
Moving Forward

2019
T O W N  O F  A U R O R A

B U S I N E S S  P L A N  &  B U D G E T

C O R P O R A T E  S E R V I C E S





Corporate Services provides effective and efficient administrative support and customer service to the Corporation, 
Council, committees and the public. We are responsible for special projects and strategic initiatives that help the 
town achieve organizational excellence and innovation.

The department includes seven divisions: IT Services, Human Resources, Legislative Services, Legal Services, Bylaw 
Services, Access Aurora and Corporate Initiatives including Special Projects and a Project Management Office (PMO). 

C O P O R AT E  S E RV I C E S

Budget Committee 2019 Budget DRAFT 1 Thursday, February 21, 2019

6-2



38% of all By-law calls
496

5,
13

7
IT

 h
el

p 
de

sk
 re

qu
es

ts

77
committee

council
meetings&

* Customer Relationship Management

devices supported
+800

annual cashiering total
+$78M

resident information 
cards created in the 

CRM* System 
to date

7,312

CUSTOMER
SERVICE
in Corporate Services 502,370

Freedom of 
Information (FOI) 

requests. 

complaints were 
received by Bylaw 

Services in 2018.

Access Aurora 
receives an average 
of 947 calls per 
week.

947

Recruitments in 18

288
other than 

continuous full time

41
full time

CO R P O R AT E  SE RV I C ES
For more information on the wide-range of services provided by Corporate Services,

visit: aurora.ca/CS
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C O R P O R AT E  S E RV I C E S
K E Y  P R I O R I T I E S

O U R  F O C U S

Corporate Services is home to a multitude of disciplines - providing exper-
tise on a daily basis to Council, other departments and residents. By inte-
grating our expertise and aligning with the strategic objectives, we provide 
the internal services needed across the organization to deliver exceptional 
services to Aurorans. 

Our continued success relies on building capacity for the organization through a skilled and 
engaged workforce.  In the coming year we will continue to modernize the delivery of ser-
vices - focusing our efforts on employee engagement, training and development, advancing 
technology to meet community expectations, development of project management methodol-
ogy and overall organizational performance to create value for the Town of Aurora. 

Our goal is to enable the delivery of services and improve the capacity of the organization 
while developing efficient ways to provide services to the public and partner departments. 
Corporate Services will continue to provide expert advice and support for the delivery of 
frontline services to residents and demonstrate leadership through transformational initia-
tives and our agenda to modernize and innovate how we do business.
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The department has seven divisions through which it delivers its services.  
Each of these divisions is supported by a manager reporting to the Director.  
The Office of the Director also includes a Manager of Corporate Initiatives 
and Project Management Office (Contract).

D E P A R T M E N T A L  O R G A N I Z A T I O N

Corporate Initiatives 
(1 FTE)

Corporate Services
Director's Office (2 FTEs)

IT Services (11 FTEs)
• Front l ine  IT  Serv ice  & Support
• IT  Pro ject  Management
• IT  In f rast ructure  Management

Human Resources (5 FTEs)
• Human Resource  po l i cy  and

management
• Retent ion and recru i tment
• Occupat ional  hea l th  and safety
• Employee and Labour  Re lat ions

Customer Service (7 FTEs)
• Customer  Care  Centre
• Cashier ing
• Access ib i l i ty  Support
• Lottery  and marr iage l i censes,

death  reg is t rat ion
• Corporate  mai l  d is t r ibut ion

Bylaw Services (8 FTEs)
• Bylaw Enforcement
• L icens ing
• Park ing Contro l
• Animal  Serv ices

Legislative Services (6 FTEs)
• Counc i l  & Leg is lat ive  Serv ices
• Adminis t rat ive  Serv ices
• Elect ions
• Records  Management
inc lud ing MFIPPA

Legal Services (6 FTEs)

• Li t igat ion
• Genera l  Legal  support  inc lud ing

Real  Estate  and P lanning and
Land Deve lopment

• Insurance and R isk
Management  Program
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K E Y  D E L I V E R A B L E S

Community Goal

• Ex ecu t i on  o f  Cus tomer
E x pe r i ence  P l an  (Ongo ing )

• Imp l r emen t  t he  upda ted
I T  S t r a t eg i c  P l an

Execution of Animal Services 
Partnership with Newmarket and 
Geogina

Develop winter parking permit 
program for 2019/2020 season

Strengthening the fabric
of our community.

Invest in Sustainable
Infrastructure
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•  O ve r see  a  p r oce s s  t o  c r ea t e  a nd  t r a ck  r e ne w e d 
Key  Pe r fo r ma nce  I nd i ca t o r s  t ha t  w i l l  i n fo rm  and 
a dd  va l ue  t o  t he  dec i s i on  ma k i ng  p r oc e s s  i n 
r e spec t  o f  C ommun i t y  a nd  C ounc i l  goa l s.

•  D eve l op  a nd  i mp l emen t  s t a nda r d 
p r o j e c t  ma na gemen t  me t hodo l ogy  a c r o s s 
t he  o r ga n i za t i on

•  Rev i ew  a nd  upda t e  R i s k  M a na gemen t  P rog ram

•  I mp l emen t a t i on  o f  H uma n  Resou r ce s
I n fo r ma t i on  S y s t em

•  Focus  on  the  Em p loyee  Expe r i ence. 
Conduc t  e m p loye e  engagemen t  su r vey 
and  deve lop  an  a c t i on  p l an  t o  ensu re  a 
pos i t i v e  e ngag ing  emp loyee  expe r i ence

•  C rea t i on  o f  a  Tr a i n i ng  and 
Deve lop m e n t  P l an  i nve s t i ng  i n  ou r 
s k i l l ed  wo rk fo r ce  t o  bu i l d  human 
capac t i y  and  e nsu re  we  a r e  f u tu r e  r eady

Good Governance

Organizational Excellence

OT H E R  D E PA RT M E N TA L  I N I T I AT I V E S
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K E Y  P E R F O R M A N C E  M E A S U R E S
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2 0 1 9  BU D G E T  OV E RV I E W
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Notes:

Summary:

Value
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42,850          - √

FTE +/-

1

Council Priority

Information Item: A   

New Staffing

Budget Impact

Category:  Full-time

Department: Corporate Services            Division:     HR

Request:   Human Resources Specialist/Analyst

Description/Impact: 

This position would be responsible for overall HR program support.  This role would support HR programs such as 

health and wellness, training and delivery (including the job hazard analysis project and training matrix), policy 

development and review, and process mapping.  This position will enhance our existing service levels within the 

organization, proving for a well trained, engaged and safe employee base to perform the required work in our 

growing community.

- The Occupational Health & Safety Act continues to evolve, and additional responsibilities are being placed upon

the employer to ensure that employees are safe in the workplace. Recently, changes related to harassment and

violence in the workplace, as well as mental health require the Town to review and update their practices and

programs to ensure we continue to meet statutory requirements, as well as meet organizational goals with respect to

employee engagement and financial accountability.

- Training and Development has been identified as a Corporate mandate for 2019 and this position will provide the

manpower to create a robust, defendable training plan. Without a comprehensive training matrix, corporate costs are

not measureable or predictable.  This will ensure that health and safety requirements are achieved by role, as well

as define a learning path by position for development and succession planning purposes.  This also results in

increased engagement and satisfaction amongst employees.   A robust staff training plan will benefit all levels of the

organization ensuring staff are trained and have a development plan that will assist us in succession planning efforts

as well as close potential gaps in staffing requirements.

- Policy Development has been also deemed as a corporate priority as Employment laws have been changing

quicker than we have seen in employment law history.  In order to remain legally compliant and operating in a low

risk while agile environment, a fulsome review and update of all our HR policies are required.  As a specialized

department this type of review must be done by a HR professional in order to establish legal compliance both

through legislated and common-law practices.

Year:  2019
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Notes:

Summary:

Value
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51,600          √ √ - - √

FTE +/-

1

Council Priority

Information Item: B   

New Staffing

Budget Impact

Category:  Full-time

Department:   Corporate Services          Division:     IT

Request:  IT Application Specialist/Business System Analyst

Description/Impact: 

Adding a resource that is specialized in Enterprise Business Systems would be advantageous for the Corporation.  

This position will be responsible for the implementation, operation, support, and maintenance of a portfolio of 

enterprise business systems.  The Application Specialist/Business Systems Analyst will work collaboratively with 

business users, vendors, and other IT resources as part of a cross-functional project team to optimally configure 

and deliver existing and new application solutions to the organization.  The position will also be responsible for 

monitoring application lifecycles and introducing new ways to leverage technology to solve business problems.  In 

addition, the Business Systems Analyst will serve as the technical subject matter expert and act as the escalation 

point for Tier 2 support requests for select enterprise business systems.

The biggest advantage of moving ahead with this position is it would fill a current gap within our team.  This 

position would be working closely and building relationships with business users to ensure our enterprise systems 

are adequately delivering value that meet the business needs both today and in the future.  

Year: 2019
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Notes:

Summary:

Value
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51,600          √ √ √ √ √ √ - - √

FTE +/-

1

Council Priority

Decision Unit:  C  

New Staffing

Budget Impact

Category:  Full-time

Department:   Corporate Services         Division:     IT

Request:  IT Project Manager

Description/Impact: 

This position will add a resource to the IT Project Services team to plan, lead, and effectively manage all Business 

related IT projects and IT driven projects.  The IT Project Manager would be responsible to use the standard 

corporate project management techniques and processes for all IT related projects.  This position will be 

responsible for the detailed planning, project definition, risk assessment, milestone monitoring, financial tracking, 

reporting, and most importantly, the effective use of resources to deliver projects on time and on budget.  In 

addition to the project focused tasks, this position also work collaboratively with other project resources within the 

corporation, to ensure the Town of Aurora project management processes are continually improving.  

Many of the Town's current and future projects involve a significant IT component.  To help ensure the 

success of the projects, it is important to have the necessary resources in place to plan and deliver the 

projects effectively.  In addition, the pending IT Strategic Plan update will support the need to augment 

resources in this area to provide future success for project delivery.  

Year: 2019

The specifics of this position may change based on the outcomes of the IT Strategic Plan.
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