
Township of North Kawartha 

Report to Council – Office of the CAO 

To: Mayor and Council Members 

Date: Feb. 26, 2021 

Author: Alana Solman, Chief Administrative Officer 

Subject: Service Delivery Review – Final Report 

Recommendation:  

That Council approve the Service Delivery Review Final Report dated February 2021 as 
provided by Strexer Harrop and Associates and further that staff be directed to review each 

recommendation and bring forward a report to Council with their findings. 

Background: 

Executive Summary: In December 2020, through a competitive process, North Kawartha 
selected Strexer Harrop to complete a third-party Service Delivery Review (SDR). Strexer 

Harrop worked with staff using Lean Six Sigma tools to complete the SDR. Lean Six Sigma is 

an internationally recognized, project-based methodology that focuses on eliminating 

nonvalue added work and errors, reducing variation and increasing efficiency and 

effectiveness of processes both financially and operationally. The result is improved service 

delivery providing better value for the customer. 

Feedback from the public and stakeholders was overwhelmingly positive; there were no 

immediate ‘red flags’ that had to be addressed. 

Working with staff, Strexer Harrop created process maps and jointly discussed ideas for 

potential improvements for more than 30 different processes. 

The recommendations in this Service Delivery Review have a total five-year savings of 

$309,602 and additional revenue potential of $302,144 before expenses. Several 

recommendations require further investigation for their savings/revenue opportunities. 
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Analysis: 

Some minor changes were made to the report as a result of input from Council when the draft 

report was presented by Tonya Kran, Strexer Harrop and Associates. The changes were 

primarily to the executive summary, 445-SDR-P01 Keystone Retirement to reflect an annual 

fee, which also addresses 440-SDR-P01By-Law Enforcement and 445-SDR-R01Septic 

Inspections. The changes were minor in nature. The Final Report will be posted, for public 

viewing, on the Township’s website on it’s own page as required by the Ministry. A copy will 

also be provided to the province with our funding report. 

As quoted in the report, staff, with the direction of Council, aim to provide enhanced customer 

service, appropriate programs and services and to utilize tax dollars as efficiently and 

effectively as possible to sustain a united and healthy community. This third-party review will 

help guide us into the future. 

It is important to remember that the Service Delivery Review is not the only guiding document 

that staff follow. There are several other Plans that influence our work as well as other 

projects where the need for review has already been identified. Progress on modernization 

and improved efficiency will not be limited to the 30 processes reviewed and reflected in the 

recommendations. The Township already has a culture of continuous improvement and that 

will continue.  

For the Service Delivery Review (SDR), each department manager, with input from the CAO, 

will take ownership of the recommendations in the report and will review the 

recommendations and present their findings to Council. The SDR is meant to be a living 

document. These reviews may involve several departments, other agencies and partners and 

public and business consultation. While some recommendations require internal, operational 

changes to our processes, many others will require input from Council as Council sets the 

level of service.  

Financial Implications: 

None – financial implications will be brought forward on each recommendation as they are 
reviewed. 
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Strategic Plan:  

3.1 Maintain policies that enable effective governance 

3.2 Provide quality community programs and services 

3.3 Provide for effective Township Communications 

Attachment: 

Service Delivery Review Final Report dated February 2021 by Strexer Harrop and Associates 
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