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Overview of Assessment 

Our Mandate 

To be a leading annual, market value assessment jurisdiction, earning the 

respect and trust of our customers every day. 

In order to serve our customers — taxpayers, The City of Calgary, and the 

Government of Alberta — we: 

• Prepare  fair and equitable assessments that meet industry and 

legislative standards. 

• Communicate  assessments with honesty, respect and 

transparency. 

• Defend  assessments, ensuring equity for all customers. 

Outlook 

• Key Actions 
• An internal reorganization will be 

implemented to improve 

communication, efficiency, and 

effectiveness. 

• Key Investments: 
• A capital program to replace the primary 

software for Assessment has 

commenced with an end date scheduled 

for 2019. 

• Anticipated Challenges 
• External market forces and increasing 

customer demands constantly push 

Assessment to improve. 

Story Behind Performance 

• Growth has been accelerating faster than operating budget increases for Assessment. 

• To keep up with higher workloads Assessment has had to increase efficiency through process 

improvements and system enhancements. 
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Defend 
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Outlook 

• Key Actions 

• A comprehensive review of customer 

service products, processes, and training 

will enhance this already strong area. 

• Key Investments: 

• Multiple projects are underway to 

improve the content and usability of 

Assessment's external websites. 

• Anticipated Challenges 

• Customers are demanding higher quality 

online services which is stretching 

already limited technical resources. 

Story Behind Performance 
• A sixty day Customer Review Period is held immediately after the assessment notices are mailed. 

• An all hands on deck customer service effort resulted in an 8 second average phone wait time 

across over 10,000 inquiries with 99% of inquiries closed by the end of the Customer Review 

Period. 
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Outlook 

• Key Actions 
• A tribunal taskforce will work to 

strategize and arrive at strong! 

consistent arguments for upcoming 

tribunal issues. 

• Key Investments: 
• A move towards electronic preparation 

and transmission of evidence packages 

is making tribunal activities more 

efficient. 

• Anticipated Challenges 
• External market forces can cause major 

shifts in assessment complaints and are 

outside of Assessment's control. 

Story Behind Performance 

• A focus on enhancing the quality of property and business assessments has resulted in reduced 

losses at the Assessment Review Board. 

• Continuous improvement of Assessment's in house tribunal training is proving effective. 
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Calgary Topic 1: Customer Experience & 311 

 

	

Call volumes: 2011 : 1 2M 2012: 1 2M 	2013: 1,3M 

	

2014: 1 2M 2015: 1 1M 	2016: 1M (projected) 

72ift SIM 

 

2011 	 2012 	 2013 	 7011 	 2015 	 2016 YTD 

Telephone Service Factor 

Service request volume 
2014: 557,069 	2015 503,189 	2016: 430,064 

• 311 mobile app 

• Phona Call 

• Web 

2014 	 2015 	 2016 
Per cent of service requests by channel  

Outlook 
Key Actions 
• Include field crew comments with service 

requests 
• Telework to manage peak call volumes 

Key Investments 
• Upgrade 311 software with new 

functionalities 
• Additional City service requests online (web 

and mobile app) 
• 311 agents supporting social media 

Anticipated Challenges 
• Moving services to digital platforms requires 

significant business process changes and 
time investment 

Story Behind Performance: While satisfaction with 311 agent performance remains high, 
operational challenges are impacting The City's ability to meet Telephone Service Factor targets 
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7053 	2014 	2015 	2016 YTD 
Proportion of visits to calgary.ca 

• Digital media investment 
e Traditional media invesIment 

7399 69% 
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Topic 2: Engagement  &  Research 

Canadian trend on expectation of public engagement 
	

Outlook 
$34% 
	

•2014 (survey 
	Key Actions 

not conducted 
	

• Engage program education 
2015/2016) 	• Updated vendor procurement 

26% 
	 • Integrated research efforts 

8% 

More 	 The same 	 Less 
Seance: Public Consultation Canada 

Attitudes regarding City decision making and transparency 

-2/ 

2015 	 2016 
• Uses input  •Allows  citizens to have input 

Source.' CAIran Satisfaction Survey 

Key Investments 
• Citizen's View Online Research Panel 
• Research & Engagement Library 
• Online Engage Portal 

Anticipated Challenges 
• Not all engagement is led and planned by the Engage 

Resource Unit 
• Increasing public expectations for influencing decisions 
• Ensuring appropriate engagement levels based on 

decisions to be made 
• Enabling diverse audiences; representative research 
• Meeting accessibility needs for participation 

Story Behind Performance: The volume of public consultations conducted by The City 
continues to grow. Face-to-face participation is not fully inclusive. The quality of engagement 
offered across The Corporation remains inconsistent. Investment in new online tools is 
enabling a broader audience to participate in a consistent way. 

Topic  3:  Communications 

Total visits: 
2013: 16 4M 2014: 15 1M 2015:15 9M 2016 YTD 167M Outlook 

Key Actions 

• Realign and train staff to deliver digital communications 

• Utilize metrics to target communications in the right 

channels 

• Continue to develop calgary.ca  content for all devices 

• Build new workflow tools and processes for staff to improve 

efficiency 

Key Investments: 

• Update calgary.ca navigation 

• Launch CityTalk digital magazine 

• Improve social media channel management 

Lk SSA 

NCesktop 
55%  •Mobile 

60% 
Anticipated Challenges: 
• Keeping pace with the evolution of new and existing 

channels 

• Increased demand for more information 

• Reaching diverse audiences 

at: 
	

2013 	2014 	2015 	2016 
	• Coordinating fragmented social media accounts 

Canadian communication industry trend 	 • Information access on digital channels requires changes to 
Source Zenith Optimedia 

	
business process and investment 

Story Behind Performance: The need for effective and timely communication about City 
programs and services increases as the speed and diversity of communication technology 
advances. The channel mix continues to widen and citizens have the ability to block 
advertising, making it challenging to reach audiences. 

ROUE 
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Overview of Finance 

• Provides financial leadership to ensure The City is a well-managed 

organization that is financially sound, accountable, trusted and 

transparent in the management of public funds: 

• Ensure Taxation is sustainable for the Corporation 

• Legislatively compliant Financial Governance is responsive and of high 

quality 

• Reliable Financial Support services for all Business Units to provide 

timely reporting for decision making 

• Provide Long Range Financial Planning to support the corporate 

alignment of budgets for required future infrastructure and services 

Property tax accounts using pre-authorized 
payment plans and tax arrears 
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Outlook 

• Key Actions 

• Finance will continue to encourage 

participation in the TIPP program while 

ensuring timely and effective tax 

collections 

• Key Investments 

• Pursuing an on-line solution to reduce 

the turnaround time for citizens to 

receive a TIPP agreement 

• Anticipated Challenges 

• Current economic situation placing 

pressure on taxpayers' ability to manage 

financial obligations 

=IN ■ 

Story Behind Performance 

• Calgary's TIPP participation rate is the highest in the country. 

• Business process changes and staff realignments to more effectively address collection activity has 

resulted in lower tax arrears. 
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Investment Return by Year 
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One Year Investment Return by Year 
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Outlook 

• Key Actions 

• Implement new asset mix approved in 

2016 

• Alternative bond strategies and 

infrastructure investments 

• Enhance portfolio diversification to 

reduce risk 

• Key Investments 

• Global bonds, equities, and active FX 

management strategies 

• Anticipated Challenges 

• Low/negative global interest rates 

• Volatile equity and bond markets 

Story Behind Performance 

• Given the persistently low global interest environment, investment returns from 2012-2016 averaged about 
2.7% and are forecasted to average around 3.0% over the net few years. 

• Increased diversification and rebalancing to the new asset mix and strategies are key factors in enhancing 
performance. 

Client Satisfaction Survey 
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Outlook 

• Key Actions 

• Continue to provide high quality service 

• Key Investments: 

• Training of staff 

• Greater involvement with departments 

• Anticipated Challenges 

• More complex financial work 

• Increased volume of transactions 

MID 

Corporate 
Finance 

■.Departmental 
Finance 

Story Behind Performance 

• Continue to provide high quality financial service that is valued by business units and departments. 

MOB 
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Important Initiatives Our Customers 

• Culture 

• Employee Health and Wellness 

• Leverage Technology 

• The Corporation 

• City Business Units 

• Employees 

• Unions 

30% 
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Overview of Human Resources 

Corporate HR 
Services 

Workforce planning 
Recruitment 

Labour relations 
Employee 

development 
Compensation & 

Oeitetits 
Health & wellness 

Culture 

HR Consulting to 
the Business 

Supports management 
and employees 

directly within their 
ousmess units in HP 

matters to enable 
them to deliver their 
services to citizens 

HR Service 
Centre 

Provides management 
and employees with 
accurate, responsive 

and cost-effective 
administration and 
transactions of H R 
related mtormation 

Pay 

Services 

Provides quality and 
timely payroll 

services TO all City of 
Calgary employees 

and third party 
affiliates 

iliMERI101 

Corporate Voluntary Turnover Rate 

Outlook 

25% 

20% 

15% 

10% 

5% 

 

- 

Corporate 
Turnover 

Rate 

Forecast 

Key Actions: 

• Continue to focus on employee 

satisfaction and engagement, and use 

employee survey results to create 

strategies to improve 

Key Investments: 

• Continue to offer development 

opportunities, flexible work options, and 

wellness programs to retain healthy and 

productive employees 

0% 

NN 0 0 Nis 0 	A`L o 

 

Story Behind Performance 

• Voluntary turnover has been trending down since 2014 from 5.1 to 4.4% in 2015, with the 

forecast to be between 3.4-3.7% over the next two years. The 201603 turnover rate is at 2.6%. 

• Employees continue to report high satisfaction with index scores at 135.2 in 2015, and 134.8 in 

2016. 
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Corporate Average Number of Sickness and 
Accident (S&A) Days per Eligible Employee 

Outlook 
Key Actions: 

• Launch a Health Systems Review 

• Continue with mental health strategies 

and partner with safety 

Calgary 

1 0 

Average 
S&A Days 

per 
Employee 

 

Key Investments: 
• Mental Health Strategy and programs 

• Continue to provide Employee and Family 

Assistance Programs 

Anticipated Challenges: 
• Addressing the top reasons for sickness 

and accident over five days 

(musculoskeletal, and mental health) 

 

Forecast 

Story Behind Performance 

€ The average number of sickness and accident days per eligible employee are decreasing slightly, 

down to 8.2 from 8.4 days. 

• The City's absence days (S&A Days + Workers Compensation Days lost ) are lower than the public 

sector at 9.3 vs. 12.7 days. 
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IT Lines of Business 

Information and 
Business Technology 
	

Communication 
	

Strategic Business 
Solutions 
	

Technology 
	

Technology Planning 
Infrastructure 
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Business Technology 

Number of Online Citizen-Facing 
Transactions 

i 	d  I 
2014 	2015 	2016 (YTD) 

	
2017 	2018 

Target 	Actual .• 	Trend 

Number of mylD Citizen Accounts 

2014 	2015 	2016 	2017 	2018  

Outlook 

• Key Actions 

• Continue with goals set out in Digital 

Strategy, ensuring services available digitally 

first if possible 

*Key Investments 

• One City One ID creating citizen-centric 

services online, mobile applications, 

analytics foundation 

•Anticipated Challenges 

• More work required on business accounts 

for self-service for various permits 

• Data sharing between source systems 

• Complexity of our environment 
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Story Behind Performance 
• Calgary continues to benchmark high relative to our Action Plan target and compared to other 

Canadian jurisdictions 

• Calgarians seeing benefit of digital identity 

DEMUR 

Net Cost Avoidance by Using City's Fibre 
Network 

$80 
c 
tit 

 

$60 

2 $40 

$20 

$00 

2014 	2015 	2016 	2017 	2018 

Actual  V. •  Forecast -Target 

Number of Connected Traffic 
Intersections 

...tut,  Target 	Actual 
	

Trend 

Outlook 

•Key Actions 

• Primary focus is to connect City buildings, 

facilities and intersections for current and 

next-generation smart city services 

*Key Investments 

• IT Service Resiliency 

• Capital program includes investment in 

City's fibre optic network and associated 

infrastructure 

•Anticipated Challenges 

• Resource coordination between business 

units 
• Keeping up with advanced technologies 

• Preparing for "internet of things" through 

connectivity, security and analytics 

Story Behind Performance 
• Investment in our fibre optic network is meeting our predicted annual cost avoidance 

• On target for end of 2018 to connect 492 traffic intersections create "smart" intersection 

capabilities for the future 
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IT Cost Per User 
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Strategic Technology Planning Calgary 

Outlook 

•Key Actions 
• Work closely with departments to plan for 

technology investments 

• Focus on re-use and alignment of 

applications to manage software costs 

• IT Zero Based Review 

•Key Investments 
• Software Asset Management program 

• Lifecycling to modernize applications 

*Anticipated Challenges 
a  Maintaining cost/user with expanding use 

of technology in the field 

• Keeping up with demand from City 

business units to improve their agility 

• Funding model (capital to operating) for 

cloud solutions 

Story Behind Performance 
• Meeting our target to stay equal to peer average 

• Value of technology assets continue to grow 
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