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City of Hamilton

Achieving Your Level of Service
Hamilton

Level of Service

» A defined amount of output for a particular
activity or service area against which
performance may be measured. Service
levels usually relate to quality, quantity,
reliability, responsiveness, environmental
acceptability and cost.
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Strategic Business Plan

 Water & Wastewater
Division, 2007-2009
Strategic Business Plan:

— Mandate (Vision & Primary
Objectives)

— Current Services (Organization,
Clients/Customers)

— Primary Objectives, Secondary
Objectives, Expected Outcomes

— Key Performance Indicators
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Levels of Service

* Primary Obijectives:
— Provide clean, safe, cost efficient, uninterrupted
drinking water

— Provide effective, cost efficient, un-interrupted
wastewater and storm water services

— Operate a sustainable water, wastewater and storm
utility

— Provide research, innovation and education with
respect to water and the environment

— Maintain a highly motivated, well trained, customer
focused staff
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Principle
Objective

Provide clean,
safe, cost
efficient,

uninterrupted

drinking water

services
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Customer Levels of Service

* Provide effective, cost efficient, un-interrupted
wastewater and storm water services

— Hamilton is viewed as a partner in the protection of the
environment, and is regarded as a leader in wastewater
management

— Customers feel that they are getting good value for the
wastewater and storm services being provided

— Wastewater is treated in accordance with regulatory
requirements

— Upgrades to the wastewater systems are optimized and

upgraded to cause improvements in the quality of water in the
Hamilton Harbour

% &_“ Achieving Your Level of Service 'u‘*'—*l

Hamilton




Key Performance Indicators

* A qualitative or quantitative measure of a
service or activity used to compare actual
performance against a standard or other

target
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Key Performance Indicators

Scorecard
AP kpi1: B = l:
KPI 2: C 1 :

------ Trend
Indicator

Key
Performance ----
Indicator

Secondary Action Plan/ Indicators of
Objectives Projects Achievement

Secondary Action Plan/ Indicators of

Primary
Achievement

Objectives Objectives Projects

Secondary Action Plan/ Indicators of

Objectives Projects Achievement




=3 To protect public health, property and the environment
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Provide clean, safe, cost-efficient, uninterrupted drinking water

ann

Provide clean, safe cost efficient,
uninterrupted drinking water

Adverse Water Quality Incidents (AWQI)

Reduction in water Loss (Unaccounted for
Water)

Number of Drinking Water Quality
Complaints

Reduction in Watermain Breaks

($/m3) Numeric cost of treated water &
distribution
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The Big Picture

Scorecard
oo AD Jkpi1: B P t_l'i
KPI 2: C 1 Key
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Indicator

Secondary Action Plan/ Indicators of
Objectives Projects Achievement

Primary Secondary Action Plan/ Indicators of
Objectives Objectives Projects Achievement

Secondary Action Plan/ Indicators of

Objectives Projects Achievement
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CUSTOMER - TECHNICAL
LEVELS OF SERVICE LEVELS OF SERVICE

How it comes together

CLOS: Customers have confidence in the
reliability of their drinking water

KPI: Reduction in Watermain Breaks (Less
than 10 breaks per 100km)

TLOS: Maintain W/M > Condition

TLOS drives your lifecycle analysis of
WI/M, which drives your capital program,
etc.
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