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2017, 9:30 a.m. to noon, River Landing Amphitheatre, Dianne

6 - 6

1



Lorass, Hope Fellowship Church [CK. 185-9] 

6.1.3 Noise Bylaw Extension, EY River Run Classic, July 9, 2017, 6:00
a.m. to 1:00 p.m., River Landing and north along the riverbank,
R. Neil MacKay [CK. 185-9]

7 - 7

6.1.4 Noise Bylaw Extension, Saskatoon Pets in the Park Inc., July 9,
2017, 9:00 a.m. to 4:00 p.m., Kiwanis Park, Heather
Ryan, Saskatoon Pets in the Park Committee [CK. 185-9] 

8 - 9

6.2 Matters Requiring Direction

6.2.1 Letter - Seasonal and Christmas Lighting - Bylaw 2685 Electric
Light and Power Bylaw [CK. 6300-1]

10 - 10

A letter from Brent Penner, Executive Director, Downtown
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Committee [CK. 430-19]
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The Saskatoon Environmental Advisory Committee has
approved submission of the 2016 Annual Report.

Ms. Kathleen Aikens, Chair will be available to answer
questions.
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That the information be received.
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That the report of the General Manager, Corporate Performance
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7.2.2 2017 Materials Testing Services - Award of Engineering
Services - Asphalt, Concrete, Soil and Micro-Surfacing [CK.
4110-1 and TU. 1000-1]
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Recommendation

That the Standing Policy Committee on Environment, Utilities
and Corporate Services recommend to City Council:

1. That 2017 concrete testing in the East area be awarded to
AMEC Foster Wheeler, at a total estimated cost of $31,000,
plus GST;

2. That 2017 concrete testing in the West area, soils testing in
the East area, and asphalt testing in the West area be
awarded to Tetra Tech EBA Inc. at a total estimated cost of
$115,000, plus GST;

3. That 2017 soil testing in the West area and asphalt testing
for the Expressway area be awarded to Golder Associates
Ltd., at a total estimated cost of $92,000, plus GST;

4. That 2017 asphalt testing in the East area be awarded to
Englobe Corp., at a total estimated cost of $55,000, plus
GST;

5. That 2017 micro-surfacing testing in the entire city be
awarded to WSP Canada Inc. at a total estimated cost of
$70,000, plus GST; and

6. That the City Solicitor be requested to prepare the
appropriate agreement and that His Worship the Mayor and
the City Clerk be authorized to execute the agreement
under the Corporate Seal.

7.2.3 Storm and Sanitary Sewer Flow Monitoring Along Major
Corridors - Sole Source [CK. 7820-1 and TS. 8200-1]

58 - 60

Recommendation

That the Standing Policy Committee on Environment, Utilities
and Corporate Services recommend to City Council:

1. That the Administration prepare a sole source to Avensys
Solutions Inc. for the supply of ISCO flow monitoring
equipment for the total cost of $124,551 (including GST);
and

2. That Purchasing Services issue the appropriate purchase
order.

7.2.4 Capital Project No. 2565 - WTP - Transfer Pumping & Electrical
Upgrades - Award of Engineering Services [CK. 670-3 and WT.
7960-131]

61 - 65
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Recommendation

That the Standing Policy Committee on Environment, Utilities
and Corporate Services recommend to City Council:

1. That the proposal submitted by Associated Engineering
(Sask.) Ltd. for engineering services for the design and
construction of the Water Treatment Plant Transfer
Pumping &  Electrical Upgrade, at a total upset fee of
$2,868,320.95 (including GST and PST), be approved; and

2. That the City Solicitor be requested to prepare the
appropriate agreement and that His Worship the Mayor and
the City Clerk be authorized to execute the agreement
under the Corporate Seal.

8. MOTIONS (NOTICE PREVIOUSLY GIVEN)

9. GIVING NOTICE

10. URGENT BUSINESS

11. IN CAMERA SESSION (OPTIONAL)

12. ADJOURNMENT
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March 8, 2017 

 

 

His Worship the Mayor and Members of City Council 
City of Saskatoon 
222 3

rd
 Avenue North 

Saskatoon, SK S7K 0J5 
 
Your Worship and Councillors: 
 

Re: Bylaw 2685, Electric Light and Power Bylaw  

I understand that Christmas and winter decorative lighting installed by the City of Saskatoon is 

governed under Bylaw 2685 and it prescribes the times that lights shall be lit. Currently, the Bylaw 

states that lights are operated “between the hours of 07:00 to 09:00 and 18:00 to 24:00 in any day 

during the Christmas season, being from the first Monday in December to, and including, the 14
th
 

day of January.” 

Given the amount of darkness that occurs during our winters, and in an attempt to light the streets, 

we would ask the City to consider amending this Bylaw to have all the lights on effective December 1 

to January 14 and to extend the hours each day from dusk to dawn rather than only certain times 

while it is dark. Many businesses are open well past midnight and extending the times the lights are 

on will allow more people to enjoy them and add to animation in the district. Many people are moving 

about the City prior to 07:00 hours, giving rise to having the lights on then too. This measure would 

be a small step to increasing stated objectives by the City of Saskatoon to embrace our “winter city” 

status.  

For the winter lighting (i.e. the lights on 3
rd

 Avenue between 19
th
 St. and 22

nd
 St.) that remain on past 

January 14, their timing could be adjusted based on the time of sunset and sunrise to reflect the 

same dusk to dawn proposal for the Christmas lights. 

Sincerely, 

 

Brent Penner 
Executive Director 
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ROUTING: Corporate Performance Department – SPC on  EU&CS - City Council DELEGATION: n/a 
April 4, 2017 – CK 374-1 and CP. 0374-001 
Page 1 of 4    
 

 

Service Saskatoon – Progress Report and 2017 Plan 
 

Recommendation 
That the report of the General Manager, Corporate Performance Department, dated 
April 4, 2017, be forwarded to City Council for information. 
 
 

Topic and Purpose 
Service to citizens is a priority for the City of Saskatoon (City). This report provides  
highlights of progress on some current and planned 2017 initiatives associated with the 
Service Saskatoon model. 
 
Report Highlights  
1. Significant work is underway to prepare for a centralized one-stop shop for 

citizens to access our services. 
2. A process is underway to transition into a primary call centre.   
3. Service Saskatoon has been engaging and talking with citizens receiving in-

person service at City Hall. The information has helped in the planning for some 
citizen service improvements in 2017. 

4. In 2017, there will be moderate changes introduced to the City Hall front entrance 
service/foyer area involving new informational signage for services and re-design 
of the Information Desk. 

5. A list of functional requirements for an enterprise Customer Relationship 
Management system is currently being finalized. An RFP is expected to be 
issued in 2017. 

6. Service Saskatoon is conducting community engagement to receive input for 
developing plans for moving the corporate open data initiative forward. 

 
Strategic Goal 
This report supports the Strategic Goal of Continuous Improvement with a focus on 
providing reliable and responsive information to the citizens of Saskatoon.  Service 
Saskatoon is one of the four-year priorities in the Strategic Plan. 
 
Background 
In November 2016, City Council received a progress report on Service Saskatoon 
initiatives.  A new division called Service Saskatoon was created in early 2016 to 
provide leadership in developing and implementing a new model of citizen centric 
service. On April 6, 2016, the Service Saskatoon model was launched to the public.  
 
Report 
In April 2016, the new Service Saskatoon division was launched to provide leadership in 
developing and implementing a new model of citizen centric service. On April 6, 2016, 
the Service Saskatoon model was launched to the public.  Since that time, across 
numerous divisions many new initiatives have been implemented and on-going 
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processes improved as a result of the application of the Service Saskatoon model. 
Attachment 1 shows 2016 – 2017 Service Saskatoon Initiatives. 
 
Recent events include: 

 the addition of the four additional Performance Improvement Coordinator 
positions  

 the 2017 budget approval for pursuing a corporate ERP 
 the transition plan for the Customer Service Centre;  and  
 the joint division committee for the Service Saskatoon Physical Model 

There is significant progress being made in 2017 with regard to citizen service.  A 
number of initiatives will be made possible as a result of these changes that will improve 
the citizen-centric service and move the corporation toward the end goal of an improved 
culture change with regard to providing superior citizen service.    
 
Staffing Pillar – Update  
Continued planning, coordinating, and implementing standardized corporate and 
operating processes for all divisions providing citizen-centred service are underway.  As 
well, developing, implementing, and managing corporate customer service standards 
and overseeing the consolidation, development, and implementation of initiatives for the 
future Corporate Call Centre is continuing. 
 
Customer Service Centre (CSC): which is currently within the Roadways & Operations 
division, will be transitioned into the Service Saskatoon Division in 2017.  This is the 
initial step in consolidating division call centres into one for the City of Saskatoon. 
Attachment 2 shows the comparison of calls for each of 2015 and 2016 for the CSC.   
 
Performance Improvement Coordinators (PIC): 
Working in partnership and collaboration, the Service Saskatoon, Strategic and 
Business Planning, and Information Technology (IT) divisions interviewed, selected, and 
hired four additional Performance Improvement Coordinators (PICs). These positions 
are now working with divisions to define service levels and key performance indicators 
for core services.  The team is also working with divisions to document current state and 
future state process maps for core services with the goal of having an inventory of 
services ready to implement into a permanent enterprise Customer Relationship 
Management (CRM) system.  Attachment 3 provides an overview of the new PIC 
positions. 
 
Citizen Input Pillar – Update 
Citizen Intercept Surveys - Service Saskatoon has started conducting intercept 
surveys within the main floor lobby/foyer area of City Hall. These intercept surveys 
started in November 2016 and continued into December 2016 and January 2017.  The 
data will be analyzed, and the results will help us plan the next steps to enhance citizen 
service. 
 
Systems Pillar Update  
The New CRM - Service Saskatoon, in partnership with the IT division and Strategic 
Business & Planning division, is developing a list of functional requirements for choosing 
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an enterprise CRM for the Corporation. 
 
The functional requirements list will form the basis for a formal Request for Proposal 
that will be issued in 2017. 
 
Website Audit - In September 2016,  the website team received the approval from the 
Senior Management Team to support and report on an annual website content review 
by Subject Matter Experts (SME’s) and an associated sign-off by division Directors.  
SME’s and Communications staff have been reviewing their content and making 
updates as recommended in the website audit checklist.  
 
Prior to securing an enterprise CRM, the web team continues to add new online forms 
on the website to improve citizen service. In 2016, 13,555 submissions were made 
through the various online forms available on saskatoon.ca (see Attachments 4 and 5). 
 
Community Engagement On Open Data - Service Saskatoon has secured the 
services of a consultant, MPATH Engagement, and is developing and applying a plan 
for community engagement related to improving the corporate open data initiatives. 
 
A stand alone report will be brought forth to City Council in May 2017 with an update on 
the engagement process.  Attachment 1 provides further information on the Open Data 
engagement plan. 
 
Complimentary Public WiFi 
In 2016, an agreement between Shaw Communications and the City of Saskatoon 
provided for a complimentary public WiFi access in select civic locations and buildings.  
To date there are 26 sites offering this service.  Attachment 6 provides a summary of 
this service.   
 
Standards Pillar Update 
Communicating Service Level Information - In 2016, a new website format was 
developed for communicating service level information in plain, easy to understand 
language. We will be working to share service level information on more services as 
they are documented through Civic Service Reviews and Internal Process Reviews.  To 
date, we have updated 12 pages on the website information in this new format. As 
divisions complete the documentation updates and/or revisions for service levels, these 
will be added to the website utilizing this easy to understand format. 
 
City Hall Front Lobby Service Area 
A joint Service Saskatoon Physical Model committee involving numerous 
representatives of multiple divisions has been tasked with providing a plan regarding the 
citizen services provided in City Hall, the Corporate Security Plan, and the issue of 
corporate accommodations.  This plan is also to align with the Civic Precinct Master 
Plan that is part of the City Centre Plan.  Attachment 1 outlines the 2017 initiatives 
including proposed changes for the lobby service area of City Hall. 
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Public and/or Stakeholder Involvement 
Citizen Input is one of the four cornerstone pillars of the Service Saskatoon model.  
Service Saskatoon will continue citizen intercept surveys in the spring when walk-in 
traffic typically picks up at City Hall.   As well, Service Saskatoon has already begun 
promotion of upcoming community engagement opportunities designed to provide 
citizen input for moving our open data initiatives forward.  
 
Other Considerations/Implications 
There are no policy, financial, environmental, privacy, or CPTED implications or 
considerations and a communications plan is not required. 
 

Due Date for Follow-up and/or Project Completion 
A further update with be provided on the Service Saskatoon 311/Customer Relationship 
Management System in Fall 2017.    
 

Public Notice 
Public Notice pursuant to Section 3 of Policy No. C01-021, Public Notice Policy, is not 
required. 
 

Attachments 
1. 2016 - 2017 Service Saskatoon Initiatives 
2. Customer Service Centre Call Summary for 2015 and 2016  
3. Performance Improvement Coordinators 
4. Saskatoon.ca Form Submissions in 2016 
5. Saskatoon.ca Interactive Services Landing Page 
6. Complimentary WiFi Update 

Report Approval 
Written by: Rob Gilhuly, Project Manager 
 Pat Hyde, Director of Service Saskatoon 
Reviewed by: Pat Hyde, Director of Service Saskatoon 
Approved by:  Catherine Gryba, General Manager, Corporate Performance 

Department 
 
 
Service Saskatoon – Progress Report and 2017 Plan.docx 
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2016 - 2017 Service Saskatoon Initiatives 
 
Service Saskatoon is our new model of citizen service. It is a city-wide shift in how we 
will deliver front-line service and respond to requests for services. Service Saskatoon 
division is providing leadership to build our new model, which focusses on four key 
pillars: Citizen Input, Systems, Standards, and Staffing. 
 
Service Saskatoon isn’t about a single division or department; it’s about working 
together to provide better citizen service. 
 
Citizen Input Pillar: We will take a "citizen first" approach to the design and delivery of 
services. 
 

 Citizen Advisory Panel (CAP) – The panel is utilized to determine and provide 
feedback/input on their layout preferences for a single landing page for the website. 
A new webpage will merge all online service into one easy-to-find location. The 
panel was also asked if they would volunteer as user testers for an online services 
landing page for which 150 of the CAP participants volunteered. 

 Citizen Satisfaction Surveys - We continue to send out weekly invitations to citizen 
satisfaction surveys. The survey is for citizens who have used the Contact Us form 
on the website and granted approval for a follow-up survey. The feedback collected 
from citizens is being used in some divisions to improve service delivery. 

 City Hall Citizen Survey – Service Saskatoon is conducting citizen intercept 
surveys in the main floor lobby area of City Hall.  These short one-minute surveys 
are voluntary. 
 
The survey gathers information on why citizens are coming to City Hall, and which 
services they are accessing.  We are also measuring awareness and use of the 
variety of online services the City provides.  If citizens are not using the online 
services, we are asking for ideas to improve the services. We are looking for their 
suggestions to improve citizen experience for people accessing City Hall services.  
These intercept surveys started in November 2016 and continued into December 
2016 and January 2017. We will continue surveys again in spring 2017. The survey 
results will help us plan the next steps to enhance our Service Saskatoon City Hall 
citizen service. 
 

 It is expected that we will continue to utilize this first person contact process 
throughout the next few years, as well as other processes, to gain feedback as 
changes are designed and implemented to City Hall to both improve citizen-centric 
services and enhanced security measures throughout City Hall.   

 
Staffing Pillar: We will ensure dedicated customer service staff are trained, equipped, 
and ready to respond. 
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Customer Service Centre (CSC) transition into Service Saskatoon - In preparation 
for this to occur, daily operations such as overtime tracking, office supplies, and basic 
administration will remain within the Roadways & Operations division, and all customer 
service activities will be moved to the CSC in Service Saskatoon. 
 
The next steps involve the long term structure of the call centre and separating the daily 
dispatching functions and field operations from front line customer service duties.  
Through this process the call centre will transition away from the current responsibility of 
day-to-day operations and strategically move to become the hub of centralized 
corporate citizen service.  The segregation will also give opportunity for additional 
services to be housed within the call centre, working toward our end goal of a corporate 
call centre.   

 
Service Saskatoon Physical Model – Staff from multiple divisions are working 
together on capital projects for Service Saskatoon, Corporate Security Plan, Staffing 
Accommodation, and City Hall Precinct. These projects are inter-related in regard to 
making necessary changes to the 1st (main) floor of City Hall and applicable technology 
and requirements to accommodate the vision of the new Service Saskatoon customer 
service area. Each Capital Project is integral to the success of establishing the 'one-
stop' customer experience at the service level kiosks applying the new Service 
Saskatoon model of enhanced citizen service. 
 
Research continues with other cities to see what lessons can be learned from their 
customer service renovations and efforts to animate areas adjacent to City Hall. 

 City Hall Front Lobby Service Area –  
o As part of the Service Saskatoon Physical Model committee, there will be 

changes made in 2017 to the front lobby service area.  
o Initial steps in 2017 will see the undertaking of changing and improving 

signage within the front foyer area to better inform and serve citizens when 
they enter the new Service Saskatoon area. 

o There will also be changes to the current Information Desk to make this a 
more appealing and customer-friendly welcoming station.  The intent is to 
staff this with citizen centric Service Saskatoon Customer Service 
Representatives to greet, inform, and direct citizens for services required.  

o We will also be determining if, in the first phase of the plan, there will be 
opportunity to consolidate some aspects of citizen services in the main lobby 
area to make this easier access for citizens.   

 New Intranet To Improve Staff Communication – Work continues on the 
development of a new intranet site to help keep staff informed and involved in citizen 
service improvement initiatives. 

 Internal IT Service Manager System - The IT Client Support team is supporting 
continuous improvement through new customer satisfaction surveys. The IT Division 
began implementing customer satisfaction surveys for staff who submit 
problems/issues with their workstations and software systems.  The survey system 
will continue to evolve based on feedback provided by staff. 
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 Corporate Directory Improvements – Service Saskatoon is working with 
Communications and IT staff to promote and improve our new online corporate 
directory. The directory will be promoted to new staff as part of their corporate 
orientation. Work is continuing to update the directory with service information that 
will eventually become part of the corporate CRM knowledge base. 

 Website Subject Matter Experts – Monthly training for Subject Matter Experts on 
the website content management system continues to keep website information 
current and relevant. Approximately ten staff per month receive training. 

 Staff Support – A Citizen Service Manager and four Performance Improvement 
Coordinators have started work on Service Saskatoon initiatives. A transition 
process is underway to move the Roadway & Operations Customer Service Centre 
into the Service Saskatoon division.   

 

Systems Pillar:  We will make it easier for citizens to access information, request 
services, and track our progress from start to finish. 
 

 Customer Relationship Management System (CRM) - The CRM is the 
cornerstone of the Service Saskatoon model.  Through the CRM, citizens who 
submit service requests will receive an email acknowledgement of their service 
request and be provided with an identifier number which will permit them to track the 
progress of the service request from submission through to completion.  The CRM 
currently in use is a temporary program until an enterprise based permanent CRM 
program can be established in 2017.  Due to the temporary CRM program in use 
during the pilot, citizens will be limited to following up on service status updates by 
phoning the Public Works Customer Service Centre.  When the replacement CRM is 
established in 2017, citizens will be able to track on-line 24/7 the progress of the 
service request.  Since the April 2016 launch, over 3,800 incidents have been 
tracked in the CRM.  
 
Service Saskatoon, in partnership with the Information Technology division (IT) and 
Strategic Business & Planning division are developing a list of functional 
requirements for choosing a CRM for the Corporation. Staff have reviewed functional 
requirement lists from other cities and have had demonstrations of a number of 
current CRM products to see the art of the possible for providing great customer 
service over a variety of service channels. 

 Online Services - Staff are using input from the Citizen Advisory Panel to develop a 
single landing page for all online services. This consolidation will help citizens to 
more easily find online services. 
 
Online Forms – Staff are continuing to develop new online forms to replace existing 
paper and static PDF forms. In 2016, 5,775 submissions were completed using 
forms available on saskatoon.ca.  Online applications are now available for citizens 
interested in booking Civic Square, and those wanting the City to put up promotional 
banners on city light posts. Work is underway to streamline the Placemaker Art 
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Program application process so it can also be moved online.  Attachment 4 provides 
further information. 

 Complimentary WiFi in Civic Facilities – Staff have met with our partners, Shaw 
Communications, to identify additional facilities and other locations where the 
complimentary service could potentially be installed. The service is currently 
available at 26 locations including City Hall, Leisure Centres, arenas, and other 
locations. 
 
Note: Since the launch of public Wi-Fi in January 2016 until the end of 2016, there 
have been over 155,000 connections and over 690,000 Megabytes of data used on 
the Shaw Go WiFi guest network in Saskatoon. Guests spent over 2 million minutes 
on the Guest Network. Attachment 6 further outlines the Shaw Go WiFi plan. 

 Webstore – Work has begun to explore the possibility of building an online webstore 
into the saskatoon.ca website. The concept is to move toward a consistent user 
experience for citizens when they checkout to pay for services online (e.g. parking 
tickets, Transit passes, pet license, business license, etc.). 

Open Data - Like many Canadian municipalities, Saskatoon is becoming involved in the 
open data movement and is actively engaged with interested parties in providing 
information and data files using a web-based open data. Service Saskatoon is in the 
early stages of planning community engagement related to our open data initiatives.  
 
We have developed a community engagement plan that will move our Open Data 
initiative forward. The plan will include engagement objectives, to determine: 

 Identifying our major audiences 

 Documenting the types of data they are most interested in 

 Identifying how they want to be able to consume the data 

 Using this information to identify potential high level strategic initiatives 
and the resources required to move them forward 

 Present the consultant report and recommend next steps to the 
Leadership Team and report back to Council 

 
Staff will analyze the input we have received through our Open Data community 
engagement to provide key insights and recommendations to be used in moving this 
initiative forward. By understanding what our stakeholders value, we can develop 
programs that align with the communities needs and aspirations for open data. 
 
Timeline: 
March 2017 Engagement strategy development 
  Survey Design 
  Online survey promotion and launch 
 
April 2017 Close off online survey 
  In-person engagement 
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May 2017 Survey analysis 
Draft report for review 
Final Report and signoff 

 
Standards Pillar: We will strive to deliver quality and consistent service to every citizen, 
every time. 

Performance Improvement Coordinators (PIC) - A key part of the change 
management of the Service Saskatoon model is that we are working to become a more 
service oriented organization through the definition and establishment of levels of 
service for our core services.  The process of defining levels of service provides 
opportunity to review our current operations, define success from citizens’ and staff’s 
perspectives, and then create an ideal future state for the program or service that meets 
the needs of citizens and provides for the service as effective and efficiently as possible. 
 
The PIC’s will be embedded within and working with identified divisions to meet the 
vision for Service Saskatoon’s Standards pillar: We will strive to deliver quality and 
consistent service to every citizen, every time.  
 
As part of the commitment to achieve this we will be working with the PIC’s and 
divisions to ensure that: 

 All divisions will establish and publish service level standards to inform 
citizens about what they can expect and when requested services will be 
delivered. 

 Service level standards will be used to monitor our progress and performance  

 Departments/divisions are reviewing processes and identifying ways to 
streamline and improve service delivery. 

 

 Civic Service Reviews (CSR’s) – underway with the Waste Management Business 
Model, Private Development with Construction & Design, Multi-Year Business Plan 
and Budget, Fleet Business Model and Police Fleet. A “progress check-in” is 
underway with the Roadways CSR that was completed in 2015. CSR’s are pending 
for back lanes (tied to tree trimming and waste handling reviews), and payroll (phase 
2). 

 Internal Process Reviews – underway for Employee Development 
(Reimbursement and sponsorship), Internal Communications. Right of Way (tied to 
Phase 1 underway in division), and Solicitors claims process. Process reviews are 
pending for Graffiti remediation, Engagement (phase 2), Parks (internal 
communications), and Traffic Restriction communications. 

Communicating Service Level Information - In 2016, a new website format was 
developed for communicating service level information in plain language. There are now 
twelve pages on saskatoon.ca that are presenting service level information in this new 
format. 
 
We will be working to share service level information on more services as they are 
documented through Civic Service Reviews and Internal Process Reviews.  As divisions 
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complete the documentation updates and/or revisions for service levels, these will be 
added to the website utilizing this easy to understand format. 
 
Example of Communicating Service Level information: 

On the www.saskatoon.ca website when a person clicks on the Menu Structure and 
selects Moving Around they have choices from a drop down list.  If they were to click 
on the Landing Page for Driving & Roadways, they can then click on the Winter Road 
Maintenance page.  There a number of topics in the accordion list to choose from.  An 
example below is the topic of Snow Grading.   
 
The description for the Snow Grading topic is provided in an easy-to-understand, 
simplified format.  The person is able to derive what the service is for snow grading 
during a snow event.  They then can easily see a simplified version in the “What you 
can expect from us” section and the service provided by the City during a Snow Event 
and/or when the City-wide Snow Grading program is activated. 
 
They can also link to the Snow Grading map that shows the Priority Streets and follow 
the progress of snow grading during a snow event to see which roadways have been 
completed.   
 
Should the citizen choose to, they can also click on the Right Hand Rail (column on the 
right of the page) and select under Related Documents additional information such as 
the 2016-17 Winter Road Maintenance Level of Service document.  This is a more 
comprehensive document providing greater detail for the entire program.   
 
By selecting further topics in the accordion on the Winter Road Maintenance page they 
can access further snow program information.   
 
Please see the following examples: 
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24/7 Customer Service Centre
2015 / 2016 Phone & Email Comparison

Customer Service & Operations Support Manager - Carla Figg

Customer Support Coordinator – Marsha Luiten

ATTACHMENT 2
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Customer Service Centre 
Incoming Transaction Overview

79,996

8,009

1,573

60,881

2,633

2016 2015

PHONE 
CALLS

EMAILS

COUNCILLOR 
EMAILS

*Note – no data for Councillor Emails in 2015, began recording in March 2016

Page 1
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Call Categories

2015 2016 2015 2016

Bylaw Request 372 149 Roadways - Snow - Street 531 151

City Hall – Main Line Transfer * 0 1,471 Roadways - Sweeping Program 1,236 199

Construction & Design Division 192 825 Saskatoon Light & Power Division 1,920 2,742

Customer Service & Op's Support Section 5,805 6,626 Solicitors Requests 151 85

Environmental Corporate Initiatives Division * 0 1,481 Employee Call In’s 4,992 1,798

Car Relocate Inquiries 978 137 Transportation Division 493 905

General / Other Requests 971 12,255 Waste Stream - Compost 718 1,608

Illegal Dumping Reports 191 574 Waste Stream - Containers: Damages 362 3,628

Landscaping Requests 162 95 Waste Stream - Containers: Requests 1,200 2,108

Major Projects Division * 0 369 Waste Stream - Contracts & Billing 255 546

Parks Division 628 1,027 Waste Stream - Garbage Collections 4,122 5,955

Roadways - General 7,562 9,765 Waste Stream - Household Waste 85 329

Roadways - Lanes & Rural Roads 538 149 Waste Stream - Landfill Enquiries 807 2,065

Roadways - Pot Holes 701 278 Waste Stream - Leaves and Grass Program 652 2,128

Roadways - Sanding 350 259 Waste Stream - Recycling 366 492

Roadways - Sidewalks/Walkways 621 214 Water & Sewer – Drinking Water Advisories 1,280 370

Roadways - Snow - General 503 97 Water & Sewer - General 14,822 16,861

Roadways - Snow - Sidewalks 272 105 Water & Sewer - Main Break Inquiry 566 317

Water & Sewer - Sewer Backups 6,477 1,833

2015 2016

TOTAL CALLS 60,881 79,996

NOTE:  * Additional categories added in 2016

Call volume increased by almost 20,000 calls due to the 
addition of Waste Stream Management phone line into the 
call centre mid way through 2015. 

The following categories are selected by the customer service reps at the end of each call.  These categories allow for enhanced
reporting of call types that are received by the Customer Service Centre through 306-975-2476 (Roadways, Water & Sewer, 
Operations Support, Saskatoon Light & Power and all other general enquires) and 306-975-2486 (Waste Stream Management 
enquiries).   The calls include work requests, information only, internal and call transfers to other areas.  
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149

1,471

825

6,626

1,481

137

12,255

574

95

369

1,027

2,742

85

1,798

905

372

0

192

5,805

0

978

971

191

162

0

628

1,920

151

4,992

493

Bylaws Request

City Hall - Main Line Transfer *

Construction & Design Division

Customer Service & Op's Support Section

Environmental Corporate Initiatives Division *

Car Relocate Inquiries

General / Other Requests

Illegal Dumping Reports

Landscaping Requests

Major Projects Division *

Parks Division

Saskatoon Light & Power Division

Solicitor Requests

Employee Call In's

Transportation Division

Call Categories - Designated by CSR's
(Section - Customer Service & Operations Support / General)

2016 2015

NOTE:  * Additional categories added in 2016
Page 3
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9,765

149

278

259

214

97

105

151

199

7,562

538

701

350

621

503

272

531

1,236

Roadways - General

Roadways - Lanes & Rural Roads

Roadways - Pot Holes

Roadways - Sanding

Roadways - Sidewalks/Walkways

Roadways - Snow - General

Roadways - Snow - Sidewalks

Roadways - Snow - Street

Roadways - Sweeping Program

Call Categories – Designated by CSR’s 
(Section - Roadways)

2016 2015
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366

652

807

85

4,122

255

1,200

362

718

492

2,128

2,065

329

5,955

546

2,108

3,628

1,608

Waste Stream - Recycling

Waste Stream - Leaves and Grass Program

Waste Stream - Landfill Enquiries

Waste Stream - Household Waste

Waste Stream - Garbage Collections

Waste Stream - Contracts & Billing

Waste Stream - Containers: Requests

Waste Stream - Containers: Damages

Waste Stream - Compost

Call Categories – Designated by CSR’s
(Section – Waste Stream Management)

2016 2015

NOTE:  Waste stream (ENV) numbers reflect calls after 
July 2015 when it was moved into the system.
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1,280

14,822

566

6,477

370

16,861

317

1,833

Water & Sewer - DWA's

Water & Sewer - General

Water & Sewer - Main Break Inquiry

Water & Sewer - Sewer Backups

Call Categories – Designated by CSR’s 
(Section – Water & Sewer) 

2016 2015
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*Note  - the CSC started tracking Councillor emails March 2016
- The CSC started tracking Waste Stream Management emails August 2015. 

91 

27 

1,573 

1,950 

41 

1,444 

5 

75 

3,814 

562 

59 

30 

-

302 

31 

1,426 

16 

42 

446 

281 

Bylaws

Construction & Design

Councillor Enquiry

Customer Service & Op's
Support

Parks

Roadways

Saskatoon Light & Power

Transportation

Waste Stream Management

Water & Sewer

Email Categories – Designated by CSR’s

2016 2015
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TANYA BELL 
Bachelor of Science degree in Anthropology from 
University of Calgary, certificates in Environmental 
Technology from SAIT, and Quality Management 
from University of Manitoba. 
 

Senior Member of the American Society for 
Quality, Certified Lean Greenbelt, and Certified 
PROSCI Change Management Practitioner. 
 

Managed a large primate sanctuary in south Texas 
for 5 years after graduating from university, caring 
for a few hundred Japanese macaques, and a 
handful of vervets and baboons. 
 

Worked in the mining sector as Quality Systems 
Specialist prior to joining the City in January 
2017. 
 

Parent of 3 wonderful kids. We enjoy canoeing, 
camping, and skiing as much as possible. Active 
volunteer in my community association, school 
parent council, and my kids' teams. 

KRISTIN BRUCE 
In 2011, completed Psychology undergrad from 
University of Saskatchewan. 
 

Took one year off to work as a Quality Control 
Officer at PCS Rocanville for a small earthworks 
company, and to travel through Thailand, 
Australia, and New Zealand. 
 

Upon returning to Saskatoon, started a Masters 
of Public Policy at Johnson Shoyama Graduate 
School of Public Policy. 
 

Completed a thesis: water governance and 
planning for future uncertainty in Saskatchewan. 
 

Joined the Executive Internship Program which is 
how she came to the City of Saskatoon where she 
now works as a permanent full-time PIC. 
 

Outside work, Kristin likes to spend time with her 
boyfriend and friends, watch Netflix, play with 
her American Akita dog, and plan her next trip. 

JEN FELSKE 

Experience in engineering, process 
improvement, quality control, and 
production largely in the mining sector 
for Cameco and PotashCorp.  
 

Masters in Business Administration 
from Edwards School of Business, 
Bachelor of Engineering from 
University of Saskatchewan. 
 

Completed Operational Excellence Lean 
workshops and currently completing a 
Project Management Certificate. 
 

Entrepreneurial spirit and runs a small 
food truck business in her spare time! 
  
Enjoys traveling and returning to the 
lakes around Prince Albert with her 
husband where she grew up on a farm, 
as well as fishing, ski-dooing, biking, 
running, and gardening. 

DUNNI HARRIMAN 

Holds a Higher National Diploma in Accounting from Nigeria, Payroll 
Compliance Practitioner and Certified Payroll Manager designations. 
 

Held roles as HR Administrator, Systems Accountant, Payroll Coordinator, 
and Payroll Manager. 
 

Involved in implementation of new Employee and Manager Self Service 
(ESS/MSS) systems, payroll/T4 e-statements, automated leave requests, 
HRIS, and Financial ERP modules. 
 

Enjoys traveling and visiting family in the coastal city of Lagos in Nigeria; 
country life with her husband, dog, and 3 cats (Gucci, Louie Vuitton, and 
Little Foot) on their acreage; kayaking, biking, ATV fun rides, gardening, 
relaxing by the pool, and having extended family over. 

SCOTT BASTIAN 

Bachelor of Business Management from Vancouver Island 
University, Graduate Project Management Certificate from Royal 
Roads University, Lean Green Belt certified. 
 

Experience as project and lean coordinator in financial sector, and 
project management roles with 2012 London Olympics and 2016 
Rio Olympics overseeing corporate ticket programs. 
 

Two terms as an elected official in the Town of Ladysmith, BC with 
focus on youth engagement due to his age while elected. 
 

Prior to his recent move to Saskatoon from Vancouver Island, 
participated in dragon boating, trail exploration and frequent ski 
trips with his partner. 

In partnership with Service Saskatoon, the Team works with frontline employees, supervisors, and managers to identify, 
implement, and sustain best practices in process improvement and analytics tools with a focus on defining service levels, reducing 
waste, maximizing resources, and improving service delivery. 

Attachment 3 
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COLLABORATIVE REVIEWS 

1. Civic Service Reviews (CSR) 
2. Internal Process Reviews (IPR) 
3. Tools to identify easy-to-implement solutions, eliminate 

waste, and improve value delivered to our citizens 

Reviews identify opportunities to improve operational 
efficiency and effectiveness in service or program delivery. 

Information helps build asset service levels, maintenance 
service levels, and supports Service Saskatoon’s knowledge 
base and Customer Relationship Management (CRM) system. 

PARTNERSHIPS 

Performance Improvement Coordinator integrates with a 
Division for at least 6 months and assists to support 

 Defining Service Levels 

 Determining unit costs 

 Developing standards, targets, and KPI’s 

 Evaluating and helping implement action plans 

BUILD EMPLOYEE CAPACITY 

Staff learn continuous improvement tools and facilitation 
techniques that are repeatable in their work locations, and use 
them to get ideas off the ground.  

 Empowers and engages staff 

 Builds employee morale 

PERFORMANCE TARGETS 

Monitor, update, and recommend improvements to Corporate 
targets and indicators. 

Help divisions develop Key Performance Indicators (KPI’s) 
which measure the City’s performance, and improve 
transparency by providing citizens with overview of progress. 

STRATEGIC RESULTS 

Corporate initiatives and improvements are measured and 
reported to support City strategies, resulting in the following: 

 Improved citizen service 

 Increased cost savings 

 Increase in deferred spending 

 Improved employee engagement 

 Improved program/service effectiveness 

 Reduced processing/cycle time 

 Reduced wait times or motion of people/data 

41



  ATTACHMENT 4 
 

  Page 1 of 4 

Saskatoon.ca Form Submissions in 2016 
 

The Saskatoon.ca Form Submissions in 2016 page is reflective of the total online 

service request submissions made in 2016.  These were through various forms on 

pages found throughout the website.  These are essentially what the website refers to 

as an online form.  Further refining of the forms on the website would need to be made 

to differentiate which are actual service requests as not all shown are true requests for 

service.  

 

Within this chart there is the Contact Us (see page 3 for detailed breakdown) showing a 

usage of 5775 submissions.  Page 3 shows a detailed category breakdown.   

 

Application for Election Workers 878 

Contractor Utility Cut Request 24 

Archive Reference Form 55 

Boulevard Garden Agreement 30 

Committee Appointments 69 

Committee Appointments Reference 113 

Committee Reappointment 61 

Community Tree Planting Program 245 

Contact the Mayor 457 

 5,775 Contact Us (See page 3 for detailed breakdown)  

Contact Your City Councillor 1,370 

Election Questions 160 

News Release Email Notification 116 

Performance Indicator Plan - Ask a question 2,800 

Plant By Request & Industrial Tree Planting Program 155 

Request a Service 349 

Risk Management Division Claim Application 68 

Snow Angel Submission 60 

Construction Specifications Email Notification 29 

Submit a Compliment to the City 37 

Write a Letter to Council 362 

Garbage Collection 24 

Garbage: Debris on Roadway 1 

Hydrant Flow and Short Service Connections Inspection 
Forms 

 
5 

Manhole Inspections 1 

Replacement and Delivery of Garbage Container 79 

Report a Leaking or Broken Fire Hydrant 14 

Retention Ponds 1 

Sanitary Sewer Main Issues 6 

Sewer Backup 82 

Storm Sewers / Surface Drainage 1 
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Water & Sewer Locates 59 

Water Connection Maintenance Requests and 
Troubleshooting 

 
27 

Water Outage 42 
 

13,555 
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The Contact Us Form Categories page shows the total number and various categories 

for which a webmail in-box submission had been directed in 2016.  Citizens using the 

Contact Us online form select by category for the issue they wish to submit an entry.  

Service Saskatoon will review, and correct the category for the submission if required, 

to ensure it is directed to the appropriate divisions’ webmail.   

 

These submission inquiries will be migrated at a future time into the permanent CRM 

system as part of the future corporate 311/Call Centre program.  

 

 
 
Contact Us Form Categories 

Count of 

Service 

category 

Accessibility Services 76 

Archives 26 

Building, Renovations & Permits 110 

Business Licences & Permits 73 

Careers at the City 193 

City Bylaws & Policies 221 

City Council, Boards & Committees 75 

City Planning 78 

Community Engagement/Shaping Saskatoon 22 

Community, Culture & Heritage Programs 27 

Composting – Compost Depots 12 

Composting – Green Cart program 43 

Composting – Home Composting 3 

Fire & Emergency 59 

General or All Other Inquiries 667 

Graffiti 53 

Grants 8 

Junked Vehicles 11 

Land Development Services 19 

Legal Issues 25 

Long Grass and Weeds 104 

Neighbourhoods & Community Associations 34 

Parking Related Issues 211 

Parking Services 117 

Parks 170 

Pet Licensing & Animal Services 61 

Police 20 

Potholes 227 

Property Tax Payment & Assessment 170 

Recreation Programs, Fitness & Attractions 87 

Recreational Facilities & Sportsfields 76 

Recycling – Blue Cart program 84 

Recycling – Multi-Unit program 6 

Registering for Recreation Programs 6 

Residential & Commercial Development Regulations 17 

Saskatoon Light & Power Services 144 

Saskatoon Transit 144 

Sidewalk 193 

Snow and Ice 137 
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Street sweeping 89 

Traffic Related Issues 243 

Trees 152 

Unsafe Buildings/Structures 37 

Utility Bills and Payments 507 

Voting & Elections 18 

Waste – Garbage collection 445 

Waste – Landfill 23 

Water & Sewer Services 326 

Website 102 

Welcoming Newcomers 24 

Grand Total 5775 
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Saskatoon.ca Interactive Services Landing Page 
 

What are we doing? 
• Creating a single landing page on Saskatoon.ca to provide easier access for citizens 

to all of the corporation’s online services. 

 
Why are we doing this? 
• When the website was redesigned we used a great deal of input from citizens to 

create a menu structure on the website that made sense to them and helped them to 

find information quickly and easily. 

• At the time of redesigning the website we didn't actually have many online services. 

Our vision is to create more online services so that citizens can do business with the 

city when it is convenient for them. 

• New online services are constantly being developed and based on the website menu 

that was developed during the redesign, the services are now showing up under 

most of the sections of the menu. 

• The creation of a single landing page for all current and new online services will 

make them easier to find. 

• This online landing page will act as a precursor to the permanent home for the 

services that will be included in the Customer Relationship Management system. 

  
How are we developing the landing page? 
• Similar to the redesign of the website, we are using input to design and test a 

landing page that makes sense to citizens. 

• The Citizen Advisory Panel is being used to provide input in the development, and a 

small number of panel members will be used to test the page prior to launching it on 

the website. 

 
What have we done so far? 
• Gathered CAP input on how to approach development based on a couple of 

examples from other cities websites. 

√ They told us to group services by similar/related categories. 

• We have created a list of all of our current online services available through the 

website (see below). 
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• We have been developing a format for the new landing page that we can test with a 

small number of CAP users who have volunteered to be testers. 

 
What do we have planned for the next month? 
• Confirm 5 or 6 of the CAP volunteers to come in for a half hour session to provide 

input on our initial development work. 

• Finish grouping the online services so we can find out if the groups makes sense 

and works for the user testers. 

• Finish two different draft formats of the landing page so user testers can tell us 

which they like best and why. 

• Once user testing has been completed: 

1. Provide a summary of feedback and testing to the CAP. 

2. Finalize development and testing of the new landing page on our 

development server. 

3. Work with Communications Division to finalize a communications plan to 

promote the new landing page to citizens. 

 

Interactive Services on Saskatoon.ca – March, 2017 
 
City Hall  

Citizen Service Phone Numbers 

Contact Us 

Careers at the City 

Committee Application Form 

Civic Square Bookings 

Events Calendar 

Minutes, Agendas and Meetings Video 

Public Tenders 

Shaping Saskatoon 

Street Banner Application 

Write a Letter to City Council 

Ward Finder 

Community Associations 

Find your Community Association 

Data & Statistics  

Open Data Catalogue  
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Driving & Roadways  

Report a Pothole 

Find My Vehicle (Vehicle Seizures) 

Lane Maintenance Interactive Map (seasonal) 

Report a Community Traffic Issue 

Report a broken chain-link fence (City owned)  

Report Debris on Roadway 

Road Restrictions & Construction Projects Interactive Map 

Street Sweeping Interactive Map 

Snow Event Interactive Map (seasonal) 

Snow & Ice Service Requests (seasonal) 

Snow Angel Nomination (seasonal) 

Utility Cuts & Repair Interactive Map 

Housing and Property  

Boulevard Garden Agreement 

Revenue Neutral Tax Estimator (temporary service) 

Property Assessment & Tax Tool 

Book an Inspection for Properties with a Residential Building Permit 

Tree Request New Residential Area 

Tree Request Established or Industrial Neighbourhood 

Licenses 

Purchase or Renew your Pet License  

Apply for or Renew Business Licenses Online 

Parking Services 

Pay a Parking Ticket Online 

Power and Water  

Submit a meter reading  

Water Sewer Service Requests (10 forms) 

My Utility Account 

Book an Ami Appointment for your Water Meter 

Report Street Light Outages 

Recreation, Sport & Culture  

Art Appreciation – Placemaker Program Interactive Map 

City Golf Courses Online Booking 

Heritage Register Interactive Map 

Leisure Centres Drop in Online  

Leisure Online Program Registration 

Public Art Collection Interactive Map 

Summer Programs Interactive Map 

Saskatoon Services & Schedules Interactive Map 

Transit 

Plan your trip using Google Transit 
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Notification Services    

NotifyNow 

RSS feeds for News and alerts  

RSS feeds for Careers with the City 

Submit a Claim or Complaint  

Damage Injury Claim Form 

Make a Bylaw Complaint 

Waste and Recycling  

Collection Schedules and Reminders 

Garbage Service Requests (3 forms) 

Waste Wizard helps you put waste in the right place  
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ROUTING: Transportation & Utilities Dept. – SPC on Environment, Utilities & Corporate Services - City Council  
April 4, 2017 – File No. CK 4110-1 and TU 1000-1  DELEGATION: n/a 
Page 1 of 4   cc: General Manager, Corporate Services Dept. 
 

 

2017 Materials Testing Services - Award of Engineering 
Services – Asphalt, Concrete, Soil and Micro-Surfacing 
 

Recommendation 
That the Standing Policy Committee on Environment, Utilities and Corporate Services 
recommend to City Council: 
1. That 2017 concrete testing in the East area be awarded to AMEC Foster 

Wheeler, at a total estimated cost of $31,000, plus GST; 
2. That 2017 concrete testing in the West area, soils testing in the East area, and 

asphalt testing in the West area be awarded to Tetra Tech EBA Inc. at a total 
estimated cost of $115,000, plus GST;  

3. That 2017 soil testing in the West area and asphalt testing for the Expressway 
area be awarded to Golder Associates Ltd., at a total estimated cost of $92,000, 
plus GST; 

4. That 2017 asphalt testing in the East area be awarded to Englobe Corp., at a 
total estimated cost of $55,000, plus GST; 

5. That 2017 micro-surfacing testing in the entire city be awarded to WSP Canada 
Inc. at a total estimated cost of $70,000, plus GST; and 

6. That the City Solicitor be requested to prepare the appropriate agreement and 
that His Worship the Mayor and the City Clerk be authorized to execute the 
agreement under the Corporate Seal. 

 

 
Topic and Purpose 
The purpose of this report is to obtain City Council approval to award asphalt, concrete, 
soil, and micro-surfacing material testing for the 2017 construction season. 
 
Report Highlights 
1. Proposals were received from ten firms to provide material testing services for 

City of Saskatoon construction projects. 
2. Proposals were evaluated based on qualifications, fee schedules and available 

capacity.  The five proponents with the highest scores are being recommended.  
 
Strategic Goal 
The recommendations in this report support the Strategic Goal of Asset and Financial 
Sustainability as the request for proposals for the selection of consultants to provide 
material testing services ensured the highest value to the City. 
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Background 
On February 16, 2017, Requests for Proposals (RFP) were issued for asphalt, concrete, 
soil and micro-surfacing material testing services for various capital infrastructure 
projects.  Proposals were received on March 2, 2017, from the following ten consulting 
firms: 
 
• Allnorth Consultants Limited  
• AMEC Foster Wheeler Environment & Infrastructure 
• Clifton Associates Ltd. 
• Englobe Corp. 
• Golder Associates Ltd. 
• P. Machibroda Engineering Ltd. 
• PSI Technologies Inc. 
• SNC-Lavalin Inc.  
• Tetra Tech EBA Inc.  
• WSP Canada Inc. 
 
Material testing contracts are awarded annually to provide quality assurance within 
capital infrastructure projects. In 2016, $400,000 of testing was awarded to qualified, 
licensed, professional testing firms to provide this service. These contracts are funded 
annually through the approved 2017 Capital Projects.  
 
Report 
In 2017, an estimated 4,500 tests will be done to ensure quality work is completed by 
contractors on over 40 capital projects, including land development, water, sewer, and 
roadways preservation and rehabilitation. This third-party testing provides quality 
assurance. 
 
The Administration grouped material testing into four separate types:  asphalt, soil, 
concrete, and micro-surfacing; and the city was divided into two geographic areas: East 
and West.  For asphalt testing, a third area was required and it was determined that the 
large expressway resurfacing contract would be the best solution. Selections were 
based on the engineering consultants’ qualifications, which included national lab 
certifications, members of the team and their roles within the proposed team. 
Competitive fee schedules and the consultants’ capacity to complete the work in a 
timely manner were also factors. 
 
There were two pricing options with soil testing:  Option 2.A. - Soil Density Testing per 
hour, and Option 2.B. - Soil Density Testing per test.  It was determined that Option 2.B. 
Density Testing per test is the preferred option. 
 
After an extensive evaluation of the proposals, the five proponents with the highest 
scores are being recommended as follows: 
 

 Concrete testing in the East area be awarded to AMEC Foster Wheeler, at a total 
estimated cost of $31,000, plus GST; 
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 Concrete testing in the West area, soils testing in the East area, and asphalt 
testing in the West area be awarded to Tetra Tech EBA Inc. at a total estimated 
cost of $115,000, plus GST;  

 Soil testing in the West area and asphalt testing for the Expressway area be 
awarded to Golder Associates Ltd., at a total estimated cost of $92,000, plus 
GST; 

 Asphalt testing in the East area be awarded to Englobe Corp., at a total 
estimated cost of $55,000, plus GST; 

 Micro-surfacing testing in the entire city be awarded to WSP Canada Inc. at a 
total estimated cost of $70,000, plus GST. 

 
Options to the Recommendation 
Material testing services could be awarded for each individual construction project.  This 
option is not recommended as the amount of testing on any individual project is small, 
and the grouping of testing services into geographic areas and types of testing, across 
multiple projects, lowers costs through economies of scale.  
 
Financial Implications 
The total net cost to the City for the engineering services for all 2017 material testing is 
as follows: 
 
 Total Base Fees $363,000 
 GST 18,150 
 Total Fees $381,150 
 GST Rebate    (18,150) 
 Total Net Cost to the City $363,000 
 
Funding for the material testing services will be from the various approved 2017 Capital 
Projects that require these services. 
 
Environmental Implications  
The primary environmental aspect associated with the various materials testing 
requirements is the use of fossil fuels relating to transportation to/from test sites. The 
overall use of fuel and resulting greenhouse gas emissions are not known at this time. 
 
Other Considerations/Implications  
There are no public and/or stakeholder involvement, communications, policy, privacy or 
CPTED implications or considerations. 
 
Due Date for Follow-up and/or Project Completion 
A follow-up report is not required.  Project completion will coincide with the completion 
of the various 2017 construction projects that the material testing will be provided for. 
 
Public Notice 
Public Notice pursuant to Section 3 of Policy No. C01-021, Public Notice Policy, is not 
required. 

56



2017 Materials Testing Services – Award of Engineering Services - Asphalt, Concrete, Soil and 
Micro-Surfacing 
 

Page 4 of 4 
 

Report Approval 
Written by:  Tyrone Borsa, Technologist, Construction and Design 
Reviewed by: Rob Dudiak, Engineering Manager, Construction and Design 
Reviewed by: Celene Anger, Director of Construction & Design 
Approved by:  Jeff Jorgenson, General Manager Transportation & Utilities 

Department 
     
EUCS TB – 2017 Materials Testing Services – Award of Engineering Services – Asphalt, Concrete, Soil and Micro-Surfacing 

57



ROUTING: Transportation & Utilities Dept. – SPC on Environment, Utilities and Corporate Services – City Council  
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Storm and Sanitary Sewer Flow Monitoring Along Major 
Corridors – Sole Source 
 

Recommendation 
That the Standing Policy Committee on Environment, Utilities and Corporate Services 
recommend to City Council: 
1.  That the Administration prepare a sole source to Avensys Solutions Inc. for the 

supply of ISCO flow monitoring equipment for the total cost of $124,551 
(including GST); and 

2.  That Purchasing Services issue the appropriate purchase order. 
 

 
Topic and Purpose 
The purpose of this report is to obtain approval to purchase ISCO brand flow monitors 
to measure the flow rate of the storm and sanitary sewer system along the major 
corridors that have been identified in the Growth Plan.  This information is necessary for 
corridor planning to accommodate growth and the implementation of Bus Rapid Transit. 
 
Report Highlights 
1. Storm and sanitary flow monitoring is essential for building and calibrating 

system models.  These models are fundamental for cost effective planning, 
design, and operation of the storm and sanitary systems, while considering the 
environmental implications in existing and new neighbourhoods. 

2. The purchase of 17 new ISCO flow monitors is required for the Secondary Plan 
Process & Corridor Redevelopment component of the Growth Plan.  

3. In March of 2015, City Council approved the use of ISCO flow monitors as the 
City standard until December 31, 2018.   

 
Strategic Goals 
This report supports the Strategic Goal of Sustainable Growth as this purchase will help 
facilitate informed decision making related to future storm and sanitary sewer 
requirements associated with growth along major corridors. 
 
This report also supports the Strategic Goal of Asset and Financial Sustainability as this 
purchase will allow more pipe flow data to be captured within the city to support reliable 
forecasting of preservation and system upgrade work. 
 
This report also supports the Strategic Goal of Environmental Leadership as this 
purchase will provide information on the impacts of severe rainfall events on the City’s 
storm and sanitary sewer systems. 
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Background 
At its meeting held on March 23, 2015, City Council approved the use of ISCO flow 
monitors as the City standard until December 31, 2018.  Avensys Solutions Inc. 
(Avensys) is the only distributor in Canada for ISCO monitors.  
 
Report 
The purchase of 17 new ISCO flow monitors is required for the Secondary Plan Process 
& Corridor Redevelopment component of the Growth Plan.  This purchase will enable 
accurate measurement of the flow rate along major corridors in order to assess current 
sewer capacity and forecast potential infrastructure upgrades required to accommodate 
growth and the implementation of Bus Rapid Transit.  Since this proposed purchase 
exceeds $75,000, City Council approval is required. 
 
The benefits of continuing to use the approved ISCO brand of flow monitors include: 

 Compatibility with existing database and data management software. 

 Consistent data collection methods for comparability within the monitoring 
system. 

 Efficient and cost effective equipment maintenance. 
 
Financial Implications 
The quote from Avensys was priced on a per unit basis, at a total estimated cost of 
$124,551 (including GST).  The estimated cost to the City for the equipment would be 
as follows: 
 Base Cost $118,620.00 
 GST      5,931.00 
 Total Cost $124,551.00 
 Less GST Rebate     (5,931.00) 
 Net Cost $118,620.00 
 
Funds for this purchase are available in the 2017 Capital Budget – Project #2541-02 
Secondary Plan Process & Corridor Redevelopment. This purchase is expected to be 
eligible for matching support through the Government’s Public Transit and Infrastructure 
Fund (PTIF), pending Provincial approval of the procurement method. 
 
Environmental Implications 
Storm and sanitary flow monitoring is essential for building and calibrating system 
models.  These models are fundamental for cost effective planning, design, and 
operation of the storm and sanitary systems, while considering the environmental 
implications in existing and new neighbourhoods. 
 
Some examples of environmental implications include: 

 Assessment of basement sewer backup risk and possible solutions. 

 Identifying surface flooding risks and possible remediation solutions to reduce the 
impact. 

 Reduction of the risk for sanitary and storm system failure and the associated 
environmental consequences. 
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 Increased accuracy for analysis and modelling of the water quality impact, 
following a spill into the sanitary or storm system. 

 
Other Considerations/Implications 
There are no options, public and/or stakeholder involvement, communication plan, 
policy, privacy, or CPTED implications or considerations. 
 
Due Date for Follow-up and/or Project Completion 
The monitors are required by early May 2017 in order to capture the start of the rain 
season.  Delivery time is four to six weeks from date of order. 
 
Public Notice 
Public Notice pursuant to Section 3 of Policy No. C01-021, Public Notice Policy, is not 
required. 
 
Report Approval 
Written by:  Grant Gardner, Senior Monitoring Technician, Saskatoon Water 
Reviewed by: AJ McCannell, Manager, Engineering & Planning, Saskatoon Water 
   Reid Corbett, Director of Saskatoon Water 
Approved by:  Jeff Jorgenson, General Manager, Transportation & Utilities 
   Department 
 
EUCS GG – Storm and Sanitary Sewer Flow Monitoring Along Major Corridors – Sole Source.docx 
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Capital Project #2565 – WTP – Transfer Pumping & Electrical 
Upgrades – Award of Engineering Services 
 

Recommendation 
That the Standing Policy Committee on Environment, Utilities and Corporate Services 
recommend to City Council:  
1. That the proposal submitted by Associated Engineering (Sask.) Ltd. for 

engineering services for the design and construction of the Water Treatment 
Plant Transfer Pumping & Electrical Upgrade, at a total upset fee of 
$2,868,320.95 (including GST and PST), be approved; and 

2. That the City Solicitor be requested to prepare the appropriate agreement and 
that His Worship the Mayor and the City Clerk be authorized to execute the 
agreement under the Corporate Seal. 

 

 
Topic and Purpose 
This report presents a plan and a recommendation for engineering services required to 
design and construct a long-term transfer pumping solution for the Water Treatment 
Plant (WTP). In addition to transfer pumping, the project includes significant upgrades to 
the WTP’s electrical system. 
 
Report Highlights 
1. The recently completed Avenue H Water Treatment Plant Reservoir Expansion 

Project included a short-term transfer pumping solution. 
2. The long-term transfer pumping project will provide redundant transfer pumping 

that will meet the ultimate capacity of the WTP. 
3. Electrical upgrades are required due to age and limited capacity of the current 

infrastructure. 
4. A Request for Proposal (RFP) was issued on January 24, 2017, and closed on 

February 17, 2017, for engineering services for design, tender, and construction 
management of the project. Two proposals were submitted and the proposal 
from Associated Engineering (Sask.) Ltd. (Associated Engineering) was rated the 
highest. 

 
Strategic Goals 
This report supports the Strategic Goals of Asset and Financial Sustainability and 
Sustainable Growth by maximizing the capacity of the existing WTP and incrementally 
upgrading the process areas.  
 
Background 
At its meeting held on April 26, 2010, City Council awarded engineering services for the 
design and construction of the Avenue H Water Treatment Plant Reservoir Expansion 
Project to Associated Engineering (Sask.) Ltd., teamed with CH2M HILL Canada 
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Limited. The final design required the transfer of filtered water, across Avenue H, for 
Ultra Violet (UV) disinfection and storage in the new facility by means of dedicated 
transfer pumps. As an interim step, it was resolved to re-purpose existing distribution 
pumps for the transfer pumping function. The inefficiency and age of these pumps made 
this a short-term solution and it was recognized that a long-term transfer pumping 
project was required within three years of the completion of the reservoir expansion. 
 
The report entitled Water Treatment and Distribution Systems Electrical Long-term 
Development Plan (Associated Engineering (Sask.) Ltd., October 2015) provided a 
condition assessment of electrical equipment at the WTP. The report presented a 
comprehensive listing of the minimum amount of work required to ensure that the 
electrical power distribution systems at the WTP are of a design and condition to meet 
distribution capacities identified in the Water Treatment Plant Long-term Capital 
Development and Expansion Plan. 
 
Report 
Raw water from the South Saskatchewan River is clarified and filtered at the existing 
facility on the east side of Avenue H. The water flows by gravity to limited sized clear 
wells under the filters and requires low pressure transfer pumping to disinfection and 
storage facilities on the west side of Avenue H. 
 
Short-term Transfer Pumping Solution 
The City recently commissioned the Avenue H reservoir expansion, UV disinfection 
system, and new high lift pumping station. The previous high lift pumping equipment 
was converted to a transfer pumping system, conveying water from the WTP clear 
wells, through the UV disinfection system, and into the expanded reservoir storage 
volume. Use of the existing high lift pumping system was a short-term solution for 
moving water from the clear wells and was intended to be utilized for approximately 
three years. A long-term transfer pumping design is required, as the short-term solution 
is inefficient and is currently the most vulnerable failure point in the City’s Water 
Treatment Plant. 
 
Long-term Transfer Pumping Solution 
The primary objective of the WTP Transfer Pumping & Electrical Upgrade Project is the 
construction of a long-term fully redundant transfer pumping system to convey water 
from the plant clear wells, through the UV disinfection system, and into the adjacent 
reservoir. The City considers the existing transfer pumping system to be at the end of its 
life. The long-term ultimate treatment capacity of the plant of 300 million litres per day 
(MLD) and ultimate transfer pumping rate of 350 MLD, were stated in the Associated 
Engineering memorandum dated September 4, 2013. The initial task of the consultant is 
to determine these capacities through consultation with the City, and use the agreed 
capacities as the basis for the design. 
 
Electrical Upgrades 
An essential component of transfer pumping is electrical upgrades, including 
instrumentation and controls, which was outlined in the Long-term Transfer Pumping 
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Implementation Plan. The two-stage solution proposed by Associated Engineering 
details electrical upgrades that: 

 solves redundancy in the existing electrical system, 

 replaces equipment operating beyond its service life, 

 provides enhanced operator safety; and 

 rationalizes equipment location. 
 
The electrical upgrade will include the following process areas: filters, chlorine, chemical 
feed, filter backwash, control power supplies, residuals handling, clarifiers, UV 
disinfection, sand separation, low lift pumping, and supplementary miscellaneous 
upgrades. A major component is standby power generation for the transfer pumping. 
 
Request for Proposal 
A Terms of Reference (TOR) was developed providing a basis for the engineering 
services required for the project. The TOR included six reports and memorandums that 
described the existing short-term transfer pumping solution, depicted a proposed long-
term transfer pumping arrangement, and detailed existing and proposed electrical 
upgrades. On January 24, 2017, an RFP was advertised on the SaskTenders website 
and the following two proposals were received on February 17, 2017: 

 AECOM Canada Ltd. (Saskatoon, SK) 

 Associated Engineering (Sask.) Ltd. (Saskatoon, SK) 
 

After evaluation, the Administration rated the proposal from Associated Engineering as 
superior and confirmed it met the scope-of-work defined in the TOR. 
 
Work of this nature has been traditionally procured from the private sector.  The work 
involves highly specialized design teams drawing on experience and expertise from 
projects throughout Canada as well as internationally.  In order for the City to complete 
this work in-house, additional specialized staff would need to be hired for this project 
and then alternate work would need to be found upon project completion. 
 
The Administration intends to complete more design projects using internal resources at 
the WTP, Wastewater Treatment Plant, reservoirs and lift stations.  A long-term 
schedule will be developed based on anticipated projects, and a long-term staffing plan 
will be developed.  This is best done for sequential small to medium-sized projects, and 
would not be appropriate for a project the size of this Transfer Pumping & Electrical 
Upgrade project. 
 
Options to the Recommendation 
City Council could not accept the proposal, and could reject all proposals. 
 
Public and/or Stakeholder Involvement 
Design of the WTP Transfer Pumping & Electrical Upgrade is an internal upgrade 
project that does not have any identifiable individuals or interest groups beyond 
Saskatoon Water. 
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Communication Plan 
The construction project resulting from the design may require a communication plan 
that would be detailed in the report awarding the construction contract.  
 
Financial Implications 
The proposal from Associated Engineering contained an option item for PLC 
Programming and Implementation Services. The Administration determined that this 
item is best included in the construction contract. The net cost to the City for the 
engineering services, as submitted by Associated Engineering, is as follows: 
 
 Preliminary Design $   358,242.48 
 Detailed Design 1,078,647.36 
 Construction Administration 417,001.00 
 Resident Engineering 357,962.00 
 Post Construction Commissioning 148,495.40 
 PST (5% of 30% of $1,004,856 of Design)      15,072.84 
 Subtotal Tasks and PST $2,375,421.08 
 Contingency (15% of Subtotal)     356,313.16 
 Subtotal Tasks PST Contingency $2,731,734.24 
 GST     136,586.71 
 Total Upset Fee $2,868,320.95 
 GST Rebate    (136,586.71) 
 Net Cost to City $2,731,734.24 
 
This project has sufficient funding in Capital Project #2565 – WTP – Transfer Pumping 
& Electrical Upgrades. 
 
Environmental Implications 
The recommendation will result in consumption of resources and generation of 
greenhouse gas emissions associated with the construction phase of the project. The 
efficiencies generated by using dedicated transfer pumps will result in reduced electrical 
energy consumption during the life of the project, when compared to electrical 
consumption of the present short-term pumping arrangement. 
 
Other Considerations/Implications 
There are no policy, privacy, or CPTED implications or considerations. 
 
Due Date for Follow-up and/or Project Completion 
This project has a planned design phase of one year and a construction phase of two 
years, with construction completed by May 2020. 
 

Public Notice 
Public Notice pursuant to Section 3 of Policy No. C01-021, Public Notice Policy, is not 
required. 
 

Report Approval 
Written by:  Larry Schultz, Engineering Services Manager, Saskatoon Water 
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Reviewed by: Reid Corbett, Director of Saskatoon Water 
Approved by:  Jeff Jorgenson, General Manager, Transportation & Utilities 
   Department 

EUCS LS – CP 2565 WTP-Transfer Pumping_Electrical Upgrades - ASSOCIATED ENGINEERINGS.docx 

65


	Agenda
	6.1.1 Noise Bylaw Extension - Bikes on Broadway.pdf
	Back to Agenda

	6.1.2 Noise Bylaw Extension - Hope Fellowship.pdf
	Back to Agenda

	6.1.3 Noise Bylaw Extension - EY River Run Classic.pdf
	Back to Agenda

	6.1.4 Letter - Ryan - Pets in the Park.pdf
	Back to Agenda

	6.2.1 Letter - Penner - Electric Light and Power Bylaw.pdf
	Back to Agenda

	6.2.2 Report - SEAC 2016 Annual Report.pdf
	Back to Agenda

	7.2.1 Admin Report - Service Saskatoon Progress Report and 2017 Plan.pdf
	Back to Agenda

	7.2.1 Attach 1 - Service Saskatoon 2016 - 2017 Initiatives.pdf
	Back to Agenda

	7.2.1 Attach 2 - Service Saskatoon - Customer Service Centre Call Summary.pdf
	Back to Agenda

	7.2.1 Attach 3 - Service Saskatoon - Performance  Improvement Coordinators.pdf
	Back to Agenda

	7.2.1 Attach 4 - Service Saskatoon - 2016 Website Form Submissions.pdf
	Back to Agenda

	7.2.1 Attach 5 - Service Saskatoon Landing Page For All Website Services.pdf
	Back to Agenda

	7.2.1 Service Saskatoon - Complimentary WiFi Update - Attach 6.pdf
	Back to Agenda

	7.2.2 Admin Report - 2017 Materials Testing Services - Asphalt, Concrete, Soil and Micro-Surfacing.pdf
	Back to Agenda

	7.2.3 Admin Report - Storm and Sanitary Sewer Flow Monitoring Along Major Corridors - Sole Source.pdf
	Back to Agenda

	7.2.4 Admin Report - CP 2565  WWT-Transfer Pumping  Electrical Upgrades - AES.pdf
	Back to Agenda


