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1.0 PURPOSE 
 
To present a report on the program review of Facility and Project Management Services.  
 
 
2.0 RECOMMENDATION 
 
That the Strategic Initiatives Committee recommend to City Council: 
 
That the recommendations contained in Attachment No. 4 of Report SIC-08-41-AG dated 
November 24, 2008 regarding the Facility and Project Management Services program be referred 
to the Commissioner of Development Services for a report back to the Development Services 
Committee. 
 
 
3.0 EXECUTIVE SUMMARY 
 
The Facility and Project Management Services group has evolved in recent years to deliver key 
programs. It currently provides a range of functions including coordination of the planning, 
maintenance and capital program for City facilities, management of major capital building projects, 
maintenance of the physical plant and facilities at City Hall, guidance in energy management and 
support to the Oshawa Accessibility Advisory Committee.  While impressive results have been 
achieved with the Amazing Spaces Program and progress has been made in establishing a 
program to manage the City’s vertical assets, opportunities for improvement remain. 
 
This review found that the City’s facilities have gradually been deteriorating due to their age and 
the fact that limited funding has been available for annual repairs.  These factors have led to the 
accumulation of a $20 million backlog of capital repairs that needs to be prioritized and addressed 
in future budgets. 
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4.0 INPUT FROM OTHER SOURCES 
 

 4.1  Input from Management 
 
The Commissioner of Development Services has advised that he is fully supportive of the findings 
and recommendations and is committed to moving forward in the areas suggested for 
improvement.  Input was also obtained from the following individuals: 
 

 Commissioner, Community Services 
 Commissioner, Corporate Services 
 Director, Facility and Project Management Services 

 
4.2 Input from Union  
 
The findings will be discussed by the Auditor General with the Executives of CUPE Local 250 and 
251 after the report is issued to Committee.   
 
5.0 ANALYSIS 
 
5.1  Objectives 
 
The main objectives of the review were to assess the efficiency, effectiveness and economy of 
facilities maintenance and capital programs and sustainability of the funding model, as measured 
against best practices, to identify opportunities for improvement and to demonstrate accountability 
to Council and the community. 
 
5.2  Scope 
 
This review focused on the operations of Facility and Project Management Services group.  It did 
not include a review of Oshawa Housing. 
 
5.3  Procedures 
 
The review included interviews with management and staff, analyses of reports, observation of 
operational procedures, issue of a customer satisfaction survey and benchmarking with other 
municipalities. 
 
5.4 Background 
 
The precursor to the Facility and Project Management Services group was established in the 
1990s to address the backlog of capital repairs identified in the facilities study completed by 
Morrison Hershfield.  In 2004, the group was assigned to Corporate Services and a director was 
hired to lead the group in 2006.  Shortly thereafter, it was assigned to Development Services.  
 
The Facility and Project Management Services group coordinates the planning, maintenance and 
capital program for City facilities, manages major capital projects, and maintains the physical plant 
and facilities at City Hall.  It also provides guidance in energy management and supports the 
Oshawa Accessibility Advisory Committee. 



 
Report to Strategic  Item:  SIC-08-41-AG 
Initiatives Committee (Continued) - 3 - Meeting Date:  December 1, 2008 
 

 

The group includes 8 staff plus 4 managers who report to a Director, who in turn, reports to the 
Chief Building Official within the Development Service Department.  Total annual expenditures of 
the group were $1.9 million in 2007 and are budgeted to be $2.3 million in 2008. Attachment 1 
provides a summary of these expenditures.   
 
 
5.5 Accomplishments 
 
 
In recent years, the Facilities and Project Management Services group has been responsible for a 
number of positive initiatives, including: 
 

 Development and delivery of the Amazing Spaces Program which included 
• Fire Hall #5  
• The Legends Centre  
• South Oshawa Community Centre; 

 Completion of the Conant Wellness Centre; 
 Use of independent project managers for major capital projects; 
 Completion of the Ameresco energy Retrofit Program under the direction of the Corporate 

Services Department; 
 Completion of approximately $2.5 M of infrastructure improvement projects; 
 Implementation of building condition audits and asset management software; 
 Completion of the Accessibilities Design Standards and annual plans that were endorsed 

by Council; 
 Completion of $300K of building retrofits to remove physical barriers to access; 
 Creation of the corporate Office of Energy Management; 
 Advancement of the City Hall Revitalization Plan and ongoing development; and 
 Development of fiscally responsible operating and capital budgets. 

 
 
 
5.6 Areas for Improvement 
 
 
The City’s facilities are aging and deteriorating.  A recent report prepared by external consultants 
indicates that a $20 million backlog of capital repairs currently exists of which $2 million are critical.  
The assessment of the condition of City buildings indicated that approximately $300 million of 
capital repairs would be required over the next 20 years.  It is recommended that a risk-based 
methodology be developed to identify critical repairs, minimize disruptions to essential services and 
ensure compliance with health and safety regulations.  
 
Due to funding constraints, annual spending on building infrastructure repairs has been restricted 
to approximately $1 million.  At the present rate, critical repairs will continue to be deferred and the 
volume of emergency repairs will continue to increase.  The City also has minimal funds in its 
reserves to address the backlog of repairs.  It is therefore recommended that a funding strategy be 
developed to leverage external funding sources and gradually replenish the City’s reserves to allow 
for critical repairs to facilities and the eventual replacement of obsolete facilities. 
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Only 4.1% to 8.7% of capital funds were directed to building repairs in 2008 and 2007.  Over 80% 
of the capital funding was assigned to transportation, fleet, parks, recreation and culture.  It is 
therefore recommended that the approach used to fund capital projects be reviewed to ensure that 
important repairs to facilities are not deferred until failures occur and costly repairs are necessary.  
 
The City does not have preventative maintenance standards for all of its buildings.  High-level 
policies and maintenance standards are required to ensure value for money, to reduce emergency 
repairs and to ensure continuity of operations. It is recommended that preventative maintenance 
standards continue to be developed and implemented for all City facilities.  
 
The City has undertaken a huge capital building program over the last four years and will continue 
to oversee significant construction initiatives until the City Hall Revitalization Project is completed.  
One of the challenges of overseeing over $100 million of construction with minimal resources is 
that limited time is available for risk management during the design, construction and 
commissioning phases.   
 
This review indicated that construction deficiencies were not always addressed on a timely basis or 
as effectively as possible on some projects within the Amazing Spaces Program.  While the City is 
unlikely to embark on a construction program of this magnitude again, it is recommended that 
project management staff formalize risk management processes for major projects to ensure that 
significant design and construction risks are identified and addressed on a timely basis.  It is also 
recommended that the City continue to engage professional construction management consultants 
to help deliver these projects. 
 
An Office of Energy Management was created in late 2007 to move the City towards renewable 
and sustainable sources of energy while reducing electricity, gas and water consumption through 
creative programming, education, new technologies, processes and procedures.  This group has 
only recently started to fulfill its stated objective but has the potential to make a substantial 
contribution to the City.  The Commissioner of Development Services is considering repositioning 
the Office of Energy Management as a policy group and to limit their role in the delivery of 
mechanical and electrical projects.  This change is appropriate and is supported by this review. 
 
The results of our internal customer satisfaction surveys at Attachments 2 and 3 were generally 
positive. Areas for improvement include: the timeliness of some of the services provided across the 
City as well as the quality of air conditioning, heating, air and the cleanliness of City Hall.  As a 
result, it is recommended that management initiate discussions with their clients and prepare an 
action plan to address concerns about some of their core maintenance functions. 
 
This review also addressed staffing levels and the extent of reliance on contractors. Our analysis 
indicated that the number of positions within the group has not been rationalized relative to the 
work requirements. With anticipated retirements, it is recommended that these positions be 
rationalized. Over half a million dollars are spent annually on skilled trades, a substantial amount of 
which is for routine and repetitive tasks.  It is recommended that expenditures be reviewed with 
Procurement Services in order to obtain more competitive rates for routine and repetitive tasks.  
 
Management is currently examining the role of the Facility and Project Management Services 
group in order to more closely integrate asset management functions for vertical and horizontal 
infrastructure assets.  Integrating these functions would be beneficial since it would allow for more 
efficient and effective delivery of maintenance programs within both the Development Services and 
Community Services Departments. 
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During the review, the Commissioner of Development Services advised us that he is looking at 
repositioning the Accessibility Program Coordinator to strengthen the evolving policy role of the 
Oshawa Accessibility Advisory Committee. This change is appropriate since it would allow the 
Facility and Project Management Services group to focus on its core functions of capital planning 
and infrastructure management for the City's vertical assets. 

This review indicated that it would be beneficial for the Facility and Project Management Services 
group to have a more focused mandate. Having the Office of Energy Management and 
Accessibility Program Coordinator report elsewhere within Development Services would facilitate 
the delivery of a more robust facility maintenance program across the City. 

Management information systems and business plans are not sufficiently detailed to facilitate 
effective performance measurement for the Facility and Project Management Services group. 
Business plans should be updated to include additional goals and specific performance measures 
to facilitate effective performance measurement for this group. 

Benchmarking did not reveal any major areas for improvement. It did, however, indicate that our 
municipal counterparts are also struggling to fund repairs to aging facilities. 

A summary of findings and recommendations is provided at Attachment 4 of this report. 

6.0 FINANCIAL IMPACT 

Implementing the recommendations within this report will improve the efficiency and effectiveness 
of the Facility and Project Management Services Program. Addressing the maintenance backlog 
and eventual need to replace aging facilities will impose additional financial pressures on the City. 

7.0 RESPONSE TO THE COMMUNITY STRATEGIC PLAN 

The program review function allows the Auditor General to assist Council and the administration 
team in assessing progress towards goals, objectives and strategies set out within the Community 
Strategic Plan. 

Ron poster 
Auditor General 

Attachments 
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FINANCIAL INFORMATION  
 

 Facility and Project Management Services 
 

 
Year 2007 

Actual 
2006 

Actual 
2005 

Actual 
2004 

Actual 
Personnel 1,014,510 968,001 826,346 772,258
Office Materials & 
Supplies 

13,713 14,670 12,837 12,438

Building Equip. & 
Supplies 

38,836 32,370 35,513 49,541

Professional Fees 90,247 103,973 388,909 410,722
Maintenance & 
Repairs 

665,690 678,347 556,487 601,908

Utilities 529,652 617,585 618,498 592,420
Capital 2,000 8,900 17,430 68,000
Contributions/Fin. 
Charges 

137,199 136,085 143,930 141,062

Revenues/Recoveries (567,711) (550,243) (545,228) (570,706)
Total Net Expenses $1,924,136 $2,009,688 $2,054,722 $2,077,643
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FACILITIES MAINTENANCE – INTERNAL CUSTOMER SATISFACTION SURVEY 
 

(13 of 17 surveys) 
 
 

Consulting Services for Accessibility Program Very 
Satisfied 

 
Satisfied 

 
Dissatisfied 

Very 
Dissatisfied 

- timely service 13% 75% 12% 0% 

- value added service 11% 67% 22% 0% 

Consulting Services for Physical Plant 
Management  

Very 
Satisfied 

 
Satisfied 

 
Dissatisfied 

Very 
Dissatisfied 

- timely service 9% 64% 27% 0% 

- value added service 10% 70% 20% 0% 

Consulting Services for Maintenance and 
Repairs 

Very 
Satisfied 

 
Satisfied 

 
Dissatisfied 

Very 
Dissatisfied 

- timely service 25% 50% 25% 0% 

- value added service 20% 70% 10% 0% 

Technical Support for Facility Planning Very 
Satisfied 

 
Satisfied 

 
Dissatisfied 

Very 
Dissatisfied 

- timely service 9% 73% 18% 0% 

- technical knowledge 18% 64% 18% 0% 

Technical Support for Capital Planning Very 
Satisfied 

 
Satisfied 

 
Dissatisfied 

Very 
Dissatisfied 

- timely service 18% 55% 18% 9% 

- technical knowledge 30% 70% 0% 0% 

Technical Support for Project Management Very 
Satisfied 

 
Satisfied 

 
Dissatisfied 

Very 
Dissatisfied 

- timely service    0% 70% 30% 0% 

- technical knowledge 9% 64% 27% 0% 
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FACILITIES MAINTENANCE – CITY HALL STAFF SATISFACTION SURVEY  
 

(29 of 43 surveys) 
 

 
Customer Service  Very 

Satisfied 
 

Satisfied 
 

Dissatisfied 
Very 

Dissatisfied 

- responsiveness to requests 31% 62% 7% 0% 

Repairs and Work Requests  Very 
Satisfied 

 
Satisfied 

 
Dissatisfied 

Very 
Dissatisfied 

- time required to complete repairs and requests 30% 59% 11% 0% 

- adequacy of repairs and work 21% 68% 11% 0% 

Recycling and Garbage Very 
Satisfied 

 
Satisfied 

 
Dissatisfied 

Very 
Dissatisfied 

- convenience and cleanliness of blue boxes 21% 59% 17% 3% 

- convenience and cleanliness of green bins 24% 62% 14% 0% 

- convenience and cleanliness of garbage bins 21% 72% 7% 0% 

Cleanliness  Very 
Satisfied 

 
Satisfied 

 
Dissatisfied 

Very 
Dissatisfied 

- cleanliness of the indoor facility 7% 43% 43% 7% 

- cleanliness of the entrance and outdoor walkways 14% 72% 14% 0% 

Health and Comfort  Very 
Satisfied 

 
Satisfied 

 
Dissatisfied 

Very 
Dissatisfied 

- quality of air 18% 50% 32% 0% 

- adequacy of air conditioning and heating 7% 64% 29% 0% 

- adequacy of lighting 18% 71% 11% 0% 

Accessibility Very 
Satisfied 

 
Satisfied 

 
Dissatisfied 

Very 
Dissatisfied 

- accessibility of the building 11% 67% 18% 4% 
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Summary of Findings and Recommendations 
 
 

1. Finding:   
 

A recent report prepared by external consultants indicates that a $20 million backlog of capital 
repairs currently exists of which $2 million are critical.  The assessment of the condition of City 
buildings indicated that approximately $300 million of capital repairs would be required over the 
next 20 years. 

 
Recommendation: 
 
It is recommended that a risk-based methodology be developed to identify critical repairs, 
minimize disruptions to essential services and ensure compliance with health and safety 
regulations.  

 
2. Finding:  
 
Due to funding constraints, annual spending on building infrastructure repairs has been restricted 
to approximately $1 million.  At the present rate, critical repairs will continue to be deferred and 
the volume of emergency repairs will continue to increase.  The City also has minimal funds in its 
reserves to address the backlog of repairs. 

 
Recommendation: 
 
It is recommended that a funding strategy be developed to leverage external funding sources 
and gradually replenish the City’s reserves to allow for critical repairs to facilities and the 
eventual replacement of obsolete facilities. 

 
3. Finding: 

 
Only 4.1% to 8.7% of capital funds were directed to building repairs in 2008 and 2007.  Over 
80% of the capital funding was assigned to transportation, fleet, parks, recreation and culture.   

 
Recommendation: 
 
It is recommended that the approach used to fund capital projects be reviewed to ensure that 
important repairs to facilities are not deferred until failures occur and costly repairs are 
necessary.  

 
4. Finding: 

 
The City does not have preventative maintenance standards for all of its buildings.  High-level 
policies and maintenance standards are required to ensure value for money, to reduce 
emergency repairs and to ensure continuity of operations. 

 
Recommendation: 
 
It is recommended that preventative maintenance standards continue to be developed and 
implemented for all City facilities. 
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  Attachment 4 

5. Finding: 
 

One of the challenges of overseeing over $100 million of construction with minimal resources is 
that limited time is available for risk management during the design, construction and 
commissioning phases.   

 
Recommendation: 
 
It is recommended that project management staff formalize risk management processes for 
major projects to ensure that significant design and construction risks are identified and 
addressed on a timely basis.  It is also recommended that the City continue to engage 
professional construction management consultants to help deliver these projects. 

 
6. Finding: 

 
The results of our customer satisfaction surveys at Attachments 2 and 3 were generally positive.  
Areas for improvement include the timeliness of some of the services provided across the City as 
well as the quality of air conditioning, heating, air and the cleanliness of City Hall. 

 
Recommendation: 
 
It is recommended that management initiate discussions with their clients and prepare an action 
plan to address concerns about some of their core maintenance functions. 

 
7. Finding: 

 
Our analysis indicated that the number of positions within the group has not been rationalized 
relative to the work requirements.  

 
Recommendation:  
 
With anticipated retirements, it is recommended that these positions be rationalized. 

 
8. Finding: 

 
Over half a million dollars are spent annually on skilled trades, a substantial amount of which is 
for routine and repetitive tasks.   

 
Recommendation: 
 
It is recommended that expenditures be reviewed with Purchasing Services in order to obtain 
more competitive rates for routine and repetitive tasks.  
  
9. Finding: 

 
Management information systems and business plans are not sufficiently detailed to facilitate 
effective performance measurement for the Facility and Project Management Services group.   

 
Recommendation: 
 
It is recommended that business plans be updated to include additional goals and specific 
performance measures to facilitate effective performance measurement for this group. 
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