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TO:    The Chair and Members 

  of the Board of Directors, 
  Credit Valley Conservation 

 
 
SUBJECT:  PLANNING AND DEVELOPMENT SERVICES 

CUSTOMER SERVICE AND STREAMLINING ACTION 
PLAN STATUS REPORT  

 
 
PURPOSE: To inform the Board of Directors of CVC of the status of 

implementation of the Planning and Development Services 
Customer Service and Streamlining Action Plan 

 
 
BACKGROUND: 
At the CVC Board of Directors (the ‘Board’) meeting in November 2019, the Board 
endorsed the CVC Planning and Development Services (PDS) Customer Service and 
Streamlining Action Plan (the ‘Action Plan) through Board Resolution #100/19. The 
purpose of the Action Plan is to outline the PDS department’s planned program 
monitoring and service enhancements, and to demonstrate a continued commitment to 
customer service excellence in keeping with CVC’s Board approved corporate Customer 
Service Charter, Conservation Ontario’s (CO’s) Client Service and Streamlining 
Initiatives, and related provincial initiatives. 
 
Action Plan Core Themes and Target Actions Areas 
The plan’s core themes centre around three key client centric solutions endorsed by the 
Board earlier in 2019 (CVC Board Resolution #31/19). 
 
Table 1 – PDS Action Plan Core Themes and Target Action Areas 

CORE THEMES TARGET ACTION AREAS 

 
Improve Client Service and Accountability 

➢ Online Regulation Mapping 
➢ Service Agreements 
➢ Checklists and Guidelines 
➢ Open Source/Publicly Available Data 

Increase Speed of Approvals 

➢ Workflow 
➢ Issue Management 
➢ Case Facilitation 
➢ Departmental Organization 
➢ Complete Application Process 

Reduce Red Tape and Regulatory Burden 

➢ Policy Alignment 
➢ Service Delivery (review timelines) 
➢ Cost Recovery and Fees (staff time and 

resources) 
➢ Customer Service Surveys 
➢ Monitor and Evaluate Performance  
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Table 1 above outlines each core theme and targeted action areas identified in the 
Action Plan. 
 
CVC PDS Staff Participation in Client Service and Streamlining Activities 
Since the implementation of the Action Plan, PDS staff continue to engage with CO and 
partner CA staff and participate in many client service and streamlining activities, 
including: 
 

1. CO client service delivery training for CA planning and regulatory staff; 
2. Development of templates and guidelines to assist in standardizing CA outputs; 
3. CA work/process flow review for planning applications and recommended 

improvements/standards; 
4. Build on existing time/file tracking systems and work with IT/IM to further 

streamline and digitize the permitting and department workflow processes; and 
5. Identify legislative opportunities for further reducing red tape and regulatory 

burden. 
 
These client service and streamlining activities form the foundation by which the key 
specific actions identified in the Action Plan will continue to be implemented. 
 
In November 2020, PDS staff updated the Board on the implementation successes of 
the Action Plan for 2019 and early/mid 2020, outlining a road map to build on those 
successes by continuing to implement key specific actions while continually improving 
on others. At that same meeting, the Board directed PDS staff to report back with a 
detailed evaluation and implementation status report for the Action Plan annually (CVC 
Board Resolution #104/20). 
 
 
ANALYSIS: 
 
The Action Plan and deliverables, particularly those completed to date, reflect PDS’s 
long standing leadership role in customer service excellence and continued commitment 
to enhancements to program and service delivery. 
 
Status of the Implementation of Specific Actions  
Table 2 below provides some highlights of the key Action Plan deliverables completed 
since fall 2020, including several deliverables undertaken with substantial support from 
other CVC departments and in partnership with Greater Golden Horseshoe CAs and 
municipal partners (e.g., online resources, service agreements and technical guidelines). 
Schedule ‘F’, Appendix 1 also provides an overview of the status of the action plan’s 
short, medium, and long-term deliverables as it relates to the core themes.  
 
It should be noted that many of the short and medium-term deliverables that were 
reported to have been completed in 2020, were improved upon or enhanced as our 
knowledge and experiences with these client centric customer service activities 
continues to evolve. 
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Table 2 – PDS Action Plan Core Themes and Highlights of the Key Deliverables Completed 

CORE THEMES KEY SPECIFIC  
ACTIONS COMPLETED (or deliverables) 

Improve Client 
Service and 

Accountability 

 
➢ Enhanced online regulation mapping capabilities 
➢ On-going MOU reviews and discussions with municipal 

partners – finalizing service agreements for expedited 
review and permitting services with Peel/Brampton 

➢ Prepare/update technical guidelines* 
➢ Continued updates to CVC PDS website – including an 

on-line client experience survey, on-line permit 
applications, and enhanced client service web page 

 
Increase Speed of 

Approvals 

 
➢ Continue to optimize departmental structure and plan 

review teams – including on-going specific staff 
technical/general training plan (embedded in 
performance reviews) 

➢ Improvements to and implementation of a ‘complete 
application process guide’** 

➢ Undertook a comprehensive plan review and permit fee 
review – including modernization of fee policies 

➢ Arranged enhanced/regular standing meetings with 
municipal and agency partners to further coordinate to 
expedite approvals of plan review and infrastructure 
applications 

➢ On-going PDS staff monthly ‘Lecture Series’ to improve 
internal knowledge transfer – focused on program 
processes, partnerships, responsibilities and technical 
training 

➢ Developed internal ‘risk-based compliance protocol’ and 
‘risk-based routine works protocol’ to streamline and 
improve efficiencies for permit approvals and 
compliance activities 
 

 
Reduce Red Tape 

and Regulatory 
Burden 

 
➢ Improved tracking system for permit application 

timelines including for infrastructure projects*** 
➢ Implementing recommendations of comprehensive Plan 

Review and Permit Fee review 
➢ Expanded client experience surveys developed in part 

to assist in performance evaluation and obtain 
feedback**** 

➢ Developed a natural heritage system/feature loss/gain 
tracker to support offsetting guide activities (on-going) 
 

* Includes on-going updates to, completion of or participation in guideline for natural heritage enhancement plans, EIS 
checklist update; fish passage guide; trail construction and design BMP guide, plant selection guide, and stormwater 
management guide.  
** includes formalized pre-consultation and complete application checklist requirements 
*** expanded tracking system analytics to improve efficiencies, and enhance reporting and feedback loop  
**** developed additional surveys for municipalities and development industry to expand feedback sources 
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Service Standard Timelines for CVC Permits 

An important component of the Action Plan is the ability of PDS staff to respond 

expeditiously to client inquiries and plan review and permit applications. Currently, all 

plan review and permit applications processed by PDS meet or exceed the service 

standard timelines established by the Ministry of Northern Development, Mining, Natural 

Resources and Forestry (MNDMNRF formerly MNRF) in their ‘Policies and Procedures 

for CA Plan Review and Permitting Activities (2010)’. One of the key deliverables in the 

Action Plan is a commitment to continual improvements to client services and 

accountability – particularly transparency and predictability related to permit review and 

issuance timelines.  

 
As part of their Client Service Standards for CA Plan and Permit Review initiative, CO 
worked in partnership with CAs and stakeholders to establish CA permit processing 
timelines – which CVC adopted in 2020 (see Schedule ‘F’, Appendix 2). It should be 
noted that through multi-stakeholder consultations, the timelines established by CO for 
CA permit issuance are more aggressive (i.e. shorter timelines) than those established 
by MNRF.  
 
Starting early 2020, on an interim basis CO has been requiring CAs to track and report 
on adherence to these timelines. Table 3 below provides the results for CVC from 2020 
to Q3 2021 (end of September 2021). It is notable that since 2000, approximately 99% of 
permits issued by CVC have been within CO/CVC’s guidelines. 
 
Table 3 – 2020 to Q3 2021 (end of September 2021) CVC Permits Issued Tracking 
Report* 

 
 
 
 
 
 
Credit Valley 
Conservation 

Number of Permits 
Issued Within Policy 
and Procedure 
Timeline 

Number of Permits 
Issued Outside of 
Policy and Procedure 
Timeline  

Reason for Variance 
from Policy and 
Procedure (Optional)  

Major Minor Major Minor Major Minor  

32 491 0 0 N/A N/A 

Number of Permits 
Issued Within CO 
Guideline timeline 

Number of Permits 
Issued Outside of CO 
Guideline timeline 

Reasons for Variance 
from Guidelines 
(Optional)  

Major Minor  Routine Major  Minor Routine  Major Minor Routine 

32 487 0 0 4 0 N/A admin N/A 

*Does not represent the total number of permit applications received and currently in progress (i.e. not issued yet) 

 
Additionally, Figures 1 and 2 below provide graphic illustrations of the number of permits 
issued for Q1 to Q3 2021 (January to September) by application type (minor or major) 
and number of permits issued within, or more than, the prescribed timelines. Similar to 
above, approximately 99% of all permits issued in 2021 were well within the prescribed 
timelines (i.e., exceeds requirements), with only three out of 269 permits issued 
exceeding the prescribed timelines. All three of these permits were minor permit types 
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and fell outside of the permit issue timelines because of high workload and competing 
priorities related to significant compliance and enforcement activities.    
 
Figure 1 – Breakdown of Permit Types for Q1 – Q3 2021 

 
 
 
Figure 2 – Permits issued Q1 to Q3 2021 compared to CO timelines 
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Service Standard Timelines for CVC Plan Review Activities 
Timelines for CVC review of Planning Act applications are determined by municipalities. 
These timelines range significantly in length, are often determined on an application-by-
application basis and in many cases are unpredictable. Factors influencing timelines for 
plan review applications include type of application (e.g., minor variance, subdivision 
etc.), complexity of the submission (e.g., requires site visits/meetings, includes technical 
studies etc.), political factors (e.g., identified as high priority by municipality, put on hold 
by municipality), and local municipal application processing policies and procedures.  
 
To improve transparency and predictability for clients and municipalities, where the 
memorandum of understanding (MOU) between CVC and municipality has not been 
updated to include plan review timelines, and the municipality has not provided an 
application specific timeline, PDS staff strive to complete the review of planning 
applications within four weeks (two weeks for minor applications and respond to inquiries 
within two business days). PDS staff continues to build on our existing plan review 
tracking systems to monitor timelines to meet expectations. However, inconsistencies 
between municipal review time targets, and the fluidity of municipal review timelines as 
the planning process proceeds, make it difficult to collect and analyze data that result in 
any meaningful conclusions.  
 
As such, a best practice and continued deliverable of the Action Plan is to update 
municipal/CVC plan review and plan input Memorandum of Understanding (MOU) to 
include expectations for plan review timelines. Currently, CVC has only one MOU that 
contains plan review/plan input timeline expectations (with Halton Region) – and 
preliminary analysis indicates a high rate of compliance but also supports the ‘fluidity’ of 
municipal comment timelines as applications move through the process. Therefore, as 
MOUs are developed, PDS staff are committed to ensure timeline expectations for plan 
review application types are included and will provide updates to the Board on progress 
when meaningful metrics can be established.     
 
Client Experience Surveys 
A key indicator of PDS staff performance continues to be the results of the client 
experience surveys. Figure 3 below provides an overview of the results from the surveys 
received for permit applications. To date, PDS staff have received only three completed 
permit application surveys – it is noteworthy that the survey initiative has been expanded 
to include surveys for plan review applicants, municipalities, and the development 
industry which moved several former permit survey respondents to the new surveys. 
Additionally, PDS senior management received numerous emails from clients 
expressing their high level of satisfaction with their overall experience with PDS staff and 
the permitting process – while only one email from a dissatisfied customer was received. 
 
As illustrated in Figure 3, respondents rated their experience ‘excellent’ in all categories 
– including in their overall experience. Figure 4 provides an overview of the results from 
the surveys received for plan review and municipal infrastructure/EA works. In total, 13 
completed surveys were received – eight from municipalities and five from the 
development industry. As illustrated, all responses to survey questions received a rating 
of ‘good’ or ‘excellent’, with one response giving a rating of ‘average’ for response times. 
This average rating on timeliness was in part due to some delays on the client receiving 
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comments directly from the municipality – as in this case the municipality coordinated 
and provided comments from CVC on the Planning Act application. 
 
Figure 3 – Graph illustrating the 2021 client experience survey results for permit 
applications 
 

 

 
 
Figure 4 – Graph illustrating the 2021 client experience survey results for plan 
review and municipal works/EA applications 
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Figure 5 – Graph illustrating the 2021 client experience survey results for 
municipal partners and development industry 
 

 

Figure 5 above illustrates responses received from the municipal/development industry 

survey when asked ‘How would you rate your relationship with CVC staff?’ As shown, all 

respondents indicated a ‘good’ or ‘excellent’ relationship with CVC staff – with almost 

70% indicating an excellent relationship.  

The themes of the written comments provided of what PDS staff are doing well include 

turn-around time (permit, plan review, and municipal works issuance timelines), open 

channels of communications, a high level of responsiveness, solution-oriented 

responses, and ease of process. These comments support the results of the survey and 

reflects positively on the successes and effectiveness of the Action Plan’s completed 

deliverables.  

While continual improvements in all the Action Plan’s deliverables is a fundamental 
philosophy of PDS, the written comments provided of where PDS staff can improve 
indicate that an important focus area for client centric services should be on client 
service and accountability. Particularly, a focus on improving the transparency and 
communicating the plan review and permit program approval processes, and CVC’s 
roles and responsibilities through plan review, and improving communication of 
requirements vs alternatives or recommendations.  
 
To further address the above comments on areas to improve, PDS staff anticipates 
additional focus on activities to update the PDS website and on-line tools (e.g., improved 
on-line permit application/issuance process), CVC’s procedural manual, check lists and 
review process fact sheets, as well as continual staff training focused on CA 
responsibilities, project management, and municipal land use planning processes and 
activities (e.g., PDS Lecture Series, and CO and municipal webinars etc.). 
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COMMUNICATIONS PLAN:  
 
Copies of this report will be forwarded to member municipalities, Conservation Ontario, 
Greater Golden Horseshoe Conservation Authorities, and the Building Industry and Land 
Development Association for their information. Additionally, a copy of this report will be 
placed on the CVC PDS website homepage. 
 
 
FINANCIAL IMPLICATIONS: 
 
There is no financial impact to CVC for this project. 
 
 
CONCLUSION:  
 
In November 2019, the Board endorsed the PDS Customer Service and Streamlining 
Action Plan which was developed based on client centric solutions established in 
partnership with Conservation Ontario. While continual improvements are anticipated 
based on performance evaluations, all the short-term deliverables have been completed, 
with several medium and long-term deliverables still in progress and on track for 
completion as expected. Continuous enhancements to several previously completed 
deliverables have been made as our knowledge and experiences with client centric 
customer service activities grows.  
 
Planning and Development Services staff developed permit issuance timelines in 
keeping with Conservation Ontario’s Client Service Standards for Permits, and tracking 
results indicate all but 3 permits issued in Q1 to Q3 2021 complied (99% compliance). 
Results of the client experience surveys show respondents rated their experience 
‘excellent’ or ‘good’ in all categories – with one indicating an average rating for 
timeliness. These results reinforce PDS staff’s commitment to improvements in program 
and service delivery. 
 
Written comments provided by clients of where PDS staff can improve indicate that an 
important focus area should be continuance improvements to client service and 
accountability themed actions. Particularly, a focus on improving the transparency and 
communicating the plan review and permit program processes. To address this, PDS 
staff anticipates undertaking on-going improvements to the PDS website, on-line tools, 
updating CVC’s procedural manual and process fact sheets, as well as staff training 
through the newly formed PDS ‘Lecture Series’. 
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RECOMMENDED RESOLUTION: 
 
WHEREAS the CVC Board of Directors endorsed the Planning and Development 
Services Customer Service and Streamlining Action Plan in November 2019; and 
 
WHEREAS the Board of Directors directed Planning and Development Services staff to 
report back to the Board of Directors with a detailed evaluation and implementation 
status report on the specific actions contained in the action plan annually, beginning late 
2020; and 
 
WHEREAS all the short-term deliverables have been completed, several medium and 
long-term deliverables have been completed or are in progress, and continual 
improvements to each are undertaken annually as knowledge and experiences grow 
with client centric customer service activities; 
 
THEREFORE BE IT RESOLVED THAT the report entitled “Planning and Development 
Services Customer Service and Streamlining Action Plan Status Report” be received 
and appended to the minutes of this meeting as Schedule ‘F’; and  
 
THAT Planning and Development staff continue the implementation of the Action Plan 
and reporting annually to the Board of Directors with a detailed evaluation and 
implementation status report on the specific actions contained in the Plan: and further 
 
THAT a copy of this report be forwarded to member municipalities, Conservation 
Ontario, Greater Golden Horseshoe Conservation Authorities, and the Building Industry 
and Land Development Association for their information, including posting a copy on the 
CVC PDS website homepage. 
 
 
Submitted by: 
 

 
__________________________ 
Josh Campbell 
Director, Planning and Development Services   
 
Recommended by: 
 

 
__________________________ 
Deborah Martin-Downs 
Chief Administrative Officer 



STATUS OF DELIVERABLES (2021): Improve Client 
Service and Accountability 

 

 
*requires updated regulations from province to complete 

 
GREEN FONT – Task Completed 
BLUE FONT – Task in Progress  
BLACK FONT – Task Not Yet Initiated 

Online Regulation Mapping

•Short Term: maintain online 
regulation mapping.

•Medium Term: review 
regulation mapping for 
consistency with updated 
regulation.*

•Long Term: update online 
mapping with revised 
floodplain and wetland data 
(including regulation 
changes).*

Service Agreements

•Short Term: review existing 
service agreements/MOUs 
and identify gaps based on 
best practices (currently 
online).

•Medium Term: contact 
municipalities to undertake 
coordinated review and 
update.*

•Long Term: udate and 
maintain online agreements 
as approved.*

Check Lists and Guidelines

•Short Term: review online 
policy and guideline list and 
identify gaps and update 
requirements (best 
practices).

•Medium Term: develop 
more 'user friendly' 
guidelines and checklists 
(ensure used as part of 
application processes).

•Long Term: Develop working 
group to identify gaps and 
opportunities (guideline 
needs, industry standards 
and best practices).

Open Source/Publicly 
Available Data

•Short Term: explore 
opportunities to add to 
existing open source data 
(flood modeling) and on-line 
data (floodplain mapping) -
based on external demand.

•Medium Term: review and 
streamline current data 
request process (data 
sharing agreement 
requirements, online 
request etc.).

•Long Term: Develop an open 
source and publicly available 
data strategy and 
implement.
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STATUS OF DELIVERABLES (2021): Increase Speed of 
Approvals 

 

 
*requires updated regulations from province to complete 

 
GREEN FONT – Task Completed 
BLUE FONT – Task in Progress  
BLACK FONT – Task Not Yet Initiated 

Work Flow

•Short Term: review and 
update online workflow 
process charts - including 
internal procedures 
(application checklists, 
complete application 
notification, timelines).

•Medium Term: review and 
update Procedural Manual 
- particularly related to PDS 
admin policies and 
procedures.*

•Long Term: update and 
maintain Procedural 
Manual and associated 
online information -
including administrative 
policies (fees, timelines 
etc.).*

Issue Management

•Short Term: review and 
establish mandatory bi-
weekly planning team 
meetings with senior staff 
(alternate week triage).

•Medium Term: evaluate 
team meeting 
effectiveness.

•Long Term: Develop 
internal working group to 
monitor and evaluate 
effectiveness of 'issues 
management' process and 
provide recommendations 
as needed (particularly 
related to consistency and 
timelines).

Case Facilitation

•Short Term: Identify 
planners as 'team leaders' 
and Sr Manager Planning as 
'case facilitator'.

•Medium Term: develop 
internal training strategy 
for all staff to educate on 
municipal and development 
industry process(es).

•Long Term: Monitor, 
review and modify teams 
and departmental structure 
(areas of responsibility, 
decision matrix) as needed.

Departmental Organization

•Short Term: review PDS 
organizational structure 
and modify to optimize 
work flow, ensure 
consistency, better support 
issue management/case 
facilitation processes and 
take advantage of growth 
opportunities.

•Medium Term: No action.
•Long Term: Monitor and 

review departmental 
structure and optimize as 
needed based on growth 
opportunities, meeting 
client needs, resourcing 
etc..

Application Process

•Short Term: establish and 
implement formal 
application process 
requiring pre-consultation, 
complete application 
notification and (iterim) 
timelines (for plan review 
and regulations).

•Medium Term: update 
mandoatory review 
timelines coordinated with 
provincial (regulatory) and 
municipal (plan review) 
requirements.

•Long Term: develop 
working group to monitor 
and review application 
process(es) and identify 
gaps, challenges and 
opportunities.
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STATUS OF DELIVERABLES (2021): Reduce Red Tape and 
Regulatory Burden 

 

 
*requires updated regulations from province to complete 

 
GREEN FONT – Task Completed 
BLUE FONT – Task in Progress  
BLACK FONT – Task Not Yet Initiated 

Policy Alignment

•Short Term: develop 
(interim) internal risk based 
guidelines for types of 
development (minor works) 
and wetlands (size, 
hydrologic connection) -
exceptions and exemptions.

•Medium Term: develop 
planning and regulation 
policy update strategy - 10 
year review (updated Act, 
Regulation - CRWNHS and 
offsetting).*

•Long Term: Update Planning 
and Regulation policies 
based on strategy.*

Service Delivery

•Short Term: track permit 
and planning application 
review timelines -
coordinated with submission 
and review requirements.

•Medium Term: update 
permit application timeline 
requirements based on 
regulatory requirements.

•Long Term: develop an 
improved and more efficient 
database/tracking system 
(corporate/ SharePoint 
database coordination).

Cost Recovery

•Short Term: track PDS staff 
time based on plan review, 
plan input, permitting and 
EA activities.

•Medium Term: conduct 
analysis of staff time to 
support/modify fee review 
and departmental 
budgeting.

•Long Term: develop an 
improved and coordinated 
time database/tracking 
system (with Service 
Delivery tracking).

Performance Evaluation

•Short Term: develop 
customer survey for front 
counter, all permit 
applications and on-line 
survey.

•Medium Term: develop 
customer survey for plan 
review customers and 
strategy for outreach 
(municipalities, BILD, OFA, 
public etc.).

•Long Term: Undertake 
annual reporting to CVC 
Board, public/stakeholders 
and Province related to 
service delivery and cost 
recovery performance.
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CVC Permit Application Processing Timelines 
 

Application  
Process Step 

Timeline  

Notification of complete 
application requirements for the 
purpose of review of the permit 
application by the CA, start of 
“paper trail” documentation, and 
discussion of timelines and fees – 
Pre-consultation 

 Major permit applications: Within 14 days of the pre-
consultation meeting. 

 Minor permit applications: Within 7 days of the pre-consultation 
meeting. 

This will include confirmation of whether the application is considered 
major or minor, if the applicant has provided adequate information 
(including the scope and scale of the work) for the CA to make that 
determination. Some CAs may choose to only notify applicants where the 
application is determined to be major. This eliminates unnecessary 
paperwork for minor applications while the process moves seamlessly to 
a decision.  
Substantial changes to a proposal or a site visit after pre-consultation may 
impact this timeline. 

Notification whether the permit 
application is considered complete 
(i.e. it has met submission 
requirements) for the purpose of 
CA review 

 Major permit applications: Within 21 days of the application 
being received. 

 Minor permit applications: within 14 days of the application 
being received. Some CAs may choose to only notify applicants 
where the application is determined to be major. This eliminates 
unnecessary paperwork for minor applications while the process 
moves seamlessly to a decision.  

 Routine permit applications: within 10 days of the applications 
being received. Some CAs may choose to only notify applicants 
where the application is determined to be major. This eliminates 
unnecessary paperwork for minor applications while the process 
moves seamlessly to a decision. 

 Note that a CA may choose to issue a permit prior to the end of 
the 21 day period. In that case, no notification of complete 
application would be received.  

 Note that if the application is incomplete, the decision timeline 
does not begin.  

Decision (recommendation to 
approve or refer to a hearing) –  
Major application 

 Within 28 days after a complete application is received.  
 Within 30 additional business days upon each re-submission.  

Decision (recommendation to 
approve or refer to a hearing) –  
Minor application 

 Within 21 days after a complete application is received. 
 15 additional days upon each re-submission. 

Decision (recommendation to 
approve or refer to a hearing) –  
Routine application 

 Within 14 days after a complete application is received.  
 7 additional days upon each re-submission 

Adopted from Conservation Ontario’s ‘Client Service Standards for Conservation Authority Plan and Permit Review’ 
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