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Recommendations

Priority opportunities were discussed 
and confirmed with the Front of 
Yonge Project Team, and final 

recommendations were formulated 
with an implementation roadmap.

Observations and 
Opportunities

Outlining key observations and 
initial opportunities to identify 
potential financial and service 

impacts.

Service Delivery Review

Assessing Front of Yonge programs 
and services through benchmarking 

against comparable municipality 
data, stakeholder engagements, and 

detailed department reviews.

Project Initiation and  
Planning

Finalizing the project plan and 
assembling background 

documentation. 

Throughout this engagement, MNP worked closely with the Township to provide recommendations that will support Council and Township 
staff in making strategic decisions regarding the delivery of its services. At the centre of MNP's approach is our focus on collaboration.

Understanding our Methodology
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Project Scope 

3

This review included considerations regarding best practices, organizational capacity, challenges experienced by staff, a review of key 
documentation, process mapping, financial review and benchmarking analysis. The scope of this report is focused on the following
five functional areas:

Internal & External 
Communications

All forms of communication to 
employees and the public.

Information 
Technology

The management and 
maintenance of all existing and 

new systems.

Planning & 
Development

The review and approval/ 
denial of building and planning 

applications, including 
supporting inquiries form the 

public. 

Records Management

The control and organization of 
records and record creation, 

maintenance and use. 

Human Resources

All organizational and 
employee related activities and 

concerns.
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Lean staffing model

Front of Yonge has a very lean staffing model and the Clerk and Administrative Assistant are responsible for majority of the office and administrative-
related tasks. This can be challenging as the administrative-related workload is too significant for two full-time equivalent (FTE) to manage.

The Council to staff ratio is relatively low

While there is a requirement that there must be a minimum of five Council members, the Council to staff ratio is low with nearly two staff for every Council 
member. A low Council to staff ratio can occasionally lead Council to be involved in the operations which takes away from the strategy and policy focus. 

Flat organizational structure 

While there can be benefits to a flat organizational structure, it could be challenging to manage the Council and staff relationship without having one 
responsible individual between Council and staff.  

Records management tends to be a paper-based process 

Incoming documents are scanned and uploaded to staff’s individual computers. However, historic paper documents have not been digitized. This is 
challenging for staff to locate, share, and collaborate on documents. 

Lack of centralized records management system 

Staff save digital documents on their individual computers. This can be challenging as staff are unable to access files on other computers.

HR activities tend to be dealt with on and ad hoc basis

HR concerns or actions are dealt with individually as they arise. 

There is no designated staff responsible for HR

Without a designated HR staff, each department head is responsible for their own hiring and performance review cycles. Additionally, without a designated 
HR staff, Council is involved in the hiring process. 

Based on MNP’s assessment of the current state of the Township - guided by information gathered through interviews and research - the 

following key findings emerged and influenced the service delivery improvement recommendations outlined in this report. 

Summarizing the Current State

4



MNP.caWherever business takes you

Lack of strategic digital/IT planning/roadmap

Reactive vs. proactive IT Organization (i.e. outsourced technology contractor engaged when issue arises). There is limited confidence by Township 
Leadership, if IT investments are optimal/effective.

The Township is not aware the of the technology solutions that are available and could benefit from operations

There could be a build-up of IT expenses (i.e. increasing cost to modernize over time). 

Planning and development process is paper-based and procedures are not formalized 

Application forms are available on the Township website, but applicants cannot fill out the forms electronically. There are informal procedures currently in 
place however, these are not documented. 

Planning and development customer service calls can be time-consuming

The Administrative Assistant responds to inquiries which takes away from other key activities due to the large volume of inquiries. 

The Township website is challenging for external users to navigate

The Township website is a key tool used to communicate externally and it has been noted that users find it challenging to navigate when looking for 
information or key documents. 

Communications are performed when staff have capacity

The Township staff often deal with pressing matters and communications may sometimes be left until all other responsibilities are addressed. 

Summarizing the Current State (Continued)
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MNP developed five (5) primary 

recommendations - further broken down into 

20 suggested sub-recommendations for 

Front of Yonge to consider. The 

recommendations focus on five (5) functional 

focus areas: Records Management, Human 

Resources, Information Technology, Planning 

& Development, and Internal & External 

Communications. 

While Front of Yonge will be able to 

implement a number of these 

recommendations internally, it is important to 

note that the limited size of the Township 

means staff has limited capacity to implement 

strategic planning. As a result, larger projects 

may need to be outsourced to third-party 

resources to ensure implementation is timely 

and effective.

Outlining Recommendations at a High Level
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1. Leverage policies and procedures to strengthen the 

foundation of the organization and improve the effectiveness 

of service delivery.

2. Revise administrative processes and increase capacity 
for administrative functions to improve operations and the 
governance of the organization. 

4. Implement cloud solutions to improve team 

collaboration and document storage.

3. Implement a long-term strategy for the 

Township. 

Front of 
Yonge

5. Assess and re-validate current IT systems and solutions.
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It is advised that the recommendations be implemented in three phases. These phases are described below. 

Recommendation Implementation 
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Phase 1 Phase 2 Phase 3
Strengthen Foundation of the 

Organization
Implement Strategic Changes

Validate Operations

Expected duration of this phase is six (6) months. 
This phase is meant to strengthen the foundation of the 
organization by improving capacity and enhancing key 
documents such as policies and plans.

Expected duration of this phase is eight (8) months. 
This phase focusses on key strategic changes which are 
largely related to technology enhancements that impact 
the organization. 

Expected duration of this phase is ten (10) months. 
This phase is meant to validate Front of Yonge’s 
operations after implementation of recommendations to 
strengthening the foundation of the organization and 
implementation of strategic changes.
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Recommendation 1.B

Develop and formalize policies and procedures.

Records 

Management

Human 

Resources

Information 

Technology

Planning & 

Development 

Internal & 

External 

Communications

Yes Yes Yes Yes Yes

Recommendation 1.A

Review existing policies and procedures to 

modernize documents. 

Recommendation 1. Leverage policies and procedures to strengthen the foundation of the organization and improve 

the effectiveness of service delivery

Phase 1: Strengthen Foundation of the Organization (1/6)
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2023
(Q1)

2023
(Q1)

Records 

Management

Human 

Resources

Information 

Technology

Planning & 

Development 

Internal & 

External 

Communications

Yes Yes Yes Yes Yes
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Records 

Management

Human 

Resources

Information 

Technology

Planning & 

Development 

Internal & 

External 

Communications

No No Yes No No

Recommendation 1.C

Develop/re-validate baseline IT 

policies/procedures (i.e. acceptable use, 

security policy, etc.; maintain standards, 

values, compliance, etc.).

Recommendation 1. Leverage policies and procedures to strengthen the foundation of the organization and improve 

the effectiveness of service delivery

Phase 1: Strengthen Foundation of the Organization (2/6)

9

2023
(Q1)
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Records 

Management

Human 

Resources

Information 

Technology

Planning & 

Development 

Internal & 

External 

Communications

Yes No No No Yes

Recommendation 2.B

Hire 1.0 full time equivalent (FTE) employee to 

support administrative functions.

Records 

Management

Human 

Resources

Information 

Technology

Planning & 

Development 

Internal & 

External 

Communications

No Yes No No No

Recommendation 2.A

Designate one staff member to be 

responsible for human resources and 

consider outsourcing the function for more 

complex HR matters to build-in 

accountability for staff concerns, recruiting, 

hiring, and other HR activities 

Recommendation 2. Revise administrative process and increase capacity for administrative function to improve 

operations and the governance of the organization

Phase 1: Strengthen Foundation of the Organization (3/6)
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2023
(Q1-Q2)

2023
(Q1)
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Records 

Management

Human 

Resources

Information 

Technology

Planning & 

Development 

Internal & 

External 

Communications

Yes Yes Yes Yes Yes

Recommendation 2.C

Identify formal policies and procedures or 

informal processes where Council is involved 

in operations and consider revising the 

documentation and operations. 

Recommendation 2. Revise administrative process and increase capacity for administrative function to improve 

operations and the governance of the organization

Phase 1: Strengthen Foundation of the Organization (4/6)
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2023
(Q1)
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Records 

Management

Human 

Resources

Information 

Technology

Planning & 

Development 

Internal & 

External 

Communications

Yes Yes Yes Yes Yes

Recommendation 3.B

Refresh and re-validate the strategic plan for the 

Township to guide operations.

Records 

Management

Human 

Resources

Information 

Technology

Planning & 

Development 

Internal & 

External 

Communications

Yes Yes No Yes No

Recommendation 3.A

Develop a succession plan for the 

organization.

Recommendation 3. Implement a long-term strategy for the Township

Phase 1: Strengthen Foundation of the Organization (5/6)
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2023
(Q1-Q2)

2023
(Q2)
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Records 

Management

Human 

Resources

Information 

Technology

Planning & 

Development 

Internal & 

External 

Communications

No No Yes No No

Recommendation 3.C

Continue to mature cybersecurity posture 

(i.e. work toward proactive/anticipatory level 

of cyber maturity; people, process, 

technology, governance).

Recommendation 3. Implement a long-term strategy for the Township

Phase 1: Strengthen Foundation of the Organization (6/6)
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2023
(Q2)
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Records 

Management

Human 

Resources

Information 

Technology

Planning & 

Development 

Internal & 

External 

Communications

Yes No Yes No No

Recommendation 4.B

Migrate on-premise systems to 

hosted/managed/cloud environment (i.e. reduce 

risk [e.g. fire/flood]; backups, redundancy, 

performance, security, etc.)

Records 

Management

Human 

Resources

Information 

Technology

Planning & 

Development 

Internal & 

External 

Communications

Yes No Yes Yes Yes

Recommendation 4.A
Migrate to Office 365 (i.e. widely 

leveraged/standard set of productivity 

tools; leverage security features, cloud 

storage, team collaboration, etc.)

Recommendation 4. Implement cloud solutions to improve team collaboration and document storage

Phase 2: Implement Strategic Changes (1/3)
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2023/24
(Q4-Q1)

2023
(Q3)
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Records 

Management

Human 

Resources

Information 

Technology

Planning & 

Development 

Internal & 

External 

Communications

Yes No Yes No No

Recommendation 4.D

Develop a digitization plan (i.e. digitize paper 

documents; store on cloud; improve 

findability/searchability [through metadata]; 

align to retention policy)

Records 

Management

Human 

Resources

Information 

Technology

Planning & 

Development 

Internal & 

External 

Communications

Yes No Yes No No

Recommendation 4.C

Implement new cloud-shared drive (i.e. 

OneDrive) taxonomy structure (i.e. 

consistent, standardization, reduce file 

fragmentation; improves 

findability/collaboration).

Recommendation 4. Implement cloud solutions to improve team collaboration and document storage

Phase 2: Implement Strategic Changes (2/3)
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2023
(Q3)

2023
(Q3-Q4)
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Records 

Management

Human 

Resources

Information 

Technology

Planning & 

Development 

Internal & 

External 

Communications

Yes No Yes No No

Recommendation 4.E

Implement document/records management 

solution

Recommendation 4. Implement cloud solutions to improve team collaboration and document storage

Phase 2: Implement Strategic Changes (3/3)
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2023
(Q3-Q4)
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Records 

Management

Human 

Resources

Information 

Technology

Planning & 

Development 

Internal & 

External 

Communications

Yes No Yes No No

Recommendation 5.B

Refresh business continuity/disaster recovery 

plan (i.e. align with operational objectives/needs)

Records 

Management

Human 

Resources

Information 

Technology

Planning & 

Development 

Internal & 

External 

Communications

No No Yes No No

Recommendation 5.A

Re-validate outsourced IT vendor (i.e. vendor 

selection; right-sized; support future needs; 

proactive support)

Recommendation 5. Assess and re-validate current IT systems and solutions

Phase 3: Validate Operations (1/3)
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2024
(Q2-Q3)

2024
(Q1-Q2)
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Records 

Management

Human 

Resources

Information 

Technology

Planning & 

Development 

Internal & 

External 

Communications

No No Yes No Yes

Recommendation 5.D
Consider refresh of website content and 

enhance governance and accountability of 

website content updates and maintenance

Records 

Management

Human 

Resources

Information 

Technology

Planning & 

Development 

Internal & 

External 

Communications

No No Yes No No

Recommendation 5.C
Conduct IT Spend Analysis (i.e. optimize 

existing investments, minimize functional 

overlap, address gaps, etc.)

Recommendation 5. Assess and re-validate current IT systems and solutions

Phase 3: Validate Operations (2/3)
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2024
(Q3-Q4)

2024
(Q2-Q3)
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Records 

Management

Human 

Resources

Information 

Technology

Planning & 

Development 

Internal & 

External 

Communications

No No Yes No No

Recommendation 2.D

Develop regular staff training program (e.g. 

cyber, technology); optimize use of existing 

tools, maintain security awareness, etc.

Records 

Management

Human 

Resources

Information 

Technology

Planning & 

Development 

Internal & 

External 

Communications

No No Yes Yes Yes

Recommendation 5.E
Consider implementing online 

permits/application submission and 

tracking tools for both internal and 

applicant use

Recommendation 5. Assess and re-validate current IT 

systems and solutions

Phase 3: Validate Operations (3/3)
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2024
(Q2-Q3)

2024
(Q3-Q4)

Recommendation 2. Revise administrative processes and 

increase capacity for administrative functions to improve 

operations and the governance of the organization



MNP.caWherever business takes you

The following actions are recommended:

1. Staff and Council adopt MNP’s Service Delivery Review Recommendation Report as a broad road map for the 

Township's strategic growth and service delivery over the next two years.

2. The Township’s staff review the list of recommendations to assign resources for each activity.

3. The Township’s staff outline a detailed workplan, timing and key milestones required to implement each of the 

activities. These reports are to be submitted to Council for review and approval in sequence, based on the 

implementation road map set out in the Report. Quarterly updates to be presented to Council to share progress 

on activities.

Next Steps

20



JEN HAYES

ENGAGEMENT PARTNER

E:  Jen.Hayes@mnp.ca

T:  416.515.5055

111 Richmond St. W 

Suite #300

Toronto, ON M5H 2G4
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