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1. Tax increase for general purposes – 3% each year for 2012 – 2016. 

2. Tax increase for capital works and infrastructure – 1% per year. 

3. Property tax rates to be reviewed annually to ensure we are competitive with other lower mainland 
municipalities. 

4. Utility Charges to be reviewed annually with a view towards using rate stabilization practices to 
smooth out large fluctuations in rates.  

5. Fire Service Improvement Levy to generate an additional $700,000 additional funding in 2012; 
Rate of increase to be reduced by 50% in 2013 and inflationary increases beginning in 2014.  

6. Storm Water Levy of $5 per parcel to begin in 2013, increasing by $5 annually for a period of five 
years.  

7. Parks, Recreation and Culture Levy of one-half of one percent beginning in 2013 for a period of 
eight years.  

8. Budgets include operating and capital components for a five-year period. 

9. Public Consultation Plan developed and operationalized. 

10. Increase revenue from existing sources by about 5%. 

11. Identify potential new revenue sources (i.e. be creative). 

12. Evaluation of services to ensure alignment with Council direction. 

13. Identify and measure outputs/outcomes. Identify key processes to undergo process improvement 
reviews. 

14. Council-raised issues are to be considered in developing workplans, respecting the criteria for 
establishing priorities that are outlined in Municipal Council’s Criteria for Evaluating and 
Establishing Priorities, and recognizing that capacity is needed for opportunities or issues that 
might be discovered throughout the year. For 2012, issues to be addressed are to include:    

� Incremental municipal taxes from land-use conversion to support agriculture 
� Consideration of funding envelope for Town Centre Investment Incentive Program 
� Gaming revenue allocation in accordance with Council’s Gaming Revenue policy (in 

development at mid-May 2011).  
 

15. Reduction packages should be at -10% (limit small packages and multiples to get to -10%). What 
would you recommend be kept if you had only 90% of your budget? This should not be interpreted 
to mean that we are looking to reduce our budget by 10%. Rather, this is an opportunity for us to 
explain what the ramifications of such reductions would be. In addition, it is a chance for us to 
look at what we are doing to see if there are ways to improve. 

16. Incremental packages must include a business case to support new programs/projects/staff. 
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17. Organizational/structural change – is the current organization adequate to deliver the service? 
Are there better options? Contract for services, or bring services in-house, where and when it 
makes sense organizationally and financially.  

18. Succession planning – review organization charts in relation to service delivery with a view to long-
term planning. What positions do you see as potentially becoming vacant by retirement and what 
organizational options may be available as a result? 

19. Vacant position review and management – all positions that become vacant are subject to a 
detailed review prior to being refilled. 

20. Contracting/Consulting review – all consulting work should undergo a review at not only budget 
time, but also when services are being contracted to determine the best way to acquire services. 
This will involve potentially contracting out where it makes sense and contracting in where there 
are available staff resources. 

21. Quarterly performance reports are to be presented to Council at open Council meetings. 
Performance measures will be published in the Annual Report and on See-It.  

22. Progress in relation to our strategic direction is to be evaluated every six months. 

23. The Financial Plan must be in accordance with Council’s strategic Financial Sustainability Plan 
policies approved in October 2004.  

24. Technology – review business applications and technology tools to identify upgrade or 
obsolescence issues. Ensure workplans, budgets, and Information Services workplans/projects 
reflect the resources necessary to support the changes if required.  

25. Workplans will identify short-term, medium, and longer-term action items that Council can 
consider, as we work towards carbon neutrality. 
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District of Maple Ridge 
Office of the Chief Administrative Officer 
Business Plan 2012 – 2016 
    

    
1.01.01.01.0 Executive SummaryExecutive SummaryExecutive SummaryExecutive Summary    
 
The Administration Division (CAO) is responsible for the overall administration of the District’s 
departments, developing corporate policy, providing leadership and direction for senior staff in the day-
to-day and long-term business affairs of the District in accordance with Council’s Strategic Plan, and 
providing advice to Council about District organization and operating procedures as well as the 
Emergency Operations Centre. The Division consists of four departments: Communications, Human 
Resources, Strategic Economic Initiatives, and Sustainability and Corporate Planning. The General 
Managers of each of the three service areas in the organization (Corporate & Financial Services, Public 
Works & Development Services, and Community Development, Parks & Recreation Services), as well as 
the Executive Director to the CAO also report to the CAO.  
 
2.02.02.02.0 Corporate OverviewCorporate OverviewCorporate OverviewCorporate Overview            
 

The following nine Strategic Focus Areas outline the overall Corporate Direction: 
� Environment 
� Transportation 
� Smart Managed Growth 
� Safe and Livable Community 
� Financial Management 
� Governance 
� Community Relations 
� Inter-government Relations/Networks 
� Economic Development 

    
EnvironmentEnvironmentEnvironmentEnvironment    
Vision 2025Vision 2025Vision 2025Vision 2025    
Maple Ridge continues to lead the nation in preserving and enhancing its community’s quality of 
life, air, water and land. The District, long a front-runner in the protection of environmentally 
sensitive areas, is one of the first municipalities to promote green-building and innovative 
technologies in residential and commercial construction and infrastructure. The District has won 
a number of awards for its practices relating to energy use in civic buildings and the municipal 
fleet and its support of community waste reduction activities.  
 

Key StrategiesKey StrategiesKey StrategiesKey Strategies    
� Continue to promote individual, business and community responsibility for the stewardship of 

natural resources 
� Identify and devise effective protective mechanisms for environmental features (such as 

watercourses) and areas that require special recognition and management  
� In partnership with other levels of government, adjacent municipalities, First Nations and 

community groups, develop programs and projects to preserve and enhance the natural 
assets of Maple Ridge 

� Set targets for the purchase and installation of renewable energy sources and establish 
energy efficiency goals for facilities, infrastructure, operations and fleet 

� Lobby senior levels of government to change codes and regulations to promote or require the 
use of “green” and innovative technology 
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TransportationTransportationTransportationTransportation    
Vision 2025Vision 2025Vision 2025Vision 2025    
Maple Ridge has been able to accommodate tremendous population and economic growth by 
planning growth around multi-modal transportation routes. The District worked very closely with 
the regional transportation authority to ensure that employment centres as well as 
neighbourhoods accepting increased density or new medium density neighbourhoods would be 
well served by public transit and a rapid transit metro line. In addition, a third east-west route 
through the community was added to assist with commercial and private vehicle traffic and all-
day, two-way commuter rail service is now a reality. The downtown area is an excellent example 
of creating a pedestrian friendly environment that enables citizens and visitors to easily explore 
the uptown shops and services before taking a casual stroll down to the riverfront promenade.  
 

Key StrategiesKey StrategiesKey StrategiesKey Strategies 
� Maintain and enhance a multi-modal transportation system within Maple Ridge to provide 

citizens with safe, efficient alternatives for the movement of individuals and goods 
� Promote alternative modes (pedestrian, bike, public transit < >) of travel to reduce reliance 

on the automobile 
� Continue to improve the walk-ability of the downtown, ensuring it is pedestrian friendly and 

accessible, particularly for those with impaired mobility 
� In co-operation with other regional stakeholders, identify improvements to the inter-municipal 

transportation system within the Lower Mainland and the Fraser Valley 
 

Smart Managed GrowthSmart Managed GrowthSmart Managed GrowthSmart Managed Growth    
Vision 2025Vision 2025Vision 2025Vision 2025    
Maple Ridge has risen to the challenge of accepting growth while at the same time protecting the 
quality of life and diversity of residential options that is so important to citizens. By densifying 
many neighbourhoods, the District has been maintained the rural character and small-town feel 
of the community. Specific neighbourhood plans supported by design guidelines and attention to 
the natural landscape were keys to retaining the character of neighbourhoods that experienced 
in-fill. A vibrant, pedestrian-friendly, accessible downtown is the heart and gathering place for the 
community. Shopping, educational facilities and utility infrastructure were developed concurrent 
with the new or densified neighbourhoods.  
 
Key StrategiesKey StrategiesKey StrategiesKey Strategies    
� Develop a land use management and development processes that are clear, timely, open, 

inclusive and consultative 
� Use the Official Community Plan and the District’s Corporate Strategic Plan to ensure growth 

is well managed and balances the three pillars of sustainability (social, economic and 
environment) thereby enhancing the unique quality of life in Maple Ridge 

� Develop land use regulations, bylaws, procedures, and practices to implement the Official 
Community Plan and all other Strategic and Master Plans thereby providing clear 
interpretation of the District’s direction, goals and objectives 

� Manage existing municipal infrastructure through the preparation of appropriate plans to 
ensure development, maintenance and renewal of parks and open spaces; roads; sidewalks; 
water; sewer and storm water systems; public buildings and, data and communications 
technology 

� Encourage the use of adaptive technologies in new construction so that buildings are flexible 
to changing needs and demographics 

� Explore the introduction of innovative new infrastructure and technology (such as fibre 
optics, geo-thermal power and energy from sewer systems) 
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Safe and Livable CommunitySafe and Livable CommunitySafe and Livable CommunitySafe and Livable Community    
Vision 2025Vision 2025Vision 2025Vision 2025    
A community development model is at the heart of the District’s success in meeting the safety, 
security and social needs of the citizenry. By networking with other levels of government, the 
RCMP, the School Board, community agencies and business groups and by capacity building with 
not-for-profits and neighbourhood groups all Maple Ridge residents have their basic health, 
safety, shelter, food and income needs met; have access to community services to assist them in 
achieving their full potential; are able to actively participate in civic processes; and can 
contribute to establishing an exceptionally strong community.  
 
Key Strategies Key Strategies Key Strategies Key Strategies     
� Strive for enhanced service levels, quality of life and independence by citizens and 

community organizations in the delivery of leisure services and other municipal services 
through community development  

� Develop and implement preventative as well as reactionary plans to address the impacts of 
emerging social issues on the local community and citizens through social planning and 
collaboration with other levels of government and local service providers 

� Work closely with the School Board, Health Authority, Regional Library, other levels of 
government and other agencies to encourage the adequate provision of public services that 
are not the responsibility of local government 

� Establish an emergency response and recovery plan in consultation with other public sector 
agencies, community groups, and other relevant stakeholders 

� Establish neighbourhood and community education programs to provide citizens with 
information and materials on emergency planning procedures 

� Ensure development standards incorporate sustainability, crime prevention, safety and 
security concepts 

� Develop preventative as opposed to remediation initiatives in the delivery of fire and police 
services 

� Ensure that quality emergency services are delivered in a timely, effective and efficient 
manner through the development of multi-year Business Plans, which include detailed, 
sustainable multi-year financial plans 

� Continue with the implementation of the Police and Fire Master Plans 
� Provide a variety of parks, trails, open spaces and gathering places  
� Recognize and support the important contribution of volunteers in the community 
� Encourage active and healthy living among citizens through the provision of a variety of 

exceptional recreational, educational and social activities 
� Preserve and enhance heritage resources to provide citizens with the historic context of the 

community 
� Encourage citizens and the community to develop their creative potential and a strong sense 

of community through the provision of excellent arts and cultural opportunities, special 
events, educational and social activities 

 
Financial Management Financial Management Financial Management Financial Management     
Vision 2025Vision 2025Vision 2025Vision 2025    
The District’s award-winning financial, investment, purchasing and human resources policies and 
practices are tightly aligned with and contribute to the District’s continued vision of sustainability 
 
Key StrategiesKey StrategiesKey StrategiesKey Strategies    
� Construct financial plans and Business Plans in accordance with the adopted Financial 

Sustainability Polices  
� Develop multi-year financial plans that not only address immediate needs but also address 

the longer-term sustainability of our community 
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� Use a formal, Business Planning framework as a means to structure decision-making and 
publicly reporting our performance 

� Identify methods to expand the tax base and generate non-tax revenue 
� Continue to use a user-pay philosophy 
� Review policies and processes to ensure they are consistent with the corporate strategic 

direction and external influences 
� Provide high quality municipal services to our citizens and customers in a cost effective, 

efficient and timely manner 
    
GovernanceGovernanceGovernanceGovernance    
Vision 2025Vision 2025Vision 2025Vision 2025    
Maple Ridge is a leader in voter turnout for Municipal Elections as more than half of those 
eligible to vote, exercise that right.  Elected officials and District staff continue to confidently lead 
the community on its journey to achieving its vision. Meaningful engagement of staff, 
stakeholders and citizens ensures quality decision making. Politicians and staff model the 
District’s values and consistently deliver on the commitments, goals and objectives stated in the 
Strategic Plan and Business Plans.  
    
Key StrategiesKey StrategiesKey StrategiesKey Strategies    
� Conduct our business in a manner that upholds and enhances the publics’ trust  
� Function as an open government with the greatest possible access by citizens to information 

and opportunity for engagement in decision making-processes 
� Demonstrate leadership in applying and promoting the principles of sustainability recognizing 

that each individual decision may not be optimal for all pillars of sustainability 
 
Community RelationsCommunity RelationsCommunity RelationsCommunity Relations    
Vision 2025Vision 2025Vision 2025Vision 2025    
Maple Ridge residents and business owners report very high levels of satisfaction with the 
District’s efforts to keep citizens informed of municipal plans and projects and to ensure citizens 
are aware of when and how they can participate in civic processes.  
 
Key StrategiesKey StrategiesKey StrategiesKey Strategies    
� Provide a continuum of opportunities that encourage and enable citizen participation in local 

government and local government decision-making. 
� Develop methods to communicate on a timely basis with citizens and community groups 
� Survey citizens to obtain their views on the community and their satisfaction with District 

services 
� Provide information about and actively promote the actions individual citizens and 

businesses can take to augment the District’s sustainability efforts 
� Provide opportunities through events and festivals for growing our citizens’ sense of 

community 
 

InterInterInterInter----Government Relations/NetworksGovernment Relations/NetworksGovernment Relations/NetworksGovernment Relations/Networks    
Vision 2025Vision 2025Vision 2025Vision 2025    
The District receives outstanding levels of support and cooperation from senior levels of 
government, crown agencies, the regional district, the school district, our municipal neighbours, 
First Nations, community groups and corporate Canada because of the strong, positive working 
relationships, at both the political and staff level, that have been established and nourished over 
the years 
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Key StrategiesKey StrategiesKey StrategiesKey Strategies    
� Develop and maintain strong, positive working relationships with our adjacent neighbours, 

the municipalities of Pitt Meadows and Mission; the Katzie and Kwantlen First Nations; our 
fellow members of the Greater Vancouver Regional District and the Fraser Valley Regional 
District 

� Enhance relationships with provincial and federal employees and politicians to further the 
legitimate interests of the District 

� Continue to leverage our voice and enhance our relationships with the UBCM, FCM and the 
LMLGA 

� Identify and promote the use of partnerships and networks with public agencies; crown 
corporations; business; not-for-profit; community groups; and, volunteers to provide local 
government and community services in a cost-efficient, effective and timely manner 

 
Economic DevelopmentEconomic DevelopmentEconomic DevelopmentEconomic Development    
Vision 2025Vision 2025Vision 2025Vision 2025    
Maple Ridge made the transition from dormitory suburb to employment magnet by carefully 
targeting businesses that fit within the context of the District’s many neighbourhoods. 
Commercial ventures were encouraged in the accessible, pedestrian-friendly downtown and at 
nodes along major roads; agricultural activities were enabled in District’s famed rural areas; 
home-based businesses were encouraged and clean industry was attracted to existing and new 
business parks created near key transportation junctions and neighbourhoods. The District 
enjoys the many benefits of having the majority of its residents work in the community in which 
they live.   
    
Key StrategiesKey StrategiesKey StrategiesKey Strategies    
� Use a formal economic development strategy, grounded in the principles of sustainability, as 

a means to structure a positive business and investment climate  
� Support the retention and expansion of existing local businesses that add to the quality of 

life in Maple Ridge 
� Identify, in consultation with community stakeholders, specific new investment and 

employment opportunities 
� Build a sustainable community that includes a balance of land use types 
� Develop an efficient, customer-service oriented approach to the delivery of municipal 

services that is timely, cost effective, friendly and efficient 
� Develop and maintain high quality community documentation and promotional material to 

attract investment and employment 
� Preserve natural assets that could positively contribute to economic development 
� Enhance the trail systems so that they can be used to enhance economic development 

 
 
3.03.03.03.0 Departmental OverviewDepartmental OverviewDepartmental OverviewDepartmental Overview    
 

Services ProvidedServices ProvidedServices ProvidedServices Provided    
� Provide leadership, and co-ordinate internal departments based on Council's direction and 

good management principles 
� Link to other local, provincial and federal agencies 
� Serve as the linkage between Council and staff 
� Provide recommendations to Council on policy matters and strategic business planning 

initiatives 
� Liaise with community groups and agencies 
� Assist in creating economic development opportunities in the community 
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CustomersCustomersCustomersCustomers    
Our customers include Mayor and Council, employees, citizens of Maple Ridge, other 
governments and developers considering Maple Ridge as a business location. 
 
VisionVisionVisionVision    
Maple Ridge is the best managed municipality in Canada. 
 
MissionMissionMissionMission    
To provide leadership in managing the operations of the District of Maple Ridge and developing 
and implementing policies and programs as directed by Council. 

 

Organization Chart Organization Chart Organization Chart Organization Chart     

 
 

Total Expenditure Budget = $Total Expenditure Budget = $Total Expenditure Budget = $Total Expenditure Budget = $956,022956,022956,022956,022    
FullFullFullFull----Time Equivalent Staff = Time Equivalent Staff = Time Equivalent Staff = Time Equivalent Staff = 6666    
    
Legislative ServicesLegislative ServicesLegislative ServicesLegislative Services    (Mayor and Council)(Mayor and Council)(Mayor and Council)(Mayor and Council)    
TotaTotaTotaTotal Expenditure Budget = $l Expenditure Budget = $l Expenditure Budget = $l Expenditure Budget = $666622220,2740,2740,2740,274    
FullFullFullFull----Time Equivalent Time Equivalent Time Equivalent Time Equivalent Staff = 1Staff = 1Staff = 1Staff = 1    
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Highlights of 201Highlights of 201Highlights of 201Highlights of 2011111    AccomplishmentsAccomplishmentsAccomplishmentsAccomplishments    

2012012012011111    Deliverables Proposed in Deliverables Proposed in Deliverables Proposed in Deliverables Proposed in 
Business PlanBusiness PlanBusiness PlanBusiness Plan    

Detailed Progress Detailed Progress Detailed Progress Detailed Progress     
as of (Sept 30/1as of (Sept 30/1as of (Sept 30/1as of (Sept 30/11111))))    

% % % % 
CompleteCompleteCompleteComplete    

Delivery on our CommitmentsDelivery on our CommitmentsDelivery on our CommitmentsDelivery on our Commitments 
Deliver on Council’s Strategic Priorities: 

 

� Downtown Enhancement 
- A continuation of our successful 
streetscape enhancement 
program 

- A heightened emphasis on 
attracting investment into the 
downtown (residential, office 
commercial and institutional) 

- An enhanced and expanded 
maintenance program for the 
downtown 

� 224 Street and Lougheed Highway 
Infrastructure project 

� Town Centre Investment Incentives 
Program implemented, and ongoing 
through December 2013 

� Comprehensive downtown cleanup that 
included landscaping, coordination of all 
banners, maintenance and painting of 
public amenities and an upgrade to the 
‘Beast’ clock 

100% 
 

100% 
 

 
100% 

 
 

� Zoning Bylaws 
- Complete the Zoning Bylaw 
rewrite 

 
Project in final stages including legal review 

 
80% 

� Albion Plan 
- Complete the Albion Flats Area 
Plan, based on the Albion Flats 
Concept Plan 

� Awaiting ALC review and comments  
� Create/submit ALC application 
� Develop area plan 

95% 
0% 
0% 

� Next Phase of Paving Program 
- Continue the successful paving 
program initiated in 2010 

See Operations business plan for details on 
2011 road resurfacing projects 

100% 

� Parks Master Plan 
- Review the phasing of the 
components contained within 
the Plan and begin to discuss an 
implementation strategy 

A draft will come forward to P&LS 
Commission in early 2012 in preparation for 
2013 – 2017 budget planning. 

25% 

� Regional Growth Strategy 
- Regional Context Statement 
linking the OCP to the Regional 
Growth Strategy 

� RGS adopted in July 2011 
� Regional Context Statement development 
process to commence in 2012 

100% 
0% 

Efficiencies and SustainabilityEfficiencies and SustainabilityEfficiencies and SustainabilityEfficiencies and Sustainability   

� Continue to explore and 
implement programs and ideas of 
a capital and operating nature 
that save time and money in the 
delivery of District services 

Departmental business plans highlight 
numerous efficiencies implemented 
throughout the year 

ongoing 

� An expanded emphasis on 
realizing our sustainability 
principles and goals 

Town Centre Investment Incentives Program 
implemented, and ongoing through 
December 2013. 

ongoing 

Client ServicesClient ServicesClient ServicesClient Services   

� A renewed focus on client 
services in all areas 

� Provision for training programs 
around client focus 

Public Works and Development Services 
front counter service standards developed.  
First draft scheduled to go to Council 
November 7, 2011. 

40% 

CommunicationCommunicationCommunicationCommunication   

� Develop and implement a robust 
Communications Strategy and a 

� Reworked the content and presentation 
of the Citizens Report and Annual Report 

100% 
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2012012012011111    Deliverables Proposed in Deliverables Proposed in Deliverables Proposed in Deliverables Proposed in 
Business PlanBusiness PlanBusiness PlanBusiness Plan    

Detailed Progress Detailed Progress Detailed Progress Detailed Progress     
as of (Sept 30/1as of (Sept 30/1as of (Sept 30/1as of (Sept 30/11111))))    

% % % % 
CompleteCompleteCompleteComplete    

Plan that includes: 
- A more informative and 
appealing approach towards the 
provision of information to our 
citizens; and  

- More emphasis on and 
expansion of our use of the Web 
and social media to 
communicate with our citizens 
and customers 

to eliminate jargon and to provide better 
access and transparency on District work. 

� Expanded the content and marketing of 
electronic newsletters to better 
coordinate content across all media 
platforms. 

� Launched the bi-monthly Maple Ridge 
This Month District page at the beginning 
of April to highlight key events, activities 
and public meetings as well as links to 
the District website, electronic 
newsletters and social media sites 

� Launched Facebook and Twitter sites in 
July of 2011. 

� All promotional materials, banners and 
vehicle decals now have the 
mapleridge.ca web address to solidify this 
as the primary source of information. 

� Social media icons have been added to 
the website home page and media 
releases now contain links to content and 
background information to assist citizens 
in accessing information. 

Emergency PlanningEmergency PlanningEmergency PlanningEmergency Planning   

A renewed emphasize on our 
emergency planning preparedness 

� Conducted a Shakeout BC Earthquake 
Drill. 

� Set up EOC centre in Fire Hall No. 1  
� New Joint Disaster Response and 
Emergency Evacuation plans completed. 

� Awarded the Motorola Award for 
Excellence in Emergency Preparedness 
by a committee of representatives from 
the Canadian Association of Fire Chiefs, 
the Emergency Medical Services Chiefs of 
Canada and the Canadian Association of 
the Chiefs of Police, recognizing the 
development and implementation of a 
comprehensive Emergency Evacuation 
Program and collaboration with Pitt 
Meadows. 

100% 
 

100% 
100% 

 
100% 

Local Local Local Local Employment GrowthEmployment GrowthEmployment GrowthEmployment Growth   

A continuation and expansion of our 
emphasis on the creation of high 
value local jobs in Maple Ridge    

� Advanced Technology sector – Assisted 
local company who subsequently 
received grant funding for research on 
battery technology 

� Tourism, Education & Agriculture - 
Exploration of the Tourism sector at the 
EAC; support of Kwantlen Polytechnic’s 
application for development of a bio-
regional agri-food system for Southwest 
BC  

100% 
 

 
 

100% 
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Ongoing DeliverablesOngoing DeliverablesOngoing DeliverablesOngoing Deliverables    
� Represent departmental interests on the Records Management Committee, assist in records 

management software selection and implementation, and assist in the implementation of 
appropriate records management practices in the Department.  

 
Found MilestonesFound MilestonesFound MilestonesFound Milestones    
� Downtown properties acquired cleaned up and awaiting redevelopment. 

 
4.04.04.04.0 EnvironmentalEnvironmentalEnvironmentalEnvironmental    ScanScanScanScan    

� Our challenge is to provide excellence in service delivery while balancing the demands of a 
growing community; we commit to a continued emphasis on efficiencies and aggressive cost 
containment to maximize customer and citizen value. 

� Need to build on the momentum of Town Centre successes, and increase residential and 
commercial density to accommodate our growth potential. 

� Need to place a high priority on continuance of emergency planning, both corporately (critical 
resourcing strategy) and community-wide. 

 
5.05.05.05.0 Performance Measures/IndicatorsPerformance Measures/IndicatorsPerformance Measures/IndicatorsPerformance Measures/Indicators    
 

5.1.5.1.5.1.5.1. Service Area Goal:Service Area Goal:Service Area Goal:Service Area Goal:        
To continue work with Council on the implementation of the nine strategic focus areas and Vision 
2025 as identified in the Corporate Strategic Plan.  

  
Objectives:Objectives:Objectives:Objectives:    
� To ensure that the strategic direction developed by Council is comprehensive and can be 

implemented. 
    
MeasureMeasureMeasureMeasures:s:s:s:    
� Level of Council satisfaction with Strategic Plan progress 

 

ActionActionActionAction    ResponsibilityResponsibilityResponsibilityResponsibility    TimelineTimelineTimelineTimeline    

Conduct strategic planning session with Council to 
review direction and priorities 

Jim Rule 
CMT 
Laura Benson 

April 2012 

Conduct survey on citizen satisfaction and strategic 
direction and deliver results to Council 

Laura Benson 
John Leeburn 
Jim Rule 

March 2012 

Complete BC Hydro Energy Manager workplan Laura Benson 
Jim Rule 

December 2012 

    
Ongoing items:Ongoing items:Ongoing items:Ongoing items:    
� Ensure appropriate plans are in place to implement Council’s Strategic Focus Areas and 

Vision 2025 – Jim Rule, CMT 
    
5.2.5.2.5.2.5.2. Service Area Goal:Service Area Goal:Service Area Goal:Service Area Goal:        
 To ensure the delivery of excellent Service to our Citizens. 

 
 Objectives:Objectives:Objectives:Objectives:    

� To continue to develop a best practice approach to Service Delivery. 
� To enhance our digital capability to provide citizens with excellent access to municipal 

services and information on-line. 
� To ensure adequate training opportunities are provided to staff. 
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MeasureMeasureMeasureMeasures:s:s:s:    
� Citizen Satisfaction Survey 

 

ActionActionActionAction    ResponsibilityResponsibilityResponsibilityResponsibility    TimelineTimelineTimelineTimeline    

Implement the Public Works & Development Services 
customer services standards initiative 

John Leeburn 
Jim Rule 

2012 

Continue to improve the District’s presence on the web 
including online service enhancements – routine 
electrical and plumbing permits  

Jim Rule 
Fred Armstrong 
John Bastaja 

2012 

Continue to improve the information and messaging 
provided to the community on District services 

Fred Armstrong 
Jim Rule 

2012 

 
Ongoing items:Ongoing items:Ongoing items:Ongoing items:    
� Continue to build on the Top Performing Municipality Initiative – John Leeburn, Jim Rule 
� Continue to support HR’s initiative in their Customer Service Training – John Leeburn, Jim 

Rule 
� Increase the use of Web for the delivery of District Services (both internal and external) – 

Paul Gill, Jim Rule 
 

5.3.5.3.5.3.5.3. Service Area Goal:Service Area Goal:Service Area Goal:Service Area Goal:        
Create a dynamic and vibrant downtown. 
    
Objectives:Objectives:Objectives:Objectives:    
Make Downtown a “Happening Place”.  

 
MeasureMeasureMeasureMeasures:s:s:s:    
Increase Residential Density in the Town CentreIncrease Residential Density in the Town CentreIncrease Residential Density in the Town CentreIncrease Residential Density in the Town Centre    
Maple Ridge’s relative affordability within the region has drawn steady growth to the community. 
Accommodating this growth in a sustainable manner can be achieved by increasing density 
within the Town Centre, where transit and amenities are close at hand. Residential units in the 
Town Centre are expected to reach 11,065 by 2021. The first graph illustrates our progress 
toward this number 
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This next graph shows the percentage of total residential units, for which occupancy permits 
were issued, that are located in the Town Centre.  According to projections in the District’s 
Official Community Plan (adopted in 2006), 50% of the community’s population growth should 
occur in the Town Centre.    

 

 

ActionActionActionAction    ResponsibilityResponsibilityResponsibilityResponsibility    TimelineTimelineTimelineTimeline    

Spring cleanup in the Town Centre Russ Carmichael 
David Boag 
Jim Rule 

Q2 – 2012 

Review Town Centre Investment Incentives Program Laura Benson 
Jim Rule 

Q2 – 2012 

Issue RFP for development of District-owned Town 
Centre land 

Frank Quinn 
Jim Rule 

Q2 – 2012  

 
Ongoing items:Ongoing items:Ongoing items:Ongoing items:    
� Continue to work to make Downtown Maple Ridge a dynamic and vibrant core of the 

community – Jim Rule, CMT 
 

5.4.5.4.5.4.5.4. Service Area Goal:Service Area Goal:Service Area Goal:Service Area Goal:        
Work with the Manager Strategic Economic Initiatives and the Economic Advisory Commission to 
ensure the implementation of a revitalized service delivery model for Economic Development.  

 
Objectives:Objectives:Objectives:Objectives:    
Build a strong economic base as a key part of a balanced and sustainable Maple Ridge based on 
the approved Economic Development Strategy. 
 
Measures:Measures:Measures:Measures:    
� See Strategic Economic Initiatives business plan for related measures 

 

ActionActionActionAction    ResponsibilityResponsibilityResponsibilityResponsibility    TimelineTimelineTimelineTimeline    

Host an tourism sector focused Economic Summit Sandy Blue 
Jim Rule 

Q2 - 2012 
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Ongoing items:Ongoing items:Ongoing items:Ongoing items:    
� Implement the Economic Development Strategy – Sandy Blue, Jim Rule    

    
5.5.5.5.5.5.5.5. Service Area Goal:Service Area Goal:Service Area Goal:Service Area Goal:        
 Enhance the District’s emergency planning, response and recovery capability.  
    
Objectives:Objectives:Objectives:Objectives:    
� To increase staff training on emergency planning. 
� To continue to liaise with Metro Vancouver and the Province through (IPREM) Integrated 

Partnership for Regional Emergency Management to advance the interests of the District. 
  

ActionActionActionAction    ResponsibilityResponsibilityResponsibilityResponsibility    TimelineTimelineTimelineTimeline    

Initiate Mass Carcass Tabletop Exercise Jim Rule 
Ceri Marlo 
Emergency 
Planning 

Q1 - 2012 

Continue with staff training for emergency 
preparedness 

Jim Rule 
Ceri Marlo 
Emergency 
Planning 

2012 

    
5.6.5.6.5.6.5.6. Service Area Goal:Service Area Goal:Service Area Goal:Service Area Goal:        
 Deal effectively with major issues or policy items that arise during the year. 
 
Objectives:Objectives:Objectives:Objectives:    
Ensure the capability to deal with new initiatives that arise. 

 
MeasureMeasureMeasureMeasures:s:s:s:    
� Council satisfaction 

 

ActionActionActionAction    ResponsibilityResponsibilityResponsibilityResponsibility    TimelineTimelineTimelineTimeline    

Deal with major issues or policy items as they arise Jim Rule 
General Managers 

Ongoing 

 
Ongoing items:Ongoing items:Ongoing items:Ongoing items:    
� Liaise with senior governments and other agencies (Metro Vancouver, School District) to 

accomplish Council’s strategic plan and initiatives    
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6.06.06.06.0             Operating BudgetOperating BudgetOperating BudgetOperating Budget    
    

Proposed Financial Plan 2012Proposed Financial Plan 2012Proposed Financial Plan 2012Proposed Financial Plan 2012----2016201620162016    
Office of the Chief Administrative OfficerOffice of the Chief Administrative OfficerOffice of the Chief Administrative OfficerOffice of the Chief Administrative Officer    

 
 
Proposed Changes or Remarks:Proposed Changes or Remarks:Proposed Changes or Remarks:Proposed Changes or Remarks:    
Other Grant (Conditional): A grant from BC Hydro was received in 2011 to support an energy efficiency 

position.  
Salaries:   The 2011 budget include a temporary position to support the energy 

efficiency program. The other change is the corporate-wide applied 
contingency for wages and benefits costs.  

Studies & Projects:    The 2012 budget includes $40,000 for emerging priorities, funded by gaming 
proceeds as per policy. 

    
        

2011201120112011 2012201220122012 2013201320132013 2014201420142014 2015201520152015 2016201620162016

AdoptedAdoptedAdoptedAdopted ProposedProposedProposedProposed ProposedProposedProposedProposed ProposedProposedProposedProposed ProposedProposedProposedProposed ProposedProposedProposedProposed

AccountAccountAccountAccount $$$$ %%%%

RevenuesRevenuesRevenuesRevenues

Other Grant (Conditional) ($50,000) $0 $50,000 (100%) $0 $0 $0 $0

($50,000) $0 $50,000 (100%) $0 $0 $0 $0

ExpendituresExpendituresExpendituresExpenditures

Advertising $30,072 $30,072 $0 0% $30,072 $30,072 $30,072 $30,072

Conferences & Meetings $18,500 $18,500 $0 0% $18,500 $18,500 $18,500 $18,500

Consulting $29,059 $29,059 $0 0% $29,059 $29,059 $29,059 $29,059

Lieu Time Payouts $0 N/A

Memberships $29,770 $29,770 $0 0% $29,770 $29,770 $29,770 $29,770

Miscellaneous $14,945 $14,945 $0 0% $14,945 $14,945 $14,945 $14,945

Publications $500 $500 $0 0% $500 $500 $500 $500

Publicity $19,779 $19,779 $0 0% $19,779 $19,779 $19,779 $19,779

Salaries $724,727 $689,197 ($35,530) (5%) $711,196 $733,898 $757,339 $780,874

Seminars/Prof Meetings/Training $4,000 $4,000 $0 0% $4,000 $4,000 $4,000 $4,000

Studies & Projects $77,200 $117,200 $40,000 52% $77,200 $77,200 $77,200 $77,200

Supplies - Software $3,000 $3,000 $0 0% $3,000 $3,000 $3,000 $3,000

$951,552 $956,022 $4,470 0% $938,021 $960,723 $984,164 $1,007,699

Totals $901,552 $956,022 $54,470$54,470$54,470$54,470 6%6%6%6% $938,021 $960,723 $984,164 $1,007,699

ChangesChangesChangesChanges

ProposedProposedProposedProposed
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Proposed Financial Plan 2012Proposed Financial Plan 2012Proposed Financial Plan 2012Proposed Financial Plan 2012----2016201620162016    
Legislative ServicesLegislative ServicesLegislative ServicesLegislative Services    

    
 

Proposed Changes or Remarks:Proposed Changes or Remarks:Proposed Changes or Remarks:Proposed Changes or Remarks:    
Grants & Donation:   This amount increases by $200 a year. For 2011 $3,100 had been 

committed to offsetting rental revenue for the Salvation Army's occupation of 
a rental house.   

Salaries:   This budget includes elected officials and an executive assistant. The 2011 
budget for elected officials was based on forecasts of the performance of 
three indexes, including CPI. Actual 2011 salaries were lower than budget 
due to the performance of these underlying indexes. For 2012, salaries 
increase by 3% over the 2011 budget. 

 
 
7.07.07.07.0             Capital BudgetCapital BudgetCapital BudgetCapital Budget    ––––    NoneNoneNoneNone    
 
 
8.08.08.08.0         Information Technology Information Technology Information Technology Information Technology     ––––    NoneNoneNoneNone    
 
 
9.09.09.09.0         Incremental PackagesIncremental PackagesIncremental PackagesIncremental Packages    ––––    NoneNoneNoneNone    
    
 
  
 
 

2011201120112011 2012201220122012 2013201320132013 2014201420142014 2015201520152015 2016201620162016

AdoptedAdoptedAdoptedAdopted ProposedProposedProposedProposed ProposedProposedProposedProposed ProposedProposedProposedProposed ProposedProposedProposedProposed ProposedProposedProposedProposed

AccountAccountAccountAccount $$$$ %%%%

ExpendituresExpendituresExpendituresExpenditures

Committee Costs $3,500 $3,500 $0 0% $3,500 $3,500 $3,500 $3,500

Conferences & Meetings $20,855 $20,855 $0 0% $20,855 $20,855 $20,855 $20,855

Grants & Donations $58,300 $61,600 $3,300 6% $61,800 $62,000 $62,200 $62,400

Miscellaneous $8,245 $8,245 $0 0% $8,245 $8,245 $8,245 $8,245

Public Relations $10,950 $10,950 $0 0% $10,950 $10,950 $10,950 $10,950

Salaries $480,711 $492,899 $12,188 3% $518,552 $548,444 $560,787 $573,147

Training $15,500 $15,500 $0 0% $15,500 $15,500 $15,500 $15,500

Utilities - Telephone $6,725 $6,725 $0 0% $6,725 $6,725 $6,725 $6,725

$604,786 $620,274 $15,488 3% $646,127 $676,219 $688,762 $701,322

Totals $604,786 $620,274 $15,488$15,488$15,488$15,488 3%3%3%3% $646,127 $676,219 $688,762 $701,322

ProposedProposedProposedProposed

ChangesChangesChangesChanges
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District of Maple Ridge
Office of the Chief Administrative Officer – Communications
Business Plan 2012 – 2016

1.0 Executive Summary

The Communications Department provides advice and assistance to Council and staff in the
organization. The department’s activities include disseminating timely and accurate information,
ensuring customers and employees have ample opportunities for input/participation, and developing
communications strategies for specific issues. The department is also responsible for assisting with the
advertising and promotion of District programs and events and creating and supporting a consistent
identity for communications.

2.0 Corporate Overview

Strategic Alignment
Governance and Community Relations
By facilitating the two-way flow of timely and accurate information, the Department directly
supports the Governance and Community Relations focus areas in Council’s Corporate
Strategic Plan. Open and honest exchange is at the heart of the Governance goals of:
 conducting our business in a manner that will uphold and enhance the public trust
 functioning as an open government with the greatest possible access by citizens to

information and decision making processes

Similarly, efforts are in complete alignment with the Community Relations goals of:
 encouraging citizen participation in local government and local government decision-

making
 developing methods to communicate on a timely basis with citizens and community

groups

The Communications Department receives frequent enquiries from the public including
media and does its best to assist the customer to receive the information they are enquiring
about. Often this involves coordinating efforts between other departments, the Mayor’s
Office and Council members.

In addition to these contributions, the Communications Department assists other
departments that are directly involved in the attainment of Council’s strategic focus areas.
Assistance is provided by ensuring accurate and timely information is easily accessible, by
facilitating a two-way dialogue on current issues and, by ensuring activities and services are
properly advertised.

The Manager Corporate Communications has regular contact with external government
departments and agencies such as other municipalities, the Provincial Government and
TransLink.

One of the key tools used to support the strategic focus areas is the municipal website.
www.mapleridge.ca contains current and factual information on many topics in every focus
area and also provides interested parties with an opportunity to respond via email. Ensuring
information on the web is easy to find and up-to-date is one of the department’s critical
contributions.
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Interdependencies
A key role of this department is to provide corporate communications support to all departments
within the organization.

3.0 Departmental Overview

Services Provided
Services Provided
External Communications
 The Department has a responsibility to ensure that external customers have easy access

to timely, accurate and meaningful information relating to planned and current District
activities and are also kept informed of positive events in the community. Equally
important is the Department’s responsibility to work with other District departments to
facilitate and encourage customer input and to ensure external customers are aware of
the variety of opportunities they have to provide input on matters before Council.

Internal Communications
 The District’s customers are best served when employees have knowledge of relevant

issues and recent decisions made relating to their service area and the entire
organization. The organization is best served when employees have opportunities to
provide input into current issues and have avenues to make suggestions on improving
effectiveness and efficiency. The Communications Department attempts to facilitate this
two way flow of information by ensuring accurate information is promptly available; by
providing tools and systems all employees can use to gain access to, and comment on,
this information and; by encouraging staff to make it a priority to seek and share their
knowledge and ideas.

Issues Management
 On an ongoing basis projects and issues will arise that are of great interest to members

of the community and are of a nature that the preferred solution of one group is
inconsistent with the preferred solution of another. The Communications Department’s
role is to help Council articulate the message(s) they wish to deliver on the matter and to
assist Council in delivering that message to the different audiences in the most effective
way for each target group.

Emergency Operations Centre Communication
 When emergencies or critical incidents happen and involve the District, the

Communications Department plays an integral role. Normally acting as the ‘Information
Officer’, this position works closely with the all sections of the Emergency Operations
Centre and other stakeholders such as utility operators and other government
communication representatives to ensure accurate and timely information is being
distributed to all concerned parties.

Media Relations
 The media play a critical role in informing and influencing public attitudes, opinions, and

behaviours. Therefore, it is important that the District understand the needs and
motivations of the media and conduct communication business accordingly.

Advertising and Promotion
 The District delivers or contracts for a large variety of services that our citizens value.

Making citizens aware of these services and activities through advertising and
promotional activities is the responsibility of specific departments with assistance from
the Communications Department. The Communications Department’s role revolves
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around reviewing advertising and promotional material to ensure graphic and
grammatical standards are adhered to and sometimes is asked for creative or production
input. The Department may also assist and support in other areas such as municipal
special events and ceremonies.

Protocols
 Being a government organization, protocols need to be attended to. This involves

activities such as providing guidance on the proper use of the corporate logo/crest,
correct positioning of flags, inviting and welcoming dignitaries and speaking order at
special events.

Visual Identity Standards
 It is important to develop, promote, and enforce visual identity standards so that all

communication from the District is instantly recognized as information from Maple Ridge.

Customers
Citizens, property, and business owners of Maple Ridge, Council and staff of the District of Maple
Ridge, District website users including prospective citizens, visitors, business investors, and
researchers.

Values
 Prompt, courteous and responsive service for all customers
 Open, honest and timely communication
 Clear and consistent messaging in all District communications
 Effective communication to maintain trust and credibility with the District’s citizens and

employees

Organization Chart

Total Expenditure Budget = Included in CAO Budget
Full-Time Equivalent Staff = 1.4

Highlights of 2011 Accomplishments
2011 Deliverables Proposed in
Business Plan

Detailed Progress
as of (Sept 30/11)

%
Complete

Develop and implement a robust
Communications Strategy and Plan.

Draft in progress with completion scheduled
for December 2011.

5%

Review structure of existing
Communications Committee and
implement recommendations.

Merged Communications and Web
Committees into one overall
Communications Committee.

100%

Get Out the Vote – in conjunction
with Clerks Department develop and
implement a plan to educate voters
and encourage participation on
election day.

Developed and prepared “Be A Voter”
paper, online and social media campaign
for Maple Ridge and Metro Vancouver in
collaboration with Metro Vancouver
colleagues.

100%
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2011 Deliverables Proposed in
Business Plan

Detailed Progress
as of (Sept 30/11)

%
Complete

Write and conduct a weekly radio
update on Maple Ridge events and
issues.

Cancelled. Reviewed and decided program
does not fit with the communications
strategy.

0%

Increase the District’s presence on
social media (Twitter, Facebook)
working with each department and
the Website and Communications
Committees.

Facebook and Twitter implemented.
Training to be provided on “the voice” in the
Fall. Six social media moderators have been
appointed to maintain sections. More
moderators are to be recruited.

75%

One voice for website content –
Review the existing website and
work with each department to
develop a common voice for all the
verbiage.

Deferred to Second Quarter 2012. 0%

Accomplishment Highlights of Ongoing Items
Produce, distribute, and post
Citizens Report.

Collaborative project between community-
based graphic designer, photographer and
District staff resulting in significant cost
savings.

100%

Ongoing Deliverables
 Develop and post information that supports public access and awareness of District

programs and ongoing work in print, online at mapleridge.ca and the District’s social media
pages.

 Work with expert staff in acknowledging and responding to public enquiries received by mail,
emails or social media posts.

 Work with Department Ambassadors, Communications Committee members and the
Corporate Management Team to “keep Communications in the Loop.”

 Assist District Departments with any protocol issues related to community events.
 Regularly attend Council meetings to stay updated on various Council and community issues.
 Attend CMT and Directors’/Exempt staff meetings to look for communications linkages and

themes and keep abreast of development throughout the diverse scope of District activities
 Write and distribute news releases and organize news conferences pertaining to important

District events and issues.
 Liaison with the local newspaper holding the District’s contract to ensure advertisements and

articles are in line with the District’s expectations.
 Ensure employees have up-to-date and accurate information related to Emergency

Operations Centre events and be ready to assist and support the District’s Emergency
Operation Centre when it is activated.

Found Milestones
 Reviewed and modified the RFP process for newspaper advertising contract.
 In preparation for the Real Estate Investment Network (REIN) visit, refurbished the “Beast”

and worked with the Downtown Business Improvement Association (DBIA) to develop new
banners for the Town Centre.

 In conjunction with the Planning and Engineering departments as well as the Maple Ridge
Museum & Archives redesigned the historical walking tour signs to be consistent with the
Wayfarers project.

 Developed “Maple Ridge This Month”, a newsletter which lets the public know about the
important meetings and events in our community.
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 Coordinated several large events including: the Cam Neely “Stanley Cup” event, the Cam
Neely “Spirit of Wood” unveiling ceremony, the SPCA grand opening event, the Lions’ “Eagle”
unveiling, and the Town Centre grand opening.

 Developed a Flag and Banner policy and a Social Media policy.
 Created a better, high quality photography archives to be used for presentations and reports.

4.0 Environmental Scan
 A strategic approach to communications will better meet the needs of the community and

the organization.
 It is important to ensure that Communications has knowledge of the various activities

occurring within the District in order to respond effectively to public and media enquiries.
 Increasing interest in using social media has created a need for the District to monitor and

react to trending issues.

5.0 Performance Measures/Indicators

5.1 Service Area Goal: External Communication
The goal of this service area is to ensure that our external customers have easy access to timely,
accurate and meaningful information related to planned and current District activities and are
also kept informed of positive events in the community; and, to ensure our external customers
are aware of the variety of opportunities they have to provide input on matters before Council. It
is also important that visual identity standards are developed, promoted, and enforced so that all
communication from the District is instantly recognized as information from Maple Ridge.

Objectives:
 Citizens and customers have easy access to timely, accurate, and meaningful information

regarding District activities and issues.
 The public is informed about what is happening in the community.
 The public is aware of the opportunities they have to participate in Council’s decision-making

process.
 Customers and other stakeholders have access to documents and other materials from

which they can learn about District performance and achievements.
 An event calendar is used to plan for recurring events in the community.
 A library of photographs of the community and community activities is maintained.
 District communications tools will have a look and feel that over time become synonymous

with Maple Ridge.
 Standards will exist that define how our logo and other identity pieces can and cannot be

used.
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Measures:
Citizen Satisfaction with District Information
This graph represents the percentage of surveyed residents who reported being very satisfied,
somewhat satisfied, and neutral, with the amount of information they receive from the District.
Not included are the percentage who were somewhat dissatisfied, very dissatisfied, or didn’t
know how satisfied they were. In 2011 a number of new communication initiatives were
introduced to expand the ability of citizens to access information in print and online.

Citizen satisfaction is measured through the use of a telephone survey conducted by an
independent firm. The next survey will be conducted in early 2012. This new survey will be done
using a voluntary online questionnaire. The change in methodology will create new ‘baseline’
data that will be used to refine the District communications methods.

Action Responsibility Timeline
Produce, distribute, and post the Citizens Report Manager April 2012
Produce and distribute a community Tax Newsletter Manager May 2012
Update graphic standards for the District to create a
consistent brand identity

Manager April 2012

Work with the newspaper to develop ad templates and
styles

Manager February 2012

Review visual standards for Protective Services, Bylaws,
and Parks

Manager June 2012

Develop one voice for website content Manager June 2012
Complete the development of the District Social Media
Policy including the departmental and staff training on
management and responsibilities of social media

Manager March 2012

Assist Community Development, Parks & Recreation
Services (CDPR) and Strategic Economic Initiatives (SEI)
with the development of community capacity building
and capacity development

Manager,
CDPR Manager
SEI Manager

August 2012

Provide media training for Council and General
Managers

Manager March 2012

Work collaboratively with Public Works & Development
Services (PWDS) and SEI to communicate the status of
commercial and residential development in Maple
Ridge

Manager 2013

Working with PWDS and CDPR to support the
development and roll out of a Bear Aware Program

Manager
PWDS Manager
CDPR Manager

March 2012
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Ongoing Deliverables:
 Produce Council This Week, Maple Ridge This Month, and the monthly newsletter.
 Post social media announcements and monitor both Facebook and Twitter.
 Work in partnership with and encourage District departments to post and distribute public

information and communicate projects to the public in a timely fashion.
 Acknowledge receipt within one business day when public enquiries are received through the

Communications Department and further indicate when full responses can be expected.
 Prepare and submit award applications.
 Write and distribute news releases and organize news conferences pertaining to important

District events and issues.
 Liaison with the local newspaper holding the District’s contract to ensure advertisements and

articles are in line with the District’s expectations.

5.2 Service Area Goal:  Internal Communication
The goal of this service area is to facilitate the flow of information between all levels of the
organization and departments by ensuring accurate information is promptly available; by
providing tools and systems all employees can use to gain access to, and comment on, this
information and; by encouraging staff to make it a priority to seek and share their knowledge and
ideas.

Objectives:
 Employees have easy access to timely, accurate and meaningful information regarding

organizational activities and issues.
 Employees are and feel informed about what is happening in their department and the

organization.
 Employees are aware of the opportunities they have to influence decisions that impact their

work.
 Information provided is timely, accurate, easily understood and is presented in a professional

manner.
 Departments are conscious of and diligent about providing adequate notice to each other

concerning changes that will or may affect others.

Ongoing Deliverables:
 Develop and post information that supports public access and awareness of District

programs and ongoing work in print, online at mapleridge.ca and the District’s social media
pages.

 Work with expert staff in acknowledging and responding to public enquiries received by mail,
emails or social media posts.

 Work with Department Ambassadors, Communications Committee members and the
Corporate Management Team to “keep Communications in the Loop.”

 Assist District Departments with any protocol issues related to community events.
 Regularly attend Council meetings to stay updated on various Council and community issues.
 Attend CMT and Directors’/Exempt staff meetings to look for communications linkages and

themes and keep abreast of development throughout the diverse scope of District activities
 Write and distribute news releases and organize news conferences pertaining to important

District events and issues.
 Liaison with the local newspaper holding the District’s contract to ensure advertisements and

articles are in line with the District’s expectations.
 Ensure employees have up-to-date and accurate information related to Emergency

Operations Centre events and be ready to assist and support the District’s Emergency
Operation Centre when it is activated.
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6.0 Operating Budget
Administration, Communications, and Sustainability & Corporate Planning functions are all
included in the Office of the Chief Administrative Officer’s budget.

7.0 Capital Budget – None

8.0 Information Technology – None

9.0 Incremental Packages – None
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District of Maple Ridge
Office of the Chief Administrative Officer – Human Resources
Business Plan 2012 – 2016

1.0 Executive Summary

The Human Resources Department (HR) is a team of seven employees dedicated to providing the 600
plus full and part-time staff members of the District of Maple Ridge with a comprehensive suite of
services to help them be engaged in their work and maximize their individual contribution to the
District’s goals and projects.

Excellence in human resources starts by recruiting and promoting the best people into the wide array of
jobs in the District. After we recruit, screen, and hire the right people, HR helps make sure the
organization focuses on the overall vision and goals of the organization by ensuring each employee has
an individual performance plan that defines and describes the employee’s role in achieving their
department’s work plan. In addition, the HR team facilitates many focus groups that allow staff members
the opportunity to provide input to strategic initiatives and the training program and bring forward
operational improvements that they see as they perform their duties and interact with colleagues and
the public.

The individual performance plans also provide an opportunity for the employee and their supervisor to
identify growth and development needs and opportunities. Staff development is supported through
internal and external training and project opportunities.

The negotiation and day to day administration of two collective agreements (including grievance and
classification administration) is an important ongoing service.  2012 will be a particularly active year for
labour relations activity as both collective agreements (CUPE and IAFF) are “up” for renegotiation.  In
addition, Mr. Leeburn has been appointed to a second term as chair of the regional Human Resources
Advisory Committee and, as such, he will be an active participant in the ongoing review of the model for
regional labour relations services.

In order to promote efficiency, accountability, productivity and the well being of our staff, the HR team
administers the Attendance Support program, Employee Assistance programs, Occupational Health and
Safety programs, Employee Recognition programs and employee welfare benefits administration. This
group is also responsible for the processing of our bi-weekly payroll and all of the associated reporting
and reconciliation responsibilities.

2.0 Corporate Overview

The paragraphs below (under Strategic Alignment) describe how the HR department contributes
to the District’s strategic plan.  The District’s strategic plan focuses on what we aspire to as a
community and what the District can do to move towards that vision.  Running parallel with the
District’s strategic plan is the internal organization’s strategic priorities.  The organizational
priorities describe what the organization needs to focus on to deliver our services in the most
effective and efficient manner possible while at the same time creating and maintaining a work
environment that engages and inspires our employees.
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The organizational priorities were defined in 2005, re-confirmed in 2008 and overwhelmingly
reaffirmed in 2011. The three priorities are:

1. The need to enhance leadership capacity at all levels of the organization.  In Maple
Ridge, leadership is defined as the ability to influence others through positive
relationships.  If leadership is the ability to influence that means every employee can be
a leader and HR’s focus is to help develop leaders and develop relationship skills.

2. The need to improve our cross-functional involvement.  Our customers don’t see us as
“parks employees” or “engineering employees” they see us as District employees.  As
such, we all need to know what services are provided by the department we work in, the
division we work and, the organization generally. We need to develop mind-sets and
systems that allow us to share information and we need to create opportunities for
employees to come together for work, learning and social interactions. HR helps meet
each of these needs.

3. Succession Planning.  Our demographics tell us that we are about to absorb the “silver
tsunami;” a wave of retirements of baby boomers.  In addition to the anticipated or
predictable retirements we are also going to endure departures of key employees who
are enticed away by other employers who are experiencing similar levels of turnover.  Two
key strategies emerge form this; one, we need to do what we can to ensure our current
employees are prepared to compete for vacancies; two, we need to ensure that the full
package of working conditions, compensation and benefits is competitive enough to
attract quality candidates where we do not have a natural internal successor.

Corporate Strategic Alignment
Environment
 Continue to promote individual, community and corporate responsibility for the

stewardship of natural resources by leading an employee group that is championing
sustainable practices in the work place. The work group has implemented and is
working on initiatives in the areas of the 3R’s waste reduction, alternative commuter
transportation and energy reduction.

 In conjunction with the Information Services department, the HR group has
developed and implemented a telework policy that enables many employees to work
from home and still have access to all computer systems and files.

 The on-line employment application program significantly reduces the amount of
paper used in the recruiting process

Transportation
 Promote alternative modes (pedestrian, bike and public transit) of travel to reduce

reliance on the automobile by working with a number of District departments to make
it feasible for employees to ride their bicycles to work by ensuring the provision of
secured bicycle storage and the availability of shower facilities. Car-pooling is also
encouraged through a discount on parking fees for employees who share a parking
permit and using the Jack Bell portal to link our employees with other commuters
with same commuting patterns.

Safe and Livable Community
 Establish an emergency response and recovery plan in consultation with other public

sector agencies, community groups, and other relevant stakeholders The Human
Resources Department makes an important contribution to the Emergency
Operations Centre by ensuring employee and volunteer Health & Safety and risk
issues are considered and by providing back-up Public Information Officer services.
The Department has also taken a lead role in developing and implementing
emergency preparedness procedures for all tenants in the Municipal Hall and Tower.
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Financial Management
 Provide high quality municipal services to our citizens and customers in a cost

effective, efficient and timely manner. Our strategic approach to labour negotiations;
health, safety and attendance support activities, benefits funding model and,
benefits tendering and funding processes all support this goal. This document is
evidence of our commitment to the business planning process as a decision making
and measurement tool.

Inter-Government Relations/Networks
 Develop and maintain strong, positive working relationships with our adjacent

neighbours, the municipalities of Pitt Meadows and Mission; the Katzie and Kwantlen
First Nations; our fellow members of the Greater Vancouver Regional District; and the
Fraser Valley Regional District. By Chairing the Human Resources Advisory
Committee (HRAC) and by continuing our strong working relationship with the Labour
Relations Department of Metro Vancouver the HR department has a strong network
of relationships in industry across Metro Vancouver. This network is strengthened by
our involvement through our active participation in HRAC sub groups collectively
working on regional safety, training and payroll issues.

Economic Development
 Develop a customer-service oriented approach to the delivery of municipal services

that is timely, cost effective, friendly, and efficient. The HR department works with
line departments to develop training programs that meet the customer service needs
of those operations. This year we worked closely with the Public Works and
Development Services front counter and back-of-house group. Over the years the
department has also been heavily involved in organizational structure reviews of
other District departments and divisions the goals of which include improved
customer service

Interdependencies
 The reality is that many of the programs HR helps develops are heavily dependent on the

operating departments to execute. For example, the performance planning program,
attendance support program, health and safety program and assessment of training
requests are all reliant of the leadership and involvement of supervisors and managers. HR
can help build these programs but without the efforts of the line departments these
programs are reduced to best-practices binders sitting on a shelf.

 Annually, HR facilitates a number of focus groups to get input on HR programs and other
organizational initiatives. We are dependent on all our other departments to free-up their
employees to serve on these work groups.

 In 2012 we will be selecting and implementing a new online employment application system.
Consequently, we will need the assistance of the Information Services department to
complete this project.

3.0 Departmental Overview

Services Provided
 Administration and Employee Involvement Activities (organizational development needs

assessments, performance planning, employee recognition and suggestion programs,
fundraising, social activities, employee files, employee newsletter, and Human Resources
reception)

 Attendance, Health, Safety Programs (WCB compliance, attendance support, early return to
work program, safety training, investigations, risk management, and safety orientation)
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 Classification and Salary Administration (job descriptions, reclassifications, exempt
recognition program, exempt compensation reviews, regional pay/benefits, and surveys)

 Labour Relations (collective bargaining; grievances; human rights and harassment issues;
collective agreement, labour law and policy interpretation and advice, and labour relations
data)

 Payroll and Benefits Administration (welfare benefits tender and administration, employee
assistance program, payroll administration, new employee setup, HRIS, payroll changes, and
payroll data entry)

 Recruitment (on-line employment application system, employee recruitment, orientation
program, and exit process)

 Training (needs analysis, strategic alignment, policy administration, succession planning,
sourcing facilitators, and career development counselling)

Customers
Council, employees, and external applicants

Values
 Mission Statement: The mission of the Human Resources Department is to provide high

quality assistance and advice to our customers on human resources issues and to help
foster a work environment that maximizes the capabilities of our people. The Human
Resources Department actualizes this mission by helping our customers set themselves up
for success. We do this by working with managers to select the right people; by providing
employees with tools and systems to mutually establish and monitor expectations, by
identifying and delivering employee training and development needs; by attempting to
negotiate more practical working arrangements; by working proactively to maximize the
health, safety and attendance of our staff; and, by ensuring our employees are appropriately
recognized and compensated for their efforts.

Organization Chart

Executive Director
to the CAO

John Leeburn

Manager Payroll
& Employee

Relations
Michelle Wetherill

Payroll Coordinator
Cynthia Ulrich

Clerk II
Catherine Schmidt

.5 FTE

Senior Human
Resources Officer

Steve Traviss

Personnel Officer
Kathy Lamont

Human Resources
Assistant

Dee Nagra

Executive Director to the CAO – 70% (remaining 30% is work for CMT and Council)

Total Expenditure Budget = $1,240,496
Full-Time Equivalent Staff = 6.2
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Highlights of 2011 Accomplishments
2011 Deliverables Proposed in
Business Plan

Detailed Progress
as of (Nov 30/11)

%
Complete

Pension pre-sessions – Financial &
Lifestyle

Financial scheduled for E-day (Nov 29)
Lifestyle scheduled for Q3 2012

50%

Automate vacation entitlement
calculation

Business requirements submitted to
Information Services – in their queue

20%

Explore scheduled HR presence at
Fire Hall and Operations

Will have conversation with Ops Mgmt in
Q4. Drop Fire Hall

0%

Create and implement recruitment
work flow process (including
checklist and templates)

Drafts complete. Need further input. Will be
finalized Q4

75%

Re-do employee engagement
surveys previously administered in
2006 and 2008

Survey(s) will be administered November 29 100%

Analyze and, as appropriate, act on
results of employee engagement
survey

Action plan following analysis of surveys 0%

Review with Council if, and how,
they wish HR to assist with
establishing the compensation
levels for the incoming 2012-2014
Council

Complete. New rates adopted in late July 100%

Conclude Fire Collective Bargaining Proposals drafted. Awaiting regional trend
to establish

20%

Prepare for CUPE Collective
Bargaining (contract expires Mar 31,
2012)

Bargaining proposals have been drafted 20%

Establish Joint committees flowing
from CUPE bargaining
 Job share
 Classification review process
 Joint benefits
 Job postings

Complete
Complete
Union not interested
Complete

100%
100%

0%
100%

Support the employee initiated sick
leave usage promotional campaign

Poster campaign complete 100%

2009 OH&S audit
 Continue to address the issues

identified
 Re-audit the OH&S program

subsequent to addressing 2009
issues

Have spent much of year getting ready for
audit.
Audit scheduled for middle 2 weeks of
November

100%

Process to ensure greater follow-up
by those that supervise on
attendance issues

Met with Managers, now only generate
calendars for those above a certain
threshold

ongoing

Implement (including employee
training and publicity efforts) and
fine tune the ATS and recruiting web
page

System up and running. Working thru the
bugs. Kiosk at Ops installed

100%

Implement and promote revised
training policy

Complete 100%
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2011 Deliverables Proposed in
Business Plan

Detailed Progress
as of (Nov 30/11)

%
Complete

Explore with CMT and Directors how
HR can support specific
department’s efforts to improve the
department’s service to its clients.
Implement, as appropriate, any
programs/activities arising from the
exploration

Initial project complete in PW&DS. Service
standards established and presentation to
Council Nov 7

100%

Administer 2nd cohort of
supervisory training

Complete 100%

Act on results of 2010 employee
involvement survey conducted in
August 2010

Implemented Community Builders Group
and All-staff E- Day

100%

Identify missing job descriptions and
ensure a job description exists for
every position. Six left to create

No progress made 0%

Continued implementation of
desired modules (licences) in the
Human Resources Information
System)

Dropped as a project. 0%

Develop and implement “respectful
workplace guidelines” that include
expectations around references to
the employer on social media sites

Research done. Guidelines will be
developed in 1st Q 2012

20%

Re-launch the Telework policy and
program in conjunction with the
technology changes that will more
easily enable working from home

Complete 100%

Assist with training related to the
implementation of the new phone
system

Awaiting roll-out 0%

Continue to improve the new
employee orientation/onboarding
process

Student project (best practices)
 Fillable forms implemented
 Buddy system Q4
 Improved checklists Q4

100%
50%
75%

Ongoing Deliverables
 Ensuring HR programs are aligned with organizational strategic direction and priorities
 Providing employees with opportunities for input into HR programs and other corporate

initiatives
 Ensuring opportunities exist for employees to get together in learning, wellness, fund-raising

and social settings
 Administering classification reviews for employees whose jobs have evolved
 Assisting departments with labour relations and human resources advice
 Develop and maintain positive working relationships with Union Executives
 Assisting departments with attendance support activities
 Bi-weekly payroll for >630 employees
 Benefits (vacation, health, dental, life insurance, pension) administration for employees
 Review, documentation and improvement of administrative processes
 Assisting departments with recruitments (average of 80 per year)
 Implementing and monitoring succession plans for specific positions
 Administering training policy and budget
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 Sourcing trainers/facilitators for in-house programs and working with these people to tailor
the content to our needs

 Continuing implementation of corporate document management process
 Lead and/or participate on a variety of corporate committees (communications, newsletter,

IS steering committee)
 Worksafe claims administration
 Retirement counselling and administration
 Represent departmental interests on the Records Management Committee, assist in records

management software selection and implementation, and assist in the implementation of
appropriate records management practices in the Department

Found Milestones
 HRAC Chair and involvement in MV LR Function Review
 Development and implementation of Extended Hours Guidelines
 Afternoon shift/Graveyard shift position at Ops
 Leisure Centre Front Counter workplace investigation and report
 Resolution of two discipline arbitrations (prior to arbitration)
 Work to exclude two HR employees from the CUPE bargaining unit
 Research and recommendations to entice IAFF members to apply for Assistant Chief vacancy
 Labour Law Services RFP and award
 Training Needs Analysis
 Drug and Alcohol Policy
 Refresh succession data and refine succession plans
 Implementation and administration of ASO contract for EHB and Dental benefits
 Administration of changes to group 5 pension costs
 Revised Mileage allowance policy
 HR and Payroll “dog & pony shows”
 Confirming beneficiaries for life insurance and service severance

4.0 Environmental Scan
 Still positive working culture
 Good relationships with both Union Executives
 Strong desire for structured opportunities for cross-functional involvement (work and learning

opportunities)
 Too much “doing” not enough time for “leading” at mid-level
 Combination of demographics and improving economy means we will have to be attentive to

ensuring our culture and our terms and conditions of employment contribute to retaining and
attracting staff

 Issues related to demographics and improving(?) economy
 Higher turnover
 Need for formal processes for knowledge transfer
 Succession readiness
 Retiree readiness

 Community and organizational expectations outstripping resources
 High demand on training account
 Unknown impact of the restructuring of the regional labour relations function
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5.0 Performance Measures/Indicators
2005 2006 2007 2008 2009 2010 ‘11 Oct 31

% FT P/Plans Completed 66.53% 63.48% 57.24% 76% 72% 62%

# Job Postings 66 85 99 111 55 59 78

# New External Hires 10 10 15 19 8 22 16

# Retirees 4 6 6 7 3 8 4

# ‘ees in career programs 20 17 25 63 104 128 38

# one-off sessions attended 79 130 180 103 110 153 125

Sick Leave Hours 17,280 21,040 20,014 22,314 28,117 24,797 26,811

WCB Hours 1,562 5,323 7,110 5,427.50 1,926 2,575 1,948

WCB Experience Rating -19.2% -22.0% -6.5% +5.1% +17.3% +10.1% -8.5%

# Grievances 4 10 10 3 4 3 14

#Arbitrations re Grievances 0 0 0 0 0 0 0

Avg Biweekly Pay Advices 455 490 512 551 569 573 580

Avg Biweekly Pay Run $694,484 $776,010 $836,433 $954,873 $1,036,982 $1,103,617 $1,166,219

# United Way Donors 127 87 115 127 111 106 99

United Way $ Raised $27,113 $28,791 $30,227 $33,285 $32,788 $33,464 $31,062

5.1 Service Area Goal: Employee Involvement
In general terms, the goal of this service area is to facilitate a variety of ways that employees can
communicate and interact. We strive to ensure that employee information is accurate and
accessible.

Objectives:
 Demonstrate that our people are our most valuable resource.
 Facilitate communication of goals and expectations between employees and their

supervisors by ensuring that the quality and quantity of Performance Plans completed is
high.

 Suggestion and Recognition programs are seen as credible.
 Provide opportunities for employees across the organization to come together for work, fund-

raising and social activities.

Action Responsibility Timeline
Review results of organizational development survey
conducted in Fall of 2011. Develop and prioritize action
items.

John L Q1

Review results of employee “WBA” survey conducted in
November 2011. Develop and prioritize action items.

John L Q1

Implement priority items from both employee surveys John L Q1-4
Develop and implement Respectful Workplace
Guidelines

Steve T Q1

Improve the availability of information relating to HR
services and programs (paper and electronic access)

Michelle Q1

Ongoing Deliverables
 Performance plans
 Newsletter & other communication
 Fund raising
 Social events
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5.2 Service Area Goal: Attendance, Health & Safety
The goal of this service area is to reasonably ensure the occupational health and safety of
employees by taking all precautions to protect employees against occupational injuries and
industrial diseases and to comply with WCB regulations. We want to ensure our employees are
aware of the preventative safety measures related to their job. Further, we will work to facilitate
the earliest return to work possible for any employee absent due to illness or injury. Specific
goals in this area include: raising the profile of health and safety activities, continuing with the
development of policy, reviewing ergonomic set-ups, and offering training to supervisors and co-
workers relating to the benefits and “how-to’s” of creating modified duties opportunities for
workers.

Objectives:
 Reduced level of sick leave usage
 Reduced WCB lost time
 Increased graduated return to work initiatives

Action Responsibility Timeline
Application for COR early return to work certification Steve Q3
Develop drug and alcohol policy Steve Q3
Conduct internal audit to maintain COR certification Steve Q4

Ongoing Deliverables
 Attendance support
 OH&S program compliance
 Worksafe claims administration
 Employee wellness

5.3 Service Area Goal: Job Classification and Compensation
To ensure relatively accurate job descriptions exist for each position and that the salary paid to
each position is appropriate and consistent with internal and regional pay/benefits standards

Objectives:
 Controlled access to classification reviews

Action Responsibility Timeline
Ensure job descriptions for all positions Dee Q3

Ongoing Deliverables
 Job descriptions
 Classification reviews
 Exempt compensation

5.4 Service Area Goal: Labour Relations
The goal of this service area is to negotiate the terms and conditions of employment of our
unionized employees and to ensure consistent interpretation and application of the terms
(Collective Agreement). The department also has strong representation on the CUPE and IAFF
Labour Management Committees and works to ensure these committees meet their mandates
as described in the respective collective agreements

Objectives:
 Education of supervisors and employees re their respective rights
 Timely resolution of grievances
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Action Responsibility Timeline
Complete Fire Bargaining John L Q4
Complete CUPE Bargaining John L Q4
Work flowing from MV LR Function review John L Q1-4

Ongoing Deliverables
 Collective bargaining
 CA interpretation
 Grievance administration
 Incident investigations

5.5 Service Area Goal: Payroll & Benefits Administration
The goal of this service area is to ensure employees are paid accurately and promptly and
provided with the negotiated level of benefits coverage in the most cost-effective manner. A
further goal is to ensure employee awareness of the essential nature of their benefits. The Joint
Benefits Committee will continue maximizing the value of the various employee benefits and
ensure that competitive premiums are paid for benefits. We will maximize the new Payroll
systems, and explore the capabilities of the Human Resources Information Systems package we
currently own.

Objectives:
 Employees receive correct pay and deductions every pay period
 Employees are knowledgeable about their level of benefits coverage and that Human

Resources staff able to thoroughly explain benefits and pension plan details

Action Responsibility Timeline
Payroll disaster plan Michelle Q2
Automate vacation entitlement Michelle Dependent on IS

workload
Total Compensation Report for Employees (the value of
each employee’s salary & benefits)

Cynthia Q2

Migration of Payroll system from one Operating System
to another

Cynthia IS to determine
timing

Migration of Fire payroll data entry to their new “Roster”
system

Cynthia Fire to determine
timing

Ongoing Deliverables
 Payroll for >630 employees
 Administration of Manulife suite of benefits
 Administration of municipal pension

5.6 Service Area Goal: Recruitment
The general goal of this service area is to assist the user departments to select the best
candidate for their vacancy and to fill clerical relief positions promptly.

Objectives:
 Recruit the best candidates and promptly fill vacancies including temporary clerical

vacancies with qualified staff

Action Responsibility Timeline
Review and revision of Criminal Record Search policy Steve Q2
Selection and Implementation of replacement
Application Tracking System

Michelle End of Q2
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Ongoing Deliverables
 Job postings
 Recruitment processes
 On-line application system administration

5.7 Service Area Goal: Training
The goal of the training program is to ensure our employees have the knowledge and skills
required to perform their present job and to prepare them to accept future challenges.
Succession planning will continue to be a focus in 2012 as the Department works with user
departments to develop candidates to compete for future retirement vacancies.

Objectives:
 Opportunity for employees to pursue career aspirations
 Provide in-house training

Action Responsibility Timeline
Creating individual development plans for employees
identified as potential successors for critical positions

John L Q2

Offer course(s) on the non-financial aspects of the
transition into retirement

Michelle Q3

Refine and run 3rd cohort of supervisory program Steve Q1-4
Continue the work with BCIT to develop program that
recognizes previous education and work experience as
credits towards a Diploma or Bachelors level degree

Steve Q2

Support, as required, training initiatives that flow from
the PW&DS customer service standards work
completed in 2011

John L PW&DS to
determine timing

Ongoing Deliverables
 Administration of training policy
 Alignment with strategic direction
 Succession planning
 Sourcing of facilitators

6.0 Operating Budget
Proposed Financial Plan 2012-2016

Human Resources
2011 2012 2013 2014 2015 2016

Adopted Proposed Proposed Proposed Proposed Proposed
Account $ %
Expenditures

Consulting $19,185 $19,185 $0 0% $19,185 $19,185 $19,185 $19,185

Counseling $15,780 $15,780 $0 0% $15,780 $15,780 $15,780 $15,780

Labour Relations $30,000 $30,000 $0 0% $30,000 $30,000 $30,000 $30,000

Miscellaneous $12,668 $12,668 $0 0% $12,668 $12,668 $12,668 $12,668

Municipal Functions $18,300 $18,300 $0 0% $18,300 $18,300 $18,300 $18,300

Program Costs $88,738 $88,738 $0 0% $88,738 $88,738 $88,738 $88,738

Recruiting Costs $48,500 $48,500 $0 0% $48,500 $48,500 $48,500 $48,500

Salaries $703,967 $750,334 $46,367 7% $785,160 $817,641 $851,408 $885,177

Special Projects $31,000 $31,000 $0 0% $31,000 $31,000 $31,000 $31,000

Training $212,516 $225,991 $13,475 6% $233,947 $242,212 $250,551 $258,710

$1,180,654 $1,240,496 $59,842 5% $1,283,278 $1,324,024 $1,366,130 $1,408,058

Totals $1,180,654 $1,240,496 $59,842 5% $1,283,278 $1,324,024 $1,366,130 $1,408,058

Proposed
Changes
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Proposed Changes or Remarks:
Salaries: Two positions were excluded from the Union Contact at a cost in 2012 of about $ 19,000

and the balance of the increase is in line with the corporate-wide applied contingency for
wages and benefits costs.

7.0 Capital Budget – None

8.0 Information Technology – None

9.0 Incremental Packages – None
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District of Maple Ridge
Office of the Chief Administrative Officer – Strategic Economic Initiatives
Business Plan 2012 – 2016

1.0 Executive Summary

The Department of Strategic Economic Initiatives provides information and resources to help citizens
start or grow their business. We market investment opportunities in Maple Ridge to our strategic priority
sectors – Advanced Technology, Education and Tourism. Our strategic goal is to attract industrial and
commercial investment that will diversify the tax base and create high value local jobs. The District of
Maple Ridge is also proud to offer ‘one-stop’ Film Production Liaison services to assist the industry with
location scouting and filming logistics.

2.0 Corporate Overview

Our department is the economic development office for the District. Our goal is growing the
economy by delivering a range of programs and encouraging innovation in the priority sectors.
For the next few years our geographic focus is on the Town Centre Area, using the Town Centre
Investment Incentive Program as a tool to accelerate investment.

We are often the first point of contact for those considering Maple Ridge as a place to move,
invest or visit. In addition to investment attraction, we have a dedicated Business Retention and
Expansion position to help ensure that existing businesses are well-positioned for success.

Film is BIG business in BC, and Maple Ridge enjoys more than our share of the action. Maple
Ridge is frequently cited by the BC Film Commission as a model for film production liaison
services. In addition to our goal of continuing to attract our share of available productions, we
are pursuing investment in more permanent film-industry related jobs such as post-production,
animation and gaming.

Strategic Alignment
The business plan aligns with all areas of the Corporate Strategic Plan. In addition to projects to
achieve specific goals, the plan includes developing partnerships and acquiring new sources of
funding to maximize the benefit derived from our investments.

In our investment attraction initiatives we profile Maple Ridge as a safe, liveable community with
a passion for environmental sustainability. Smart managed growth is the basis of Town Centre
Investment Incentive to attract investment, diversify the tax base and create more high-value
local jobs.

Effective community relations and innovative partnerships are essential elements for economic
success; and fostering strong media relations helps ensure our key messages reach their
intended audiences. In addition, maintaining strong working relations with senior levels of
government, business, industry, and community groups helps ensure we are well-informed and
well-positioned for success.
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3.0 Departmental Overview

Services Provided
We provide Investment Attraction, Business Retention and Expansion (BRE) programs, as well as
Film Production Liaison services. We also administer contracts for Downtown Maple Ridge
Business Improvement Association (DMR BIA) and Tourism Maple Ridge Pitt Meadows (TMRPM);
and provide administrative support and staff liaison to the Economic Advisory Commission (EAC)
to Council.

Customers
We serve a wide variety of internal and external customers including Mayor and Council, site
selection firms, real estate agencies, investment firms, developers, builders, community
organizations, businesses and entrepreneurs.

Values
Proactive, innovative problem solving; timely, informed response and follow-up to investment
enquiries.

Our Mission
Create and sustain wealth in Maple Ridge by facilitating economic opportunities consistent with
the Corporate Strategic Vision.

Key Strategies
Use a formal economic development strategy, grounded in the principles of sustainability to
structure a positive business and investment climate and support the retention and expansion of
existing businesses in Maple Ridge. Continue to attract film production to Maple Ridge. Work
with the BC Film Commission and local producers to establish Maple Ridge as a community of
choice for filming in British Columbia; and to attract new investment in related industries such as
post-production, animation and gaming.

Organization Chart

Total Expenditure Budget = $464,737
Full-Time Equivalent Staff = 4
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Highlights of 2011 Accomplishments

2011 Deliverables Proposed in
Business Plan

Detailed Progress
(Sept 30/11)

%
complete

Implement Jumpstart Downtown
Maple Ridge initiative:
 Develop Communications/PR/

Marketing strategy
 Revitalization Tax Exemption &

other incentives
 Publish Maple Ridge 2005-2010

Investment Report

Developed Town Centre Investment
Incentive Program (TCIIP) website &
marketing materials; and Maple Ridge
Investment report (2005 – 2010)

100%

Investment Attraction:
Implement Metro Vancouver
Commerce leads management
system to track prospects and
‘sales’

Deferred to 2012 to match resource
availability

0%

Key Investment Sector – Education:
Following Education Forum 2010
work with Mission and Pitt Meadows
on next steps for the region/sector

Post Secondary institutions helping build
capacity in Agriculture and Agri -Tourism
sectors; met with Minister JTI to profile
investment opportunity

50%

Effective Partnerships:
Downtown Maple Ridge Business
Improvement Association bylaw
expiring 2011. Prepare report to
Council and work with the Business
Improvement Association to ensure
their plans and outcomes align with
those of the District

August 30, 2011 final reading of BIA bylaw
for new 5 year BIA mandate

100%

Build awareness of Maple Ridge
investment opportunity:
 Enhance online presence and

marketing tools including website,
social media and e-newsletter

 Work with IS Department to
repatriate Investmapleridge.ca to
District site for efficiency

 Investigate including available real
estate on website

 launched quarterly E- newsletter
 IPAD2 contest to increase subscriptions to

newsletters

100%

Accomplishment Highlights of Ongoing Items
Continue to strengthen profile with
industry sectors and investors
through participation in MVC, EDAC,
EDABC and other industry
organizations such as UDI, REIN,
FCM and others

2011 included REIN tour,  UDI Fraser Valley,
FCM Brownfields conference, Canadian
Hotel Investment Conference 100%
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Accomplishment Highlights of Ongoing Items
Represent departmental interests
on the Records Management
Committee, assist in records
management software selection
and implementation, and assist in
the implementation of appropriate
records management practices in
the Department

Alexandra represented us at Records
Management and ensured that files were
successfully transferred and procedure
understood 100%

Support Tourism efforts to grow the
sector including viability of
increased accommodation; Hotel
Room Tax

Non- hotel accommodation study; EAC focus
on sector 75%

Ongoing Deliverables
 Host seminars such as Invest North Fraser Economic Summit; and familiarization tours
 Timely and informed response to investor enquiries
 Administrative support and staff liaison to the EAC
 Ensure marketing materials are relevant and professional; and available online
 Participate in select outbound trade missions
 Support Planning Department initiatives and help ensure opportunities for investment and

development are profiled to the investment community
 Develop administrative processes to ensure that we meet our requirements for corporate

reporting, customer service and maintain files for prospective investors, leads and projects

Found Milestones
 Co-hosted and emceed Discovery Channel launch of the X-Prize Documentary (January)
 Held a workshop ‘Strategically Adding Value’ for the EAC (February)
 Hosted the Invest North Fraser (INF) Export Seminar (April)
 Launched the Town Centre Investment Incentive Marketing Program (April)
 Launched Maple Ridge Investment Report showcasing public and private investments (May)
 Hosted the Real Estate Investment Network (REIN) Western Canada tour (May)
 Successfully managed the District’s presence at the Ridge Meadows Home Show (May)
 Recruited and briefed five new members of the Economic Advisory Commission (EAC)
 Provided leadership to the Downtown Enhancement Program and Celebration Event (July)
 Developed and launched the Invest North Fraser (INF) web portal ( September)
 Economic benefit from film ‘shoot days’ exceeded 2010 total (September)

4.0 Environmental Scan
 Ministry of Jobs, Tourism and Innovation leveraging Olympic awareness for investment

attraction
 Maple Ridge ranked ‘#5 Top Canadian Investment City’
 Population and jobs forecast to double
 Town Centre Investment Incentive attracting investor interest
 Global economic situation and uncertainly re HST impacts
 Maple Ridge a favoured location for the film industry, outdoor recreation, and festivals
 Thrifty Foods and Target announcements. Gaming Centre construction underway
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5.0 Performance Measures/Indicators
We deliver a range of programs to attract new business and help existing businesses thrive in
priority investment attraction sectors Advanced Technology Post Secondary Education, Tourism
and Agriculture

5.1 Service Area Goal: Support existing local business

Objective #1: Attract share of available BC film productions
More than 25,000 people employed in the BC film production industry earned wages of about
$450 million in 2010. Maple Ridge enjoys more than our share of the action, having built a solid
reputation as a ‘film friendly’ location and a model for film production liaison services.

In spite of a slow start due to the Winter Olympics and initial uncertainty of the HST, 2010 was a
busy year with Maple Ridge enjoying a total of 40 Film and TV productions. Our key film impact
measure is the number of ‘shoot days’ which the BC Film Commission conservatively estimates
at $10,000 per ‘shoot day’ of economic benefit to a community. From April 2010 when film
activity resumed after the Olympics until April 2011,Maple Ridge had over 300 ‘shoot days’
which translates to $3,000,000 in economic benefit to the community. In addition, a significant
number of film industry workers live in Maple Ridge, so regardless of where they are shooting the
wages come back to our community.

With the increase in the basic Production Services Tax Credit to 33%, as well as the regional tax
credit incentive of 6% Maple Ridge is a very attractive area for film production.

Measure:
2011* 2010 2009 2008

% of  total BC Productions
shot in Maple Ridge

15 – 20% 16% 16% 21%

"Shoot" Days 250 191 236 324

*Economic Impact $2.5M $1.91M $2.36M $3.24M

*Estimated 2011 yearend. Note: BCFC publishes their annual stats in February

Action Responsibility Timeline
Grow share of film and related activity through active
participation in the BCFC ‘Film Friendly BC’ initiative

Marg Johnson 2013

Ongoing Deliverables:
 Continue to attract our share of available BC Film productions
 leverage success to attract related investment
 active participation in industry training, outreach and mentoring programs

Objective # 2: Build a sustainable community that includes a balance of land use types
The District of Maple Ridge relies on property taxes to fund most of the programs and facilities
citizens and businesses enjoy. Attracting commercial enterprises means less reliance on
residential property taxes to fund these important programs and facilities, leading to a more
economically sustainable community. Property taxes collected from new commercial taxpayers is
an indicator of the District’s economic viability.

Shifting the tax assessment base from a primarily residential model to a healthy and balanced
assessment base consisting of residential, commercial, industrial and agricultural uses that each
continue to thrive. This strategy is challenging as it can be tempting during times of accelerated
growth to pursue any prospective investment. Instead, we want to ensure that we use a triple
bottom line sustainability assessment that examines the economic, social and environmental
impacts and benefits over the long term.
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Measure:
New tax revenue from commercial in 2010 was $226,448.

Ongoing Deliverable:
 Support Planning Department initiatives and help ensure opportunities for investment and

development are profiled to the investment community
 Ensure marketing materials are relevant and professional;  and available online
 Participate in select outbound trade missions

Objective #3: Grow the number of businesses
An October 25, 2011 Vancouver Sun article ranked Maple Ridge among the top ten
municipalities in BC by net gain in new business licences over the past twelve years. The article
shows Maple Ridge in fifth place with a net increase of almost 1,500 businesses. This is 53.61%
growth from 2,783 business licenses in 1998 to 4,275 in 2010. Surrey topped the list at 5,571;
and Langley City rounded out the list with 789 business licenses over the same period.

Number of business licences issued in 2010:
Commercial 1,477
Homebased 1.586
Non-residential  ( usually temporary / contractors) 1,112
Total # business licences issued 4,175
Total revenue $ 711,000

Objective:
Attract retain and expand business consistent with the Economic Strategy that will increase local
options for shopping and services; and help create even more high-value local jobs

Measure:
Net growth in business licences

Objective #4: Retain existing businesses
According to Small Business BC CEO George Hunter ‘Small Businesses account for 98% of all
business in the province; entrepreneurs are the BC economy.’ Attracting new investment and
employment to Maple Ridge, and the retention of existing licensed businesses are critical
objectives for the District. While statistics can be expected to fluctuate year over year, the
District’s high renewal percentages stand as testament to our efforts in supporting local
businesses, and validates our objective of attracting incremental businesses that will create
high-value local jobs for residents. 92% of commercial and 86% of home based licences in 2009
were renewed in 2010.

Goal:
Industry Canada small business ‘survival rate’ 66.9%
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Measure:
% Business License Retention

Due to their temporary nature, non-residential renewals are not included on the graph

Action Responsibility Timeline
Explore Business models to encourage innovation-
technology

Sandy Blue 2013

‘Business Connections’ outreach assists Business
Retention & Expansion efforts

Darrell Denton
Sandy Blue

2014

Ongoing Deliverables:
Support existing businesses through an effective Business Retention and Expansion (BRE)
program

5.2 Service Area Goal: Revitalization of Downtown Maple Ridge
Use the Town Centre Investment Incentive (TCIIP) to build awareness of downtown Maple Ridge
as a place to invest in commercial and mixed use projects.

Objective #1: A vibrant Town Centre with a strong economy
Since January 2011 when the Town Centre Investment Incentive was introduced there have
been over 1,600 visits and approximately 700 unique visitors to the program website; and more
than 100 enquiries regarding the program.  As the first point of contact for these enquiries the
Invest Maple Ridge team has been very busy meeting with prospective investors, property
owners and developers. We also participate on the Priority Processing team established to
ensure that the District fulfills our promise of priority processing. From January to October was
over $22 Million of private investment as a result of the incentive.

Measure:
 Enquiries about the Town Centre Investment Incentive Program
 Applications for projects within the Town Centre
 Investment in Maple Ridge Town Centre
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Ongoing Deliverables:
 Host seminars such as Invest North Fraser Economic Summit; and familiarization tours
 Ensure marketing materials are relevant and professional;  and available online
 Timely and informed response to investor enquiries
 Participate in select outbound trade missions

Objective# 2: Increase residential density in the Town Centre.
Note: this measure is included in the Administration Department Business Plan

5.3 Service Area Goal: Attract Investment

Objective #1: Build awareness of and interest in Maple Ridge as a place to invest
Effective marketing communications and sales strategies attract strong interest from prospective
developers and investors that results in tangible investment in Maple Ridge

 Invest Maple Ridge e-newsletter that is distributed to a growing list of subscribers around the
world

 Maple Ridge Investment Report (2005 - 2010) highlights public and private investment
activity which is of high interest to prospective investors

 Maple Ridge hosted 300 investors from across Canada in May who took part in the 15th
annual Real Estate Investment Network Western Canada Field Trip. This was an
unprecedented opportunity to showcase Maple Ridge to these investors

 Online self-guided investment tour a great way to learn about Maple Ridge investment
opportunities

 Invest Maple Ridge has a regular column in Business Fraser Valley, a monthly publication
that reaches 13,000 Fraser Valley Businesses; Maple Ridge profiled in Business in
Vancouver magazines and newspapers; as well as being featured in articles by the Provincial
and Federal Governments for our work in the area of Brownfields Revitalization and
investment opportunity

Measure:
An indicator of interest from investors is website visits which have steadily increased since the
site launched in July 2007. Error! Hyperlink reference not valid.Visitors use the website to do
their homework. The next step for many is contacting our office via email, phone, and personal
visits. While there aren’t specific statistics for these our staff is increasingly busy answering
requests for information. We also monitor media coverage of Maple Ridge from outside the
community as it helps build awareness and drive traffic to our website for additional information
and follow-up.
Year Website visits Notes:
2007 1,416 Website launched July 2007
2008 2,799 Top 5 Contractor friendly cities in Canada
2009 5,047 Number 2 Top BC Investment Town & the place to live for

lifestyle
2010 5,817 Number 5 Top Canadian Investment City
2011 5,370 YTD October Town Centre Incentive launched on www.mapleridge.ca

Action Responsibility Timeline
Ensure Town Centre Investment Incentive Program is
effectively marketed with a prominent online presence
using search engine optimization, social media and
electronic communications.

Sandy Blue
Alexandra Tudose
IS

2013

Develop implement a communications strategy to
profile significant project announcements.

Sandy Blue
Communications

2012
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Ongoing Deliverables:
 Host seminars such as Invest North Fraser Economic Summit; and familiarization tours
 Timely and informed response to investor enquiries
 Ensure marketing materials are relevant and professional;  and available online
 Participate in select outbound trade missions

Objective #2: Partnerships help attract increased investment
Increasingly, funding agencies look for evidence of collaboration and partnership as indicators of
capacity to effectively complete projects they fund. Invest North Fraser, our partnership with
Mission and Pitt Meadows Economic Development launched a website
www.investnorthfraser.com to profile regional investment opportunities.

Strong relationships with our colleagues at the federal Department of Foreign Affairs and
International Trade (DFAIT) as well as the Ministry of Jobs, Tourism and Innovation at the
Province of BC allow us to provide comprehensive, timely assistance to local businesses and
connections to investment opportunities. Future Vehicle Technologies and E-One Moli Energy
both received considerable attention from these departments in 2011.  Ongoing relationships
with the Downtown Maple Ridge Business Improvement Association (DMR BIA), the Chamber of
Commerce, Tourism Maple Ridge – Pitt Meadows, the School District, and The ACT allow each of
us to profile and cross-promote each other’s programs and opportunities thereby further
increasing awareness of Maple Ridge as a great place to live, work, invest and play.

Goal:
Increased investment achieved through partner funding

Measure:
 Grant funding for partnership initiatives such as Invest North Fraser and Tourism
 Partnership funding of third party initiatives such as post secondary ( SFU k – 7

Environmental School)

Action Responsibility Timeline
Participate with community and business organizations
to develop a measurable plan to attract visitors and
business downtown. Collaborate with CDPR &
Communications to help build capacity toward
achieving common goals

Sandy Blue
CDPR
Communications

2013

Invest North Fraser: Support development of bio-
regional Agri-foods system for South West BC to
increase productivity and long term sustainable
business in the Agricultural sector

Sandy Blue
Invest North
Fraser partners

2015

Post Secondary: pursue opportunities to create
innovative multi-institutional post secondary
programming

Sandy Blue 2014

Ongoing Deliverables:
 Strengthen regional partnerships  through active participation in ‘Invest North Fraser’
 Manage relationships with DMR BIA and Tourism Maple Ridge Pitt Meadows
 Support Tourism efforts to grow the sector and attract sustainable funding
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6.0 Operating Budget

Proposed Financial Plan 2012-2016
Strategic Economic Initiatives

Proposed Changes or Remarks:
Contributions from Others/Grants & Donations: This is the expanded Business Improvement Levy and

associated payment to the Business Improvement
Association.

Salaries: The increase is in line with the corporate-wide applied
contingency for wages and benefits costs.

7.0 Capital Budget – None

8.0 Information Technology – Website enhancements including addition of MLS layer to GIS mapping.

9.0 Incremental Packages – None

2011 2012 2013 2014 2015 2016
Adopted Proposed Proposed Proposed Proposed Proposed

Account $ %
Revenues

Contributions from Others ($163,500) ($193,500) ($30,000) 18% ($198,350) ($203,300) ($208,400) ($208,400)

Permits ($5,000) ($5,000) $0 0% ($5,000) ($5,000) ($5,000) ($5,000)

Sale of Services ($10,000) ($10,000) $0 0% ($10,000) ($10,000) ($10,000) ($10,000)

($178,500) ($208,500) ($30,000) 17% ($213,350) ($218,300) ($223,400) ($223,400)

Expenditures

Advertising $62,158 $62,658 $500 1% $62,658 $62,658 $62,658 $62,658

Committee Costs $895 $1,000 $105 12% $1,000 $1,000 $1,000 $1,000

Conferences & Meetings $15,825 $15,825 $0 0% $15,825 $15,825 $15,825 $15,825

Contract $35,000 $35,000 $0 0% $35,000 $35,000 $35,000 $35,000

Grants & Donations $188,500 $218,500 $30,000 16% $223,350 $203,300 $208,400 $208,400

Memberships $3,500 $3,500 $0 0% $3,500 $3,500 $3,500 $3,500

Miscellaneous $970 $1,000 $30 3% $1,000 $1,000 $1,000 $1,000

Salaries $321,073 $333,464 $12,391 4% $344,143 $355,177 $366,557 $377,983

Supplies $2,925 $2,290 ($635) (22%) $2,290 $2,290 $2,290 $2,290

$630,846 $673,237 $42,391 7% $688,766 $679,750 $696,230 $707,656

Totals $452,346 $464,737 $12,391 3% $475,416 $461,450 $472,830 $484,256

Proposed
Changes
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