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INTRODUCTION 
 

Peterborough Social Services Division strives to provide high quality, integrated human 

services to the residents of the City and County of Peterborough.  Last year the Division 

completed surveys with clients, staff and the community to inform our next cycle of 

planning and service delivery.  

We are enhancing our community engagement strategies.  We continue to offer many 

opportunities for people to provide us with feedback and we listen. 

 Over 92% of clients felt that the quality of services they receive were good or 

excellent.  

 About 90% of clients found our services respectful; although there was some 

concern about consistency of services and/or how you were treated.  

We have reviewed our Vision and Values statement with clients and staff in order to 

ensure that consistency and fairness are at the top of our list.  We’re also looking for 

consistency from our staff by reviewing phone calls and doing random file reviews.  

 Some clients and staff commented that the waiting room could be more 

comfortable, accessible and accommodating. 

We have completed a full facility review, including a client tour of our building in 2014 to 

seek input.  Plans are underway to remodel our reception area and other areas in our 

building starting in the last half of 2015. 

 About 40% of clients told us that they would like to communicate by email with 

our staff.  

Clients started to communicate with staff via email in February 2015.  We continue to 

encourage electronic communication and a comprehensive evaluation is being 

completed over the first year.   

Evidence based decision making and continuous improvements are cornerstones in our 

service plan. Key metrics have been established in each of the Division’s strategic 

priority areas.  This service plan outlines how Social Services Division will achieve its 

vision over the next 2 years. 

 

 

 

 



Page 6 of 41 

VISION AND VALUES 
 

The Social Services Division Vision and Values statements have recently been 

reviewed by both staff and clients.  Based on feedback from both groups the following 

Vision and Values statements have been adopted.  

Our Vision:  
 
Our Mission Statement:  Social Services Division works with individuals and families to 
advance their goals and ambitions.  We do this through:  

 Financial Resources  

 Employment Planning   

 Child Care  

 Education and Training  

 Homelessness Prevention  

 Community Partnerships  
 
Our Values:  Reinforce our continued commitment to                                                       
work together to provide and promote the development                                                                            
of social services and community partnerships for the                                          
enhanced well-being of our community.  They are:  

 Accountability  
 Collaboration  
 Fairness  
 Individuality  
 Innovation  
 Potential  

 
Though broader in scope than the Ontario Works program, the Division Vision is 

compatible with the Ontario Works Program Vision:  

To achieve improved employment outcomes for Ontario Works participants by 

increasing individual employability with the goal of sustainable employment and 

increased financial independence. 

The Ontario Works program: 

 recognizes individual responsibility and promotes self-reliance through employment; 

 provides financial assistance to those most in need while they meet obligations to 
become and stay employed; 

 effectively serves people needing assistance; and 

 is accountable to the taxpayers of Ontario  
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ENVIRONMENTAL SCAN 
Peterborough has many strengths but there are also several factors that influence the 

need for robust human services.  

Low incomes - the average individual income in Peterborough from the 2011 National 

Household Survey was $37,288, lower than the average for Ontario at $42,264i.  

High dependency on social assistance - 8.7% of the residents of Peterborough rely 

on social assistance compared to an average of 6.8% across the provinceii.  The 

dependency on social assistance across the province has been dropping but the 

dependency in Peterborough is increasing. 

High rental costs - 48% of renters in Peterborough spend more than 30% of household 

income on shelter costs compared to 42% provinciallyiii. 

Core housing neediv – 33.2% of renters and 6.3% of owners in the Peterborough 

census metropolitan area are in core housing need which equates to 6,055 

householdsv. 

High rate of child poverty - Our children are not faring as well as older residents.  Only 

6.5% of people over 65 in Peterborough live below the low income measurevi; however, 

20% of our children under 6 years of age live in low income households. 

 
POPULATION /  DEMOGRAPHICS 

Between 2006 and 2011 the population of the City and County of Peterborough grew 

from 133,080 to 134,933.  The population was growing at about 3% every 5 years but 

has slowed to 1.4% since 2006vii.  Peterborough has an older population with a median 

age of 45.7 compared to the provincial median age of 40.4 and the national median age 

of 40.6.  The median ages of neighbouring municipalities are even olderviii. 

Peterborough has limited diversity with only 2.5% of the population identifying 

themselves as visible minorities, compared to 22.8% provincially; however, 2.9% of 

residents identify themselves as aboriginal, compared to 2.0% provincially.  The area is 

characterized as a medium sized population centre in the City with 61.9% of the 

population surrounded by some small population centres (6% of the population) and an 

extensive rural area with 32.2% of the population ix. 

FIGURE 1 DWELLING AND DENSITY IN THE CITY AND COUNTY OF PETERBOROUGH
x 

 City (Census subdivision) County (Census division) 

Total private dwellings 35,698 68,009 

Population density/ sq km 1,233.6 35.1 

Land area (sq km) 63.80 3,847.77 
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ECONOMY /  LABOUR MARKET 
 

UNEMPLOYMENT  

For much of the first half of 2013, the Peterborough Census Metropolitan Area recorded 

the highest unemployment rates of all Canadian Cities with a population of 100,000 or 

more.  From January to July the average unemployment rate in Peterborough was 

10.7% hitting a high of 11.9% in May.  

Improvement in the rate was observed 

in the last quarter of 2013.  This trend 

continued with the unemployment rate 

dropping below 8.0% in July, 

decreasing to 6.9% by 2014 year end.  

During this same period increased 

annual labour market participation 

rates (58.1% in 2013 to 62.8% in 

2014) and overall levels of 

employment (52.5% in 2013 to 57.5% 

in 2014) were observedxi.  

Peterborough continues to experience strong seasonal labour market fluctuations with 

large swings in the local unemployment rate due in part to labour force expansion and 

contraction.  On an average annual basis the Peterborough labour market has 

experienced higher average unemployment rates, lower participation and overall 

employment rates than both the Provincial and National levels.  

 

FIGURE 2 COMPARISON OF LABOUR MARKET MEASURES FOR PETERBOROUGH WITH 

PROVINCIAL AND NATIONAL AVERAGESxii 

 Unemployment ratexiii Participation ratexiv Employment ratexv 

Peterborough 

2012 7.9% 63.1% 58.1% 

2013 9.7% 58.1% 52.5% 

2014 8.5% 62.8% 57.5% 

Ontario  

2012 7.9% 66.2% 61.0% 

2013 7.6% 66.3% 61.2% 

2014 7.3% 65.9% 61.0% 

Canada 

2012 7.3% 66.5% 61.7% 

2013 7.1% 66.5% 61.8% 

2014 6.9% 66.0% 61.4% 
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D ISENG AGED AND UNDERE MPLOYED PEOPLE  

While the employment picture has shown improvement in 2014 and in early 2015, new 

job growth continues to be disproportionately part-time, temporary and seasonal, 

particularly in the construction and tourism sectors.  By definition, the posted 

unemployment rates do not take into consideration the problem of underemployment, 

not counting people who have given up looking for work or, those who are employed 

part-time (not by choice) and wanting full-time jobs. 

The Social Services Division is currently collaborating in a community based research 

initiative lead by the Community Opportunity and Innovation Network.  The “ReMaking a 

Living Project” is about understanding barriers that make people feel stuck and 

discouraged from seeking work, so that solutions can be identified to move lives 

forward.  The project findings will help identify and design solutions for discouraged 

workers.   

 

PREC ARIOUS EMPLOYMENT  

Tom Zizys in a 2011 Metcalf Foundation report, Working Better-Creating a High 

Performing Labour Market in Ontarioxvi, found that individuals are more likely to move 

from firm to firm working on a string of short term contracts.  While in the past a person 

could be hired for life, earning promotions with talent, effort and career planning 

involved getting on the right escalator.  Success in the labour market today often 

depends on nimbly navigating a succession of revolving doors.  His report notes that in 

1989, 11% of newly hired employees were in temporary jobs; by 2004, 21% of all jobs 

held by recently hired employees were temporary.  

 

EMPLOYMENT INSUR ANC E COVER AGE  

Beyond the shift in the labour market to more precarious employment, Ontario Works 

clients are also impacted by declining Employment Insurance (EI) coverage.  Even as 

the unemployment rate has fluctuated, the percentage of unemployed receiving 

employment insurance benefits has declined.  In May of 2015, the numbers of officially 

unemployed people in Peterborough totalled 4,900xvii, while the number of EI 

beneficiaries totaled 1,270 which represent an EI coverage rate of just 26%.  Fewer 

unemployed people are likely to access employment service through an EI referral and 

more likely to require financial assistance through Ontario Works.  For this reason the 

Social Services Division has been actively engaged in employment service collaboration 

and integration activities at the community level. 
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LOOK TO ONTARIO’S  FUTURE 

There has been a “seismic shift”xviii in the structure of Ontario’s labour market which 

includes: 

 Long term high unemployment, growing involuntary part–time, temporary and 

precarious employment; 

 Stagnant income growth for the majority of Ontarians, with increases only for the 

highest income earners; 

 Declining manufacturing sector being replaced by lower paid service sector jobs, 

combined with uneven job creation across the province. 

 

Since the 2008 recession, Ontario’s economic recovery has been “lackluster”xix which 

has in part been exacerbated by austerity measures at both the federal and provincial 

levels, which act as a drag on the economy.  The RBC Provincial Outlook from March 

2015xx identified recent significant global developments which are setting the stage to 

propel the Ontario economy in 2015/ 2016.  These include a slump in world oil prices, 

declining value of the Canadian dollar and a lowering of the prime interest rate by the 

Bank of Canada.  These factors are anticipated to have a net negative effect on 

National level economic growth.  At the same time, these external factors are expected 

to benefit Ontario’s economy by increasing exports to the U.S., increasing tourism, 

decreasing transportation costs, increasing consumer spending and strengthening the 

housing sector due to low borrowing costs.   

 
A  LOOK TO PETERBOROUGH ’S FUTURE  

At the local level, the tourism sector and local manufacturing should also find these 

conditions favourable for growth.  That being said, the RBC revised Provincial Outlook 

for June 2015xxi notes that job creation thus far has been weaker than anticipated, with 

some of the growth now delayed to 2016.  In the past few years, Peterborough’s annual 

rates of unemployment have been higher than both the Provincial and National 

averages, with lower labour force participation rates and overall employment levels. 

Ideally these recent macroeconomic influences will fuel growth in the local labour 

market.  Lower fuel prices and a lower Canadian dollar should be more immediately 

positive for the area’s tourism sector.   

 

There are several unique trends that have significant impacts on Peterborough’s 

economy and can be leveraged through innovative policy initiativesxxii including: 

 Peterborough’s manufacturing sector has a high percentage of its workforce 

employed in “creative class” occupations – such as engineers, researchers, 

specialist managers and business and finance professionals and; 

 Service class occupations accounted for 47.6% of the workforce and working class 

jobs, or traditional blue-collar positions, made up 20.9% of the workforce; 
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 Peterborough is the oldest community in Ontario.  An aging demographic will lead 

to growth in the health services sector as well as low-skilled service sector 

occupations in multiple industries. 

 

According to information gathered by the Martin Prosperity Institute, 28.8% of the 

Peterborough census metropolitan’s workforce were employed in creative class 

occupations, which is the fourth highest percentage for that group among the 12 

comparable communities. The report suggested taking advantage of its unique 

demographic position by developing programs that would pair up aging community 

members with “professional and experiential assets” with younger generations of 

entrepreneurs, professionals and high-skilled manufacturers.  These skilled workers 

typically drive research and innovation while developing more efficient and viable 

manufacturing processes. “Leveraging this unique talent pool, is likely to spur 

entrepreneurship and consequently, manufacturing growth.”  Access to future 

employment opportunities will require increasing levels of education and skills 

certification and will be predominantly in the service sector and creative economy.  

 

LOC AL EMPLOYMENT PLANNING COUNCIL P ILOT PROJECT  

In the Province’s 2014 Fall Economic Statement, the government highlighted plans to 

pilot Local Employment Planning Councils (LEPCs) under the Employment and Training 

Services Integration strategy led by the Ministry of Training Colleges and Universities 

(MTCU).  The goal of these pilots is to improve employment and training service 

planning and labour market conditions in local 

communities.  Peterborough was identified as one 

of 8 communities to test the LEPC model.  To 

launch the initiative MTCU issued a Call for 

Proposal in June 2015.  The Pilot Project offers an 

opportunity to strengthen existing partnerships with 

municipalities, in particular social services and 

economic development agencies. LEPC planning 

activities and deliverables will improve employers’ 

awareness of and access to labour market support services, including supply and 

demand-side information, and help qualified people back to work in their communities. 

The City of Peterborough Social Services Division and neighbouring social services 

offices in Northumberland and City of Kawartha Lakes have agreed to formally partner 

with the Workforce Development Board but the Division will work with any successful 

proponent. This collaborative effort represents a significant opportunity to increase the 

impact of the work in these communities throughout the life cycle of the pilot and 

beyond. 
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SOCIETAL AND POLITICAL FACTORS IMPACTING THE DIVISION 
 

There are many influences and trends outside the Social Services Division that may 

impact the Division’s direction over the next two years.  

POLITIC AL  

The fall 2014 municipal elections resulted in a change in the composition of the City 

Council.  There is a blend of new and seasoned councillors.    Counsellors show a 

continued interest in the well-being of all residents of Peterborough including the most 

vulnerable.  

Political parties are preparing for the Federal election on October 19, 2015.  Depending 

on the outcome of the election there could be additional pressure on government 

services due to further austerity measures.  Political platforms differ on how to address 

growing government debt.  While there is considerable uncertainty around the election 

outcome, fiscal plans of the major parties are divided between increasing fiscal 

spending to stimulate growth, 

increasing taxes, or cutting 

services and expenditures.  

Regardless of the party in 

power, careful planning and 

balancing of priorities will be 

required in order to avoid any 

further drag on the National 

economy.  Should the 

economy slip back into 

recession, the resulting job 

losses will place added 

pressures on social 

programs.    

 

POVERTY REDUCTION /SOCI AL ASSISTANCE  

Social assistance reform and interministerial poverty reduction activities will likely have 

an impact on the Division’s work over the next two years.  Peterborough actively 

participated in the social assistance reform consultations.  The Division, with community 

input, has continued to action some improvements that do not require regulatory change 

such as simplifying Ontario Works processes.  We have also made local changes to 

move ahead with initiatives such as shifting children’s dental to the Ministry of Health 

and look forward to further provincial actions to reform social assistance.  
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Ontario’s Poverty Reduction Strategy is an influential document for this service plan. 

The provincial plan aligns closely with many of the local strategies, including the 10 year 

housing and homelessness plan and current strategies to enhance employment 

opportunities for our clients.  The Division continues to increase reliance on evidence 

based decision making and the community hopes to take advantage of provincial 

funding to further enhance our capacity in this area.  

COMMUNITY ENG AGEMENT AND INTEGR ATION  

Over the last several years, more groups have been forming across Peterborough to 

collaborate on specific problems.  These groups are working towards systematically 

solving those problems, mainly where the problem was too complex for one agency or 

group to solve alone.  Most of these groups focus on a single sector or issue, such as 

employment resources focused on by the 

Community Employment Resource 

Partnership, children focused on by the 

Children’s Planning Table, or homelessness 

being facilitated by the Homelessness 

Community Coordination and Services 

Committee.  Some groups have taken on 

even larger issues such as poverty by the 

Peterborough Poverty Reduction Network or 

sustainability by Sustainable Peterborough. 

There are many organizations and committees across Peterborough that are also 

looking to influence community change by working together.  They are looking to 

connect with each other, to work more efficiently together, to move toward common 

goals and make Peterborough a better place to live.  There seems to be a desire for a 

shared vision and evidence based decisions, with systems to track progress but there 

has yet to arise a coordinating entity.  

There has been a demonstrated increase in community readiness for the municipality to 

take on a greater role related to the coordination of services and community 

development.  The Division is exploring the appropriate role across the corporation and 

with the community.  Some early projects include analysis for feasibility of an affordable 

transit fare program which may involve further integration in both eligibility determination 

and service delivery.   
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CASELOAD DESCRIPTION  
 

CHILDREN ’S SERVICES CASELO AD  

 

In 2014 Children’s Services financially supported 1,870 children and 1,436 families 

through the provision of fee subsidy.  As well, 56 licensed child care programs were 

financially supported through the provision of general operating funds.  Based on recent 

census data, it is expected that from 2011 to 2016 the number of children ranging in age 

from birth to four years will increase significantly across the City and County.  Based on 

this growth, the need for services to support children 

and families in our community will continue to grow. 

  

 

 

 

COMMUNITY OUTRE ACH  

The community outreach counts represents rural 

residents who attend open drop-in hours with 3 county 

case managers in the townships of North Kawartha, 

Trent Lakes, Asphodel-Norwood and Havelock-

Belmont-Methuen.  These clients are a mix of OW 

clients able to access OW services in an unscheduled 

manner and other community residents who receive 

information and referral services to assist them with a 

variety of situations and needs.   

 This service is growing as the number of county case managers increases and 

residents and OW clients become more aware and comfortable accessing service 

locally in their rural municipality.  A targeted survey is planned later in 2015 to assess 

further demand for additional county case manager positions to service all or some of 

the remaining 4 rural municipalities in the County of Peterborough. 

FIGURE 3 PETERBOROUGH COMMUNITY OUTREACH 2014 - 2016 

2014 actual 2015 budget 2016 estimate 

514 500 525 
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ONTARIO W ORKS CASELO AD  

Ontario Works caseloads have remained stable through 2013, up to November 2014.  

Division staff perception is that caseloads have dropped slightly in early 2015 but the 

data from SAMS is inconclusive.  The Integrated Case Summary Report (CRS100) and 

the CMSM Expenditure Summary Report (CRS880) both show a small downwards 

trend but they reflect different caseloads, with the CRS100 higher.  The SAMS transition 

performance reports show the opposite caseload movement, reporting an upwardly 

trending caseload with a count significantly higher than the other two reports.  The 

Division is forecasting stable caseloads and will revisit these forecasts when further 

validated data is available.  

FIGURE 4 PETERBOROUGH CITY AND COUNTY CASELOADS FOR 2013- 2014 

 

The 2015 forecast was finalized in the summer of 2015 and therefore is slightly higher 

than the 2014 actual results to October 2014.  

FIGURE 5 OW CASELOAD FORECAST  

 2014 

Actual 
(To Nov 2014) 

2015 

Forecast 

2015 

 % change 

2016 

Forecast 

2016 

 % change 

City 3159 3270 3% 3270 0% 

County 684 692 3% 692 0% 

Total 3833 3962 3% 3962 0% 

JAN FEB MAR APR MAY JUNE JULY AUG SEPT OCT NOV DEC

2014 City 3,108 3,142 3,162 3,194 3,289 3,281 3,242 3,204 3,181 3,044

2014 County 698 697 713 726 705 699 667 661 641 634

2014 Total 3,806 3,839 3,875 3,920 3,994 3,980 3,909 3,865 3,822 3,678

2014 Budget 3,912 3,912 3,912 3,912 3,912 3,912 3,912 3,912 3,912 3,912

2013 Actuals 3,842 3,830 3,833 3,921 3,958 3,889 3,813 3,823 3,815 3,621 3,638 3,793
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ONTARIO WORKS EMPLOYMENT OUTCOMES  

As the local labour market showed momentum in the latter half of 2013 and 2014, this 

helped more Ontario Works clients to find employment.  Data available from outcome 

reports up to August 31, 2014 show that 1,393 clients started employment.  The Social 

Services Division had anticipated the final year end number to be well over 2,000 

employment starts.  Outcome gains were also seen in the percentage of clients with 

earnings (16.88%), as well as a reduction in the length of time to find employment 

(10.79) months.   

With the implementation of SAMS employment outcome data has not been available 

since August 2014.  Tracking client employment outcomes and activities has not been 

possible.  The Division has not been able to validate existing monthly employment 

services report data and is continuing to review case files in an effort to understand the 

required data entry.  It has been suggested at Ministry level planning tables that a 

SAMS “data primer” guide would be most helpful to assist in analysis of current SAMS 

reports for interpretation, planning and forecasting of employment interventions.  Some 

available data from 2009-2014 has been summarized in the table below. 

FIGURE 6 PETERBOROUGH EMPLOYMENT OUTCOMES 2009 – 2014 

Key Employment 
Outcomes 

2009 2010 2011 2012 2013 2014   
to Aug 31 

OW participants starting 
employment 

1618 1767 1753 1948 1800 1393* 

% of OW caseload with 
earnings 

13.25% 12.28% 11.84% 12.00% 12.7% 16.88% 

Average length of time 
to employment 
(months) 

7.2 10.33 9.9 10.23 13.56 10.79 

 

Data for 2014 reflects available outcome details to August 31/ 2014 

*Estimated number of clients starting employment for 12 months = 2,090 
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ADDRESSING COMMUNITY NEEDS 

 

The Peterborough Social Services Division has followed a comprehensive process to 

establish the key outcomes and activities for the next two years.  Based on the 

environmental scan, input from clients and staff through surveys, focus groups and 

division wide strategic planning sessions, the leadership team has re-established our 

key strategic themes as: 

 

 People we serve – to deliver accessible high quality customer centered service 

 Community Partnerships – to develop and influence community partnerships with 

the goal of improved service system delivery and planning to enhance individual 

and overall community well being 

 Working Together – to increase the impact of services by embracing and valuing 

staff diversity to promote innovation in a collaborative, professional environment 

 Technology – to incorporate technology to improve service and evidence based 

decision making 

In each area there are established outcomes and metrics with activities that will support 

success.  The outcomes and metrics continue to evolve and improve.  This section of 

the service plan outlines some of the activities and the outcomes and metrics for each 

section.  A table of the Social Services Outcome Measures is attached as Appendix B 

and the Social Services Action Steps for 2015/16 is attached as Appendix C. 
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PEOPLE WE SERVE 

 
To improve the delivery of high quality customer centered service, the Division is 

focusing on integrating our intake process and exploring a more integrated case 

management model.  We are also planning an extensive renovation to create more 

accessible and welcoming space for our clients.   

 
Outcome Measure Target 

1. Improved Customer 
Satisfaction 

% increase in customers’ 
reported level of satisfaction 
with service provided 

0.5% Increase (excellent/good) 
 
Reported bi-annually 

2. Timely response to 
service requests 

% applications booked within 
set # of days 

95% of OW applications booked 
within 4 working days  

3. Timely response to 
inquiries 

% Telephone calls picked up 
within 60 seconds  

80% of calls answered in 60 
seconds or less  

4. Customer Service 
Delivery Model 
Effectiveness 

Existing/new program service 
delivery models operate to 
outcomes that advance our 
clients’ goals & demonstrate 
our vision of “Helping People – 
Changing Lives” 

1 program/ service delivery model 
assessment conducted for each 
division core program area  

 

INTEGR ATED INTAKE  

A Lean integrated intake project is currently being conducted to provide our clients with 

individual choice for applying for Ontario Works financial assistance and Children’s 

Services child care subsidies.  The goal is to offer a variety of ways to apply for our 

services and encourage clients to select the method and timing that best suits their 

needs.  In 2015, an intake model will be piloted and insights obtained to further refine 

the intake process design.  

  

INTEGR ATED C ASE MODEL  

The Division continues to explore the integrated case model design as a means of 

delivering service.  Initially the focus was on rural outreach; three Case Managers carry 

an Ontario Works caseload specific to the following three townships: Trent Lakes, 

Havelock-Belmont-Methuen and Asphodel-Norwood.  This was expanded by adding two 

additional case managers, one targeting a residential area in the south-end of the City 

and the other assuming cases within the City limits.  The integrated case model 

structure allows the staff to deliver financial and employment assistance as well as other 

supports as needed and assumes an optimum caseload of 80 to 90 cases.   
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FACILITIES  

 

 

The end of the Social Services Division lease agreement provided an opportunity for the 

Division to re-assess its space and location needs within the context of the current 

economic environment.  The City evaluated facility options and approved a plan to 

renew the existing site lease as this proved to be the most cost effective option.  By 

remaining at the current location client service disruptions will be minimized; although, 

there continues to be some accessibility and space constraint challenges.  Staff are 

working with the City’s Accessibility Coordinators to address priority accessibility and 

other functional challenges within the current site.  Work has begun as of late August 

2015 and will be completed in 2016. 
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COMMUNITY PARTNERSHIPS  
 

To improve service system delivery, the Division is concentrating on developing and 

influencing meaningful community partnerships.  Some of the key activities in this area 

include the Community Employment Resource Partnership (CERP) and the related 

collaborative electronic referral tools, working with ODSP to improve access to 

employment services and coordinated case planning for hard to house individuals. 

Outcome Measure Target 

Increased 
Coordination of 
Service Delivery 

A bi-annual Community Agency 
Survey (alternate years to 
client/staff survey) to encourage 
coordination of community 
services to support the 
advancement of our clients’ 
goals and ambitions 

75% of agencies report an 
increase in collaboration year 
over year  
 
Reported bi-annually 

Improve staff knowledge of 
community resources  

6-8 community agency 
presentations annually 

Promote/support staff 
participation in community 
agency networks. Provide an 
update on participation rates. 

15% of staff participating in 
community networks 

 
COMMUNITY EMPLOYMENT RESOURCE PARTNERSHIP (CERP)  

Through the CERP, the Social Services Division has collaborated with the Workforce 

Development Board, City of Kawartha Lakes- Social Services, Peterborough 

Technology Services (PTS) and area employment and training organizations to develop 

an online database to enhance program access and service coordination across the 

region.  Online tools include an improved local job posting board, employment and 

training events calendar, and a screening and referral tool to streamline client access 

and improve service response times for those seeking employment assistance.  The 

client screening and referral tool adds value as the data collected will result in a better 

understanding of clients’ needs, skills gaps, improve service coordination and 

employment outcomes.  The data collected will support local labour market analysis, job 

retention and expansion 

activities and align clients 

with the right services 

based on their unique 

needs.  All of these 

benefits will help clients to 

connect with local 

employers and fill available job vacancies.       

 
 

51 
• Agencies using online tools 

200 • Front line staff trained on new online tools 
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FIGURE 7 DATA FROM NEW ONLINE TOOL MAY 1ST TO JUNE 30TH 2015 

Number of Referrals Sent by Service Type 

Service Type (All Agencies) # % 

Employment Assistance 
Services 

14 7 

Employment Services 60 27 

Literacy & Basic Skills 31 14 

ODSP 0 0 

OW – Social Services (Ptbo 
only) 

115 52 

Total 220 100 

   

       
 

ODSP   

Providing high quality service and programs for people with disabilities and those 
requiring mental health supports is an important factor in planning Division services.   
Ongoing consultations with local poverty advocates and ODSP beneficiaries have 
identified that many recipients want to work but are hesitant to do so for a number of 
reasons.  Local service coordination strategies to support disabled job seekers include: 

 Working with ODSP employment service providers who have identified that 

ODSP recipients are often motivated but, frequently lack basic pre-employment 

skills or experiences that would lead to successful, sustained paid employment 

 Life skills, literacy training or community placement opportunities to improve their 

paid employment and job placement outcomes 

 Working with service providers with specialized skills in disabilities and ODSP 

staff to improve and streamline service 

 Enabling disabled social assistance recipients who want to pursue employment 

on a voluntary basis to be referred to the OW office to access pre-employment 

supports  

 ODSP service providers focused on sustainable employment and achievement 

of employment placement and job retention results for clients  

 

During 2014, the Social Services Division reorganized its team structure to support 

improved access to services for ODSP clients participating in Ontario Works.  Progress 

was made during the year but unfortunately, this momentum quickly stalled due to 

SAMS implementation challenges and staff turnover experienced by the local Ministry 

office.  It is hoped that referrals for Ontario Works employment services will pick up 

when these issues are addressed and business functions return to normal.  

 

 
Frequency – Reasons for Referral 

Career/ employment counselling 90 *41% 

Education 32 15% 

Job Development 88 40% 

Other 38 17% 

Specialized Services  
(Ex CNIB Employment supports) 

34 15% 

Training 40 18% 

n=220 (number of referrals)   

*Number of referrals that had a specific reason as a 
percentage of the number of referrals made. Percentages 
do not add up to 100 as multiple Reasons could be 
selected per client 
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COORDIN ATED CASE PLANNING –  HOMELESSNESS COORDIN ATED RESPONSE TEAM (HCRT)  

The Homelessness Coordinated Response team consists of front line staff and 

supervisors from several different organizations working with the homeless population in 

Peterborough.  The group meets every two weeks to case conference about people with 

complex needs that are homeless or precariously housed.  The following chart 

illustrates the HCRT outcomes for 2014-15. 

 

As of June 2015, the HCRT team is working with just over 100 individuals. The HCRT 

group is also the primary source for referrals in to the new Peterborough Housing First 

program.  Peterborough (through Four Counties Addiction Services) is receiving funding 

from the CE LHIN to operate a Housing First program. This involves 8 clients with a 

wraparound response that includes an intensive case manager, housing support 

workers, rent supplements (from provincial CHPI funding), homemaker services and 

trustee services.  In September 2015 multiple community partners participated in 

training for the Service Prioritization Decision Assistance Tool, an assessment tool with 

a focus on homelessness that will assist with prioritizing and determine service needs of 

homeless residents in Peterborough.  

 
This series of initiatives is an example of the local alignment of the Housing and 

Homelessness Plan with a variety of funding from the federal (HPS), provincial (MMAH 

funding including CHPI), and local level to support vulnerable people in our community. 
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WORKING TOGETHER  
 

By valuing a diverse staff and promoting a professional environment, the Division can 

increase the impact of our services.  Some of the key activities in this are the follow up 

to the staff satisfaction survey and a Lean project to improve the training process. 

 

STAFF S ATISF ACTION SURVEY FOLLOW  UP   

In 2014 staff were asked to complete a survey to identify areas for improvement, as well 

as successes.  Everyone who took the survey believed that the work they do is 

important and almost everyone felt that we are committed to providing high quality 

services/ programs.  Over 90% of staff are proud to work for Social Services.  There 

were some areas that staff felt needed improvement, including staff respect, 

communication, consistency and facility improvements.  Based on the identified 

concerns cross program working groups were established to take action in each of 

these areas over the next year.  The staff survey is a bi-annual event and the follow up 

survey will help us understand the impact of our work.  

 

 
 

 

Outcome Measure Target 

1. Increase Staff 
Satisfaction 

Improve staff expectations related 
to the Division’s commitment to 
resolve concerns raised in the 
staff survey 

70% confidence level that action 
will be taken in the 2016 survey 
 
Reported bi-annually 

Promote staff participation in 
internal standing committees, 
working groups and lean projects 
for enhanced work diversity and 
professional development 
opportunities  

80% of staff are engaged in 
some internal committee/ 
working group or community 
network 

2.Training System 
Process 
Improvements  

Communicate and engage staff in 
Training System Process 
Improvements 

95% of staff have input into 
training project 

Training Plan developed and 
presented for discussion; updates 
incorporated with monthly actuals 
posted 

5 top training priorities 
scheduled and completed by 
year end 
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TRAINING SYSTEM PROCESS IMPROVEMENTS  

 
 

  
As one of the Lean continuous improvement projects, a new hire orientation working 

group began in the spring of 2015.  The goal is to develop a new hire orientation model 

that consistently provides new employees the tools, knowledge and skills necessary to 

successfully perform the duties associated with the role for which they are hired.  It will 

engage staff subject matter experts in identifying core new hire skill development areas 

and provide training to assist them in designing a series of customer focused best 

practice new hire coaching tools and resources.  It is anticipated these tools will be 

transferable to apply to ongoing training and continuous improvement with existing staff.  

This project will form the foundation for clearer expectations of staff duties and 

milestones required as part of delegation of authority.   
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TECHNOLOGY 
 

The Division strives to 

incorporate technology to 

improve service and evidence 

based decision making.  Some 

of the significant tasks in this 

area include achieving a 

stabilized state in the SAMS 

technology implementation, 

implementing client email 

processes and launching 

electronic records 

management across the 

Division, including access 

through the web site.  

 
 

 

SOCI AL ASSISTANCE MAN AGEMENT SYSTEM (SAMS) 

The new social assistance technology continues to be a source of many challenges, 

impacting the level of client service, concerns with overpayments and a struggle to 

focus on client outcomes. The Ministry continues to address system defects and works 

to bring stability of performance and restore confidence for the thousands of users 

across the province.  Data output related to caseloads and employment outcomes 

continues to be unreliable; however, work is being done to identify variances and report 

discrepancies to the project.  At this point, we are unable to separate out County 

caseload and benefit expenditures with confidence.  The Ministry has introduced a 

SAMS Integrated Transition Plan that addresses a series of activities to bring the 

system to a “steady state” by the end of Q1 2016.  In the second year of this service 

plan, we anticipate resuming a higher level of client service and focus on client 

outcomes, once the steady state has been achieved.  There are components of the 

SAMS delivery such as Enhanced Verification Process and the client portal still to be 

implemented. 

Outcome Measure Target  

1. People accessing 
more information via 
website 

Improve use and develop the 
website 

5% increase year over year of 
number hits on Social Services 
webpages 

2. Using technology to 
enhance 
communications and 
client service  

# of clients using texting and 
Email 

20% by year-end  
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EM AIL  

The Division strives to deliver accessible, high quality customer service and use 

technology to enhance effectiveness and improve access to services.  E-communication 

is the meeting point between these two strategic directions.  Some client groups have 

had access to their worker via text for a number of years.  In the 2014 client survey, 

40% of clients stated that they would prefer to communicate with Social Services staff 

via email.  After extensive consultation about legal, technology and privacy issues, a 

client email protocol was established in early 2015.  Client email started in February 

2015.  An evaluation is underway and the processes will continue to evolve and improve 

over the next year.  Early feedback from clients and staff is very positive. 

 

ELECTRONIC RECORDS M AN AGEMENT  

 
As we begin to communicate electronically with 

clients, managing electronic records becomes a 

more pressing issue.  A new project has been 

established to develop an electronic records 

management protocol, organize the records and 

develop new storage and retrieval mechanisms so 

that staff can find the documents that they need 

when they need to find them.  This is a long term 

project spanning more than three years that aims to 

improve client service, minimize duplication and 

save administrative time.  

 
 
 
 

 

ELECTRONIC FUNDS TRANSFER –  DEBIT C ARD IMPLEMENT ATION IN 2017 

Division staff are working with the City’s Corporate lead bank to investigate processes 

to make it easier for clients to meet the legal requirements to obtain a bank account in 

order to sign up for direct deposit.  Our 2015 target is set at 72% of Ontario Works 

clients voluntarily registered with direct deposit.  By the end of this two year plan, the 

Ministry is expected to implement a reloadable payment card for Ontario Works 

recipients who receive their payment by cheque.  The Division will join in this initiative to 

make this a reality for our clients.  
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ONTARIO WORKS PROGRAM OVERSIGHT AND COMPLIANCE 
 

R ISK ASSESSMENT FR AMEWORK  

Financial and administrative activities required to support and oversee program delivery 

not already mentioned in this plan include the following: 

 

 Subsidy claim process 

 Professional development 

 Analysis of resources 
 

SUBSIDY CL AIM PROCESS  

The implementation of SAMS has now made the subsidy claim life cycle a fully 

electronic process.  To date, this process has not been activated in SAMS and we await 

further direction from the Ministry.  Detailed subsidy claim reports from SAMS will be 

used to reconcile monthly expenditures.  Efforts are underway to validate financial 

expenditures supported by numerous reports and data files to complete the monthly 

reconciliations.  

 

PROFESSION AL DEVELOPMENT  

The Division remains committed to integrating the provincial training curriculum, 

Supportive Approaches through Innovative Learning (SAIL).  In addition, the Bridges out 

of Poverty framework is an important learning tool used to train staff and community 

partners.    

 

AN ALYSIS OF RESOURCES  

Administrative funds are used to support front line delivery of Ontario Works, delivered 

by 96 full time equivalent staff within the Social Services Division.  Program 

administration funding is directed to support such areas as finance, human resource 

and legal services within the Corporation.  Funding is also allocated to purchase of 

service agreements.  Examples of these include funding AccertaClaim Servicorp Inc. to 

oversee the administration of discretionary benefit dental claims; contract with Salvation 

Army to deliver trustee services to targeted groups of Ontario Works clients and 

agreement with a local agency to provide after hours emergency services when our 

offices are closed.  Program expenditures adhere to applicable municipal finance and 

procurement policies, approved Ministry policies and processes, as well as local 

operational practices. 
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EMPLOYMENT OUTCOME STRATEGIES 
 

Given the environmental scan, the following 5 strategies are the key to achieving 

greater earnings and more employment opportunities for clients.  

1. Use new online case planning tools to increase client outcomes through service 

integration and case collaboration with community employment service providers. 

2. Partner/ collaborate with the successful proponent in the MTCU sponsored Local 

Employment Planning Council pilot project, to improve employer engagement 

and access by clients to available area jobs. 

3. Continue to provide a range of “life stabilization” services as a first step towards 

improved employment outcomes.  E.g.  Housing and homelessness, addiction 

supports, childcare, life skills/emotional intelligence and mental health supports. 

4. Continue to support student achievement through specialized staff allocation to 

increase high school, literacy and basic skills graduation rates. 

5. Stabilize business processes related to SAMS implementation, validate outcome 

reporting and data entry requirements to accurately capture employment service 

results. 

We will be providing our clients with a solid foundation and opportunities for 

employment.  We are committed to working in partnership with the province to develop 

and validate the employment outcome tracking system. 

As requested by the Regional MCSS office, Social Services Division staff have 

attempted to establish employment services baselines and outcome targets for the 

current year.  To complete this service plan and annual budget package submission the 

following available reports were reviewed in detail, in order to set the 2015 employment 

outcome baselines and targets:  

 SDMT- 2014 Ontario Works Employment Assistance- Outcome Summary File 

(results  to 08/2014); 

 SAMS- Cognos Reports- 2014/ 2015 

o CRS-120 Case Closure Details Report 

o CRS-380 Average Time Average Earnings Report 

o CRS-420 Case Closure Performance Report 

o CRS-540  Participation Summary Report; and 

 SAMS Transition Performance Reports. 
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A summary of the calculations including targets and weighting of the various indicators 

is contained in Appendix “A.” 

To forecast employment and earnings outcomes, staff reviewed the 2014 OW Service 

Contract and used the 2014 forecasted baseline (as it was determined using the last full 

year of SDMT service data from 2013), to establish the current year’s baseline.  The 

Division is including a reduction in the 2015 forecasted baseline data given the following 

considerations:  

SAMS  DAT A D ISCREP ANCIES /  EXISTING REPORTS  

Use of the SAMS related reports as currently available has revealed a number of 

inconsistencies between various performance indicators depending on the source 

document.  These inconsistencies include different caseload/ participant counts, absent 

or incomplete employment and earnings client records and discrepancies in file 

termination counts and case closure details.  Many of these inconsistencies have been 

identified and are currently scheduled for provincial level SAMS upgrades or, have been 

raised as issues through various stakeholder working groups.  As such, the statistics 

contained in these reports are likely to be refined and restated in the coming weeks.  

Employment support services for participants have continued through the SAMS 

implementation and transition period.  Unfortunately, there is some evidence that 

employment and earnings outcome indicators do not accurately reflect the activity 

observed at the local level.  As SAMS issues are identified our office continues to follow 

the established SAMS “ticket” processes in order to flag suspected system deficiencies. 

UN AV AIL ABLE PERFORMANCE REPORTS  

The task of estimating employment and earnings outcomes has proven to be difficult as 

the Ministry has not provided the Ontario Works Employment Assistance Outcomes 

Summary File, since August 2014.  In past years, this data file has been used to track 

and measure a CMSMs progress towards annual employment and earnings targets.  By 

directly linking the Outcomes Summary File to the annual Consolidated Budget 

Package and service contract, employment outcome planning would build on the 

previous year’s results to establish appropriate baselines and targets in the current 

year.  Additionally, a number of SAMS- Cognos reports to support employment planning 

are currently unavailable and will require close review once received to confirm their 

accuracy. 

LOC AL LABOUR M ARKET AND ECONOMIC INDICATORS  

At the national level Canada has seen very mixed economic and employment outcomes 

in the first half of 2015.  Canada had slipped into a mild recession in the first two 

quarters of the year, having registered declines in the Gross Domestic Product in the 

first six months.  Declining oil prices have led to a lower Canadian dollar which had 

been expected to be beneficial to the Ontario economy and boost employment levels.  
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Although recent employment indicators have been positive the economy continues to 

underperform.  The TD Bank identified reasons for this in an Economic Outlook Special 

Report from September 3, 2015, terming the current situation as a “failure to launch” 

due to “structural head winds.”  The suggestion is that many large Canadian 

manufacturing firms have been shifting production capacity to lower labour cost 

jurisdictions.  As a result, increased demand for Canadian goods is now being met 

through off shore plants.  The implication is that the Canadian dollar will have to remain 

low for a prolonged period of time in order to see new production facilities re-established 

in this country. 

The impacts of these global and national factors are expected to influence local labour 

market conditions in the coming months and are difficult to predict.  While a low dollar 

and lower gas prices should be good for tourism and travel of U.S. citizens to the area, 

indications are that manufacturing exports and jobs have not increased in response to 

recent trends.  These factors, along with pending federal elections, potential for 

additional austerity measures by governments and provincial level labour challenges, 

may negatively impact local labour market conditions; as such, lower employment 

outcome baselines and modest targets have been included in this service plan and the 

OW budget package submission. 
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APPENDIX A:  EMPLOYMENT ASSISTANCE OUTCOME MEASURES  

 

 
*Due to economic conditions and local labour market challenges, challenges in data 

capture, staff workload due to SAMS transition and lack of outcome reporting, a -20% 

reduction was applied to 2014 Baseline figures to establish 2015 Adjusted Baseline.  

Targeted improvement is set at 1% over revised 2015 baseline. 

  

1A Average employment earnings = average amount of employment earnings for participants with earnings 

1B 
Average amount of earnings at exit = average amount of employment earnings at exit where earnings 
have taken benefit unit (BU)off assistance 

1D 
Earnings after 12 months = average amount of earnings in the current month, for participants with 
earnings after being on assistance for at least 12 consecutive months (monthly average earnings) 

2A % with employment income = percentage of caseload with employment income 

2B 
% of caseload exiting to employment = percentage of BUs exiting to employment where earnings have 
taken BU off assistance (avg. monthly %) 

2C 
Job retention rate (time) average # months to re-entry = job retention rate determined by average length 
of time from exit due to earning and/or employment to re-entry into social assistance where earnings 
have taken BU off assistance (within last 24 months) 

2D 
Job retention rate (%) = job retention rate determined by the % of BUs who exit social assistance due to 
earnings and/or employment and return where earnings have taken BU off assistance (within last 24 
months) 

2E 
Average length of time to employment = average length of time to employment for BUs which did not 
have earnings at time of entry, where earnings have taken BU off assistance (# of months since grant 
date).  Not Weighted in 2012 or 2013. 

2015 
 
 
 
 
 
 

Earnings   
1A- Adjusted Baseline  
1B-  Adjusted Baseline  
 
1A Target  
1.0 % Improvement 
 
1B Target 
1.0 % Improvement 

Employment  
 
2A, 2B, 2C, 2D, 2E- Adjusted Baselines 
 
Target 1.0 % Improvement  
 
 
 
 

Measure 1A $ 1B $ 2A % 2B % 2C # 2D% 2E 

2014 Forecast 
Baseline (Based 
on 2013 actuals)  

$742.46 $1,070.27 11.6% 19.1% 8.4 12.4% 15.9 

2015 Adjusted 
Baseline (- 20%) 

$593.97 $856.22 9.28% 15.28% 6.72 14.88% 19.08 

2015 Target + 1% $600.00 $864.86 9.38% 15.43% 6.79 14.70% 18.88 

        

Proportional 
weighting 

300 200 100 100 100 100 100 

Maximum 
Points 

600 400 200 200 200 200 200 
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APPENDIX B  SOCIAL SERVICES OUTCOME MEASURES 

 
  

People We Serve 

Outcome Measure Target Comments 

1. Improved 
Customer 
Satisfaction 

% increase in customers’ 
reported level of 
satisfaction with service 
provided 

0.5% increase 
(excellent/good) 
 
Reported bi-annually 

92.5% of clients found 
the quality of services 
good or excellent 
(2014) 

2. Timely response 
to service requests 

% applications booked 
within set # of days 

95% of OW 
applications booked 
within 4 working days  

100% of the 
applications were 
booked within 4 days 
in the first half 2015 

3. Timely response 
to inquiries 

% telephone calls picked 
up within 60 seconds  

80% of calls 
answered in 60 
seconds or less  

In the first half of 
2015, 91% of OW 
calls and 88% of CS 
calls were picked up 
in 60 seconds 

4. Customer 
Service Delivery 
Model 
Effectiveness 

Existing/new program 
service delivery models 
operate to outcomes that 
advance our clients’ 
goals & demonstrate our 
vision of “Helping People 
– Changing Lives” 

1 program/service 
delivery model 
assessment 
conducted for each 
Division core program 
area  

To be reported at end 
of year 

 
Community Partnerships 

Outcome Measure Target Comments 

1. Increased 
Coordination of 
Service Delivery 

A bi-annual Community 
Agency Survey (alternate 
years to Client/Staff 
survey) to encourage 
coordination of 
community services to 
support the advancement 
of our clients’ goals and 
ambitions 

75% of agencies 
report an increase in 
collaboration year 
over year  
 
Reported bi-annually 

Measure to be 
included in the 
agency survey 
scheduled for early 
2016 

Improve staff knowledge 
of community resources  

6-8 community 
agency presentations 
annually 

As of September – 5 
community agencies 
have provided 
presentation at 
division staff meetings 

Promote/support staff 
participation in 
community agency 
networks.  Provide an 
update on participation 
rates 

15% of staff 
participating in 
community networks 

Effective September 
39% of staff 
participate in a 
committee based 
committee or network 
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Working Together 

 
 
Technology 
 

Outcome Measure Target  Comments  

1. People 
accessing more 
information via 
website 

Improve use and develop 
the website 

5% increase year 
over year of number 
hits on Social 
Services web pages 

Effective September 
there has been a 42% 
increase in web site 
hits year over year 

2. Using 
technology to 
enhance 
communications 
and client service 

# of clients using texting 
and email 

20% by year-end  Effective June, 10% 
of clients were using 
email with staff 

 

Outcome Measure Target Comments 

1. Increase Staff 
Satisfaction 

Improve staff 
expectations related to 
the Division’s 
commitment to resolve 
concerns raised in the 
staff survey 

70% confidence level 
that action will be 
taken in the 2016 
survey 
 
Reported bi-annually 

In 2014, 56.5% of 
staff agreed or 
strongly agreed that 
we will try to resolve 
concerns raised in the 
survey. 

Promote staff 
participation in internal 
standing committees, 
working groups and Lean 
projects for enhanced 
work diversity and 
professional 
development 
opportunities  

80% of staff are 
engaged in some 
internal committee/ 
working group or 
community network 

As of July 65% of 
front-line staff are 
participating in one or 
more committees/ 
working groups  

2.Training System 
Process 
Improvements  

Communicate and 
engage staff in Training 
System Process 
Improvements 

95% of staff have 
input into training 
project 

To be reported at end 
of year 

Training plan developed 
and presented for 
discussion; updates 
incorporated with 
monthly actuals posted 

5 top training priorities 
scheduled and 
completed by year 
end 

To be reported at end 
of year 
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APPENDIX C SOCIAL SERVICES ACTION STEPS 2015/16 

 

Description of Work Actions Start End 

Core Service 

Financial Assistance 
Provides basic benefits to eligible 
residents to assist with food, 
shelter, clothing, related items 
and services in the most efficient 
manner possible.  

 Supporting approximately 4,000 families plus approximately 850 ODSP clients, providing 
employment and income supports to help lead participants to self-sufficiency.  

 Provide additional client services as required related to eligibility review, family support, 
revenue recovery 

 Assess business processes including on-line application, telephony, web site design and 
usage to ensure alignment with SAMS. 

 Continue to provide for program delivery to include the subsidy claim process and required 
accountability framework, quality assurance frameworks and appropriate monitoring. 

On  

Employment Support 
Assist OW and ODSP participants 
to increase employability through 
active job search, coaching, job-
specific skills training, job 
placement, volunteer placement, 
basic education and upgrading. 

 Continue focus on increased earnings and exiting assistance for employment  

 Strengthening linkages between OW sponsored training programs, job placement services, 
area employers and Employment Ontario Services. 

 Implement any revised policies or practices (changes related to SAMS) 

Ongoing 

 

 

Participant Training Programs  
Participant training programs will 
be provided to prepare people for 
employment opportunities 
 

 Kawartha Fest Ambassadors (customer service, tourism and hospitality)  

 Trent Valley Literacy program and COIN (food service industry)  

 Community Training and Development Centre (Personal Support Workers) 

 CMHA (life skills and emotional intelligence, tourism and hospitality)  

Ongoing  

Addictions Services Initiative 
Provides intensive case 
management to OW clients 
struggling with addictions as a 
barrier to employment and quality 
of life 

 Supporting approximately 150 participants per year 

 Strengthening community partnerships with addiction services provider 

 Training and implementing solution focused intensive case management internally and 
with community partners 

 ASI Renewal  

Ongoing  

Employment Resource Centre 
 

 Temporarily located at the Peterborough Public Library and will be reconfigured in the main 
office after renovations are completed 

 Identify levels of services available for area residents and identify potential service gaps 
and strategy (County Outreach) 

Ongoing  

Children’s Services 
 

 Manage the administration of child care subsidies, Ontario Works – formal and informal 
child care, funding for children with special needs, general operating funding and directly 
operated child care programs. 

 Support collaborative planning with the broader children’s service sector.   

Ongoing  
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Description of Work Actions Start End 

Housing and Homelessness  The 2014 Progress report for the 10-year Housing and Homelessness Plan can be found 
on the City’s web site. 

 http://www.peterborough.ca/Assets/City+Assets/Housing/Progress+Report+2014.pdf 

 Continuing affordable housing development where possible, taking advantage of the City’s 
incentive programs  

 Peterborough Renovates Program was reinstated in 2015 

 Housing First program development 

 Brock Mission facility changes  

 The Housing Stability Fund for people on Social Assistance and for low income 
households will continue in 2015 with a plan for a program review in 2016 

 Enhancements to client engagement 

Ongoing 

 

 

Emergency Management  Develop and participate in ongoing training  

 Annual exercises City and/or County  

 Respond to community emergencies when required 

Ongoing 

 

 

People We Serve 

Facilities Renovation  Renovation of the existing facility to enhance customer service and accessibility 

 Some staff are temporarily located at the Peterborough Public Library during the 
renovation 

Aug 2015  April 2016 

Joint Intake Children’s Services 
and Ontario Works 

 Work with OW/CS staff to implement a joint intake model which provides client choice 
related to the application process 

  Allows the client to choose the application process that best suits their needs 

Mar 2015 April 2016 

 

Integrated Case Management   Provide integrated outreach visits in rural clients’ homes or at other suitable public 
locations. 

 Expanded to areas within the City (south end) 

 Continue to explore expansion of the model 

Ongoing  

Outcomes and Standards  Outcomes have been established in all program areas  

 Enhanced tracking, monitoring and reporting processes to be developed. 
January December 

OW Youth Initiative  Increasing case managers to provide financial, social, and employment supports in office 
and in area schools; up to 5 caseloads with 3 dedicated employment counselors 

 Improve educational attainment and reduce time on assistance through intensive case 
management. 

 Continue to strengthen relationship with school boards and Employment Ontario youth 
focused opportunities   

Jan  December 

http://www.peterborough.ca/Assets/City+Assets/Housing/Progress+Report+2014.pdf
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Description of Work Actions Start End 

Life Skills Program   Revitalizing the life skills programs to include emotional intelligence and placement 
opportunities.  The new program will be called Prospects and is delivered in cooperation 
with CMHA, Kawartha Fest and Trent University.  

June 2015 ongoing 

Dental Request for Proposals 
 

 In keeping with the City of Peterborough’s procurement and purchasing policy, a Request 
for Proposals for the Administration of Ontario Works adult discretionary dental benefits 
was conducted in the first quarter of 2015. 

 The contract was awarded to AccertaClaim Servicorp effective August 1, 2015 for a period 
of three years. 

 On May 29, 2015, the Ministry of Community and Social Services (MCSS) announced the 
delay in transferring the administration of mandatory children’s dental and administration to 
the Ministry of Health until January 1, 2016.  Accerta has agreed to take on this role for the 
remainder of 2015. 

Aug 2015 ongoing 

Client and Staff Satisfaction 
Survey 

 Implement, analyze and action the follow up of the client and staff satisfaction survey 

 Bi-annual survey to be completed again in early 2016 
 

Feb 2016 Dec 2016 

Community Partnerships  

Local Employment Planning 
Council (LEPC) 
 

 Peterborough was identified as 1 of 8 communities to test the model 

 The City of Peterborough Social Services is partnering with the Workforce Development 
Board (WDB) and neighboring social services offices to apply to pilot the LEPC but will 
work in collaboration with the successful partner, as determined by MTCU 

 The goal of these pilots is to improve local employment and training service planning and 
labour market conditions in local communities 

June 2015 

 

ongoing 

 

Labour Market Analysis  Participated in project in partnership with Workforce Development Board to develop a 
Labour Market Information Gateway 

 Working with WDB to develop a sustainability plan for the Gateway 

 Use of information will drive job specific skills training and employer engagement 
strategies. 

Ongoing  

Job Fairs  Working with the GPAEDC business expansion and retention staff deliver career/ 
information fairs and employer recruitment supports with a focus on small and medium size 
business expansions and startups. 

 Focus on customer contact centre job fairs for Nordia and Minacs in the spring and early 
summer 

 Support job fair in Buckhorn in the fall 

Ongoing  
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Description of Work Actions Start End 

CERP Online Referral Tool  Developed an online database tool to automate and track employment service referrals 

 Launched the tool in May 2015 including referral, job board, events calendar and employer 
data base 

 As data accumulates the tool will provide local labour market reports 

 231 referrals  between May to Aug 2015 

 Employer database with 2,374 employers for job postings and coordinated job 
development agencies  

May 2015  ongoing 

Peer Employment Program 
(developed from ODSP project) 

 Work with ODSP and COIN, supporting access to life skills, literacy training or community 
placement opportunities to improve their paid employment and job placement outcomes. 

March 
2015 

ongoing 

Agency Satisfaction Survey  Develop a bi-annual community agency survey to encourage coordination of community 
services to support the advancement of our clients’ goals 

Sept 2015 April  2016 

Housing Services Integration  Homelessness Support Services Coordinating Committee continues to meet. 

 Subcommittees include Home Response (related to older adults living in their home 
requiring supports), Cold Weather Response, and Health Links and Transitional Age Youth 
group. 

 Service Resolution Protocol and the Homelessness Coordinated Response Team 
continue.  

Ongoing  

Healthy Eating Initiative  
(Together we are nurturing with 
nutrition) 

 The purpose of this initiative is to encourage and help children, families and educators to: 

1. Understand why it’s important for children to eat healthy foods 

2. Make healthy food choices when buying food & planning meals 

3. Develop a good understanding of healthy eating practices 

 Child care program staff are working closely with a dietician from the City County Health 
Unit to develop educational resources for the children and families and to provide training 
for our educators. 

 Also collaborated with the YWCA for the provision of nutritious locally sourced fresh 
produce, milk, cheese and eggs. 

March 
2015 

March 
2016 

Schools First Capital Funding 
and Capital Funding for New 
Construction 
 

 Working with local school boards and the child care community for the purpose of 
construction of new childcare spaces in new and or expanded schools 

2012 2018 
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Working Together 

Process Improvement - Lean  Lean methodology has been adopted for Division process improvement. 

 Lean projects for 2015 include Integrated Intake and the New Hire Orientation and Peer 
Coaching Project Training Project 

Jan December 

Explore integration with other 
Corporate services  

 Work with recreation  to explore administering subsidies 

 Exploring the opportunities for an Affordable Transit Fare – potentially integrating eligibility 
determination and service delivery  

 Determine corporate interest in customer service integration across areas that allow for 
one stop client portal access and administration (for example  - child care payments 
received at the tax office) 

June 2015 ongoing 

Human Services Planning  There is an increase in community readiness for the municipality to take a larger role in 
human services planning 

 The division is exploring the appropriate role across the corporation and with the 
community 

Summer 
2015 

Late 2016 

Staff survey follow up  Working groups established to address concerns raised through the last staff survey, 
including communication, consistency, respect and facilities improvements 

Dec 2014 Dec 2015 

Effective Use of Technology 

SAMS Project  Focus on stabilization of the system 

 Some components such as subsidy claim form, Enhanced Verification Process and client 
portal still to be implemented 

Ongoing  

E communication with Clients  Implemented client E Communication strategy  

 Evaluate the initial program 

 Consider other e communications such as E subscribe, web access, social media, Google 
drive and remote work 

Feb 2015 ongoing 

Employment assessment 
support through the 
Employment Readiness Scale 
(ERS) 
 

 Continue using ERS as an employment tool that measures how ready a client is for 
employment in areas of self-sufficiency, career decision-making, job search, job 
maintenance and ongoing career management 

 Data used for evidence based decision for both program planning and individual case 
management  

Ongoing  

Telephony enhancements  Implemented a telephone recording system as a quality assurance tool in 2015 

 Develop and implement quality assurance processes and improvements in 2015 /16 
Ongoing  
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Corporate Record Management 
Project  

 Under the direction of Corporate Services embark on the implementation of the new 
records classification system within the Division. 

 Explore the expansion of electronic scanning of documentation to include Social Services  

Ongoing  

Community Service mapping 
Project 

 Employment Services map now online 

 CERP online referral tool data to be used to map referrals on top of the locations for 
employment services 

 Food, women’s resources, recreation and seniors maps in development 

 Continue program partnership with Peterborough United Way and Fourinfo.com for 
creating future inventories and program maps to inform broader service planning and 
coordination. 

Feb 2015 ongoing 

Computer refresh  A computer refresh is scheduled to replace computer hardware and monitors as part of our 
4 year refresh cycle 

 Aligning this purchase with orders from other City departments will ensure obtaining the 
best purchase price available.  

Sept 2015 Dec 2015 
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