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ROCKY VIEW COUNTY 2024 SERVICE BOOK

What is the Service Book?

The 2024 Rocky View County Service Book provides a comprehensive reference for ratepayers,
residents, businesses, partners and Council on the services the County provides, including service
levels, risk, costs, and performance.

Why is itimportant?

In 2023, the County developed the Service Management Framework, which applies a service-based
lens on everything the County delivers. This lens is more accessible for the public, and allows
Council to make more informed, service-based decisions. The Service Book summarizes all the
characteristics of our services to increase transparency.

How do | read it?

The Service Book is organized by our existing County divisions, to better connect what a service-
based view means relative to our organizational structure — which is how we have presented
budgets in the past.

There are 53 Services, which are described in a one-page summary that includes:

e Service Description: What the service provides

e Service Objective: What the desired outcome is for the service

e Service Lead: County department that leads the service

e Service Partners: County departments that assist in providing the service

e Service Customers:  Who benefits from the service

e Service Risk: Very Low, Low, Moderate, High, Very High risks to the service
e Service Cost: Includes:

o Revenue generated by the Service
o Expenses for each Sub-Service
o Net Cost of the Service

Within the 53 services, there are 164 sub-services, each of which are described in a one-page
summary thatincludes:

e Sub-service Description: What the sub-service provides
e Sub-service Role, which may be:

o 4:Core (e.g., legislated, required by policy, etc.)

o 3:Non-Core - Critical (e.g., not legislated, but essential for
employee/resident safety, organizational success, etc)

o 2:Non-Core - Strategic (e.g., has important strategic value
for residents, businesses, employees)

o 1:Non-Core - Discretionary (e.g., is not required to be
provided, but has been identified as an important service for
the County)

o 0:Not provided
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o Sub-Service Level, which is a combination of SCOPE of the service (e.g., “what” is
provided), the CAPCITY (e.g., “how much” is provided, and customer ACCEPTANCE
(e.g., satisfaction). Service levels range from Basic, Below Average, Average, Above
Average, and Premium, relative to other similar municipalities.
e Sub-Service Cost: By general cost categories (e.g., salaries/wages, contracted/general
services, materials/supplies, maintenance, utilities, grants, amortization).
o Costisalso provided by FIXED cost (e.g., costs that do not change with “how much”
a sub-service is doing) and VARIABLE cost (e.g., costs that do change depending on
“how much” a sub-service is doing)
e Sub-Service Output: “how much” a service provides/produces

e Sub-Service Performance: how well the service is doing.
What do | do with the Service Book?

Use it as a reference for our services as Council works through the 2025 budget deliberations.
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Service COMMUNICATIONS

Service

Service Lead Communications and Engagement All County Departments

Partners

Service Communications service offers support to the County in terms of delivering information to relevant
Description stakeholders.

Service The County provides consistent information that meets the needs of stakeholders in a way that
Objective informs residents in a transparent manner and fosters a positive relationship with the County.

Customers County departments and Council. Service Risk

Service Cost

2023 Actual ($) 2024 Budget ($)

Total Revenue ($0) ($0)
Expense by Sub-Service

Communications Planning and Direction 30,019 32,196

External Communications 513,138 626,836

Internal Communications 85,803 109,752

Communication Consultation 82,553 88,539

Brand Management 15,010 16,098

Special Event Hosting 173,101 270,783
Total Expense 899,624 1,144,204
Net Cost of Service 899,624 1,144,204
Source 2023 Actual ($) 2024 Budget ($)

Amortization

Bylaw

Fines

Interest

Master Rates

Other

Other/Recovery

Scrap

Taxes
Net Service Revenue (0) (0)

C-1 Attachment C
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Sub-Service

Communications Planning and Direction

Sub-Service Role

2: Non-Core (Strategic)

Sub-Service

Develop the longer-term strategy and tactics (e.g., communications plan) as well as the enabling

Description policies, program and bylaws that support a cohesive approach to service delivery.
Current Level of Service
Average: The County has a communications plan and accompanying policies and bylaw to provide a
Scope systematic and comprehensive approach to evaluate current communications capabilities and
P assist in formulating and communicating strategic directions for communications services, while
highlighting opportunities for improved service delivery.
Average: The County can able to maintain an up-to-date communications plan and reviews its
Capacity direction for communications services on a regular basis (e.g., three-year cycle) to ensure
communications efforts remain coordinated and effective.
Average: 50-70% of customers would accept the combination of scope and capacity of service
Acceptance .
provided.
2024 Service Performance
Above

At Service Level

The County is at the mid-point of a three-year communications plan, with 2025 being the final year.
Considerable progress has been made on the plan, with some deliverables lagging to resource
capacity. Policies have been updated to reflect current priorities.

Below

Sub-Service Current Output Maximum.0utput at Minimum putput at

Output Current Fixed Cost Current Fixed Cost

# of residents 44,568 46,796 42,340

Sub-Service Cost
2023 Actuals ($) 2024 Budget ($)

Cost Category Fixed Variable Total Fixed Variable Total
Labour 30,019 - 30,019 6,439 25,757 32,196
Contracted & General
Services
Materials & Supplies
Maintenance
Utilities
Grants
Amortization

Total Expense 30,019 - 30,019 6,439 25,757 32,196
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Sub-Service

External Communications

Sub-Service Role

4:Core

Sub-Service

Offer support to the County to share relevant information to the public. This includes emergency

Description communications, digital communications and media relations
Current Level of Service
Average: County departments can rely on their messages being communicated using a variety of
Scope channels (e.g., website, email, press release, events) and at a level of detail relevant to the target
audience.
. Average: County information is accurate and readily available in a medium that is convenient for
Capacity . .
the intended audience.
Average: 50-70% of customers would accept the combination of scope and capacity of service
Acceptance .
provided.
2024 Service Performance
Above There has been a significant focus on external communications, and as a result the County has

At Service Level

seen improvement on the strategic key performance indicator related to citizen satisfaction with
communications. However, demand, complexity, and the need for proactive communication
continues to increase, with existing resources unable to maintain an average level of service.
Internal process and technology improvements have been made to create efficiencies. Website re-
redesign has been a priority in 2024 to further improve access to information but requires additional

Below resources to meet demand for more effective and efficient web content.

Sub-Service Current Output Maximum'Output at Minimum 'Output at

Output Current Fixed Cost Current Fixed Cost

# communication

e 295 207 148

Sub-Service Cost
2023 Actuals ($) 2024 Budget ($)

Cost Category Fixed Variable Total Fixed Variable Total
Labour 60,789 344,470 405,259 65,197 369,449 434,646
Contracted & General Services 25,764 77,292 103,056 45,360 136,080 181,440
Materials & Supplies 482 4,341 4,823 1,075 9,675 10,750
Maintenance
Utilities
Grants
Amortization

Total Expense 87,035 426,103 513,138 111,632 515,204 626,836
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Internal Communications Sub-Service Role 4: Core

Sub-Service

Offer support to the County for delivering information internally about the County.

Description
Current Level of Service

Average: County departments can rely on their messages being communicated to employees using a
Scope variety of channels (e.g., website, email, notice boards, events) and at a level of detail relevant to the

target audience.

Average: County employees can access accurate and timely information they need to be effective,
Capacity efficient and engaged in their roles. Information is communicated across a variety of channels, based

on what is convenient for the intended audience.

Average: 50-70% of customers would accept the combination of scope and capacity of service
Acceptance .

provided.

2024 Service Performance
Above Internal communications have evolved to a reactive service delivery model with the prioritization of

At Service Level

External Communications in recent years, leading to limited capacity for effective internal
communication. This has contributed to lower employee engagement. The recently delivered
Customer Service Strategy and People Strategy will increase the demand for proactive internal

Below communications.

Sub-Service Current Output Maximum.Output at Minimum putput at

Output Current Fixed Cost Current Fixed Cost

# of employees 345 276 276

Sub-Service Cost
2023 Actuals ($) 2024 Budget ($)

Cost Category Fixed Variable Total Fixed Variable Total
Labour 9,006 51,033 60,039 9,659 54,733 64,392
Contracted & General Services 6,441 19,323 25,764 11,340 34,020 45,360
Materials & Supplies
Maintenance
Utilities
Grants
Amortization

Total Expense 15,447 70,356 85,803 20,999 88,753 109,752
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Communication Consultation Sub-Service Role 2: Non-core (Strategic)

Sub-Service

Increase awareness of effective communication practices among County departments, executives,

Description and elected officials.
Current Level of Service
Scope Average: County departments can rely on ad hoc communication consultations and the availability
P of communication standards and templates.

Average: County departments are able to receive communications advice and training when they
Capacity need it to support their awareness of County standards and guidance around external and internal

communications.

Average: 50-70% of customers would accept the combination of scope and capacity of service
Acceptance .

provided.

2024 Service Performance
Above Communication Consultation has maintained a consistent level of service for high risk/ high

At Service Level

visibility communications projects. However, demand for communication support from other
service areas continue to grow with major County initiatives underway, leading to outsourcing of
communications to external service providers and varying levels of service. Additional capacity will

Below help to support these needs and improve quality of communication consultation.

Sub-Service Current Output Maximum.Output at Minimum F)utput at

Output Current Fixed Cost Current Fixed Cost

# of employees 345 362 276

Sub-Service Cost
2023 Actuals ($) 2024 Budget ($)

Cost Category Fixed Variable Total Fixed Variable Total
Labour 16,511 66,042 82,553 17,708 70,831 88,539
Contracted & General Services
Materials & Supplies
Maintenance
Utilities
Grants
Amortization

Total Expense 16,511 66,042 82,553 17,708 70,831 88,539
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Sub-Service Brand Management Sub-Service Role| 2: Non-core (Strategic)

Sub-Service

. L. Promote awareness and positive perceptions of the County’s brand.
Description

Current Level of Service

Average: The County presents a consistent brand or public image to stakeholders through a variety

SESER of channels.

Average: The County’s brand is consistent with its strategic mission, vision and values, and
Capacity stakeholders interact with the brand across various channels (e.g., logo, advertising, event
participation).

Average: 50-70% of customers would accept the combination of scope and capacity of service

A t .
cceptance provided.

2024 Service Performance

Above The focus of the service has been predominantly on external brand management, often

complicated by the outsourcing of communications by other departments (reduces control of

At Service Level . S
brand management). Internal brand management has not had the focus required to maintain the

Below desired level of service.

Sub-Service Current Output Maximum.Output at Minimum 'Output at

Output Current Fixed Cost Current Fixed Cost

i:n‘:?:gir;ication 295 295 148

Sub-Service Cost
2023 Actuals ($) 2024 Budget ($)

Cost Category Fixed Variable Total Fixed Variable Total
Labour 10,507 4,503 15,010 11,269 4,829 16,098
Contracted & General Services
Materials & Supplies
Maintenance
Utilities
Grants
Amortization

Total Expense 10,507 4,503 15,010 11,269 4,829 16,098

11
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Sub-Service

Special Event Hosting Sub-Service Role| 1: Non-core (Discretionary)

Sub-Service

Facilitate the production of County-led events (e.g., County Open House, CAO Townhall)

Description
Current Level of Service
Scope Average: The County hosts events related to specific outcomes (e.g., economic development,
P community social wellbeing, environmental awareness).
Capacit Average: The County hosts special events at a reasonable frequency that meet their objectivesin a
P Y cost-efficient manner.

Average: 50-70% of customers would accept the combination of scope and capacity of service
Acceptance .

provided.

2024 Service Performance
Above 2024 has seen an increased demand for special events, both internally and externally. With the

At Service Level

prioritization of External Communication service in 2024, capacity to support demand is not
adequate, and level of service is at risk of decreasing. The demand on internal departments to
resource large-scale County events and Councilor workshops has created resource capacity

Below challenges across the organization.

Sub-Service Current Output Maximum'Output at Minimum putput at

Output Current Fixed Cost Current Fixed Cost

S 12 0 0

Sub-Service Cost
2023 Actuals ($) 2024 Budget ($)

Cost Category Fixed Variable Total Fixed Variable Total
Labour 7,880 44,654 52,534 8,451 47,892 56,343
Contracted & General Services 5,797 110,141 115,938 10,206 193,914 204,120
Materials & Supplies 231 4,398 4,629 516 9,804 10,320
Maintenance
Utilities
Grants
Amortization

Total Expense 13,908 159,193 173,101 19,173 251,610 270,783

12
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S8  CORPORATE PLANNING & MONITORING
Service Lead Strategy & Performance Service Flnanc!al Services, !nformatlon Technology,
Partners Executive Leadership Team

. Corporate Planning & Monitoring is the development, maintenance, and monitoring of strategic and
Service . . . . - . T -

v operational plans that direct the County to achieve its strategic goals, as identified in the strategic
Description . . ,
plan. These plans collectively inform the County’s budget.

. Promote alignment between the County’s strategic goals and operational objectives and priorities as
Service . . . -
Obiective outlined in County plans and frameworks. Measure and monitor progress to ensure accountability and

: transparency.
Customers All Departments, Council, Service Risk MODERATE
Ratepayers
Service Cost
2023 Actual 2024 Budget

Total Revenue ($0) ($0)
Expense by Sub-Service

Strategy Development and Monitoring 81,312 110,300

Service Plan Development and Monitoring 148,683 144,122

Service Optimization 129,168 117,650

Project Management Support 84,820 106,831
Total Expense 443,983 478,903
Net Cost of Service 443,983 478,903

Service Revenue Details |

Source 2023 Actual 2024 Budget

Amortization

Bylaw

Fines

Interest

Master Rates

Other

Other/Recovery

Scrap

Taxes
Net Service Revenue (0) (0)

13
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Sub-Service

Strategy Development & Monitoring

Sub-Service Role

3: Non-Core (Critical)

Sub-Service

Facilitate the development and implementation of the County’s long-term vision, strategic themes

Description and objectives, and key performance indicators (KPIs).
Current Level of Service
Scope Average: The County maintains a current corporate strategic plan that includes its mission, vision,
P and values, and outlines its strategic themes and objectives for the long term.
Capacity Average: The County refreshes its strategic plan at pre-determined intervals and reviews it annually.
Average: 50-70% of customers would accept the combination of scope and capacity of service
Acceptance .
provided.
2024 Service Performance
Above The County has achieved the implementation and integration of a measurable and actionable 2023-

At Service Level

2027 Strategic Plan into the corporate planning and monitoring process. Council reports now include
strategic alignment, strategic objectives and key performance indicators provide a foundation for
plans and budgets, and progress on the strategic plan is reported quarterly through the County
Accountability Report. Seventeen of nineteen key performance indicators have been fully developed

Below and are being measured, with plans to develop the remainder in 2024/early 2025.

Sub-Service Current Output Maximum'Output at Minimum F)utput at

Output Current Fixed Cost Current Fixed Cost

# of employees 345 517 172

Sub-Service Cost
2023 Actuals ($) 2024 Budget ($)

Cost Category Fixed Variable Total Fixed Variable Total
Labour 81,312 81,312 110,300 110,300
Contracted & General Services
Materials & Supplies
Maintenance
Utilities
Grants
Amortization

Total Expense 81,312 81,312 110,300 110,300

14
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Sub-Service

Service Plan Development and Monitoring Sub-Service Role | 3: Non-core (Critical)

Sub-Service

The County develops and maintains service plans and frameworks that align with the Service

Description Management Framework and advance progress County Strategic Plan.
Current Level of Service
Scope Average: The County develops service plans that align with the Service Management Framework and
P advance progress County Strategic Plan.
. Average: The County monitors service levels quarterly and reviews/refreshes services annually.

Capacity . .

Service plans are developed annually and reviewed quarterly.

Average: 50-70% of customers would accept the combination of scope and capacity of service
Acceptance .

provided.

2024 Service Performance
Above In the first year of implementation, the Service Management Framework has been refreshed and

At Service Level

corporate planning and budgeting was conducted from a service perspective. Service performance
is reported on through the quarterly accountability report. In 2024 and 2025, Strategy and
Performance will support service leads in developing, collecting, analyzing and reporting on
meaningful service performance metrics, of which over 800 have been recommended from the

Below framework.

Sub-Service Current Output Maximum.Output at Minimum Putput at

Output Current Fixed Cost Current Fixed Cost

# of employees 345 431 258

Sub-Service Cost
2023 Actuals ($) 2024 Budget ($)

Cost Category Fixed Variable Total Fixed Variable Total
Labour 100,827 100,827 136,772 136,772
Contracted & General Services 38,285 9,571 47,856 5,880 1,470 7,350
Materials & Supplies 1,950 1,950
Maintenance
Utilities
Grants
Amortization

Total Expense 139,112 9,571 148,683 144,602 1,470 146,072

15
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Sub-Service

Service Optimization

Sub-Service Role

3: Non-core (Critical)

Sub-Service

Review and analyze service to optimize effectiveness and efficiency.

Description
Current Level of Service
Scope Average: The County defines, measures, analyzes and improves it services to ensure effective and
P efficient delivery.
Capacit Average: The County prioritizes services for assessment annually and conducts optimization
P Y reviews accordingly.

Average: 50-70% of customers would accept the combination of scope and capacity of service
Acceptance .

provided.

2024 Service Performance
Above The County has moved from a reactive approach to service optimization to a proactive, structured

At Service Level

Below

approach to identifying areas for analysis and improvement, toward improving its strategic KPI
related to exploring services for increased effectiveness and efficiency. In 2024, the County
identified the Development Process, Parks/Open Space/Active Transportation,
Recreation/Culture/Leisure Facility Access & Programming to examine for service optimization.

Sub-Service

Maximum Output at

Minimum Output at

Output Current Output Current Fixed Cost Current Fixed Cost
# of employees 345 431 258
Sub-Service Cost
2023 Actuals ($) 2024 Budget ($)

Cost Category Fixed Variable Total Fixed Variable Total
Labour 81,312 81,312 110,300 110,300
Contracted & General Services 38,285 9,571 47,856 5,880 1,470 7,350
Materials & Supplies 1,950 1,950
Maintenance
Utilities
Grants
Amortization

Total Expense 119,597 9,571 129,168 118,130 1,470 119,600

16



Attachment C: 2024 Service Book C-1 Attachment C

2024 Service Book: Corporate Planning & Monitoring Page 18 of 225

Sub-Service

Project Management Support Sub-Service Role | 2: Non-core (Strategic)

Sub-Service

Establish project management best practices and support project managers to advance project

Description progress and monitor/report on results.
Current Level of Service
Average: The County provides an Enterprise Project Management Office (EPMO) that offers project
Scope management support, centralized reporting and monitoring, and stewards governance and
oversight.
. Average: Project management support is available to all project managers, and monitoring/
Capacity . . . .
reporting available to senior leadership monthly.
Average: 50-70% of customers would accept the combination of scope and capacity of service
Acceptance .
provided.
2024 Service Performance
Above Project Management Support service has consistently provided monthly project accountability

At Service Level

reporting to the Executive Leadership Team and quarterly reporting through the corporate
accountability report to Council and the public. The IT’/EPMO Steering Committee was established
to promote improved project oversight, prioritization and decision making, and project

Below management is conducted using the County’s project management software.

Sub-Service Current Output Maximum'Output at Minimum F)utput at

Output Current Fixed Cost Current Fixed Cost

# of employees 345 431 258

Sub-Service Cost
2023 Actuals ($) 2024 Budget ($)

Cost Category Fixed Variable Total Fixed Variable Total
Labour 84,820 84,820 106,831 106,831
Contracted & General Services
Materials & Supplies
Maintenance
Utilities
Grants
Amortization

Total Expense 84,820 84,820 106,831 106,831

17
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Service COUNCIL REPRESENTATION

Legislative Services, Intergovernmental
& Regional Planning Services,
Customer Care and Support, Executive
Leadership Team

Service Lead Executive Coordination Service Partners

Service Council Representation provides residents an opportunity to express their views and opinions on the
Description County’s direction to their Councilor's.

Service Residents and local organizations have access to Councilor's to communicate their interests in the
(0] JT=Ye3 {)V/) direction and development of the County.

Residents, developers, businesses

o Service Risk Low
and local organizations.

Customers

Service Cost

2023 Actuals ($) 2024 Budget ($)

Total Revenue ($0) ($0)

Expense by Sub-Service

Representation of Public Interest 931,612 1,143,700

Total Expense 931,612 1,143,700

Net Cost of Service 931,612 1,143,700

Service Revenue Details

Source 2023 Actuals ($) 2024 Budget ($)

Amortization

Bylaw

Fines

Interest

Master Rates

Other

Other/Recovery

Scrap

Taxes

Net Service Revenue (0) (0)

18
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Sub-Service Representation of Public Interest Sub-Service Role | 4: Core

Sub-Service . . . .
Represent resident interests to inform County decisions.

Description
Current Level of Service
Scope Average: Stakeholders have opportunities to express their views through a variety of methods (e.g.,
P contacting their Division Councilor by email, phone, meeting, townhalls).
. Average: Councilors are available to receive stakeholder comments, suggestions or complaints

Capacity s

and the County can respond within 24 hours.

Average: 50-70% of customers would accept the combination of scope and capacity of service
Acceptance . .

provided (internal assessment).

2024 Service Performance
Above

The County implemented an automated ticketing system to better track inquiries, and track

At Service Level performance. There is an immediate confirmation of receipt of the inquiry, and overall the County

meets the 24-hour turnaround for the response.

Below

Sub-Service Current Output Maximum'Output at Minimum F)utput at

Output Current Fixed Cost Current Fixed Cost

# of residents 44,568 89,136 44,568

Sub-Service Cost
2023 Actuals ($) 2024 Budget ($)

Cost Category Fixed Variable Total Fixed Variable Total
Labour 785,637 - 785,637 822,100 - 822,100
Contracted & General Services 145,181 - 145,181 320,100 - 320,100
Materials & Supplies 238 556 794 450 1,050 1,500
Maintenance
Utilities
Grants
Amortization

Total Expense 931,056 556 931,612 1,142,650 1,050 1,143,700
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Service PUBLIC ENGAGEMENT

Service Lead Communications and Engagement Service Partners All County Departments

Service Public Engagement service gathers relevant information and targeted feedback from stakeholders on
Description topics that affect them to support informed decision making across County departments.

Service Residents and identified stakeholders can provide feedback and insight in a meaningful way to help
(0] JT=Ye3 {)V/-) inform County decisions and meet policy requirements.

Customers County departments and Council Service Risk

Service Cost

2023 Actuals ($) 2024 Budget ($)

Total Revenue ($0) ($0)

Expense by Sub-Service

Public Engagement (non-mandated) 106,106 138,405

Mandated Consultation 120,410 193,252

Total Expense 226,515 331,657

Net Cost of Service 226,515 331,657

Service Revenue Details

Source 2023 Actuals ($) 2024 Budget ($)

Amortization

Bylaw

Fines

Interest

Master Rates

Other

Other/Recovery

Scrap

Taxes

Net Service Revenue (0) (0)
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Sub-Service

Public Engagement (non-mandated)

Sub-Service Role| 3: Non-core (Critical)

Sub-Service

Conduct public engagement planning, implementation, and evaluation on behalf of County

Description departments to inform organizational decision making.
Current Level of Service
Scope Average: County departments perceive that meaningful input is gathered from stakeholders on
P matters that are of interest to them via engagement options that are suited to them.

Average: The County engages stakeholders at an appropriate frequency and level of accessibility
Capacity (through various channels) that allows for the collection of relevant inputs and supports

informed decision making.

Average: 50-70% of customers would accept the combination of scope and capacity of service
Acceptance .

provided.

2024 Service Performance
Above Public Engagement is a strategic priority, with recentimprovements aligning satisfaction levels

At Service Level

with provincial benchmarks. The County aims to reach a 50% satisfaction rate by 2024. Citizens
continue to emphasize the need for clear communication on engagement results and decisions.
Engagement efforts are currently distributed across various departments and projects, but the
County is moving towards centralizing these efforts to improve oversight, achieve financial

Below efficiencies, and enhance satisfaction.

Sub-Service Current Output Maximum.Output at Minimum putput at

Output Current Fixed Cost Current Fixed Cost

z:;agements 5 8 8

Sub-Service Cost
2023 Actuals ($) 2024 Budget ($)

Cost Category Fixed Variable Total Fixed Variable Total
Labour 19,656 78,624 98,280 24,916 99,666 124,582
Contracted & General Services 773 6,956 7,729 1,361 12,247 13,608
Materials & Supplies 5 92 97 1 204 215
Maintenance
Utilities
Grants
Amortization

Total Expense 20,434 85,672 106,106 26,288 112,117 138,405
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Sub-Service

Mandated Consultation Sub-Service Role | 4: Core

Sub-Service

Conduct public engagement with respect to issues or services that include mandated or legislated

Description consultation.
Current Level of Service

Basic: Traditional engagement methods are used (e.g., open houses, public hearings), the County
Scope conducts these to a lesser degree (i.e., fewer open houses, shorter duration, less awareness,

limited reporting back)

Average: The County engages stakeholders at an appropriate time, frequency and level of
Capacity accessibility (through various channels) that allows for the collection of relevant inputs and

supports informed decision making.

Above Average: 70-90% of customers would accept the combination of scope and capacity of
Acceptance . .

service provided.

2024 Service Performance
Above Public Engagement is a strategic priority for the County and has seen improvement on the strategic

At Service Level

key performance indicator related to satisfaction with public engagement. Though the current
satisfaction level is on par with provincial benchmarks, the goal is to reach 50% satisfaction in 2024.
Mandated consultation is decentralized, ad hoc, and lacks coordination. The County is conducting
a review of the service in 2024 toward developing a Public Engagement Strategy that better focuses

Below resources and improves the effectiveness and efficiency of the service.

Sub-Service Current Output Maximum.Output at Minimum putput at

Output Current Fixed Cost Current Fixed Cost

# of

consultations

Sub-Service Cost
2023 Actuals ($) 2024 Budget ($)

Cost Category Fixed Variable Total Fixed Variable Total
Labour 17,274 97,886 115,160 27,595 156,369 183,964
Contracted & General Services 515 4,638 5,153 907 8,165 8,072
Materials & Supplies 10 87 97 22 194 216
Maintenance
Utilities
Grants
Amortization

Total Expense 17,799 102,611 120,410 28,524 164,728 193,252
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Service

BUILDING APPROVALS AND COMPLIANCE

Service Lead Building Services

Service Partners

Service
Description

Planning, Engineering Services,
Fire Services and Emergency
Management

Building Approvals and Compliance ensures that new or existing buildings comply with the required
building codes and safety codes under the Safety Codes Act and other bylaws. This includes
permitting and inspections on all new installations, renovations, additions and changes of use to
buildings, and structures for building, electrical, plumbing, gas and private sewage systems.

Service
Objective

Buildings (new and existing) are safe and usable for their intended purposes.

Customers

Developers, builders, professionals,
property owners and residents.

Service Risk

Service Cost

Source

2023 Actual ($) 2024 Budget ($)
Total Revenue (8,257,395) (5,375,400)
Expense by Sub-Service
Inspect"lons - Safety Codes Monitoring and 2,229,628 2,117,460
Compliance
Permitting -Building anstructlon and Alteration 1,616,598 1,647,840
Approvals and Compliance
Total Expense 3,846,226 3,765,300
Net Cost of Service (4,411,169) (1,610,100)

2023 Actual ($)

Service Revenue Details

2024 Budget ($)

Amortization

Bylaw

Fines

Interest

Master Rates

(8,257,395)

(5,375,400)

Other

Other/Recovery

Scrap

Taxes

Net Service Revenue

(8,257,395)

(5,375,400)
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Sub-Service

Inspections - Safety Codes Monitoring and

Compliance

Sub-Service Role

4: Core

Sub-Service
Description

Conduct inspections for buildings, electrical, plumbing, gas and private sewage systems. Work with
building code officials, building owners and occupants to inspect new and existing occupancies
to ensure compliance with respective codes and regulations.

Current Level of Service

Scope

Above Average: The County provides a fully digitized safety codes permission and compliance
services as the process through a self-serve portal where requests can be submitted, application
status can be viewed, and inspections can be scheduled. The County assesses buildings for
compliance with the applicable Codes to issue an occupancy permit, and transitions knowledge of

the building’s fire suppression systems to Fire Services.

Capacity

Below Average: Delivery of inspections is split between Rocky View County and a third-party agency.
Third-party inspections are conducted at the timing and discretion of the contractor.

Acceptance

Average: 50-70% of customers would accept the combination of scope and capacity of service

provided.

2024 Service Performance

Above

At Service Level

Below

The County has seen a 90% increase in all inspections since 2019. Overall, the 3-5 day service
standard set by the Government of Alberta is being met. However, between 2019 and 2023, there was
a 51% increase in sub-trade inspections by third-party agencies which are not available to the
County on demand and reduce flexibility, create inspection delays and result in inconsistent
customer service experience.

Sub-Service

Maximum Output at

Minimum Output at

Output Current Output Current Fixed Cost Current Fixed Cost
# of inspections 12,933 12,933 9,053
Sub-Service Cost
2023 Actuals ($) 2024 Budget ($)

Cost Category Fixed Variable Total Fixed Variable Total
Labour 1,195,501 210,971 1,406,472 1,257,915 221,985 1,479,900
g;’r"\'/ o ‘chted & General 572,161 | 245212 | 817,373 |  438,312| 187,848 | 626,160
Materials & Supplies 1,735 4,048 5,783 3,420 7,980 11,400
Maintenance
Utilities
Grants
Amortization

Total Expense 1,769,397 460,231 2,229,628 1,699,647 417,813 2,117,460
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Permitting - Building Construction and

Alteration Approvals and Compliance 4: Core sub-service.

Sub-Service Sub-Service Role

Sub-Service
Description

Approve permits for construction, alterations, and demolition of buildings in compliance with
Building Code standards and regulations.

Current Level of Service

Above Average: The County provides a fully digitized building construction, alteration, and
demolition permission and compliance services through a self-serve portal where applicants can
submit permit documents, make requests, view application status, and schedule inspections.
The County provides inspectors to assess requests for building demolition, grants permission, and
promotes compliance with applicable regulation.

Scope

Average: Developers and property owners have access to County staff that provide building
construction, alteration and demolition permission and ensure compliance, during regular County
business hours. The County utilizes in-house resources and contractors to support the delivery of
this work.

Capacity

Average: 50-70% of customers would accept the combination of scope and capacity of service

Acceptance provided.

2024 Service Performance

Above The County experienced a 35% increase in permits issued from 2019-2023. Building Services’

service standard 15 working days, but this increases to 20-25 days during summer due to increased

At Service Level . . . . . . . L
volumes. Complaints on timelines to issue permits have increased, and customer satisfaction is

Below low. Timelines are dependent on multiple service partners.
Sub-Service Current Output Maximum'Output at Minimum 'Output at
Output Current Fixed Cost Current Fixed Cost
# of Permits 5,369 5,369 4,295
Sub-Service Cost
2023 Actuals 2024 Budget
Cost Category Fixed Variable Total Fixed Variable Total
Labour 1,195,501 210,971 1,406,472 1,257,915 221,985 | 1,479,900
Contracted & General Services 153,257 51,086 204,343 117,405 39,135 156,540
Materials & Supplies 1,735 4,048 5,783 3,420 7,980 11,400
Maintenance
Utilities
Grants
Amortization
Total Expense 1,350,493 266,105 | 1,616,598 | 1,378,740 269,100 | 1,647,840
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Service BUSINESS AND ECONOMIC DEVELOPMENT

. . . Service
Service Lead Business and Economic Development
Partners

Service Business and Economic Development refers to a set of initiatives implemented by the County to
Description support the growth of existing businesses and attraction of new investments into the County.

Building Services, Communications and
Engagement, Planning

Service

Objective the County.

The County can foster a pro-business environment that attracts investments and promotes the
continuity and growth of existing businesses, contributing to the economic growth and development of

Existing and prospective businesses, land

Customers developers, business associations and Service Risk

chambers of commerce

Service Cost

LOW

2023 Actual ($) 2024 Budget ($)
Total Revenue (37) (0)
Expense by Sub-Service
Business Retention and Expansion 382,235 381,096
Investment Attraction 385,424 313,644
Total Expense 767,659 694,740
Net Cost of Service 767,622 694,740

Service Revenue Details

Source

2023 Actual ($)

2024 Budget ($)

Amortization

Bylaw

Fines

Interest

Master Rates

Other

Other/Recovery

Scrap

Taxes

Net Service Revenue

(37)

(0)
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Sub-Service

Business Retention and Expansion Sub-Service Role | 3: Non-core (Critical)

Sub-Service

Retain and enhance the economic health of the County by helping established businesses within the

Description communities to thrive and expand.
Current Level of Service

Average: the County offers local businesses access to market-related data and sector specific
Scope insights. Businesses can participate in site visits, request information and describe their retention

and expansion challenges.

. Average: local businesses have access to tailored, relevant insights as needed. Businesses can reach

Capacity " . . . .

out for additional information during business hours.

Average: 50-70% of customers would accept the combination of scope and capacity of service
Acceptance .

provided.

2024 Service Performance
Above

Addition of a Business Retention & Expansion Coordinator has supported an average level of service

to existing businesses in the County and supports the implementation of the approved Economic

At ice Level . L . o
Service Leve Development Strategy. Business expansion is challenged in rural areas due to do limited

infrastructure (e.g., internet).

Below

Sub-Service Current Output Maximum.0utput at Minimum F)utput at

Output Current Fixed Cost Current Fixed Cost

# of residents 44,568 49,025 35,654

Sub-Service Cost
2023 Actuals ($) 2024 Budget ($)

Cost Category Fixed Variable Total Fixed Variable Total
Labour 276,454 - 276,454 218,946 - 218,946
Contracted & General Services 84,284 21,071 105,355 67,040 16,760 83,800
Materials & Supplies 426 - 426 3,350 - 3,350
Maintenance
Utilities
Grants 75,000 - 75,000
Amortization

Total Expense 361,164 21,071 382,235 364,336 16,760 381,096
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Sub-Service

Investment Attraction

Sub-Service Role

3: Non-core (Critical)

Sub-Service

Encourage external businesses and investors to invest in various sectors within the County.

Description
Current Level of Service

Average: the County offers a variety of resources and information to support land developers and
Scope businesses to determine where to invest within the County. Prospective investors and businesses

can leverage support in addressing potential barriers to investment and development.
Capacit Average: prospective investors and business operators have access to support their needs upon

P y request during business hours. Systems constraint may impact service levels.

Average: 50-70% of customers would accept the combination of scope and capacity of service
Acceptance .

provided.

2024 Service Performance
Above Focus on investment attraction has led to a high level of satisfaction among potential investors with

At Service Level

the service provided by the County. However, residents have expressed concern about the business
developmentin the County. There is a need to be more solution focused with investment attraction,
ensuring investors are educated on County policies, plans, and preferred investment opportunities

Below and priority areas.
Sub-Service Current Output Maximum.Output at Minimum putput at
Output Current Fixed Cost Current Fixed Cost
# of residents 445,68 49,025 35,654
Sub-Service Cost
2023 Actuals ($) 2024 Budget
Cost Category Fixed Variable Total Fixed Variable Total
Labour 279,643 - 279,643 226,494 - 226,494
Contracted & General Services 105,355 - 105,355 83,800 - 83,800
Materials & Supplies 426 - 426 3,350 - 3,350
Maintenance
Utilities
Grants
Amortization
Total Expense 385,424 - 385,424 313,644 - 313,644
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Service DEVELOPMENT PLANNING AND APPROVAL

Service Lead Planning

Service
Description

Communications and Engagement,
Legislative Services, Intergovernmental and
S CENEE TR TG Regional Planning Services, Building
Services, Enforcement Services, Capital &
Engineering Services

Development Planning and Approval manages the use of land in the County to achieve growth
priorities. Land use planning ensures that the land in the County is used to improve the overall quality
of life of residents, and progress economic, environmental, and social goals.

Service Developmentin the County supports orderly growth, conservation and quality of life priorities, and
Objective complies with applicable regulations and acts.

Customers

residents.

County (for its own development
needs) and developers. Indirectly
impacts other businesses and

Service Risk

Service Cost

Moderate

2023 Actual 2024 Budget

Total Revenue (5,538,756) (6,612,500)
Expense by Sub-Service

Long Range Planning 1,226,228 1,630,180

Current Planning 1,880,361 2,130,633

Subject Matter Consultation 68