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Introduction 

• KPMG has finalized our review of the Town’s organizational structure, which 
included an assessment of:
• Organizational structure 
• Staffing and resource allocations 
• Decision-making forums
• Ways of working

• The purpose of this presentation is to communicate key findings from our 
review in order to provide context to Council prior to their review of the final 
report

• KPMG will return to Council to address specific questions concerning the 
analysis and our conclusions 
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Organizational Review vs. Service Delivery Review 

Service Delivery 
Review

• Primary focus is on what you do 
and why you do it

• Key outcomes relate to changes 
in services, service levels and 
delivery models 

• Benchmarking looked primarily at 
services, service levels and 
resource allocations 

• Community input solicited on 
importance and use of municipal 
service

Organizational 
Review 

• Primary focus is on how you are 
structured to deliver services

• Key outcomes relate to staffing, 
organizational structure and 
decision-making processes

• Benchmarking looked primarily at 
organizational structure and 
staffing levels (number and type)

• Community input solicited on 
customer service experience, 
including use and satisfaction 
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Key Findings From The Service Delivery Review

• Majority of municipal services are mandatory or essential, leaving limited 
discretion to achieve significant savings through service reductions

• The level of municipal investment in municipal services is impacted by the 
Town’s level of services for recreational and community programming, as well 
as apparent constraint in investments for administrative functions 

• The Town’s internal processes demonstrate areas of inefficiencies, including 
the use of manual vs. automated processes

• Discretionary programs (marina, campground, concert hall) have minimal 
impact on the municipal levy 
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Organizational Review Guiding Principles 

Position the Town to be aligned with strategic 
priorities

Look to the future when assessing the 
current state

Avoid change for the sake of change

1
2
3
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Findings and Observations 

• Fundamentally, we believe the biggest challenge facing the Town is the 
continued dilution of resources in response to emerging priorities and 
requirements 

• We suggest that the implications of this mindset have already started to impact 
the Town’s delivery of service, with these impacts becoming more pronounced 
as time progresses due to changes in the operating environment 
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Dilution

The Chief Building Official is assigned by by-law enforcement duties on a 
part-time basis (30% budget allocation of CBO to by-law enforcement), 
diverting resources from building inspections and development support. 

Building Services 

The Town Clerk is assigned responsibility for by-law enforcement, policy 
development and aspects of the Town’s procurement, creating significant 
demands from a resource perspective and diversion from core legislative 
functions.

Legislative Services 

The Town’s HR function provides support to the Police for WSIB and 
other benefits administration, accounting for upwards of 20% of the 
department’s workload.  

Human Resources 
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Findings and Observations 

1. Strategic priorities are at risk of 
not being addressed 

• The Town’s 2019-2022 strategic plan 
identifies a number of priorities that 
have not yet been started or are in 
different stages of progression 

• Additional priorities identified through 
our review (transparency, 
accountability, customer service) are 
also unfulfilled. 
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How Satisfied Were You Overall With 
the Customer Service Provided by the 
Town?

Very 
Satisfied

Not At All 
Satisfied

Findings and Observations 

2. Customer service, while 
identified as a priority, is an 
area for improvement

• A survey completed by 219 
Cobourg residents indicated that 
only 42% gave the Town a rating 
of 8 or more out of 10 for 
customer service, which is 
consistent with those rating the 
Town 5 or lower

• While customer service is 
identified as a key strategic 
priority, the Town lacks a 
customer service strategy 
including metrics for measuring 
performance 

42%

17%

41%
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Findings and Observations 

3. Employee morale is an area of concern

• A survey completed by Town employees (representing more than 60% of all 
employees) indicated significant concerns over training, succession planning, 
recognition and performance management. 
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Findings and Observations 
Agree or 

Strongly Agree
My work is valued by this organization 57%
The amount of work I am expected to do is reasonable 57%
The people I work with take accountability and ownership for results 75%
The people I work with treat me with respect 75%
My manager helps me understand how my work is important to the 
organization

56%

My manager is approachable and easy to talk to 66%
My manager creates a motivating and energizing workplace 49%
My manager sets high expectations for our team’s performance 55%
This organization provides attractive opportunities for training and 
development 

36%

My opinions are sought on issues that affect me and my job 52%
This organization cares about its employees 42%
There are opportunities for my own advancement in this organization 28%
How open are we to change as an organization 49%
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Findings and Observations 

4. The Town faces risk exposures 
that, if materialized, can be 
significant
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Findings and Observations 

5. The Town faces significant 
development pressures in the 
near term

• Under the Growth Plan for the 
Greater Golden Horseshoe (2020), 
Northumberland County, and 
Cobourg in particular, is forecasted 
to experience significant growth in 
the next 15 years, which translates 
into greater emphasis on:

• Long-range planning
• Infrastructure planning
• Service expectations for the 

development community
0 5000 10000

Cobourg

Brighton

Trent Hills

Cramahe

Port Hope

Hamilton

Alnwick/Haldimand

Forecasted Growth (to 2034)

Housing

Population



14© 2018 KPMG LLP, a Canadian limited liability partnership and a member firm of the KPMG network of independent member firms affiliated with KPMG International Cooperative 
(“KPMG International”), a Swiss entity. All rights reserved. The KPMG name and logo are registered trademarks or trademarks of KPMG International.
© 2021 KPMG LLP, a Canadian limited liability partnership and a member firm of the KPMG network of independent member firms affiliated with KPMG International Cooperative 
(“KPMG International”), a Swiss entity. All rights reserved. The KPMG name and logo are registered trademarks or trademarks of KPMG International.

Findings and Observations 

6. Full-time staffing levels are reflective of service levels and the nature of 
the Town’s infrastructure

• In comparison to selected comparator municipalities, the Town’s full-time 
staffing levels are generally consistent, with some areas having lower levels of 
full-time staff

• A number of Town staff are assigned responsibilities across multiple 
departments and/or services

• Changes in staffing levels will impact multiple services
• Some services have no dedicated full-time staff assigned 

• Part-time staffing levels are particularly reflective of service levels adopted by 
the Town 
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Findings and Observations 

7. The Town’s ways of working contribute towards resource demands and 
pressures

Nunc nec justo
vel felis mollis
vestibulum a ac

Lack of a formal 
HRIS requires 
manual data 

collection and 
analysis

Under the Town’s 
procurement by-law, 

director-level 
authority is limited 

to $5,000 vs. 
$50,000 for other 

municipalities Lack of an e-
permitting solution 
increases time and 

personnel 
requirements for 
building permit 

applications
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Key Courses of Action 

1. Address key priorities through organizational realignment
• Distinguish between development permitting and long-range planning
• Distinguish between capital project engineering and infrastructure 

planning
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Key Courses of Action 

2. Address key priorities through specific resource additions

Key Deliverables: 

Mitigate Risks

2023 2024+2022

Address 
Immediate Needs

• Building inspection
• Procurement
• Information technology
• Human resources
• Grant and policy writer
• By-law enforcement 
• Economic development

Key Deliverables: 

Service Excellence

Transform the 
Organization

• Transformation manager
• Program financial analyst 

Key Deliverables: 

Service Continuance

Sustain 
Capacity

• Staff additions as required 
to respond to Council 
direction, regulatory 
changes and growth 
pressures
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Key Courses of Action 

3. Ensure appropriate support for transformation activities 

• HRIS
• E-Permitting
• Finance
• IT infrastructure 

Technology

• Training
• Succession planning
• Recognition

People

• Continuous improvement
• Customer service excellence

Processes

• Policies and procedures
• User fee funding 
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The information contained herein is of a general nature and is not intended to address the circumstances of any particular 
individual or entity. Although we endeavour to provide accurate and timely information, there can be no guarantee that 
such information is accurate as of the date it is received or that it will continue to be accurate in the future. No one should 
act on such information without appropriate professional advice after a thorough examination of the particular situation.


