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1.  INTRODUCTION 
 
a. Purpose 
  
Upon being hired as the new Chief Administrative Officer for the County of Grey in late March 
2010, I undertook to provide County Council with a report outlining my impressions of the 
county organization after my first 60 days or so in this position and my thoughts on the future 
direction for the corporation. The purpose of this report is to share my findings with council, 
staff and interested members of the community, with the intention of using these findings as 
the basis for a multi-year strategic action plan for the county organization. 
 
Two months is certainly not enough time to learn all there is to know about the County and its 
people, or to visit all corners of this immense jurisdiction. It has only been enough time really 
to whet one`s appetite for learning more about the engaging people and amazing places that 
make up Grey County. I know I have only scratched the surface and that my learning has only 
just begun.  The two to three month mark is, however, an excellent opportunity to check in 
with Council and the corporation, to share my thoughts and get a reading from councillors, 
staff and others as to whether or not I am on the right track in my thinking for charting a 
course forward for the organization. 
  

b. Methodology 
 

Starting on day one of my employment with the County of Grey and every day since then, I 
have been jotting down ideas and impressions in my ever-present journal as I travel about the 
county getting to know the area, the corporation, staff, councillors and community partners. I 
have met with staff in most workplaces within the organization including our three long term-
care facilities, all EMS stations, all but one of the transportation depots, the sign shop, the 
quarry, the POA offices, Grey Roots, the administration building, and the satellite Ontario 
Works/Early Years offices. I also have had the pleasure of meeting a number of our roads crews 
on various job sites throughout the County. 
 
I have visited all local municipalities in Grey County, either with the Warden to speak with local 
councils, or independently to meet with each municipal Chief Administrative Officer to discuss 
issues of mutual concern. There have also been opportunities to meet with representatives of 
a number of community agencies and organizations within the County, including the YMCA, the 
United Way, Habitat for Humanity, and the Grey County Federation of Agriculture, to name 
only a few.  
 
To round out my outreach efforts and to provide some context or balance to my impressions, I 
asked County staff to respond anonymously to two simple survey questions:  

1. What do you like best about working for the County?  
2. Name up to five things that you think need to be changed. 
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For those staff with access to computers and the internet, an electronic survey using Survey 
Monkey was made available. For those working in outlying satellite locations and not 
connected electronically with the County office building, paper copies of the survey were made 
available; completed surveys were placed in sealed boxes and returned to the CAO’s office for 
opening.  
 
In total, 175 surveys were returned, which is a meaningful rate of return. A summary of the 
survey results is provided in Appendix A to this report. The survey results are a rich source of 
information, many of which have been incorporated into the body of this report, while other 
information will be used in ongoing corporate improvement initiatives.  Some responses were 
very specific to a given workplace and will serve to assist in working with the management 
team to address the concerns. Some responses relate to the terms of collective agreements, 
such as benefits, vacation entitlement, etc., which should only be addressed in the context of 
collective bargaining.   

 
 

2. IMPRESSIONS and OBSERVATIONS 
 
a. General Comments  
 
Grey County has a corporate organization and complement of staff and volunteers of which all 
members of Council and county residents can be proud. Overall, the organization is well run 
and delivering its services and programs effectively within the means established by Council. 
There is a high level of professionalism, passion for serving the public and commitment to 
service excellence across the organization. Equally impressive is the exceptionally positive 
working relationship between members of County Council, staff and volunteers. 
 
The general message from staff is one of being satisfied for the most part with the County as 
an employer. Pay and benefits and working conditions are generally considered favourable. 
There are some themes arising from the staff comments received, where attention will be 
required by management; this is primarily in the areas of employee/employer relations and 
internal communications. These are discussed later in this report.    
 
The relationship between the County and its constituent municipalities is strong and positive. 
There appears to be a genuine acknowledgement that together we are stronger. There is a 
general desire among local municipalities for: 
 

 More open and timely communications with the County 

 Better role clarity, coordination and cooperation in delivering some services 

 Continued emphasis on accountability and value for the tax dollars being levied 
by the County 
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b. Exceptional Attributes 
 
Overall, the County of Grey is providing the range and level of services that its residents and 
clients require and expect. There are a number of services, programs and systems that, in my 
view, stand out as leading practices within the municipal sector, either through innovative 
design, application or significant contribution to the efficiency and effectiveness of service 
delivery.  It is important to acknowledge and celebrate these successes. The following listing is 
not meant to be exhaustive. Rather, it serves to acknowledge some of the excellence being 
demonstrated within the organization.   

 
i) Investment in Cultural Heritage – The County’s ongoing commitment to preserving the 

history and telling the stories of Grey County through its ongoing investment in Grey 
Roots is to be commended. The quality of the museum (including Moreston Heritage 
Village) and archival facilities is exceptional without being extravagant, and the 
programming shows creativity, flair and sensitivity. Culture is the life blood of a 
community. Culture is the acknowledged engine of the so-called “new” post-industrial 
economy and underpins most successful tourism and economic development efforts 
around the world. Progressive minded communities preserve and celebrate their 
culture and cultural heritage, not just to maintain their collective soul and shared 
experience of place, but to nurture their future economic wellbeing. County Council’s 
ongoing commitment to cultural heritage is good social policy and a sound economic 
investment in the future of the county. 
 

ii) Use of Information Technology – The County has embraced technology to attain 
process efficiencies and greater administrative effectiveness. For example, the adoption 
and use of Grey Docs sets the County well ahead of the pack in terms of information 
management. It is an exceptionally powerful information management system that 
when fully implemented will significantly enhance County operations, flow of 
information and records management.  This is the way of the future in the municipal 
sector. 
 
County staff has developed a unique and award winning software program called 
Dashboard, to better manage time and resources within the Provincial Offenses system 
within Grey and Bruce counties. This application has demonstrated that it saves money 
and enables more effective use of resources and personnel across a number of police 
forces, related agencies and departments. The software has been acknowledged 
provincially as a municipal leading practice and interest from other municipalities and 
the Province itself in using our software is increasing significantly as a result. 
 
A final example of leading edge application of technology is the use of the internet, 
County intranet and County telephony systems in an integrated wireless system within 
the county organization. This provides for real time development of council and 
committee meeting minutes, quick preparation and amendment of agendas, a virtually 
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paperless committee and council meetings process, and coordinated document 
management. The cost savings in labour and resources is substantial; the efficiencies in 
process stunning.  
 

iii) Service Excellence – A strong “we are here to serve the public” mindset permeates the 
county organization. Attention to the needs of our residents and clients is at the 
forefront of our front line service delivery. Four examples (and there certainly are many 
more) are: 
 

 Staffing the reception desk at the County administration building to assist clients 
in navigating the services and programs offered through the county, either by 
telephone or walk-in. In some instances technology cannot take the place of the 
human touch. 

 

 The responsiveness of County staff to requests for service is timely. It is 
gratifying to see a general avoidance of overly-bureaucratic process, ensuring 
that decision-making is, for the most part, nimble and responsive to need. 

 

 The County delivers service from a number of satellite service locations for 
Ontario Works and other programs to ensure they reach the people in need of 
those services in a timely and effective manner.  

 

 The County partners with a number of community agencies, such as the YMCA, 
the United Way and others to deliver service to our residents and clients. 
Community organizations are often better positioned and more effective at 
reaching and delivering services to those in need than a large government 
organization. 

 
 

iv) Staff/Council Working Relations – There is a close, amicable and highly professional 
working relationship between members of council and county staff at all levels of the 
organization. This is exceptional. It enables the political and administrative sides of the 
corporation to react quickly in addressing emerging issues and changing circumstances, 
quickly. It also provides for a nurturing and supportive work environment. 
 

v) Financial Systems – The financial systems of the corporation are sound and responsive 
to the needs of Council and staff. Operational and capital spending are within the 
means of the corporation and prudent oversight and management controls are in place. 
The County is not carrying a high level of debt and its system of operating and capital 
reserves to meet anticipated needs and unexpected circumstances is sound.  Early 
indications from the auditors’ annual review are again positive this year. 

 
vi) Municipal Sector Engagement – The county organization is outward looking.  County 

staff and politicians are deeply engaged at many levels within the full range of municipal 
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sector organizations like Association of Municipalities of Ontario (AMO), Federation of 
Canadian Municipalities (FCM), Ontario Good Roads Association (OGRA), Ontario 
Municipal Social Services Association (OMSSA), Municipal Information Systems 
Association (MISA), Association of Municipal Managers, Clerks and Treasurers of 
Ontario (AMCTO), Ontario Non-Profit Housing Association (ONPHA), Canadian Institute 
of Planners (CIP), and other professional groups. This ensures that the County is in the 
loop on emerging issues and is at the forefront of policy development in the province 
and nationally. In fact, the County is recognized and respected by its peers for its long-
standing and ongoing engagement in sector initiatives.   
 

vii) Innovations in Road Maintenance – The County’s rubberized asphalt paving program is 
internationally renowned, and continues to benefit the environment through recycling 
tens of thousands of old tires annually. Equally as impressive but little known is the 
County’s use of a beet juice derivative as a winter road anti-icing agent. This practice 
dramatically improves road safety by reducing black ice formation. It significantly 
reduces the use of salt on our roads, which is good for the environment, reduces the 
salt damage to vehicles thereby extending the life of vehicles and reducing vehicle 
maintenance costs. Not bad for the lowly beet! 
 

viii) Strategic Service Planning – There is a strong legacy in the organization of undertaking 
strategic planning exercises at the outset of significant changes to service delivery. 
Examples, to name only a few, include: the IT Strategic Plan that directed the 
development of the current advanced IT program; the business plan that provided the 
organizational structure and operational strategies that guided the early development 
of Grey Roots; the review that led to the revamping of long-term care; the creation of a 
Tourism Destination Development Action Plan that will guide important investment 
decisions in the public and private sectors over coming years.  Well researched and 
pragmatic public policy action plans like those cited, provide exceptional value for the 
resources allocated and time expended in their creation.  
 

 

c. Food for Thought   
 
All forward thinking organizations, no matter how well organized and operated, whether they 
are big or small, private sector or public, seek to continuously improve the effectiveness and 
efficiency of their services and programs. For businesses this is key to profitability; for 
municipal organizations this is key to public accountability and demonstrating value for money. 
In line with that thinking, I offer the following observations and suggestions from my first 60 
days at the administrative helm of this organization. The items are organized into the following 
categories for ease of reference: 
 

a) Strategic Management 
b) Organizational Design and Development 
c) Internal Policies Processes 
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d) Community Outreach 
e) Service Excellence 
f) Financial 
g) Labour/ Management and Employee Relations 
h) Communications 
i) Other 

 
As a starting point for discussion, a timeline is suggested for commencing work on each listed 
item. This is only a preliminary indication of what I see as the relative priority or level of 
urgency that would be assigned in addressing the items within an overall action plan. Timelines 
would be firmed up as an action plan is developed. 
 
 
 
 
 

A. STRATEGIC MANAGEMENT 
 
Strategic management is the ongoing process of establishing corporate direction, developing and 
implementing policies, aligning priorities and allocating resources to achieve the organization’s 
strategic objectives, and then assessing how well the objectives are being met.  

 

 Issue Observation/Comment Timeline 

1 County Strategic 
Management 
Framework 

The County does not have a corporate strategic plan. The 
absence of strategic direction and an implementation 
framework for the organization hinders more effective, 
coordinated and future-oriented decision-making across all 
departments and between the County and its community 
partners. A strategic plan would assist in setting County 
priorities, developing longer-term policies and plans, aligning 
departmental resources and activities, allocating budget dollars 
to priority areas, and perhaps most importantly, discontinuing 
things that are not in keeping with the County’s strategic 
direction. 
 
The most opportune time to develop a multi-year strategic 
planning framework is early in the mandate of council. Starting 
this process early in 2011 therefore is suggested. Strategic 
planning exercises are notorious for lasting upwards of two 
years. It is suggested that a meaningful plan can be developed, 
with full community engagement, in well under a year, 
depending on the methodology chosen. There is a fine balance 
to be struck between inclusiveness and expedience. 

Q1 2011 
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Consideration also needs to be given to the merits of 
developing a strategy that would satisfy the requirements of an 
Integrated Community Sustainability Plan, which is necessary to 
access Federal Gas Tax money. 
 
 

2 Land Use 
Planning  

 

There is considerable interest among local municipalities in the 
County to review the relationship between upper and lower tier 
land use planning and development controls. It has been 
suggested there may be opportunities to streamline 
development review processes, eliminate what some perceive 
to be over-lap between planning jurisdictions and explore 
alternative collaborative ways to more effectively deliver 
planning services.  
 
 It would be timely to consider such a review given the 
appointment of a new County Planning Director in June 2010 
and a staff vacancy within the County Planning Department.  
 

Q4 2010 

3 Economic 
Development 
Strategy 

There is broad acknowledgment of the importance of economic 
development to the future vitality of Grey County. The County is 
involved in a number of regional initiatives, such as Grey-Bruce 
Regional Economic Development Partnership, the South 
Western Ontario Economic Alliance, Georgian Bay Regional 
Tourism Initiative, and work underway through the Western 
Ontario Wardens’ Caucus. There is however, an absence of an 
agreed upon strategic direction for economic development for 
the County – i.e. an overall game plan. This should be a priority 
focus for the organization in the new year.  
 
Apart from good working relations between County and local 
municipal staff and our private sector partners, and some 
narrowly focused working alliances, there is a general absence 
of a policy-based integrated approach to economic 
development within Grey County. There is growing 
acknowledgment among the parties of the need for such a 
coordinated approach. 
 
 
 

Q2 2011 

4 Branding/ 
Marketing 

Tied very closely to a strategic plan, economic development 
strategy and tourism development strategy is the notion of 
branding. Just what is the County’s “brand”? How are we 

Q1 2011 
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portraying ourselves to the world in our marketing and 
development efforts? Are we conveying the message and image 
that we intend? Defining the County’s “brand” and then 
communicating that brand through every form of 
communications and marketing used by the County and its 
partners, is critical to our success.  
 
The County’s current logo, which was lovingly created some 20+ 
years ago and has served the County well, needs to be updated. 
The logo needs to convey the image or brand the County wishes 
to portray to the world on its signage, advertisements, 
marketing plans, etc.  The Tourism Committee has been 
wrestling with these notions over the past year or so as it has 
overseen the development of the newly minted Tourism 
Destination Development Action Plan 2010. Some initial 
exploratory work has been done by the committee on creating a 
new logo for the County to use. Recognizing this issue needs to 
be tied into the larger strategic considerations noted earlier, the 
committee has expressed its support in getting on with the task 
of refreshing the logo as part of a larger strategic branding 
exercise. 
 

5 Transportation  It has been suggested there is a need for a comprehensive 
review of the County’s transportation plan, inclusive of active 
transportation strategies such as cycling and walking. 
Transportation connections between Grey County and the rest 
of the province and within Grey County are the life blood of our 
local economies and key to maintaining and improving our 
quality of life. The viability and integrity of a high quality and 
well maintained network of Provincial, County and local roads in 
this area is of critical importance. Embracing the emerging 
importance of active transportation modes like cycling and 
walking are also vital to the success of any future strategy. 
 
Road construction and maintenance are one of the largest 
expenditure items both at the county and local levels. It is 
therefore vital to ensure this function is well planned, 
appropriately resourced and fully integrated with the strategic 
development directions of the three levels of government. 
What is the future for road, rail and air transportation in Grey 
County? What are the emerging future opportunities that 
require strategic investment decisions now? How does 
investment in transportation fit with and support economic 
development, tourism and growth management strategies? Just 

Q1 2012 
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some of the questions a transportation strategy could address. 
 

6 Office 
Accommodations 
Needs 

The space needs in the County administration building continue 
to challenge the ingenuity of management and staff as we look 
for creative, smart and healthy ways to satisfy the changing 
accommodation needs in the building.  Space pressures are also 
acute within the Hanover Early Years Centre/Ontario Works 
satellite office. It would be prudent to develop a longer term 
accommodation plan for County administration and program 
delivery sites to provide a well reasoned framework for more 
proactive decision-making around the need for and the use of 
space. Understanding current and future needs, exploring 
options and alternatives and identifying cost-effective funding 
strategies to meet the needs into the future are some of the 
issues to be explored. 

Q1 2012 

7 Reducing Energy 
Consumption 

The County spends in excess of $3 million annually on energy 
and related services (natural gas, electricity, sewer and water, 
gasoline, diesel fuel); and the cost for each of these escalates 
significantly each year. Finding ways to reduce or constrain the 
increase in our consumption of energy will reap enormous 
benefits to the corporate operating and capital bottom lines 
and the health of our environment. There are many examples of 
initiatives underway in various departments to reduce energy 
consumption. There is, however, no overall game plan. Creating 
an integrated multi-year plan, setting consumption goals and 
establishing priorities for implementation of actions and 
strategies will assist in decision making across all departments 
in the corporation and leverage funding opportunities.  It is 
understood that a budget reserve has been established to fund 
the start up of such an initiative.  

Q1 2011 
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B. ORGANIZATIONAL DEVELOPMENT AND DESIGN  
Organization Development refers to a planned program of change that focuses on permanently 
improving the effectiveness of an organization, its processes, and in particular its people and their 
interactions. An OD approach takes the long view to improving performance, avoiding the temptation 
of the unsustainable “quick fix”.  To be sustained over the long term, change must be meaningful to 
and be accepted by those people who are affected by the change. To be meaningful and accepted, the 
change process must be a respectful dialogue between interested parties; a dialogue that is allowed to 
evolve, providing all stakeholders with the opportunity to be part of the process and to influence the 
outcomes of that process. This takes time, careful planning, patient and sensitive management, and 
attention to ongoing communications aimed at engaging and informing staff and other stakeholders.  

 

 Issue Observation/Comment Timeline 

1 
 

Departmental 
Reviews  

It is good business practice to review existing corporate and 
departmental organizational structures and work processes 
from time to time to ensure they are relevant, effective and 
efficient. Two areas that appear to warrant such consideration 
in the short term are: 
 
TAPS 
Given the significant and longstanding workload pressures and 
process concerns being experienced by the Transportation and 
Public Safety Department, undertaking a service review is 
considered a priority matter. It is suggested therefore that the 
review would commence in the fall of this year.  
 
Human Resources 
Steadily increasing demand for human resources expertise and 
involvement across the corporation on matters such as 
corporate training, health and safety, harassment/bullying, 
labour/management, succession planning, organizational 
development and wellness, as examples, are outstripping the 
capacity of available HR staffing resources. Seeking more 
effective ways to meet this demand would be prudent. An 
overall HR strategy to serve as the consistent basis for all HR 
interventions and directions across the corporation is advisable. 
It will also help to identify priorities, leverage opportunities and 
match resource allocation decisions to an overall game plan. 
 
Others 
Over time and as need or concerns arise, other departmental 
reviews should be scheduled and undertaken. 

 
 
 
 
 
 

Q3-Q4 2010 
 
 
 
 
 
 
 
 
 

Q4 2011 
 
 
 
 
 
 
 
 
 
 
 
 
 



CAO 60 Day Report June 22, 2010 Page 13 
Status:  Received with Report CAOR-CC-01-10, July 6, 2010 Grey County Council 

 
 
 

2 Departmental 
Workload 
Pressures 

Most County departments are reporting increasing workload 
pressures due to changes in legislation and changing community 
expectations. These changes are adding significant new 
responsibilities in areas such as human resources, social 
services, housing, EMS and finance. Continuing to seek 
coordinated strategies to lessen the pressure through work flow 
redesign, strategic planning and priority setting, workplace 
wellness opportunities and resource allocation decisions needs 
to continue. 
 

Q3 2010 

3 Emergency 
Medical Services  

EMS is one of the largest functional areas by way of staffing and 
budget in the County. It is a highly specialized, geographically 
dispersed operational area that is relatively new to the County 
system, with operational needs and demands that are not well 
understood by the county organization as a whole. EMS is 
viewed generally by staff, both within EMS and in other 
departments, as being separate and distinct from the rest of 
county administrative structure. Its functional ties to the TAPS 
Department, within which it is located, are limited. EMS is too 
important a function and too large an operational area to 
remain “outside the corporate tent”, so to speak. Strategies are 
required to bring EMS more into the corporate fold.  
 
Consideration should be given to the appropriateness of 
alternative organizational reporting structures for EMS within 
the County corporation prior to or as part of a review of the 
TAPS Department.   
 

Q3 2010 

4 Emergency 
Management & 
Local 
Municipalities  

The County and local municipalities have roles and 
responsibilities before, during and after a declared emergency 
event. The relationships between the two levels of government 
need to be better understood to avoid duplication of effort or 
creation of gaps in service coverage during an emergency event. 
 This is an area of focus for ongoing planning through 2010 and 
2011. Like most municipal organizations, there is a need for 
greater ongoing corporate involvement in emergency 
management preparations.  
 

Q3 2010 

5 Health and 
Safety Culture  

Improving workplace health and safety needs to be a primary 
ongoing consideration of all management and staff throughout 
the corporation. Some of the operational areas such as TAPS, 

Q2 2010 
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EMS and Long-Term Care have strong H&S programs and levels 
of awareness. There is a tendency however in some other areas 
to think of H&S as simply an HR function, which it is not. Health 
and Safety is everyone’s responsibility.  There is a need to instill 
this sense of obligation and urgency across the organization at 
all levels. HR is the lead on these initiatives but requires the 
active involvement of all management and staff to succeed. 
Enhancing a strategy of corporate engagement in health and 
safety must be a priority. 
 

7 Workplace 
Wellness 

Beyond workplace health and safety is the broader context of 
workplace wellness and striving to find the proper balance or 
“fit” between work and life outside of work. In Grey County, 
where lifestyle and quality of life are so fundamental to one’s 
sense of place and wellbeing, ensuring a healthy work/life fit is 
the appropriate and responsible corporate position to take.  
The level of employee engagement within the organization is 
impressive; social networks are strong and active. Enabling and 
encouraging this engagement is good for the staff and in turn is 
good for the corporation, its clients and the residents of the 
county. An engaged and fulfilled workforce is a healthier 
workforce, which tends to translate into better service.  Seeking 
ways to enhance employee wellness in the workplace and 
outside of work is fundamental to the continued success of the 
County corporation. 
 

Q4 2011 

8 Accessibility Planning and providing for fully accessible services for all 
Ontarians is the long-term vision of Provincial Legislation, which 
is mandating progressively rigorous requirements and 
expectations on local government with each passing year. The 
next two years promise to bring significant changes to how 
municipalities deliver services and programs, and disseminate 
information.  
 
The manner in which the County has been addressing its 
accessibility obligations has served well to date, but will not 
suffice in the future. More attention will be required of the 
county to ensure compliance with legislation. 
 
This will be a big task and will require dedicated time and 
resources to accomplish. We will need to find the necessary 
staffing support to facilitate efforts across the corporation and 
coordinate with the local municipalities. The corporate uptake 
or buy-in that is needed to entrench accessibility within the 

Q1 2011 
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organization’s culture and sustain the corporation’s ongoing 
compliance with Provincial Regulations does not appear to be 
strong. We must find ways to make this happen.  A re-think of 
the current service model is therefore highly recommended.  
 

9 Departmental 
Goals and Multi-
Year Work Plans 

It is understood that attempts have been made in the past to 
bring a level of rigour and consistency to the creation of 
departmental goals. Not all departments however set formal 
goals and few departments set their goals having regard to the 
goals of other departments. There is a need to ensure all 
departments are setting and monitoring goals. There is also a 
need to integrate or align the departmental goals and work 
plans within a shared strategic direction, so that we are all 
“rowing in the same direction”.  
 
It would also be highly desirable for departments to begin 
planning and managing on a three year rolling cycle rather than 
only on an annual basis. This would allow for consideration of 
more strategic issues and opportunities. This would also tie into 
the desirability of planning operating budgets on a three year 
rolling cycle, as noted later in this report. 
 

Q4 2010 

10 Corporate Team 
Strengthening 

Organizations like the County, which provide a wide range of 
often disparate services, must work extra hard to develop and 
maintain an overall sense of corporate “Team”. The tendency is 
for managers and staff to focus on departmental issues and not 
take or be mindful of the broader corporate perspective.  There 
remains the ongoing need to nurture and enhance the sense of 
corporate team among all employees so that barriers are 
lessened and all departments are, and are seen to be, aligned in 
common cause. This observation ties back to the need for 
corporate strategic management and the need for enhanced 
corporate communications efforts as noted later in this report. 
 

Q4 2010 

11 Structural 
Imbalance 

The County’s departmental structure is characterized by two 
large departments - Long-term Care and Transportation & 
Public Safety with upwards of 600 staff combined,  several small 
departments of less than ten employees each, such as Planning, 
IT and HR, and two other mid-sized departments, namely 
Finance and the Clerk’s Department (inclusive of Grey Roots, 
Tourism/Economic Development, County Forests, POA). Some 
departments are single focused organizations, while others are 
multi-focussed. Such wide disparities in size and scope of 
departments create challenges for maintaining consistency in 

Q2 2013 
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corporate planning and managing the workplaces across the 
corporation.  While not a critical issue at this time it none-the-
less is something to be mindful of as we fill staffing vacancies in 
the future and undertake strategic planning and service reviews 
over time.   

 
 
 
 

C. INTERNAL POLICIES AND PROCESSES 
The formal and informal means by which an organization functions; its workflow, methods of 

information dissemination, and communications abilities. Ensuring effective and efficient process 

based on consistent application of policy is the desired state.  

 Issue Observation/Comment Timeline 

1 Staff Reports The process by which staff reports are prepared and staged for 
consideration by committees and council warrants serious and 
immediate attention from all parties involved. From an 
administrative efficiency and effectiveness perspective, making 
some adjustments to this process would yield significant 
benefits to the organization.  
 
The quality, timeliness and follow-up on reports now varies 
considerably across departments and across committees.  More 
attention is required to ensure that all reports are completed 
on time, with full information, full consultation and crafted in a 
manner to communicate the issues and recommendations 
clearly and consistently.   
 
There appears to be too heavy a reliance in some departments 
on administrative staff to manage this process. Departmental 
oversight of the report development process should rest with 
the department heads and/or management staff. 
 
Last minute alterations to reports or committee agendas should 
be the exception, not the rule as it would seem to be currently. 
Verbal staff reports to committee should be rare occurrences 
and only in exceptional circumstances. 
 
A protocol designed to improve committee reports should be 
developed and agreed on by department heads and then 
cascaded down to departments, through the publishing of 
report writing guidelines, enhanced templates, and training and 
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in-service opportunities for those involved in the process.  The 
recent experience in developing a standardized template for 
reports concerning RFPs and tenders is a good example of this 
kind of improvement initiative. 
 
 
 

2  Report Format Current report formats are clear and well structured. Adding a 
section on “Others Consulted” would strengthen the reports by 
indicating what other staff or agencies were consulted in the 
development of the report and what their respective comments 
are on the issue at hand. Cooperation and coordination 
between departments within the County on issues and in report 
preparation needs to be strengthened. This in turn would 
strengthen confidence in the decision-making process. 
 
Adding a section on “Strategic Direction” would provide a clear 
link to strategic plans or documents that may have been 
adopted to guide decision-making. 
 

Q3 2010 

3  Standing 
Committee Process 

The standing committees of County Council are busy, some 
meeting twice a month to handle the workload.   The volume of 
work, the level of activity generated by the committee cycle and 
the report preparation challenges noted above generate 
significant workload for a number of departments and staff who 
support this cycle.  Using technology to reduce paper use and 
streamline the preparation of meeting minutes has had a 
significant impact on managing the workload.  
 
Last Minute-itis 
The administrative capacity to serve the committees effectively 
is often stretched to or beyond its optimal level by all manner of 
exceptions to established procedures, that have become the 
norm - late breaking issues requiring a last minute report either 
written or sometimes verbal; last minute changes to reports 
already submitted; short submission deadlines set by third 
parties; insufficient time to properly consult with colleagues or 
affected parties; and, the calling of special meetings.  This 
places county councillors at a significant disadvantage as they 
try to prepare for multiple committee meetings each month. 
 
The comment overheard often during the almost weekly 
agenda rush is, “there has got to be a better way”. Indeed!  
 

Q4 2010 
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Seeking strategies to more effectively manage the committee 
cycle is of considerable urgency to the corporation.  Among the 
strategies to be considered are: 
 

1. Establishing clear protocols 
2. Educating all parties involved 
3. Enforcing deadlines more rigorously so that the 

exceptions are not the rule. 
4. Defining what items need to be viewed by committees 

and which ones are purely administrative in nature and 
do not require committee direction.   

5. Establishing clear expectations from Council and having 
committees hold staff accountable to those expectations 
 

4 Integration of 
County functions 
within satellite 
locations 

The County maintains a number of work places beyond the 
County administration building that serve as the point of 
delivery for a variety of services from different departments.  
For example, Rockwood Terrace and Grey Gables long-term care 
facilities are landlords for Ontario Works, Early Years Centres 
and child care services.  Through better communications and 
joint planning, there may be opportunities to improve and 
better integrate the working relationships between these 
different County services beyond a mere landlord/tenant 
relationship. 
 

Q3 2010 

5 Scheduling in 
Long-term care 

At the present time, the management of each long-term care 
facility has responsibility for setting and managing the 
scheduling of its respective workforce. This is a complex and 
time consuming activity that currently involves the directors of 
care (DOC) in each home. One DOC reports spending 3.0 hours 
per day, each day, on scheduling activities alone, thereby 
leaving significantly fewer hours to do other administrative and 
management functions requiring attention. Consideration 
should be given to alternative ways of scheduling the Homes. 
Two options that may be considered are: reallocating roles and 
responsibilities within the Homes to free-up clerical staff time 
to do the scheduling, thereby freeing-up the time of the DOC’s 
to perform other managerial duties; and, examining 
opportunities for centralizing the scheduling function for the 
three Homes.  
 

Q4 2010 

6 Fees for Service 
Policy Review 

With increasing pressures on operating budgets, every effort is 
being made to identify new or expanded sources of revenue. 
Should fees for service charged by the County be based on the 

Q4 2010 
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full cost of providing that service? Is there a public good 
component to the service that is more appropriately supported 
from the tax base?  Establishing a policy for fees based on an 
acceptable level of cost recovery/subsidization (public good vs. 
private interest) has merit.  This is something for consideration 
possibly in preparation for the 2011 budget cycle. 
 

7 Full Roll-out of 
Grey Docs 

Grey Docs is the County’s information management system. The 
implementation of this system has been deliberately 
incremental, appreciating that the changes in behaviour and 
practices necessary to bring the system on are significant and 
people require time to adjust and develop confidence in the 
new system. The corporate uptake of Grey Docs is spotty; some 
areas have fully embraced it, others have not.  
 
Every effort must be made by the corporation to fully 
operationlize the full power of Grey Docs within all 
departments. The long-term information management 
advantages and process efficiencies to be achieved are 
significant. A corporate commitment to full implementation and 
use of Grey Docs at all levels of the organization and in all 
departments is required. 

Q3 2010 

8 Fund Raising Policy 
 

There is no corporate policy to govern fund raising activities 
within the County organization by members of staff or third 
parties. There are numerous voluntary fund raising efforts 
undertaken by staff on behalf of many excellent community 
causes.   
 
Grey County and its staff are wonderfully generous with their 
time and their money towards many causes. There is however, 
no policy to govern such activities, dealing with such 
considerations as – use of corporate resources (facilities, 
intranet) and staff time to canvass and do other related 
activities during business hours.  In the absence of policy and its 
consistent application, canvassing approaches vary depending 
on the person, the cause and the department. A more 
consistent corporate approach would benefit all involved.  
 

Q2 2011 

9 Policy 
Development 
Framework 

The County has an established framework and process for 
establishing and updating policies.  Better coordination of 
efforts of various parts of the corporation to ensure consistency 
in the application of the established protocol is needed. There 
also is a need to distinguish between what is considered to be 
purely administrative policy and the types of policies requiring 

Q2 2010 
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council approval.  The goal should be to reduce instances where 
there is action being taken by staff or council in the absence of 
clear policy. Reviewing the process, document templates, 
consultation methods, approval and management processes has 
begun led by the Clerk’s Department. 
 

10  On Call Provisions There appears to be inconsistent application of the concept of 
employees or managers being “on call” to report to work if 
required outside of normally scheduled shifts or business hours. 
This issue is covered off for members of collective bargaining 
units, but is not consistently applied across the non-union 
groups. Consistency of application across the corporation is 
important for staff morale and managing costs. 
 

Q4 2010 

 
 
 
 
 

D. COMMUNITY ENGAGEMENT 
Consulting, working with, listening and being responsive to individuals and community partners in the 

development of public policy and the delivery of services and programs is an essential part of how a 

local government organization should operate.   

 Issue Observation/Comment Timeline 

1 Relationship with 
CAO’s in the 
County 

There is strong interest among the municipal Chief 
Administrative Officers in Grey County to have closer working 
relationships with each other and with the County CAO. 
Attempts in the past to bring this group together have been 
sporadic. Efforts will be made to ensure the group gets together 
for information exchange and problem solving at least 2 times a 
year. The first such meeting was held on June 11, 2010 and was 
by all accounts very successful. 
 
Some local municipal officials also expressed an interest in 
seeking more opportunities for their staff to interact socially 
with County staff. We will look for ways to provide such 
opportunities in future. 
 

Q2 2010 

2 Review Services 
with Local 
Municipalities 

Considerable interest has been expressed by a number of local 
municipalities to explore ways to enhance coordination and 
cooperation among municipalities and the County in the 
delivery of services and programs. Areas cited in discussions to 
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date include planning, HR, IT, transportation, tourism and 
economic development. In some instances it has been 
suggested that a more regionalized approach to service delivery 
may be more beneficial to all (e.g. economic development, 
tourism). In other instances it has been suggested that clearer 
delineation of who does what may be in order (e.g. planning). 
And finally there is a suggestion that some services may be 
suitable for more sharing between jurisdictions (e.g. HR, IT). 
Funding opportunities to create job sharing arrangements will 
be explored. 
 

3 Connectivity and 
Web Presence 

Continued strengthening of the Grey County Broadband 
initiative is supported by all parties. This is seen as the essential 
backbone to a sustainable future for Grey County – 
economically, socially, culturally and environmentally.  It has 
been suggested that more attention and resources need to be 
focused on such things as the Bruce/Grey Information Portal, 
County website development and management, and use of 
other social media as means of communicating with the public 
(Twitter, Face Book etc). Some of these issues will be explored 
as part of the IT strategic plan refresh about to get underway. 
 
The Accessibility Committee suggested that all documents on 
the County website be in the most accessible format possible in 

order to be fully accessed by those with visual challenges. 
 
 

Q 1 2011 
 
 
 
 
 
 
 
 
 

4 Public Policy 
Leadership 

Many of the local municipalities look to the County to provide 
leadership in public policy discussions and development. Active 
engagement in municipal sector organizations such as AMO, 
FCM, OMSSA, OGRA, MISA, AMCTO, ONPHA, WOWC, etc is 
expected and encouraged. 
 
The County is well engaged in most sector organizations; this 
should continue and be enhanced. It would appear that more 
effort on the part of the County in providing meaningful 
feedback and information to local municipalities on a more 
regular basis would improve this significantly.  

Q3 2010 

5 Aboriginal 
Engagement 
Protocol 

The Saugeen Ojibway Nation has asked Grey County to work 
with it to develop an engagement protocol. This is an 
opportunity to strengthen relations with key stakeholders in our 
community. Outreach is underway. 
 

Q2 2010 
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Agricultural 
Sector 

the primary pillars of any economic development strategy for 
this region. Strengthening the ties and working relationships 
between County administration and agricultural organizations 
and businesses is therefore a fundamental building block for 
any such strategies. This should form a big part of the ongoing 
outreach and engagement activities of the County. 
 

7 Training 
Opportunities for 
Local Municipal 
Staff 

Many local municipalities expressed an interest in being 
included in training opportunities being provided by the County 
for its staff, wherever possible.  This would stretch scarce 
training and education budgets further for the lower tiers.  This 
is an idea worthy of consideration by County staff organizing 
training, particularly in areas of significant change and 
legislative obligations, i.e. HR, Health and Safety, management, 
succession planning, IT. 
 
The Local Intergovernmental Committee comprised of 
representatives from Federal, Provincial, County and local 
municipal government agencies, has worked over a number of 
years to provide training opportunities. This effort and others 
like it should be encouraged so that we can maximize 
opportunities locally/regionally. 
 

Q1 2011 

8 Relationship 
with SW LHIN 

There is a need to improve the information flow and working 
relationship between the County and the South West Local 
Health Integration Network. With municipal involvement in 
health care on the rise, and the significant changes occurring in 
the healthcare field, particularly long-term care and EMS, 
attention to better communications and seeking opportunities 
to engage the LHIN will be of great benefit to the County and its 
residents. Outreach has begun.  
 

Q3 2010 

9 Support to Not-
for-Profit 
Organizations 

Some not for profit organizations have expressed interest in 
being able to receive surplus equipment and materials from the 
County at low or no cost. E.g. computers. This would require a 
review and adjustment to the County’s current policies, which 
are geared to ensuring equitable consideration of all parties in 
the procurement and release of surplus goods and services.  
This is an issue to be explored with our Finance Dept. to 
determine available options.  
 
The County should have a policy governing its relationship with 
not-for-profit organizations so that there is consistency across 
the organization in how we interact with our community 

Q1 2011 
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partners. 
 

10 External 
Communications 

The key to effective partnerships and service excellence is 
timely and accurate information. For the most part the County 
appears to do a very good job of communicating with external 
stakeholders. There are some areas that may benefit from more 
focus. These include: 
 

1. Flowing information to the local municipalities at the 
administrative level; and,  
 

2. Promoting and celebrating the County’s successes and 
communicating our plans for the future. 

 
An effective communication tool in this regard is the Annual 
Report, which would include an overview of how the County 
performed in the year just ended, what our successes are, 
where we need to improve, and what our plans are for the 
future. 
 
Finding simple ways to ensure information flows to the local 
municipalities will enhance our working relationships and 
benefit all parties. 

Q3 2010 

 
 
 

E. SERVICE EXCELLENCE  
 
Service excellence means achieving a high level of performance in the delivery of services and 
programs that exceeds normal expectations. It is the never ending quest for quality improvement.   

 

 Issue Observation/Comment Timeline 

1 Service 
Excellence 
Initiative 

Vince Lombardi said it best, when he noted, “Perfection is not 
attainable, but if we chase perfection we can catch excellence.” 
 
Ask 20 people what service excellence means and you will get 20 
different answers; none of which is necessarily wrong. It is 
important to establish consistent, clear and well communicated 
expectations of performance – so that all employees, no matter 
what their job is, know what is expected of them, and our 
customers/residents know what they can expect from us.  It is 
also important to continually strive to improve on our service – 
i.e. the pursuit of excellence.  There are opportunities to bring 
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more consistency to the approaches being taken and to weave 
the thread of excellence deeper into the organization’s “DNA”.  
 
A service excellence strategy should include: creating an urgency 
to serve: entrenching a continuous improvement mindset across 
the corporation; training and education and follow-up; standards 
of service; measurement and monitoring; feedback; reward and 
recognition. 
 

2 Resident Survey Apart from long-term care, the County does not routinely reach 
out to its residents and customers to seek their opinions on how 
we are doing at providing services and programs. We tend to rely 
on complaints and other informal forms of feedback. Annual or 
bi-annual customer/resident surveys can be developed and 
delivered most cost-effectively and would provide a wealth of 
information to assist in improving service and policy 
development. Consideration will be given to the merits of 
conducting such a survey later this year or early in 2011.  
 

Q4 2010 

3 Signage There are a number of instances where signs denoting County 
jurisdiction, buildings and facilities are damaged or lacking. 
Noted examples: 

1. The large sign on the front lawn of the County 
administration building facing 9th Ave E in Owen Sound 
only faces south. There is no comparable sign facing north 
and west for travellers coming from those directions. 

2. There is no County of Grey sign on Highway 6 immediately 
south of Wiarton. 

3. The County of Grey sign on Highway 26 heading west 
from Simcoe County is damaged. 

 
A review of our signage placements, practices and protocols may 
be in order. In fairness, it is appreciated that the replacement of 
a number of signs has been delayed pending a decision on 
refreshing the County logo.  
 

Q 1 2011 

4 Project 
Management 

There is a need across the corporation for Project Management 
capabilities and capacity.  The task of managing a large project 
tends to fall to a line manager or staff person who must then 
divert his or her time and attention away from other important 
tasks for the duration of the project.  In many instances the in-
house staff person does not have the necessary project 
management training and must rely on common sense and savvy 
to do the job.  While this has worked in the past, the complexity, 
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growing risk and time commitment inherent in most large 
projects suggest the need to develop some of this specialized 
expertise in-house.  The department head team will explore how 
best to build this capacity within our staff complement. 
 

  
 
 

F.   FINANCIAL 
 
The accountability mechanisms in place to ensure the organization is financially sustainable over time  
 

 Issue Observation/Comment Timeline 

1 Asset 
Management 
Plan 

As part of the Tangible Capital Asset process, it has been 
calculated that the County’s tangible capital assets as of 
December 31, 2009, are valued at about $365 million. These 
assets need to be maintained and/or reconstructed over time. 
The County does not have a corporate-wide asset management 
plan for its capital assets, in particular its buildings. The amount 
of funding being saved in reserves and allocated annually in 
budgets to maintain or replace these assets is not sufficient in 
most cases. This unfunded liability will only continue to grow 
unless strategies are put in place to address the issue over time.  
 
It is noted that programs are in place for assets such as roads, 
bridges, rolling stock, and computers.  The Housing Department 
has undertaken some building condition assessments of the 
County’s social housing portfolio. Some early work is also 
underway in long-term care. This is just the start. 
 
Implementing an asset management plan, based on the 
estimated life cycle operating and replacement costing of our 
assets and tied to a multi-year capital financing plan, would over 
time ensure that sufficient money was being reserved on an 
annual basis towards properly maintaining, refurbishing and 
replacing our assets.   
 

Q1 2011 

2 Multi-year 
Budgeting 

Multi-year budgeting enables an organization to become more 
forward thinking in its financial and program planning, with a 
reduced emphasis on the reactive “here and now”. Over time, as 
the corporation becomes more adept at multi-year planning, the 
budget process becomes much more predictable and stable. Its 
resiliency allows nimble attention to emerging financial 
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challenges.  A three year operating budget process is increasingly 
the norm in the municipal sector with a ten year cycle for the 
capital program.   
 

3 Winter Road 
Maintenance 
Stabilization 
Reserve 

Consideration should be given to reserving a certain portion of 
any year end surplus budgeted funds from the winter 
maintenance program to a reserve fund. These funds will then be 
used in those years when the demand outstrips the annual 
budget line, thereby reducing or easing any in-year pressures on 
the budget or other reserves during more severe winters.  The 
optimal amount to be maintained in the reserve could be 
established by policy to ensure it does not exceed a set amount.  
Over time this should provide a level of consistency in the 
budgeting process year over year.  
 

Q1 2011 

4 Pass-on Inflation Consideration should be given to increasing fees automatically by 
policy on January 1st of each year by the rate of inflation as set by 
the CPI.  This ensures that fees at least keep pace with the rate of 
inflation and ensures that this revenue is factored into the annual 
budgeting process.  
 

Q4 2011 

5 Farm Tax  Efforts should continue in association with our municipal 
counterparts, to advocate for more equitable provincial funding 
formulae, either through the OMPF or other programs.  
 

Q1 2011 

6 Long-term 
Financial 
Strategy 

The County has worked hard in recent years to contain tax rate 
increases, in order to assist local municipalities with their budget 
pressures. Over the past four years the County’s average tax rate 
increase has been only 0.435%; actually declining in 2010.  This 
has been achieved through a number of strategies, including 
borrowing from future savings to be gained through the ongoing 
upload of ODSP costs and allocating funds from its Ontario Works 
caseload reserve fund to offset caseload increases that are to be 
uploaded in the future. The tax room created by the County for 
local municipalities through this strategy has been put to good 
use.  
 
Continuing with such a strategy, which many local municipalities 
would welcome, has significant risks for the county corporation, 
which need to be understood as we prepare for the 2011 budget 
cycle.  
 
The current level and quality of services and programs being 
provided by the County cannot be sustained with year over year 
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budget reductions. The erosion in available funding is eroding our 
service levels. Before budget deliberations begin for 2011, 
Council should determine the acceptable levels of service, which 
in turn will then determine the financial resources required to 
fulfil those service level expectations.    

7 Procurement 
Policy 

It is understood that appreciable improvements have been made 
to the procurement process within the County over the past 
couple of years. Refining this policy set to achieve greater 
efficiency, consistency of application and accountability must be 
an ongoing effort. This requires full cooperation of all 
departments and staff. 
 
There are a number of refinements that may be worthy of 
consideration including for example: 

i. When is an authorizing by-law required for a purchase 
versus a simple resolution?  

ii. More bulk purchasing arrangements with community 
partners 
 

Keeping the focus on this effort is important to the efficient 
operation of the corporation. 
 

Q4 2010 

 
 
 

G.   LABOUR/ MANAGEMENT AND EMPLOYEE RELATIONS 
 
Organized labour/management relationships are formalized through the collective bargaining 
environment within the organization. More informal employer/employee relations are equally as 
important to the health of the workplace and the wellbeing of individuals.  It is important to recognize 
the necessary differences in these relationships and the different requirements in maintaining and 
strengthening each.  
 
 

 Issue Observation/Comment Timeline 

1 Non-union 
Benefits 

There appears to be disparities in benefits between the 
unionized groups and the non-union group of employees. It is 
common municipal practice to ensure that benefit packages 
between these groups are generally consistent, recognizing there 
will be differences arising out of the negotiation process with 
collective bargaining agents. An analysis of the differences in 
benefit packages would be a valuable first step in understanding 
and addressing the issue. 

Q 1 2011 
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2 Staff 
Development & 
Succession 
Planning 

There is a need for a corporate staff development strategy.  If 
Grey County intends to be a talent-based organization, then 
careful attention and planning must be directed towards 
enhancing the necessary human resource infrastructure to 
sustain the organization. Such mechanisms include: recruitment 
& retention strategies; training and education programs; 
professional development plans for each employee; 
supervisory/management development; executive development; 
succession planning; and so much more.   
 
Leadership development is essential for this and any 
organization. People tend to get promoted within an 
organization to a supervisory/management level because they 
are good at the technical aspects of their profession. Rarely are 
they provided with opportunities to develop the supervisory and 
management skills needed to lead work groups through skills 
development courses, mentoring, job shadowing, etc., before 
they take on the management role. The training tends to be on 
the job, trial and error supplemented by some courses over time. 
Taking a more proactive approach to management development 
would be in order. 
 

Q3 2011 

3 Relationship with 
Unions 

Grey County is a unionized work environment. Unions are and 
should be viewed by all as being partners with management in 
providing a safe and fulfilling workplace experience. The key to 
any healthy partnership is a solid working relationship that is 
based on open, regular communications.  Ensuring that the CAO 
and the entire management team have good working 
relationships with each union group should be an ongoing 
priority.  
 

Q2 2010 

4 Human 
Resources 
Information 
Management 
System 

Money has been budgeted to acquire a new HR information 
management system that will provide the department and 
corporation with significantly enhanced functionality. The 
selection and review process for the system is underway. A new 
system will provide more timely and meaningful data and 
statistical reports to managers and staff that will assist all in 
managing our HR resources more effectively.  Given the 
comments received through the survey and from general 
conversation with managers and staff, this initiative is badly 
needed.  

Q1 2011 
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H.   COMMUNICATIONS 
 

Information is the life blood of any organization. The manner and ease with which information is 
conveyed through the different levels of the organization and its timeliness, is an indicator of the 
vitality of the corporation, the health of the workplace and the overall sense of engagement 
among employees.  
 

 Issue Observation/Comment Timeline 

1 Communications 
Strategy 

The County does not have a broad communications framework of 
policies and protocols to assist in issues management, public 
information, public relations and media relations. Like many 
municipal organizations, the County does not toot its own horn 
enough about the good things we are doing. Apart from some 
press releases, we tend to be reactive regarding emerging issues 
and do not have consistent or focused training, protocols or 
other necessary supports in place to assist council and managers 
in communicating with the community and our community 
partners.  Providing some basic training and developing some 
simple protocols would assist in this important function greatly 
without a lot of cost.  
 
A corporate strategy also needs to address the County’s 
presence, profile and accessibility and relevance on the internet 
and through emerging social media such as Twitter and Face 
Book. It is expected that the Information Technology strategic 
planning exercise that is just being launched will provide 
guidance on these matters.  
 
  

Q1 2011 

2 Web Site Work on the Tourism Destination Development Plan has noted 
the need to refresh the County’s tourism website. A vibrant, 
interactive and informational website is central to not only the 
County’s tourism strategy but also its communications strategy, 
and overall economic development initiative. Web technology 
and design standards are continuously evolving. To remain 
relevant in the pursuit of visitors, investment, development 
opportunities and more, ongoing investment in the County’s web 
presence is essential.   
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3 Internal 
Communications 

If you wish to engage employees, create a sense of wellness and 
empowerment in the workplace, then there is a never-ending 
need to enhance the flow of information to all levels of the 
organization.  Even in organizations that tend to do this well 
there is always room to improve internal communications.  That 
message has come out loud and clear from the staff surveys 
returned to the CAO as part of this review process.  There are 
gaps in communications and barriers to the free flow of 
information at all levels of the organization in all departments, 
despite some commendable and highly successful strategies in 
place.  Gaps include:  getting information to all levels of 
organization in a timely manner; sharing information between 
departments.  
 
To have effective communications you have to have a willing 
sender of information and a willing receiver of that information. 
In addition consideration must be given to how and in what form 
the information is conveyed, when and for what purpose. Too 
much information can be almost as frustrating as not enough.  
 
Strengthening the internal communications framework through 
training, awareness building and seeking new or enhanced 
strategies to make improvements is a priority. 
 

1. Get information to local municipalities in a timely 
      manner 

2. Year End annual report for County –  
      accomplishments, future directions 

Q4 2010 

4 Media Training Many managers and staff are required to interact with the media 
from time to time. Few have had formal training in this skill set 
and have honed their skills through trial and error.  Providing 
media management training to selected positions would provide 
staff with more confidence in handling media requests and would 
enable the County to better utilize the messaging opportunities 
provided through media coverage. 
 

Q 1 2011 

 
 
 

I.  OTHER 
 Issue Observation/Comment Timeline 

1 Library Service It was suggested that the funding and management of library 
services within Grey County should be assumed by the County 

------- 



CAO 60 Day Report June 22, 2010 Page 31 
Status:  Received with Report CAOR-CC-01-10, July 6, 2010 Grey County Council 

in order to provide consistency of service and better 
utilization of available resources.  To pursue this issue further 
would require direction from County Council. 
 

 
3.  NEXT STEPS 

 
It is intended that the findings contained in this report, once received by County Council, will 
serve as the general basis for proceeding to address the issues noted (and others as they arise) 
as part of a more detailed multi-year corporate plan prepared by the Chief Administrative 
Officer for County Council to consider and adopt. Such a plan would set out the issues to be 
addressed, expected timelines, the relative priority of each item, key milestones to measure 
performance against, accountabilities, and any funding implications requiring budget allocations. 
In time, such corporate direction would inform the goals and objectives of the county 
departments.  
 
Performance against the goals and objectives of the plan would be monitored and managed by 
the Chief Administrative Officer and the department head team, and would be reviewed 
regularly by County Council and its standing committees as appropriate. 
 
It should be noted that consideration of some of the items cited in this report may well proceed 
in advance of the formal adoption of an overall corporate plan, due to their nature and urgency. 
The review of the TAPS Department is an example of this.  In those instances and where 
appropriate, a staff report will be prepared either informing or seeking the approval of the 
appropriate standing committee. It is notable too that some of the initiatives cited in this report 
are already underway, such as making improvements to staff reports. 
             LT 
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APPENDIX A:    Staff Survey Results 

 
The results of the 175 returned staff surveys are summarized below. Not every response is 
recorded here; however every effort has been made to capture the essence of the comments 
received.  Responses have been grouped or generalized into categories for ease of reference and 
maintain anonymity of the respondents. Some of the issues raised were work place specific and 
will be followed up directly by the CAO with the department. Other issues are more 
appropriately addressed in the context of labour negotiations, such as changes to benefits, 
vacation, time off, etc. These matters therefore are not included in this summary.   
 
The detailed results of the survey will be kept on file in the CAO’s office and will be referred to 
from time to time to inform future initiatives.  
 
QUESTION 1:  What do you like best about working for the County of Grey? 
 

 Good working conditions 

 Being part of a great staff  team 

 Fair employer 

 Good wages and benefits 

 Rewarding work experiences 

 Opportunities to be creative 

 The opportunity to bring issues to my employer’s attention 

 Job variety and satisfaction 

 Willingness to try new technologies 

 Good training opportunities 

 County enjoys a good reputation in the community 

 Availability of part time work 

 Having work that is close to home 

 High quality services offered to residents of county 

 Services offered have positive impact on peoples’ lives in community 
 
 
QUESTION 2: List up to five things you think need to be changed 
 
 

i. Labour/Management Relations  

 Consider more flexible working hour arrangements, including job sharing 
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 Ensure equity, timeliness and consistency of recruitment processes 

 Ensure consistency, fairness and timeliness in disciplinary processes 

 Explore more efficient ways to schedule staff in long-term care 

 Seek strategies to improve management/staff relations in some workplaces 

 Desire to have CAO speak directly to staff on a regular basis 

 More consistent application of terms of collective agreements across corporation 

 More supervisory/management training 

 Performance appraisal forms are not adequate or effective 

 Proper screening of new hires re: competencies, expectations, etc 

 Pay stubs should convey more information re: sick days, stats saved, etc 

 Review the merits of contracting out service  for attendance management 

 Conduct risk analysis for all jobs 

 Review salary administration system – e.g. salary compression 

 Need for better understanding of terms of collective agreements 
 

ii. Organizational 

 Consider merits of centralized bulk purchasing 

 Review staffing levels in departments 

 Break down silo mentality between some departments 
 

iii. Communications/Engagement 

 Involve staff more in the development of tender specs and other decision-making 

 Seek strategies to improve management/staff engagement – e.g. regular meetings, 
more communications, more listening 

 Share the good news, not just the bad 
iv. Health and Safety 

 Enhance training opportunities across the corporation 

 A cross walk on Hwy 10 at Grey Gables is required 

 Security issues identified in satellite locations  - lighting, security doors, cameras 

  
v. Resources 

 Workload in long-term care – need more front line staff 

 Need for phone training across the organization 

 Need more shaded outdoor sitting areas in long-term care homes for residents 

 Building and property maintenance must remain a priority 

 Space needs in various locations 
 

vi. Other 

 More attention to environmental stewardship required 

 Buy more local foods in long-term care 

 Spruce up, redesign the main entrance and foyer of the building on the lower level 
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