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Our Organization 

Calgarians love their city, its opportunities and optimism. As the third 

largest municipality In Canada, we serve a city that 1.2 million people call 

home, a population that is young - with an average age of 36 years, diverse 

- with 28% visible minorities, and growing - with 40,000 new people 

arriving each year from across Canada - and the world. An excellent quality 

of life, low taxes, proximity to nature and cleanliness make Calgary one of 

the most liveable cities on the planet! We are part of that success story -

serving the city we live In, the city we love. And it shows. Ca!garians are 

overwhelmingly satisfied with the service they receive. We listen, respect 

and act. United In a common purpose to make life better ·every day, for the 

citizens of today and tomorrow. 
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Our Organization 

We are trusted and dependabte, a valued provider of public service. We 

take pride in providing quality service to citizens, day in and day out, while 

remaining~ resilient through good times and bad. Our warm and friendly 

character is well -suited to a city that welcomes many new faces every year. 

We are accessible and inclusive, valuing diverse perspectives. 

15-1 0-05 Making life better every day 5 
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· Our Organization 

A common purpose guides all our choices and decisions - to make life 

better every day. We anticipate the future and are committed to fostering a 

culture of innovation, creativity and best practices. We are at our best when 

we take responsibility for our actions and work together for the benefit of 

the people of Calgary. Together we make Calgary a great place to make a 

living, a great place to make a life. 

15-1 0-05 Making life better every day 6 



Our Culture 

At its heart, culture is what we do when no one is looking. It has been defined as the things that bind us, such as 

practices, competencies, ideals, our physical environment, experiences, values, behavioural norms and goals. Culture 

refers to the people within it and how we operate, how we treat each other, and how we interact and communicate. 

Corporate culture is about the organization we work in. It's a combination of widely shared institutional beliefs, 

values and our organization's guiding philosophy stated through our vision, common purpose and values. 

Our Vision 

Calgary: a great place to make a living, a great 

place to make a life. 

Our Common Purpose 

Making life better every day. 

The word "life" has a dual meaning: existence (people's 

lives), and verve (energy, creativity). We make a difference 

by contributing to people's well-being- their comfort, 

security and satisfaction with life In our city - and ensuring 

a high standard of quality of life for our residents. We also 

make a difference by bringing "life • to new ideas, 

creativity and Innovation to our work, and energy and 

enthusiasm In our approach to public service. 

15-1 0-05 Making life better every day 7 



0 
c: .., 
0 
c: -.... 
c: .., 
CD 



Our Culture 

Working Together 

Civic leadership in today's world requires a corporate culture and an 

inclusive public service environment where employees with diverse 

backgrounds, varied perspectives, skills, and experiences work together 

to provide exceptional municipal public service. 

The collaboration of diverse people, Ideas, and different perspectives Is 

an organizational asset that generates greater creativity and innovation. 

We are at our best when we are working together, and collectively 

focused on meaningful outcomes for our citizens. Ensuring a high level of 

engagement and satisfaction among our citizens, customers and 

employees is paramount in achieving our future for The City of Calgary as 

a great place to live and work. 

15-1 0-05 Making life better every day 9 



Our Culture 

Authorizing Environment 

The authorizing environment refers to all the 

sources of authority which enable the 

Administration to act. The formal sources of 

authority are the bylaws which establish the powers 

of the Administration. 

Permission Space 

The permission space is the informal source of 

authority which is a wider set of influences that 

shape an employee's capacity to exercise power. 

15-10-05 Making life better every day 10 
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Our Culture 

Character is behaving the right way. 

Our character is our internal compass that 

determines how we navigate through each 

day. We do our work with respect, Integrity, 

courage, empathy and compassion. We are 

authentic, principled and transparent in all 

we do, and have the self-awareness to 

adjust course if necessary. 

"It flows from the soul. n 
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Our Culture 

Collaboration is working together for a 
common purpose. 

Collaboration works best when we're 

cooperative, flexible and open·minded to 

others' views and opinions. Our organization 

is interconnected, achieving success through 

the contribution of diverse perspectives and 

talent. 

"It flows from our collective behaviours." 

15-1 0-05 Making life better every day 13 



Our Leadership 

City Council 

City Council consists of the Mayor and 14 City 

Councillors, one representing each of Calgary's 14 

Wards. City Council is the main governing and legislative 

body for The City of Calgary and is responsible for 

making the decisions necessary to allow the Corporation 

to achieve its purposes by determining foals and 

priorities, developing and approving policies, raising and 

spending money, planning and providing services and 

programs and representing the municipality. 

Learn More About 

City Council IJ 

Our success as an organization is measured by how well the entire organization provides quality public service to the 

citizens of Calgary. It is a key responsibility of the corporate leadership team to ensure that the actions and directions 

of management support the corporate vision and strategies. This means: 

• finding opportunities to work collaboratively with other parts of the organization and to encourage this in staff 

• articulating and supporting the common objectives shared by all departments, and 

• providing direction to staff to ensure that Individual actions support organizational effectiveness. 

15-10-05 Making life better every day 14 
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Our Leadership 

Brad Stevens Chima Nkemdirim 
Deputy City Manager Chief of Staff 

Deputy City Manager's OffiCe Office of the Mayor 

Glenda Cole 
City Solicitor 

Law 

Rob Pritchard 
General Manager 

utilities & Environmental 

Protection 

Heather Reed· Fenske 
Director 

Information Technology 

Roll!n Stanley 
General Manager 

PlaMing Development & 

Assessement 

~ 
Director 

Customer Service & 

Communications 

.MGJ.&gAQ 
General Manager 

Transpomtion 

Stuart Dalg~ 
General Manager 

Community Se!vices & 

Protective Services 

l ;~ ~ t 
~.~ttJ ~ 

,. , 
ErlcSawyM 
Chief Financial Officer 

Chief Financial Office 

Mark Lavallee 
Director 

Human Resources 

'·, 't 
.,_~ .· 

Sue Gray 
City Clerk 

••• •' 

City CIMI<'s Office 
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Service Overview 

What we provide ... 

The City of Calgary delivers hundreds of services, from providing fresh, 

clean drinking water straight to your tap, to clearing our roads of ice and 

snow during our city's infamous winters. 

Browse Many Of 

Our Services By 

Topic. 
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Service Overview 

Service-based planning and budgeting 

Citizens identify with The City through the services it provides. The City is changing 

its approach to business planning and budgeting to align with these services. This 

presents a unique opportunity to provide a complete picture of each service to 

Council and the public including the value citizens receive for their tax dollar, service 

results and future strategies, risks and investments. This approach will also provide 

information on the cost and effects of changing service levels to support Council 

decisions on where investments in services should be made. Service Plans and 

Budgets will be brought forth In November 2018 for the next 4-year business 

planning and budget cycle (2019-2022). 

15-1 0-05 Making life better every day 19 



Citizen Dashboard 

CITIZEN DASHBOARD 
Cit) of CJigary 

CALGARY QUALITY OF LIFE RESULT AREAS 

A PROSPEROUS CITY A CITY OF INSPIRING 
NBGHBOURHOODS 

86% 86% 
of Calgarians ~~~that of Celgarians a re proud to 

Calgary Is 11 great pia~ to $ live in their neighbourhood. i~i 
makeaiMng. 

SERVICES CONTR BUTING TO CAlGARY'S QUALITY OF L FE 

CALGARY TRANSIT ACCESS 

627,151 
tnps accommodated on 2015 

311 

379,720 
setv~ce requests created on 2015 

99.91'1 oftnp requests 
accommodated In 2015 

90~ of trip plck·ups on 
timeon2015 

94'16 satosfoed With 311 
experience 

87~ SlltiSfled With 
informotion proVIded 

A CITY THAT MOVES 

81% 
of Calgarilms an~ satisfied 
with Oty O(M'rated roads and 

~ lnfrastruaure. 

ROADS MAINTENANCE: SUMMER 

781 

A HEALTHY & GREEN OTY 

97% 
of Calgarians ratf! ~rail 

SUite of Calgary's • environment as good. 

3.635 potho!e~ foiled on 
summer2015 

km of gravel backlanes maintaoned in 201 5 
3.129 hectares mowed 
in2015 

CHECK BACK OFTEN FOR ADDITIONAL SERVICE 

AREAS. 

Clt~cyofC~Igary than!< you for beong 50 attentove to my 311 concern. lucky to 
love In such a great oty. ttyyc 
- 0 Kapos (@OKapos) july 7, 2015 
0 
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Citizen Dashboard 

A PROSPEROUS CI1Y 
Ca lga ry Qual,ty Of Ufe Resu lt Area 

Calgary com1nue; to grow as a magnet fort<~lent. a place where there IS opportunity for all, and che be !it place 1n Canoda to star. and grow a bu~iness 

According to the 2014 Citizen Satisfaction Survey. 86 per cent of Calgartans agree U'lat Calgary ts a great place to make a living. 

The City t~ or-e of many orgamza:ions th<lt c<~n mfluence the quahty of life 1n our community. To help Calgary be a prosperous City, The City focu~es on Konomic 
groMh, competluver-ess and community well-being Tre Coty woll use lndtcator1 to help us under1tand whett>er or not ·we are movong In the rogh: direction 
towards achieving each quahty of hfe result (as The City works to define ondiCators and qualo:y of hfe result areas, Counc•l Pnoritoes v.ill be used to frame quail 
of life In Calgary) 

There are many Coty of Calgary programs and services chat contribute co Calgary as a prosperous coty. Fond onformatlon about some of these, lncludong 
performance measures, below. 

SERVICES CONTRIBUTING TO A PROSPEROUS CITY 

INFORMATION RELATED TO WHAT MAKES CALGARY A PROSPEROUS CITY 

OJRRENT ECONOMIC ANAlYSIS CALGARY LABOUR MARKET 
REVIEW 

Check back often for addJtJonal sei'Vice oreas. 
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Citizen Dashboard 

A CI1Y OF INSPIRING NEIGHBOURHOODS 
Calgary Quality Of Lfe Result Area 

In a c,;y of tn~p ring neighbourhoods every Calg11nan lives 10 a safe, mrxed and just neighbourhood, and hal> the opportunity to participate rn avlc life . In 2014, 
86 per cent of Calgarlans agreed that they are proud to live In their neighbourhood according to the 2014 Citizen Satisfaction Survey. 

The Crtyos one of many organizauons that can influence the quslrty of life in our cornmunrty. To help Calgsry becomes crty of rnsp1rlng ne•ghbourhood~. The 
City focuses on public safety and fostering great ne<ghbourhoods The City woll use ondocators to help us understand wether or not we are mov1ng on the roght 
direction towards achievong each quality of life resu lt (as The Crty works to def1ne indoca:ors and quahty of life result areas. Council Pnon::res "'II be used to 
frame qualoty of life In Calgary). 

Then~ are many City of Calgary programs and serv1ces that contrfbu:e to Calgary as a city of 1nsplrong nerghbourhoods. Find tnfo rm4tion about some of these 
lncludrng performance measures, below. 

SERVICES CONTRIBUTING TO A CITY OF INSPIRING NEIGHBOURHOODS 

Check ~ck often for additional setv~ce l!reas 

INFORMATION RElATED TO WHAT MAKES CALGARV A CITY OF INSPIRING NEIGHBOURHOODS 
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Citizen Dashboard 

A CllY THAT MOVES 
Calg 1ry Qu.JIIty Of Ufc Result 'l.r~J 

A City that mov~s mak~s sur~ peop~ and goods can mo~ -11 and ~fely throughour Calgary. using a vari~ty of convenl~nt. affordabf~ accessible and effict~nt 
transportation choices. According to the 201 4 Citizen Satisfact ion SUrvey, 81 per c~nt of Calgarlans ar~ satisfied with City operated roads and Infrastructure. 

The Coty os ore of many organiZatiOns that can onfluenc~ th~ quality of hf~ In our community. To help Calgary become a coty that mov~s . The Coty focu~ on th~ 
safe and reliabl~ movement of people and goods. The Coty woll use ordocators to help us und~rstand whe:her or not- are moving 1n the nght do recto on towards 
achievong each qualoty of life result (as The City works to define ondiCators and qualoty of life result areas, Courcll Prtontles woll be us~d to frame quality of lofe on 
Calgary) 

Th~re are many Coty of Calgary programs and service-s that contri bute to Calgary as a city that moves. Ftnd Information about some of these-, includong 
performanc~ measure-s, below. 

SERVICES CONTRIBUTING TO A CITY THAT MOVES 

ACCESS CALGARY 

INFORMATION RELATED TO WHAT MAKES CALGARY A CITY THAT MOVES 

TRAVEL TIMES TRAFRC INFORMATION MAP 

Check back often for addtoonal 
service- areas 
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Citizen Dashboard 

A HEAL THY & GREEN CITY 
Calgary Quality Of Jfe Re .• ult Ao Pd 

In a h<!althy and gr!!'!!'n my W!!' su!ward our atr, land, and wa:!!'r wt>tl<! encouraging he<!llthy hf<!styles lor all Calganans In 20 14, 97% of Ca lgarlans rated the 
overa ll state o f Ca lgary's environment as good according to the2014 Citizen Satisfaction Survey. 

The C•ty os ore of many organozat•ons th<!!t can onfluence ti-e qualoty of hie In our communory To help Ci!lg<~ry become a healthy and green City. The Coty locuSO!s 
on the natural envoronmem and healtl-y ioVlng The Cory w•ll u~e mdocotor; to 1-elp u; ur.der~rand wret her or not we ;,re movorg on the nght dtrectoon towards 
achi~ing each quality of life resu't (as The City works to d.,f,ne ond.cators and qU<!IIity of hfe rl!su:r are<!ls. Councll Proonues will be used to frame quahty of life on 
Ca lgary}. 

There are many Ctry of Calgaoy programs and servoces that conttobu:e to Calgary as a healthy and green coty Fond onforma toon ab<lur some of these •ncludong 
performance measures, below 

SERVICES CONT~I BUTI NG TO A HEALTHY AND GREEN Cl 

Check back often for addouonal servtce areas. 

INFORMATION RELAT 0 WHAT MAKES CALGARY A HEALTHY AND GREEN CITY 

CALGARY PARKS MAP 
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Citizen Dashboard 

CALGARY TRANSIT ACCESS 
J lf ry r ,,., :t 

Serv•ce [Xoscnptton 

lEO 

IN2015 .• tl 
J'ERCEt.TOF TR1 P 
flfiJUEST~ 

CCOMMOOATED 

•• II 
FRCH;T 01\-TIME 

TRIP PERFORMANCE 

.• II 
PERCEPTIO• ~ OF 
CALGAR't TRANSIT 

CESS SERVICES 

.• tl 
CUSTOMER BASE BY 
COMMUNITY 

till 

[ .[ .. IPTIOI, 

Calg.!ry T ran~t t Ace6s , a d tvlslo Calgary Tt an~it. prov ides a door-to-door ~hared ride service to Calgarians witt> dt~abilities . 

The City of Calgary •s committed to pro111dlng Calgary T ranm Acce::;s cu~tomers Wtth ~fe and affordable travel options that they ca 
depend on. Calgary T ransu Access contributes to a htgrer quali ty of life fot people with dtsablll tii!S by prOViding trips to wotk, 

voca•lonal programs. medical appotntmems or casu11l tnps such as shopping . 

For our customers, regular transit ~ervlces are simply not an opuon. OUt cu~tomers rely hea"tly on the door to door servtee that Wt! 
offer and v.e often hear that wthout tre sefV!ce proVIded by Ca gary 1 ranslt Access they would never leave tt>e house 

We dehver safe, re$pons1Ve aJ"Id courteous public tra nsportation Sl!fV!ces .n house and through partnerships with Southland 
Transportation l td., Ched<er Yellow Cabs and Core Calgary Se(\llce i:; pro111ded 1n lift-equipped bu~es and accesstble vans, mtrwans 

d sedaJ"I~ . 

A OTY Of I~PIRING 

NEJGHBOURHOOOS ~i: 
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Citizen Dashboard 

NUMBER OF TRIP REQUESTS ACCOMMODATED 
l't;'ri lriln t "-("CP 

NUMIIfR OF TRIP 
REQUESTS 
ACCOMMODATED 

.. d 
PERU!\ TOF TRiP 

REQUESTS 
ACCOW.100.1.TEO 

•• II 
PERCE' TOr\· TI\1E 
R>P PERfORMANCE 

.. d 
PERCEDTION OF 
CALGARY TRANSIT 
ACCESS SERVICES 

.. d 
CUSTOMER BASE BY 
COM~lUNn 

[11) 

TRI PS ACCOMMOJATD 

95000 

90000 

85000 

80000 

"7500() 

ocoo 

65000 

~ 
2008 20CY-l 20 10 011 201 2013 201 2015 

Download Oma 

Why Is this Measure Important? 

Calga ry Trllns>t Access proVIdes speclo io: ed rrans• t for p=ple W>th d isabilities who may r ot be oble to use regular transit buses 
ano :ra ns. For many O' our customers. rhis os tt>e only means to trove! .:~round C.:~lgary. 

The story beh ind the numbet1 

Calgary Trans 1 .A.cce~s de' M!r~ more than o ne m•ll• on wps annually to Catgaroans witll dlsab ·l• t•es Sll'ce 2008, t" e number of mp 
equests accommodated has oncreas"d by 19 per cent, """ragong over 88,.j()() tnps per montr on 201-i. 

What a re we doing to Improve? 

1. Calgary T ransn Access continues to work on deliwnng safe accessible, effide'lt and effecuw traniponattor by managing 
se""ces and rna~.ng the most effective use of our fleet and schedules to ma•imo:e productivory. 

Calgary TranSit Access works on "berng on· time' by educating both the seiV!ce proVIders and our customers on what they 
can do to h~lp keep us on sc:l-t!dule 

We are worllng to us",_ technologies to provide cu5t0mers woth real time upda;~ and hlstoncal statlstcs. ,..,ese future 
technolog}< improvements. such as advar>ced calls to cu~tomers 5 10 mon1.1t~ belor~ ornval, can help to i ncrea~ on•time 
performance. 

3. Calgary Transit Access engages n-eonber~ of the publtc 1n meanh,gful discussions about changes or lmprovt'ments to 

tran~potta;kln servk:es. One of th.. ways we do this o:; through ti-e C.:olgii'Y Trans1t Access Advisory Committee, conststong 
mostly of Calgary T ranslt Acct'.ss customt'.rs. Tht'. comnmtee ad\li~es Calgary T ran sot on poll des and procedures related to 
ti-e operation of Calgary T ranslt Access. 
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Citizen Dashboard 

ROADS MAINTENANCE: SUMMER 
~ .,1(1< 

Service Descnptlon 

~.ILOME1ERS 0 
GRAVEL BACK LANE~ 
t..WNTAJII.ED 

... 

,..II 

... !1 

lj ~( --=(--,.-, ...... 
Tt>e City oi Calgary os commotted to mairtainlng the qu~lo ty of road service~ on Calgary by prov1d.ng cost effective seasoral 
maor tenance. The Road~ Maontenance program Is designed to maintain roadways to the hoghest s:anda rd ~ possible, 

Trree se/l"'..onaloml ntern~nce programs (Snow and Ice Control, Spring Clean· up, and SumiT'er Maontenance) currertly service over 
16,000 lare km of paved streets, over 2,000 km of go avel bach lanes and over 1,400 hectares of green space along maJOr roadways, 

help·r g to ensur~ tt>e Integrity and quality of Ca1gary's roadway wstem, 

T a~ •ng cllre of exos tlng roadways helps pro·11de smoot!<, comfortable and safe dnVing conditions for Cctlgarlans, m"~'"8 sure thctt 

people ""d goods can move efficiently and s.sfely d1foughout our city. 

Roads' summer maontenance actl\lltoes onclude maontaln•ng gravel bac~ fanes. repa1nng potholes and pavement, mowtng boulevard ;, 
mendir g fences, picking up material off of roadwcllys, 4llnd plckong up garbage receptacles located In the Bu~ • ness Revita li4a11on Zones 

IBRZ~). 

t>e ROcllds' Summer Malnterance Program helps main:aln C4ll lgary's Infrastructure making sure Calganar>s have access 10 safe travel 

dl'd cleaner wy. 

Did you know The C1ty of Calgary uses the term '1ane ~llometres (lane km)" to descnbe the length of roads? A lane 
km IS a kilometre long segment of road that os a single lanl! 1n w1dth. For l!l(llmp e a road that Is fo..or lanes w.de has 

4 lane km on one ki lometre of road 

A CITY THAT MOVES 

~ 
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Citizen Dashboard 

NUMBER OF KMS OF GRAVEL BACK LANES MAINTAINED 
R( .-1 l' \' 11 :~, , ~, ·~ 

Selvic~ De~uiDtio . 

KILOMETERS or 
GRAVEL BACK LANES 
MAINTAINED 

78'1 
IN2015 •• II 

.• d 

.. II 

IIIII 

1,800 

,600 

1 .~00 

,.200 

1,000 

800 

600 

400 

200 

~i 0 
j uf'e j uly August Sept em her October 

Download Data 

Why Is this Measure Important? 

The City Is respons1ble fo• ma 1nta 1"•1'1& appro~ ; n,,nely 2,000 Iaroe ~m of gravel back lanes as part of the gravel la'1e repa1 
l)rogr6m. 

The story behind the numbers 

Gravel back lanes car deter·orate over tome causing ISSues such as potholesc oncorrect dra1n~ge and Improper grade. 

What ;~rl! we doing to lmprove?~k1ng S\lfe Road$ has effic1ent and effect1v~ matn<enance programs 1s important,, light of 
lflCrea!OeS to the netwarit a'ld nsir,g operating costs. Currently, Roads is undertaking a ri!VIew of the po<hole repo11r process. 
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Citizen Dashboard 

311 
( t t rH'' "'"'v'c"' & Ccrwm;nlc<:~tiOII 

I 

Service Descnpuon 

NUMBER OF SERVIC 
REQUESTS CRfATED 

357.095 .. 11 

T03 11 

.. II 
PERCENT OF 
CUSTOMERS 
SATISFIED WITH 311 
SERVICE 

PERCENT Or 
CUSTOME 

.. II 

SATISFIED WITH 

INFORMATION I 
PROVIDED ad 
AVERAGE SPEED TO 
-'INS WE 

.. II 
'>FRVl f RfQtJEST 
BY TYPE 

"{ ·_E ~ .. ~"(f.' .....-rl"'"' 

The City of Calgary '~ comm1ned to prOVId ing ea~y acces~ lO City lnformatron and ~e!Vlces for a 11 Calganans 311 IS your acces~ to The 
City anyume. anyw~re. 

Wherrer It'~ on line, through the 3 11 Calgary app or by calling one easy to remember phone number, Calganans can contact The City 
24 hour~ a day, SI!Vtn days" week. 31 1 offers support II' multiple languag~ !I I' d across a variety of cranrels. offenng easy, 
respons1ve and reliable access to Ctty services, programs and tnformatlon 

In addition to serving as a centrill potnt of contact. 311 provides Ctty services wtth data and trends from 311 requests, wh1ch helps 
The Ctty to mal-e Informed strategic and budgetary dec isions for stra tegtc busrness plann.ng 

A PROSPEROUS OTY 

$ 
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Citizen Dashboard 

NUMBER OF SERVICE REQUESTS CREATED 
3 

NUMBER OF SERVICE 
REQUESTS CREATED 

•• .. II 
!\UMBER OF C~l.LS 
TQ311 

•• II 
PERCE\T OF 
CUSTC MERS 
SAnsnm wn1131 1 
SERIIICE 

.. II 
PERlEI';T OF 
CUSTOMERS 
SATISFiED WITH 
NFOR'.'I.lTJON 

PRQ\ilDE:l •• II 
AVfllAG£ SP[ED TO 
ANSWER 

• .a I 
SER'/JCE REQ'Jf.ST 
BY TYPE 

.. II 

SERVICE REQUESTS 

60,000 

50.000 

-10,000 

30.000 

20 000 

10.000 

0
Ja., jul j an Jul jar· ju l Jan jul jar> Jul J~n Ju jan Jul jar jul jan jul jan jul jan ju 
2005 :woo 2007 2008 2009 2010 2011 2012 2013 20 1.! 2015 - -Wm1y Monthly DowniOBd Data 

Why Is this Measure Important? 

By proVIdins aoc~s to 311 servtc.os throush ~ vanety D' chal'nels ""ensure Ca lganans a re able to access Jn·onmmon and subnH 
Set\""' Re<Jues:> (SRs~ !hroug" the chanoe of th<O ·r choic,. (on! nl!, 311 C~gary app or by phol'e call). 

The story behind the numbus 

In 201.1 Ol.'<!r 470.000 SRs "'"' "created across all 31 1 channe•s. Calgar.aos dl r..cdy s ubmol!ed 382,706 through the 31 I call 
cemre. 04,S38 SRs onlrne, ard 23.360 through the 31 I app 

What are we doins to lmprCM!? 

1. 31 I connnuouslyworks woth City sennce areas to lmprOIII! proeMs~ and update In forma non frequently so (argarlans haVI! 
occess to the lnform.:~tiQn when they r~ 11. 

• We have introduced a new lnformatoon Tracker Report that h" 'P' us Inform City s..Mc" areas v.hen thl!re os an 
opportUnity to tmprov" commur lcauons, program lnfom"'Itlon and res;ources related to their ~r.,~ . 

As part of oor cotlzm c.,tric approado, The City" work II' S to e•pand access to onforrnatoon and Sll"'lce< ti' nouah a varoety of 
cho!lnnels hlle· 

• Pro111dlng touch scne"n kiosks ot ""'' Is and other publoc sp.ocu 

• lmroduong 5 n<!WS..rvtee Requests to ti-e 31 1 ( d.gary app long grass, dama&ed s:rH!t l!ilhtS. s~reet clean 
Cr.y a.med trl!<' concerns and Cny owned ~ d~oprnent 
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Citizen Dashboard 

ABOUT THE CITIZEN DASHBOARD 

The Citizen D11shboard ·~an online tool to help you learn more about The City's perforrrance and how City progr11ms and services contribute to Calgary's QU!IIt ty 
of hfe . The C•t•zen Oa~hboard was developed to he p dnve continuous amprovernel'\t at The C ty al'ld support The City's efforts to be open, accountable and 
trarY.JMrl!l'l; about City services. 

The Cuizen Dashboard uses data and Interactive graphs charts and ""'P' :o do splay performance measures n a way that makes ac easy to understand. A 
de5Crlpdon os provided for e11ch performance me~twre e~pla lnorg wny each measure i~ omportam, what the numbers meal' and what ac<ions The City Is t.:okong 
to ,,.,.prove performance. 

Currently, select perfo~11ce me11sures ~t r e avaalab'e for four City services: 311, Calgilry Trarsot .Access. Ro.:~ds Maintenance al'\d l l'l~pectlon and Permt Service~. 
Additional seovoce anformaliOI'I W•ll be added to the Citazeo Dashboard on a o egul11r basts. Vou can look forwaod to the fo llo...,ing addotJons over the next ••• 
months: 

• Rotlcb M,1mten,mcL>: Snow andice Contro l, 

jan.- March 2016 
• Tr,m~ i l: Saft-ty md SeCLII rty; 

• W,ner Resources ,1 ncl Wt1 te1 Serv1ces; and 

• W,lste & Recycl ing Services. 

Oct. - Dec. 2015 > 
• Rodds M,lmten,lnce. Sp1 ing Cledn up 

• Tt<1r1S it: CTr,1 tn; 

• Tr,msit: Bus; .1nd 

• Commun1ty Serv1ces ,mel Protec tive Services 

As we comlnue to build the Citizen D11shboard, con~nt and functiona li ty wi ll evolve b11sed on Information collected from users and lnteml!l stakeholders. We 
encourage you to engage in the Cauzen Dashboard conversauoo and provide your feedb11ck on the main page. 

Citizen Dashboard Definitions: 

Results Based Accountability (RBA): The Cot•zen Dashboard u~e~ an RBA approacr to measurement. Thos helps turn data tl" tO "'"on by ustng a step-by-step 
method co focu5 on how our progr11m5 and serv•ce; benefit our clients and customer~. and contr;bute to Calgary's quality of life. RBA as~s three somple 

15-1 0-05 Making life better every day 31 



Our Strategy 

Strategic Alignment- Citizen Expectations and Council Imperatives 

Citizen Expectations 

The City's annual Citizen Satisfaction Survey is an important voice 

for citizens. Every year, Calgarians have the opportunity to provide 

input on The City's performance, their satisfaction with civic 

services and overall quality of life. In addition to the Citizen 

Satisfaction Survey, extensive public engagement during the 

development of the Action Plan helps ensure our path forward is 

the right one. 

Council 's Five Imperatives 
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Our Strategy 

Maintain focus Demonstrate Invest In Lead in Engage 

on our budget value for the infrastructure In management, citizens in the 

and spending services The the right ways, accountability conversations 

City offers now and in the and about Calgary's 

future transparency future 

Source: 2013 Citizen Satisfaction Survey_- Action Plan Engagement results 
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Our Strategy 

Strategic Alignment- Citizen Expectations and Council Imperatives 

Citizen Expectations 

Along with defining our citizen expectations, City Administration 

works with Council to ensure alignment. Council 's current five 

imperatives for Administration are: 

Council's Five Imperatives 
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Our Strategy 

Integrated Engaged Trust and Public Service Investment 

Service Leadership Confidence Culture and Value 

Delivery Council wants Council is Council wants Council 

Council is collaborative asking for an ~he organization expects a 

consistent in its organizational organization to deliver its sustainable 

view that the leaders and that Is reliable, services with a financial plan 

corporation managers that honest, citizen and from 

needs to function effective, and customer- Administration 

provide together as a that has its focused that is 

services in a team confidence and approach responsible and 

much more trust creates value 

coordinated 

and integrated 
way 
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Our Strategy 

Strategic Planning Framework 

Vision 

Legislative mandate, 

community 

aspirations, Council 

vision, civic brand, 

Council values 

+ Direction 

Shared purpose, 

corporate values, 

corporate behaviour, 

corporate leadership 

profile, corporate 

strategic direction 

+ Focus 

Shared agenda, 

priorities, goals, 

objectives, measures, 

targets 

+ Performance 

Corporate 

governance model, 

corporate road map, 

service-based 

management process 

- business plans -

service-based 

budgets, performance 

management system 

= Results 

High quality of life, 

focused strategy, 

valued municipal 

services 
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Our Strategy 

Action Plan 

Action Plan 2015-2018 is the approved four-year business plan and 

budget for The City. It includes Council Priorities, the services and 

initiatives that will be provided to achieve them, the performance 

results that Administration commits to accomplish, and the 

operating and capital budgets that will support the achievement of 

these results. The City of Calgary's Action Plan grew out of a year

long process during 2015 where citizens, City Council and City staff 

established our future direction and found the right balance between 

investing in quality public service and keeping tax rates affordable. 

View Our 
Action Plan 
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Our Strategy 

View Our 
Progress To IJ 
Date 

1 

2 

3 

4 

5 

Create a meaningful relationship with Council. 

Build a cohesive leadership culture and collaborative 

workforce. 

Better serve our citizens, communities and customers. 

Plan and build a great city. 

Strengthen our financial position. 
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Our Strategy 

Corporate Priorities 2016-2017 

• Investment 

• Growth Management 

• Real Estate 

• Provincial Relationships 

• People and Culture 
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" 

Our Strategy 

View Details Of 
The Resil iency IJ 

Plan 

1 Prioritizing investments for the future 

2 Using existing resources more efficiently 

3 Investing efficiently 

4 Increasing transparency and accountability 
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Our Performance Management System 

Performance Measurement and Accountabi lity 

The City's corporate standard for performance measurement is Results

Based Accountability (RBA). It is a simple, practical and disciplined 

approach for planning, evaluating and continuously improving services 

starting from a basis of performance measurement. ABA looks at ways to 

improve the quality of life in communities and performance of City 

programs and services - challenging us to look at what did we do, how 

well did we do it and, above all, is the community that we serve any better 

off? More information on the RBA approach can be found here. 
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Our Performance Management System 

Service Review and Improvement 

Service improvement is an ongoing activity in all areas and at all levels of 

the organization. The corporate program for Service Review and 

Improvement is currently centered on the Zero Based Review (ZBR) 

program. The "zero-based " aspect of the reviews refers to the fact that 

all aspects of a service are under review- what we do, why we do it, as 

well as how well we do it, building on some of the key concepts of RBA. 

The end result of a ZBR is a set of detailed and implementable 

recommendations for efficiency and effectiveness improvements. More 

Information on the ZBR program can be found here. 
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Our Performance Management System 

Service Plans and Budget 

Citizens identify with The City through the services we provide every day. 

The City is changing its approach to business P-lanning and budgeting 

to align it with these services. This presents an opportunity to provide a 

complete picture of each service to Council and the public, including the 

value citizens receive for their tax dollar. Service plans and budgets will 

focus on community and customer resultsJ future strategies for 

service deliveryJ risks and investments. This approach will also provide 

information on the cost and effects of changing service levels to support 

Council decisions on where investments in services should be made. 
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Our Performance Management System 

Integrated Risk Management 

Integrated Risk Management (IRM) provides a framework for 

identifying, assessing, managing, communicating and monitoring risks 

related to the achievement of The City's objectives and our ability to 

deliver services to citizens. It helps City Administration to assess risks in 

terms of likelihood and magnirtude of impact, and determines an 

appropriate response. lAM also Includes ongoing monitoring of progress 

and of changes to the risk environment. 
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Our Performance Management System 

Individual Performance Development 

The Individual Perfonnance Development (IPD) project is focused on 

developing a performance evaluation system unique to The City that 

reflects our values of individual responsibility and collective accountability. 

The system will provide The City of Calgary with a consistent, corporate 

approach to performance and career development. It promotes and 

measures the behaviours that support our priorities and initiat ives, 

encourages collaboration, and contributes to an inclusive and supportive 

work environment. 
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Our Road Map 

Our Road Map is a supplement to the LeadershiP- Strategic Plan. It is a guide that will lead us step-by-step toward 

organizational efficiency through three distinct stages: 

Step 1 

Articulate the leadership vision - Create purpose for Council through a compelling vision that 

is inclusive and credible, and challenges and Inspires people to align their energies in a 

common direction. 
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Step2 

Step3 

Step4 

Our Road Map 

Concentrate on priorities- State what is important and why. Rate and rank those priorities in 

terms of critical importance. 

Establish goals - Determine the direction that should be taken. Formulate specific goals to 

be accomplished that clarify ambitions and aspirations. 

Set specific objectives, measures and targets - Specify how improvement will be evaluated 

and measured. Establish measurable targets clearly outline intentions (outputs and 

outcomes) to be achieved. 
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StepS 

Step6 

Step 7 

Our Road Map 

Align with strategic direction - Support the vision, strategic direction and priorities of the 

City. 

Clarify focus and accountability - Ensure there are clearly defined roles, responsibilit ies and 

accountabilities with single points of accountability, no duplication in service delivery, and 

clustering of like services to promote service efficiencies and effectiveness. 

Enhance organizational development - Build organizational skills and capabilities, and 

provide staff opportunities to meet current and future expectations and requirements 

while facilitating a clear plan for succession. 
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StepS 

Step9 

Step 10 

Step 1 

Our Road Map 

Enable service integration - Provide an integrated service approach which leverages 

existing expertise, encourages collaboration and adopts best practices to ensure 

seamless and coordinated service delivery. 

Build organizational flexibility - Enable sufficient flexibility to anticipate and respond to 

changing needs and requirements. 

Focus on customer needs and citizen engagement - Be accessible, responsive and easily 

understood by customers while enhancing the ability of the City to anticipate and respond 

to changing customer needs and requirements. Enable the effective and ongoing 

engagement with citizens and responding to changing needs and expectations. 

Balance scope and scale of departments - Ensure that the scale and scope of operations 

across each layer In the organization are comparable in terms of operational, political and 

financial complexity and risk. 
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Step 12 

Step 13 

Our Road Map 

Address structural efficiency - Improve the formal system of task and reporting relationships 

that manages employees to achieve the corporation's goals and objectives. Promote 

productive and positive behaviour. Help people understand the purpose behind the tasks 

they perform, enabling greater performance efficiency. Develop cohesion between groups, 

teams, divisions and departments. 

Strive for cost efficiency - Produce optimum results for municipal investment or expenditure. 

Create value. 
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