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Executive Summary

Introduction

The Quarterly Performance Report to Council is produced following the end of each quarter. It is
designed to provide high-level output focussed operational performance and client satisfaction information
on core services provided to the public by the City of Ottawa, as well as information about key internal
services.

Highlights
Building Code Services

Measure 5 tracks construction activity by building category as set out in the Building Code: house, small
building, large building and complex building. The total number of applications submitted for review

and processing increased in Q4 2011 over the same quarter in 2010. Q4 2011 numbers reflected a

high number of applications within the residential sector for single family and rowhouse units. As well,
04 2011 had significant numbers of small building, large building and complex building permits in
anticipation of the scheduled increase of development charges and the changes to the Building Code related
to energy conservation (Measure 5).

Solid Waste Operations

Comparing Q4 2011 to Q4 2010, there was a 1.7 per cent decrease in total waste collected (garbage plus
blue and black box). Tonnage fell from 88,110 to 86,660 tonnes collected (Measure 8).

Communications and Customer Service

Call volumes for Q4 2011 were approximately 22 per cent lower than in Q3 2011 and 3 per cent lower
than in the same quarter of 2010. This was due to unseasonably warm weather during this time of year,
which decreased calls related to the usual seasonal situations related to the beginning of winter (Measure

14).
Service level was slightly below the target of 80 per cent; it was in the mid-70s for both Q4 and 2011

overall. These results were anticipated and were mainly due to extensive training and transition activities
for the implementation of new 311 technology. (Measure 15).

Parks, Recreation and Cultural Services

The number of participants in registered programs per 1,000 population decreased by 2.4 per cent in Q4 2011
compared to Q4 2010. The number of registrants actually increased, but the population in 2011 increased at

a greater rate than the registrant increase, resulting in a decrease in the participation rate per 1,000 residents
(Measure 30).
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Ottawa Public Health

In Q4 2011, public health inspectors completed 3,492 inspections, including routine, demand, re-
inspections and special events. The team completed 12,674 inspections during the year, 89 per cent of
which were high risk, with an overall completion rate greater than 83 per cent. This year health inspectors
and support staff implemented new Quality Assurance practice to prioritize work which is reflected in the
high risk completion rate. Throughout 2011, the inspectors also issued more than 50 tickets and initiated
a new enforcement strategy to improve consistency of service across all food premises (Measure 40).

Ottawa Public Library

In the fourth quarter of 2011, the number of virtual visits decreased by 26.9 per cent compared to the
fourth quarter of 2010 and increased 65.8 per cent compared to the same period in 2009. Overall Web
use has declined due to a reduction in visits reported from public desktops in library branches. City I'T
staff have confirmed that the decline in visits from in-library computers in September 2011 coincides
with an upgrade of the SiteKiosk software used for public catalogue searching stations. (SiteKiosk uses
the library website as the starting page.) Although unable to pinpoint an exact cause for the decline in
visits, City I'T staff note that it 1s possible that the upgrade introduced new efficiencies in the handling of
multiple sessions (Measure 50).

Fleet Services

Ambulances had a three per cent increase in the average number of kilometres travelled per unit in Q4
2011 compared to Q4 2010 (Measure 58).

Roads and Traffic Operations and Maintenance

Sidewalk-related 3-1-1 call volume was down by 28 per cent compared to the same period in 2010
(Measure 63).

Transportation Planning

The City has access to automated bike counter data from a number of sites where cycling activity is
concentrated. Five sites are currently active, with an additional three sites expected to become operational
in 2012. This bike counter network was established and is being maintained with support from a number
of stakeholders (Citizens for Safe Cycling, the National Capital Commission [NCC], the City of Ottawa,
McGill University and TELUS).

In comparing 2011 versus 2010 bike raw trends, we note that spring cycling rates were up only slightly,
due to very cold conditions during 2011, while weather was somewhat better than average during
summer, and much warmer than average during the fall of 2011 compared with 2010 (by two degrees
Celsius). The raw data counts are therefore much higher in Q3 and Q4 of 2011 compared to 2010.
By controlling for weather, an increase in the underlying cycling rate between 2010 and 2012 has been
estimated at 12 per cent (Measure 64).



Conclusion

The contents of this quarterly report detail the City’s performance across its program areas. The
Corporate Business Services Branch of the City Manager's Office works with all areas to identify and
improve performance measures to enhance the content of future versions of the report. Therefore, the
report will evolve over time as the City makes progress on the development of performance information
and responds to input from Council and changes to the City’s environment.

To ensure that the report remains relevant and meets the evolving information needs of Council, we
welcome your input and suggestions. Please contact Kendall Gibbons, Program Manager, Corporate
Planning and Performance Management Unit, City Manager's Office, at Kendall. Gibbons@ Ottawa.ca, 613-
580-2424, ext. 16131.

Kendall Gibbons

Program Manager, Corporate Planning and Performance Management Unit
Corporate Business Services Branch

City Manager's Office

City of Ottawa
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How to read the charts

The charts in this document were selected to illustrate how the City of Ottawa is performing in service
areas that have been chosen by City Council. Results for the most recently available quarter are shown
and are portrayed against results from previous quarters and previous years. The most recent quarter

is displayed in gold colour with hatch marks so that it is immediately identifiable. Previous quarters and
years are represented in light to dark blue from the earliest time period to the most recent. The numeric
data represented in the columns appears inside or above each column. Where possible, performance in
relation to an approved service standard or accepted industry standard is indicated with a dashed line.

Measure X: Name of the measure being displayed

Quarters / years are
coloured light to dark

Current
Quarter Dzoos |:| 2009

Name of the measure
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Unit of measure M . A

Most current quarter

Text below or beside the chart provides a description of factors that influenced the reported results in the
most recent quarter. For some charts, specific terms are defined in the Definitions and Explanatory Notes
section on p. 43.
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Planning

Measure 1: Number of development applications processed by quarter
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Measure 2: On-time review — Percentage of Zoning By-Law Amendment applications that
reach City Council decision on target
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Results for Q4 2011 were lower than
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meetings, the lag between Committee and
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Measure 3: On-time review — Percentage of applications with authority delegated to staff
that reach a decision on target
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The goal is to reach a decision on or before the target 80 per cent of the time. Applications delegated to
staff typically meet the targeted timeframes, but these results are offset by the results of more complex
applications (manager approval) for which additional time is required to resolve issues. Q4 2011 results
were below target due to the time required to resolve complex issues, but show a slight improvement over
tume.



Building Code Services

Measure 4: Number of new residential dwelling units created by ward

>
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This economic indicator reflects the activities of the
construction industry and market conditions, and is
useful for monitoring where growth is occurring. In
04 2011, large and complex building apartments
accounted for the increase in residential units

in Wards 15 (Kitchissippi), 14 (Somerset) and 9
(Knoxdale-Merivale). However, the most significant
growth of residential units in Q4 2011 came in

the form of single family, rowhouse and stacked
rowhouse dwelling unit construction in Wards 3
(Barrhaven), 6 (Stittsville), 2 (Innes), 22 (Gloucester-
South Nepean) and 19 (Cumberland).
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Measure 5 — Figure 1: Building permit applications submitted by building type
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Measure 5 — Figure | (above) tracks construction activity by building category as set out in the Buulding
Code: house, small building, large building and complex building. The total number of applications
submitted for review and processing increased in Q4 2011 over the same quarter in 2010. Q4 2011
numbers reflected a high number of applications within the residential sector for single family and
rowhouse units. As well, Q4 2011 had significant numbers of small building, large building and complex
building permits in anticipation of the scheduled increase of development charges and the changes to the
Bulding Code related to energy conservation.

Measure 5 — Table 1 on p. 5 displays the number of applications submitted versus the number of new
dwelling units for each ward, allowing for the identification of residential growth, renovations, tenant
fit-ups, and industrial, commercial, and/or institutional construction. The values are net (new units less
demolished units). The negative values in small buildings are the result of residential units being replaced
by other uses such as commercial.

Measure 5 — Figure 2 (a,b,c,d) on pp. 6—7 shows a graphical comparison among wards for each building
category. In Q4 2011, Barrhaven, Stittsville and West Carleton-March all saw significant numbers

of house applications, primarily for single family detached dwellings, and in the case of Barrhaven,
rowhouses. Of importance to note, across all wards, applications for single family dwellings dominated
the market in Q4 2011. A significant number of permit applications submitted were for a combination of
office, retail and institutional construction.



Measure 5 — Table 1: Building permit applications submitted and new residential dwelling
units created by ward and building type

Building Permits # of Permit Applications # of New Residential Dwelling
(Construction and Submitted Q4 2011 Units Created Q4 2011
Demolition)
Wards House | Small Large | Complex || House | Small Large | Complex
Building | Building | Building Building | Building | Building
1 Orléans 34 7 10 1 8 0 48 0
2 Innes 53 8 8 0 93 46 0 0
3 Barrhaven 201 4 8 1 351 24 0 0
4 Kanata North 35 3 17 1 31 -2 0 0
5 West Carleton-March 85 8 2 1 26 0 0 0
6 Stittsville 119 al 8 0 135 0 0 0
7 Bay 32 4 4 6 5 0 0 0
8 College 37 2 14 5 3 0 0 0
9 Knoxdale-Merivale 24 8 11 1 3 0 0 126
10 Gloucester-Southgate 16 7 11 1 10 -3 0 0
11 Beacon Hill-Cyrville 27 3 13 0 13 0 22 0
12 Rideau-Vanier 12 16 21 4 0 7 0 0
13 Rideau-Rockliffe 38 13 9 2 3 13 0 0
14 Somerset 11 19 32 39 2 6 142 0
15 Kitchissipi 83 8 16 10 9 3 162 0
16 River 36 1 14 4 7 0 20 0
17 Capital 51 6 6 11 6 3 0 0
18 Alta Vista 40 5 22 7 1 0 0 0
19 Cumberland 70 4 6 0 98 0 0 0
20 Osgoode 49 7 4 0 68 0 0 0
21 Rideau-Goulbourn 49 12 3 0 19 0 35 0
22 Gloucester-South Nepean | 55 2 6 2 169 0 0 0
23 Kanata South 40 4 8 1 69 0 0 0
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Measure 6: Percentage of appllcatlons determined within legislated timeframes
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The branch's overall performance in meeting leglslated tlmeframes for all bulldlng categories in Q4 201 1 was 38
per cent, which is an improvement over the previous quarter and in line with Q4 2010. In comparison with Q4
2010, house and large buildings were the only categories in which timelines remained constant in Q4 2011. The
turnaround times for both small building and complex building dropped 13 per cent and 10 per cent respectively,
both as a result of a spike in permit applications and complexities of the proposed construction requiring more
in-depth reviews. In fact, the number of small building applications submitted in Q4 2011 was 25 per cent over the
number in Q4 2010. As well, the number of complex building applications submitted in Q4 2011 increased 13 per
cent over the number submitted in Q4 2010.

Measure 7: Percentage of applications determined within enhanced (Council-approved) timeframes
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In Q4 2011, 71 per cent of the reviews of small homeowner projects applications and 79 per cent of tenant fit-ups
applications were completed within the enhanced (Council-approved) timeframes. Although the Council-enhanced
turnaround times were met 71 per cent of the time for homeowner projects and 79 per cent of the time for tenant
fit-ups, it is important to note that these same homeowner projects and tenant fit-ups met the legislated turnaround
time in 95 per cent and 93 per cent of applications respectively. The 12 per cent drop in turnaround times for small
homeowner projects reflects the spike in applications in Q3 and Q4 2011, and constrained resources.



Solid Waste Operations

Measure 8: Total tonnes of residential waste recycled and total tonnes sent to landfill per

quarter
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This chart represents the overall
tonnage of residential waste
collected.

Comparing Q4 2011 to Q4
2010, there was a 1.7 per cent
decrease in total waste collected
(garbage plus blue and black
box). Tonnage fell from 88,110
to 86,660 tonnes collected.

Looking only at materials
collected for recycling, tonnage
fell by 2.4 per cent from 38,540
tonnes in Q4 2010 to 37,600 in
Q4 2011.

The amount of waste landfilled
in Q4 2011 decreased by 1.0 per
cent relative to Q4 2010, from
49,570 tonnes to 49,050 tonnes.

Measure 9: Percentage of waste diverted (Blue and Black Box only): Multi-residential

(apartment) and curbside

This chart shows the blue and
black box diversion rate by
type of residential collection
(apartments versus curbside).

The multi-residential diversion
rate decreased slightly from
19.7 per cent in Q4 2010 to
19.2 per cent in Q4 2011. Blue
and black box tonnages fell
from 2,370 tonnes in Q4 2010
to 2,340 tonnes in Q4 2011.

Looking at curbside collection
of blue and black box material,
the overall tonnage decreased
slightly from 15,690 tonnes

to 15,240 tonnes, resulting in

a corresponding decrease in
diversion rate, from 28.2 per

centin Q4 2010 to 28.0 per centin Q4 2011.
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Measure 10: Percentage of residential waste diverted (all waste streams — curbside)
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This chart represents the diversion rates for
all streams of waste (blue & black box, leaf
& yard waste, and organics) collected from

curbside residences.

There was a slight decrease in the overall
curbside diversion rate, from 47.6 per
centin Q4 2010 to 47.4 per cent in Q4
2011. This was likely due to a decrease in
recycled curbside tonnages, from 36,170
tonnes in Q4 2010 to 35,260 in Q4 2011.

Combined organics/yard waste
experienced a 2.3 per cent decrease in
curbside tonnage from Q4 2010 to Q4
2011, while curbside black box tonnages
also experienced a decrease of 4.9 per cent
for Q4 2011. The year-to-year variability
of yard waste during peak fall season may
be attributed to the decrease in combined
organics/yard waste.

Continued progress of the Green Bin Program and the impending bi-weekly garbage collection initiative
for 2012 are expected to further improve participation and awareness in recycling initiatives.



11

Infrastructure Services

Measure 11: Total asphalt tendered in
tonnes for City-managed projects only
(renewal, extensions, widening)
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Measure 13: Asphalt tendered in tonnes
for City-managed non-transit projects
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Measure 12: Asphalt tendered in tonnes for
City-managed transit projects
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Reporting is on the basis of estimated quantities at the time of tender. Reported volumes do not include
quantities for private sites or developer-managed projects. The 2011 figures are lower than those of 2009
and 2010 as large amounts of asphalt were tendered in 2009 and 2010 in response to the Economic

Stimulus Fund (ESF).
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Communications and Customer Service

Measure 14: Contact Centre total calls answered
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Call volumes for Q4 2011 were
approximately 22 per cent lower than
in Q3 2011 and 3 per cent lower
than in the same quarter of 2010.
This was due to unseasonably warm
weather during this time of year,
which decreased calls related to the
usual seasonal situations related to
the beginning of winter (e.g. roads
maintenance, watermain breaks and

parking bans). Overall, calls answered
increased in 2011 over 2010.

Measure 15: Percentage of calls answered within 120 seconds (target 80 per cent) — by quarter

Service level was slightly below the target
of 80 per cent; it was in the mid-70s for
both Q4 and 2011 overall. These results
were anticipated and were mainly due to
extensive training and transition activities
for the implementation of new 311
technology.
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Measure 16: 3-1-1 top five service requests (by quarter; annually)
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*As provided by By-Law Services; includes parking control

The top five service request volumes for Q4 2011 did not differ significantly from those of Q4 2011
because Ottawa had experienced a similar unseasonably warm quarter at the same time last year.

For 2011 overall, increases were most notable in the categories of Roads Maintenance and Trees
(Forestry).
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Measure 17: 3-1-1 top five information requests (by quarter; annually)
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Almost all information request types appeared higher in Q4 2011 when compared to the same quarter
in previous years. This also applies to 2011 overall. This was due to the reorganization and increased
tracking of information requests implemented in Q1 2011.
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Measure 18: Total Client Service Centre transaction volumes (by quarter; annually)
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The overall transactions were lower in
Q4 2011 as well as in 2011 overall as
compared to 2010. The decrease can
be attributed to a lower number of
transactions for a combination of items.
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Community and Social Services —
Employment and Financial Assistance

Measure 19: Number of cases and number of beneficiaries in receipt of Ontario Works
(OW) and Ontario Disability Support Program (ODSP)
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The OW caseload continues to increase slightly, at less than 1 per cent. Although the Ottawa
unemployment rates decreased over the Q)3 period from 5.3 per cent in July to 5.0 per cent in September,
the trend into Q4 1s for an increase (6.1 per cent in November 2011). In addition, a number of Ottawa-
based companies have announced layoffs involving more than 100 employees. These include Adobe, BA
International and SMART Technologies. These layoffs, combined with continued federal government
downsizing, will likely continue to result in an ongoing need for OW assistance. This increased caseload is
comprised of a higher number of families. The OW beneficiary numbers increased at a higher rate in Q3
than did the OW caseload. This indicates that OW cases in Q3 are comprised of more people than in Q2

(more families versus singles).

Note: Data is reported with a one quarter lag.
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Measure 20: Number of intake/inquiry calls, cases screened and cases granted (Ontario
Works and Essential Health & Social Support)
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The number of Q3 intake calls increased slightly from Q2. This is a seasonal trend that was also
experienced in Q3 2010. The majority of the increase is related to a 50 per cent increase in child care
related calls, reflecting an increased need for child care due to the end of the school year. The cases
screened and granted continue to reflect an increase over QQ2; however, the level of the increase is similar
to that experienced in 2010.

Note: Data is reported with a one quarter lag,
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Measure 21: Average number of persons participating in employment programs (includes
workshops and attendance at Employment Resource Areas)

NINANININININININININININININININININININININININININININININININININININININININININININ T

e o He WMo B

<

l/ N

¢ 25,000 —

¥ 20,000 [~ S — : There was a slight increase (2.5 per
— 2 cent) in participant numbers, which
N oo g 2|l 0ol 2 is consistent with the increase in OW
v 15000 M @ || o & N || N = n || Q| = 3 P ; ;

: Q2 S IR ; sl alrg : beneficiaries experienced in Q3.

¥ 10000 ¢ Note: Data is reported with a one
7 2 quarter lag.

¢ 5000 1

2009 2010 2011

: A

SN AN AN INININININININININININININININININININININININININININININININININININININININININ

Measure 22: Number of Ontario Works cases terminated
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