operations as well as potentially
increase the user’s experience as they
could potentially see when ice is available
in live time opposed to having to be in
contact directly with Town staff.

Update (June 2020)

The Town has provided for a link on its
website that allows for potential users to
determine whether or not there is
availability on the items / locations they
are looking to rent.

In addition, a new system has been
sourced for the scheduling and invoicing
of recreation facilities. The budget for this
system was approved by Council in 2020
and it is anticipated the system will be
implemented in Q4 2020 / Q1 2021. The
Director of Facilities will be in charge of
the implementation.

A resident may need to download the file and
then print out hard copy of the form to
populate. If the person intends on submitting
the form via email, they must then populate the
form and then scan it in order to email it back
to the Town.

The Town could provide the form on its
website with fillable fields to reduce the
number of steps a person is required to
complete to submit a form electronically.

There have been no significant changes
noted. The Town may still want to explore
where there is the ability to complete the
rental process online.

Currently, users of the community centre are
unable to pay for service through e-commerce
tools.

The Town may want to consider exploring
the potential of allowing for users to pay
for services online.

There is now the ability to make payments
via etransfer (this is noted for any
required Town payment, such as taxes,
water billings or rentals of recreation
facilities).

The Town will provide keys to a user
regardless if the entire amount owing for the
rental has been paid in full.

The Town may want to amend its policies
to reflect that users must pay in full in
order to get the keys.

This course of action has been fully
implemented as of June 2020.
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