
 
 

AMENDED AGENDA 

GOVERNANCE & PRIORITIES COMMITTEE 

MEETING OF MAY 8, 2014, AT 9:00 A.M. 
COUNCIL CHAMBERS 

CITY HALL, 1 CENTENNIAL SQUARE  
  Page 
 

CALL TO ORDER  
 

APPROVAL OF THE  AGENDA  
 

CONSENT AGENDA  
 

ADOPTION OF MINUTES  
 
1.  Minutes from the Meeting held April 24, 2014   
 

PRESENTATION  
 
2.  Quarterly Reporting to Council 

--J. Johnson, City Manager  

5 - 66 

 
DECISION REQUEST  

 
3.  Consideration of 40 kmh Speed Limits - Richmond/Douglas/Bay/Gorge 

--D. Kalynchuk, Director of Engineering & Public Works 
 
Late Items:  
A. Motion - Consideration of 40km/h Speed Limits 
--Councillors Gudgeon and Isitt 
  
B. Correspondence regarding Consideration of 40km/h Speed Limit 
 
C.  Attachment - Report from November 2013 
  

67 - 128 

 
4.  Regulation of Vessels in Selkirk Waterway 

--R. Woodland, Director of Legislative & Regulatory Services 
  

129 - 162 

 
5.  Proposed Open Data Licence and Update on Open Government 

& Open Data Initiatives 
--K. Hamilton, Director of Communications & Civic Engagement  

163 - 195 
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6.  Progress on Customer Service Action Plan 
--K. Hamilton, Director of Communications & Civic Engagement 
  

197 - 247 

 
7.  45 Bastion Square / 1118 Langley Street 

Tax Incentive Program Application # 00025 
--D. Day, Director of Sustainable Planning & Community Development 
  

249 - 273 

 
8.  Animal Control Bylaw Amendments 

--R. Woodland, Director of Legislative & Regulatory Services 
  

275 - 286 

 
9.  Relocation of Exclusive Parking Stand on Belleville Street 

--R. Woodland, Director of Legislative & Regulatory Services  

287 - 297 

 
NEW BUSINESS  

 
10.  Conference Attendance Request - FCM Annual Conference 

--Councillor Coleman  

299 

 
---MOTION  

 
---COUNCILLOR INQUIRY  

 
---COUNCILLOR SHARING  

 
RECESS  

 
MOTION TO CLOSE THE MAY 8, 2014 GOVERNANCE & PRIORITIES COMMITTEE 
MEETING TO THE PUBLIC (To consider the following items in a closed meeting of 
Governance & Priorities Committee, the following motion is required: “That 
Governance & Priorities Committee convene a closed meeting that excludes the public 
under Section 12(6) of the Council Bylaw for the reason that the following agenda 
items deal with matters specified in Sections 12(3) and/or (4) of the Council Bylaw.”) 
Section 12 (3) (b) personal information about an identifiable individual who is being 
considered for a municipal award or honor, or who has offered to provide a gift to the 
municipality on condition of anonymity. 
Section 12 (3) (c) – Labour relations or employee relations 
 
CLOSED MEETING 

 

 
CONSENT AGENDA - CLOSED MEETING  

 
ADOPTION OF THE CLOSED MINUTES  

 
11.  Minutes from the Closed Meeting held April 24, 2014 

Late Item:  Addition of Minutes  

 

 
DECISION REQUEST  

 
12.  Honorary Citizen Nominations    

Page 2 of 299



 
 

13.  Late Item: 
Personnel   (Verbal) 
--J. Johnson, City Manager  

 

 
CONSIDERATION TO RISE & REPORT  

 
ADJOURNMENT  
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About this Report 
 
The purpose of this report is to update Council on the status of those initiatives that have been 
identified as priorities for the organization to the end of 2015.  The content of the report will change 
from quarter to quarter as new initiatives are started and others completed.  This report is not 
meant to be a complete description of the work performed by City staff during the quarter.  Staff are 
also engaged in delivering core services and participating in other significant initiatives.    
 
The City of Victoria Strategic Plan for 2013 to 2015 groups strategies and key initiatives under four 
strategic areas:  
 

• Our City Government focuses on Council decision making 
and the organization’s performance. 

• Our Community concentrates on issues of livability and social 
well-being. 

• Our Economy focuses on what is needed to encourage 
economic growth and vitality. 

• Our Environment targets our ability to protect and sustain the 
environment and reduce our ecological impact.  

 
As shown in the figure above, these strategic areas are not mutually exclusive.  Although initiatives 
are grouped in this report under the most relevant of these four strategic areas, many support 
achievement of goals in multiple areas.   
 
This report has three sections: 
 

• Initiatives and Status at a Glance is a snapshot of the current status of initiatives.  The 
status reflects whether any changes in objectives, scope, resources or timelines have 
occurred since Council was last updated on the project. 

• Initiative Summaries comprise the bulk of the report.  These are summaries of each 
initiative, highlighting its contribution to the Strategic Plan for 2013 to 2015, the objectives of 
the project, and project phases and timeline.  An explanation of each project’s status can 
also be found in this section. 

• Other Accomplishments this Quarter recognizes notable accomplishments from the 
quarter that may not be associated with an initiative featured in the report, but demonstrate 
significant progress in reaching the goals and strategies outlined in the Strategic Plan.   

 
Our Service Principles emphasize our commitment to accountability.  We are: 
 

“Open and Accountable: We listen, continually measure our performance and communicate 
the results.”   

 
This document is one means for staff to demonstrate our commitment to accountability, 
sustainability, and willingness to take responsibility for our actions.  As noted in the Strategic Plan 
for 2013 to 2015, this shared commitment is at the centre of the relationship between Council, staff 
and the community and enables us to work together to make the vision outlined in that Plan a 
reality.   

  

Governance and Priorities Committee - 08 May 2014

Quarterly Reporting to Council--J. Johnson, City Manager Page 11 of 299



January to March 2014 Quarterly Progress Report Page 4 

 
A. Executive Summary 
 
This document is an update from the City Manager to Council on the progress of strategic initiatives 
for the period from January 1 to March 31, 2014.   
 
Most initiatives have a “green” status, with no changes to project plans since Council was last updated 
on their status.  A number of initiatives experienced significant milestones this quarter: 

• Make Continuous Improvements to Governance – implemented the new governance model 
and committee structure, including recruitment of citizen members for standing committees.   

• Implement Economic Development Strategy – exchanged three City properties on Harbour 
Road for Crystal Garden and four provincially-owned Inner Harbour properties, creating 
opportunities for new investment and job creation at Point Hope Maritime.  The four Inner 
Harbour properties given to the City are key to Inner Harbour revitalization and advancing a 
planned five kilometre harbour pathway from Rock Bay to Ogden Point. 

• Identify Opportunities for Inner Harbour Revitalization – finalized the Project Charter, which 
sets out the project scope, timelines and deliverables.  Three strategic sites are the focus of 
the project: Belleville Terminal, Ship Point and Lower Wharf Street.  

• Establish New Downtown Zones and Integrate Density Bonus System – held a public open 
house in January 2014 to collect feedback on proposed zoning regulations for the Central 
Business District.  Two hundred and forty residents participated in this event.   

 
Six initiatives have been assigned a “yellow” status.  These are: 

• Pursue Naming Rights for Victoria Conference Centre – conclusion of a naming rights 
agreement is now anticipated in September 2014.   

• Review Parking Services – additional time was required to develop draft recommendations 
and consult with stakeholders.  As a result, implementation is now planned to start in 
September 2014. 

• Manage Siem Lelum (120 Gorge Road) Supportive Housing Project – date for title transfer 
continues to be unknown. 

• Update Bicycle Master Plan – an expansion of project scope means that a new Bicycle Master 
Plan is now expected in February 2015. 

• Renovate or Replace Fire Hall #1 – external project planning resources are being sought to 
complete the detailed options analysis.  The results of this work will now be presented to 
Council in January 2015. 

• Implement Esquimalt Policing Decision – a signed agreement is now expected in April 2014. 
 

A significant “Other Accomplishment” for this quarter was the completion of extensive community 
engagement on the change to a stormwater utility and the proposed rainwater management credit 
program.   Feedback was collected from ten stakeholder meetings, three open houses, five surveys, 
emails, phone calls, letters, social media and from engagement session feedback forms.  143 
property owners participated in stakeholder meetings, 225 residents attended open houses, and 263 
surveys were completed.  Responsive to community input, implementation has been postponed by 
one year to 2015 to give property owners more time to prepare for the changes to how stormwater 
services are billed.  
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B. Initiatives and Status at a Glance 

 
 

 Initiative Status Estimated 
Completion Date 

Our City Government 

1. 

Implement Customer Service Action Plan  
• Public Service Counter 
• Land Development  
• Business Licensing 
• Permits and Inspections 

   
August 2014 

December 2014 
January 2016 

Ongoing 

2. Make Continuous Improvements to Governance  December 2014 

3. Pursue Naming Rights for Victoria Conference 
Centre 

 September 2014 

4. Review Parking Services 
 Begin implementation – September 

2014 

5. 

Introduce Open Government Initiatives 
• Enhanced search capability 
• Closed meeting disclosure webpage 
• Online document library 
• Open data licence 

 
 

 
June 2014 
June 2014 
June 2014 
June 2014 

Our Community 

6. Manage Siem Lelum (120 Gorge Road) Supportive 
Housing Project 

 TBD 

7. 

Examine and Improve Public Transportation 
Options 
• Transit 
• Cycling 

 

Douglas Street improvements from 
Herald to Hillside – June 2014 

Bicycle Master Plan – February 2015 
8. Introduce Housing Initiatives  October 2015 
9. Renovate or Replace Fire Hall #1  TBD 
10. Implement Esquimalt Policing Decision  April 2014 

11. Develop an Investment and Refurbishment 
Strategy for Crystal Pool and Fitness Centre 

 TBD 

Our Economy 
12. Implement Economic Development Strategy  ED contract ends – June 2015 

13. Identify Opportunities for Inner Harbour 
Revitalization 

 
August 2014 

14. Establish New Downtown Zones and Integrate 
Density Bonus System 

 Central Business District zones 
consultation update and  
next steps – June 2014 

Our Environment 
15. Replace Johnson Street Bridge  Q1 2016 

16. Pilot and Evaluate Transportation Changes in 
Beacon Hill Park 

 October 2014 

17. Develop Asset Management Framework and 
Implementation Plan  

 June 2014 

18. Maximize Opportunities from Sewage Treatment 
Infrastructure Construction 

 TBD 
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STATUS KEY 
 In planning phase 
 No changes to project plan since last reporting date 

 Minor changes to project plan since last reporting date, no significant change in overall objectives/scope, 
schedule or resources required  

 Major change in objectives/scope, schedule or resources since last reporting date 

���� Completed 
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C. Initiative Summaries 
 

1. Implement Customer Service 
Action Plan 

 
Strategy from Strategic Plan      

Examine key permit and licensing functions to ensure that customer service and internal efficiency are 
maximized 

 

Objectives       

• Improve customer service 
• Increase access to City information and services 

 

Lead Department       

Engineering and Public Works, Legislative and Regulatory Services, Sustainable Planning and Community 
Development, Communications and Civic Engagement (overall Action Plan lead) 

 

Third Party Services (from January 1, 2013)     

City Hall renovations/Public Service Counter reconstruction require: 
• ongoing construction management contract with Durwest and contracts with various subcontractors 
• services of Graphic Office Interiors Ltd. to supply and install furniture systems 
• ongoing professional services from Chow, Low, Hammond Architects and various subcontractors 

 

Status           

Have the objectives or scope of the project changed?   No 

Have the resources required to complete the project changed?  No 

Has the timeline for the project changed?   No 
 

Phases        

Description Start Date End Date 

Renovate City Hall 2011 October 2013 

Reconstruct Public Service Counter September 2013 August 2014 

Implement enhanced Land Development business processes 2012 December 2014 

Improve Business Licensing process and update bylaw September 2012 January 2016 

Implement enhanced Permits and Inspections business processes 2011 Ongoing 
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2. Make Continuous Improvements 
to Governance 

 
Strategy from Strategic Plan      

Enhance information sharing among Council, staff and the public to promote citizen and staff engagement 
and facilitate informed decision-making 

 

Objectives       

• Improve role definition for elected officials and staff 
• Improve organizational efficiency and effectiveness 
• Improve public understanding of governance model 

 
Lead Department       

Legislative and Regulatory Services 
 

Status           

Have the objectives or scope of the project changed?   No 

Have the resources required to complete the project changed?  No 

Has the timeline for the project changed?   No 
 

Third Party Services (from January 1, 2013)     

No third party services commissioned or expected 

 

Phases        

Description Start Date End Date 

Develop and deliver orientation program for the new Council 
to enhance Council decision-making processes April 2011 January 2012 

Review Council governance model and propose 
recommendations for improvement to the new Council April 2011 November 2013 

Implement new governance model October 2013 February 2014 

Develop and recommend up to date bylaws that set out 
administrative authorities   January 2011 TBD pending results of 

organizational assessment 

Develop and deliver orientation program for the new Council 
to enhance Council decision-making processes March 2014 December 2014 
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3. Pursue Naming Rights for Victoria 
Conference Centre 

 
Strategy from Strategic Plan      

Pursue alternative sources of revenue to complement traditional tax revenue 
 

Objectives       

Realize revenue commensurate with the naming rights opportunity 

 
Lead Department       

Victoria Conference Centre 
 

Status           

Have the objectives or scope of the project changed?   No 

Have the resources required to complete the project changed?  No 

Has the timeline for the project changed?   Yes 

• Further time is required to fully investigate naming rights opportunities.  Conclusion of  
naming rights agreement is now anticipated in September 2014. 

 

Third Party Services (from January 1, 2013)     

Description of services Third party 
service provider 

Date of 
commission  Value Reports 

produced 

Phase 1 – Research/Strategic 
Feasibility Report and  
Phase 2 – Market Development, 
Presentations and Conclusion 

Spectrum 
Marketing 
Corporation  

September 1, 
2013 

$88,000 plus 
12.5% 
conclusion fee 

  

 

Phases        

Description Start Date End Date 

Prepare feasibility study with opportunities for Council consideration  September 2013 January 2014 

Conclude naming rights agreement process January 2014 September 2014 
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4. Review Parking Services  
 
Strategy from Strategic Plan      

Identify and implement changes to City service delivery that will result in cost savings or other benefits 
 

Objectives       

• To improve the customer experience parking downtown 
• To reduce operational costs 
• To increase turnover on-street making it easier to find parking 

 
Lead Department       

Engineering and Public Works 
 

Status           

Have the objectives or scope of the project changed?   No 

Have the resources required to complete the project changed?  No 

Has the timeline for the project changed?   Yes 

• Implementation now planned for September, instead of June 2014, to 
reflect timeline shifts for other project phases   

 

Third Party Services (from January 1, 2013)     

No third party services commissioned or expected 

 

Phases        

Description Start Date End Date 

Obtain Council approval of Project Charter  April 2013 

Conduct technical review and consult with stakeholders April 2013 September 2013 

Develop draft recommendations and present to Council for approval September 2013 March 2014 

Consult with stakeholders on draft recommendations April 2014 May 2014 

Compile consultation results, prepare final recommendations and 
present to Council for approval May 2014 May 2014 

Develop Implementation Plan and communication strategies and 
start to implement recommendations June 2014 September 2014 
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5. Introduce Open Government 
Initiatives 

 
Strategy from Strategic Plan      

Enhance information sharing among Council, staff and the public to promote citizen and staff engagement 
and facilitate informed decision-making 

 

Objectives       

Increase public and staff access to Council proceedings and other City information 

 
Lead Department       

Legislative and Regulatory Services 
 

Status           

Have the objectives or scope of the project changed?   No 

Have the resources required to complete the project changed?  No 

Has the timeline for the project changed?   No 
 

Third Party Services (from January 1, 2013)     

Description of services 
Third party 
service 
provider 

Date of 
commission  Value Reports 

produced 

Digital agenda hosting services iCompass Ltd. January 2013 $23,000 N/A 

Webcasting hosting services Granicus Inc. May 2013  $11,000 N/A 

Webcasting hardware/ software 
supply and installation Granicus Inc. May 2013 $61,500 N/A 

Webcasting promotional video Media One September 2013 $1,035 N/A 
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Phases        

Description Start Date End Date 

Prepare Feasibility Assessment March 2012 October 2012 

Introduce online open data catalogue Feb 2013 Enhancements will be ongoing 

Launch public webmap June 2013 Enhancements will be ongoing 

Purchase and install webcasting equipment and 
implement webcasting January 2013 September 2013 

Develop Open Meeting Policy September 2013 December 2013 

Enhance search capability of the City’s agenda 
management application December 2013 June 2014 

Develop an open data licence December 2013 June 2014 

Develop a webpage for public disclosure of closed 
Council and Committee meeting business December 2013 June 2014 

Develop an online document library for posting of 
routine and third party reports January 2014 June 2014 

Introduce other open government initiatives  TBD based upon 
Council direction 

TBD based upon 
Council direction 
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6. Manage Siem Lelum (120 Gorge Road) 
Supportive Housing Project   

  
Strategy from Strategic Plan      

Partner with regional stakeholders to address transportation and other community issues 
 

Objectives       

Protect and create affordable small family housing and supported housing 
 

Lead Department       

Engineering and Public Works 
 

Status           

Have the objectives or scope of the project changed?   No 

Have the resources required to complete the project changed?  No 

Has the timeline for the project changed?      No 

• Date for title transfer continues to be TBD   
 

Third Party Services (from January 1, 2013)     

No third party services commissioned or expected 

 

Phases        

Description Start Date End Date 

Develop business case and acquire property August 2009 June 2010 

Negotiate and transfer title to Victoria Native Friendship Centre September 2009 TBD 

Pursue and confirm funding sources January 2010 December 2012 

Manage renovations November 2012 June 2013 
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7. Examine and Improve Public 
Transportation Options   

  
Strategy from Strategic Plan      

Partner with regional stakeholders to address transportation and other community issues 
 

Objectives       

Examine and improve public transportation options 
 

Lead Department       

Engineering and Public Works 
 

Status           

Have the objectives or scope of the project changed?   Yes 

• Entire Bicycle Master Plan now being updated; not just network priorities   

Have the resources required to complete the project changed?  No 

Has the timeline for the project changed?   Yes 

• New Bicycle Master Plan now anticipated in February 2015 as a result of 
expanded scope   

 

Third Party Services (from January 1, 2013)     

No third party services commissioned or expected 

 

Phases        

Description Start Date End Date 

Transit   

Work with BC Transit to develop report on Douglas Street interim 
measures for BC Transit Commission 2012 April 2013 

Obtain Council direction on report recommendations April 2013 May 2013 

Work with BC Transit to develop Implementation Plan June 2013 January 2014 

Construct Douglas Street corridor improvements from Herald Street 
to Hillside Avenue February 2014 June 2014 

Future phases  TBD in 2014 TBD in 2015 

Cycling   

Establish Cycling Task Force  May 2013 

Prepare Project Charter for Council approval June 2013 November 2013 

Develop and launch Engagement Strategy November 2013 May 2014 

Report to Governance and Priorities Committee on results of 
engagement and recommended network priorities June 2014 June 2014 

Draft and obtain approval of new Bicycle Master Plan July 2014 February 2015 
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8. Introduce Housing Initiatives   
  
Strategy from Strategic Plan      

Ensure that land use policies and practices facilitate development of a diversity of housing choices to support 
future population needs 

 

Objectives       

• Develop policies and initiatives to better address OCP policies related to housing diversity and affordability 
• Partner with CRD, government and stakeholders to address barriers to development, identify policy 

solutions and pilot housing innovations  
 

Lead Department       

Sustainable Planning and Community Development 
 

Status           

Have the objectives or scope of the project changed?   No 

Have the resources required to complete the project changed?  No 

Has the timeline for the project changed?   No 
 

Third Party Services (from January 1, 2013)     

No third party services commissioned or expected 

 

Phases        

Description Start Date End Date 

Conduct policy and practice review November 2012 March 2014 

Develop rental housing policies November 2012 September 2014 

Establish targets and create monitoring tools December 2012 March 2015 

Pilot housing innovations December 2012 October 2015 
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9. Renovate or Replace Fire Hall #1 
    
Strategy from Strategic Plan      

Enhance public safety and enable the coordination and delivery of policing and fire services 
 

Objectives       

Provide a Fire Hall that meets department needs and is seismically resilient 
 

Lead Department       

Engineering and Public Works 
 

Status           

Have the objectives or scope of the project changed?   No 

Have the resources required to complete the project changed?  Yes 

• Work on other Council priorities has limited availability of internal resources.  Request for Proposals 
currently being prepared to obtain external project planning services. 

Has the timeline for the project changed?   Yes 

• Council direction now anticipated in January 2015.  Additional time required to obtain external resources 
to perform detailed options analysis.   

 

Third Party Services (from January 1, 2013)     

Description of services Third party service 
provider 

Date of 
commission  Value Reports 

produced 

Architectural services 
Johnston Davidson 
Architecture and 
Planning Inc.  

July 2013 $10,000  

Project planning services TBD upon contract award    

 

Phases        

Description Start Date End Date 

Evaluate options  June 2013 

Present options for Council consideration June 2013 November 2013 

Complete project planning on options May 2014 September 2014 

Report on options and obtain Council direction September 2014 September 2014 

Design and construction TBD TBD 
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10. Implement Esquimalt 
Policing Decision 

 
Strategy from Strategic Plan      

Enhance public safety and enable the coordination and delivery of policing and fire services 
 

Objectives       

Develop operating agreement for policing in Esquimalt and Victoria 
 

Lead Department       

City Manager’s Office 
 

Status           

Have the objectives or scope of the project changed?   No 

Have the resources required to complete the project changed?  No 

Has the timeline for the project changed?   Yes 

• Contract is now expected to be finalized in April 2014  
 

Third Party Services (from January 1, 2013)     

Third party services may be commissioned if arbitration is required  

 

Phases        

Description Start Date End Date 

Finalize policing contract June 2012 April 2014 
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11. Develop an Investment and 
Refurbishment Strategy for  
Crystal Pool and Fitness Centre   

  
Strategy from Strategic Plan      

Engage with the public on the future of recreation facilities and programs in the city 
 

Objectives       

• Determine resources required to address condition of the main systems in the Centre  
 

Lead Department       

Parks, Recreation and Culture 
 

Status           

In planning phase.  Further details will be determined through consultant’s work determining priorities and 
options for phasing of repair and replacement of major systems.   

 

Third Party Services (from January 1, 2013)     

Description of services Third party service 
provider 

Date of 
commission  Value Reports 

produced 

Architectural and 
Engineering Services TBD – RFP closed April 8, 2014  

 

Phases        

Description Start Date End Date 

Conduct RFP process to select consultant  March 2014 April 2014 

Update Council on project planning August 2014 August 2014 
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12. Implement Economic Development 
Strategy 

 
Strategy from Strategic Plan      

All strategies under “Our Economy” 
 

Objectives       

• Create a sustainable economy 
• Grow business in the city 
• Increase sustainable prosperity in Victoria 

 

Lead Department       

City Manager’s Office 
 

Status           

Have the objectives or scope of the project changed?   No 

Have the resources required to complete the project changed?  No 

Has the timeline for the project changed?   No 
 

Third Party Services (from January 1, 2013)     

Description of services Third party 
service provider 

Date of 
commission  

Value of 
services  

Reports 
produced 

Implement City’s 
Economic Development 
Strategy 

Sage Baker June 2013 $360,000 N/A 

 

Phases        

Description Start Date End Date 

Form Economic Development Advisory Group March 2012 December 2012 

Establish a City economic development function November 2012 March 2013 

Develop Implementation Action Plan  June 2012 September 2013 
Various initiatives in support of the three identified core areas of 
focus (Support for the ship building industry in a working harbour; 
Support for an environment for entrepreneurship downtown; 
Working with First Nations and other relevant parties for the 
revitalization of Rock Bay) 

July 2013 June 2015 
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13. Identify Opportunities for 
Inner Harbour Revitalization 

 
Strategy from Strategic Plan      

Engage in local area planning projects that will facilitate economic development 
 

Objectives       

To engage the public in a community dialogue to identify potential opportunities for three Inner Harbour 
strategic sites: Belleville Terminal Site, Ship Point site and Lower Wharf Street site 

 

Lead Department       

Sustainable Planning and Community Development 
 

Status           

Have the objectives or scope of the project changed?   No 

Have the resources required to complete the project changed?  No 

Has the timeline for the project changed?   No 
 

Third Party Services (from January 1, 2013)     

Description of services Third party 
service provider 

Date of 
commission  

Value of 
services  

Reports 
produced 

Environmental and 
Geotechnical Analysis of 
City-owned Lands at Ship 
Point 

SNC Lavalin 
Environment 

May 15, 2013 $ 40,803 Stage 1 and Stage 2 
Preliminary Site 
Investigations  - July 
2013 and October 
2013 
 
Geotechnical 
Analysis – November 
2013  

Seasonal groundwater 
sampling and ground 
penetrating radar survey 

SNC Lavalin 
Environment 

March 2014 $28,000 
 

Urban planning and  
public engagement 
services 

WPC Holdings Ltd. 
(Dr. David Witty) 

March 2014 $9,250 
 

 

Phases        

Description Start Date End Date 

Develop Project Charter and present to Council for approval  February 2014 

Conduct background research February 2014 March 2014 

Develop and initiate public engagement process March 2014 June 2014 

Obtain Council direction on proposed revitalization opportunities  June 2014 July 2014 

Obtain Council approval of final concepts and recommendations July 2014 August 2014 
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14. Establish New Downtown Zones and 
Integrate Density Bonus System 

 
Strategy from Strategic Plan      

Engage in local area planning projects that will facilitate economic development 
 

Objectives       

Increase certainty for development industry and community 
 

Lead Department       

Sustainable Planning and Community Development 
 

Status           

Have the objectives or scope of the project changed?   No 

Have the resources required to complete the project changed?  No 

Has the timeline for the project changed?   No 
 

Third Party Services (from January 1, 2013)    

Likely will be third party services required, although the exact nature of these services depends upon future 
internal capacity and is unknown at this time 

 

Phases        

Description Start Date End Date 

Prepare draft zoning regulations for Central Business District, undertake 
architectural testing of proposed zones, consult public, report outcome of 
public engagement and develop recommendations for Council regarding 
next steps 

July 2012 June 2014 

Complete Central Business District bylaw amendments based on Council 
direction and advance to public hearing July 2014 TBD 

Prepare bylaw amendments for remainder of Bonus Density Area  TBD TBD 

Prepare bylaw amendments for Downtown Core Area districts outside 
Bonus Density Areas, where needed TBD TBD 

 
  

Governance and Priorities Committee - 08 May 2014

Quarterly Reporting to Council--J. Johnson, City Manager Page 29 of 299



January to March 2014 Quarterly Progress Report Page 22 

 

15. Replace Johnson Street Bridge 
 
 
Strategy from Strategic Plan      

Develop and implement asset management policies and plans that will facilitate prioritization and decision-
making regarding capital assets 

 

Objectives       

Replace the existing bridge with a more reliable, safer and more sustainable bridge with improved cyclist and 
pedestrian amenities 

 

Lead Department       

Johnson Street Bridge Project 
 

Status   

Have the objectives or scope of the project changed?   No 

Have the resources required to complete the project changed?  No 

Has the timeline for the project changed?   Yes 

• Timeline for completion of final design extended; overall project timeline remains unchanged 
 

Third Party Services (from January 1, 2013)     

Description of services Third party 
service provider 

Date of 
commission  

Value of 
services Reports produced 

Overhead primary service 
relocation 203 Harbour 
Road 

BC Hydro August 8, 2013  $5,520 N/A 

Supply and install new 45’ 
pole Horizon Power August 9, 2013  $14,480 N/A 

Fish Habitat Monitoring for 
three years 

Golder Associates 
Ltd. 

September 13, 
2013  $14,850 October 29, 2013 

Three annual audits of 
PST payments MNP Ltd. September 30, 

2013  $15,570  

BC Hydro plant relocate 
for JSB road alignment BC Hydro December 9, 

2013  $44,366 N/A 

 

Phases        

Description Start Date End Date 

Complete final design of bridge and public realm Q1 2011 Q2 2014 

Award general contract Q1 2012 Q4 2012 

Construct new bridge  Q2 2013 Q4 2015 

Remove old bridge Q4 2015 Q1 2016 
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16. Pilot and Evaluate Transportation 
Changes in Beacon Hill Park  

 
Strategy from Strategic Plan      

Develop and implement plans for sustainable management of the City’s natural resources, including parks, 
urban forest, native ecosystems and species at risk 

 

Objectives       

• Enhance bicycle and pedestrian use of Beacon Hill Park 
• Reduce car traffic in Beacon Hill Park 
• Improve park pathway system 

 
Lead Department       

Parks, Recreation and Culture 
 

Status           

Have the objectives or scope of the project changed?   No 

Have the resources required to complete the project changed? No 

Has the timeline for the project changed?   Yes 

• Dates for implementation of changes now determined   
 

Third Party Services (from January 1, 2013)     

No third party services commissioned or expected 

 

Phases        

Description Start Date End Date 

Pilot transportation changes July 2012 September 2013 

Evaluate results of pilot project and develop recommendations for 
Council approval August 2012 December 2013 

Prepare detailed budget for implementation of approved changes 
and present to Council for approval January 2014 April 2014 

Implement temporary changes June 2014 June 2014 

Implement permanent changes September 2014 October 2014 
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17. Develop Asset Management 
Framework and Implementation Plan 

 

Strategy from Strategic Plan      

Develop and implement asset management policies and plans that will facilitate prioritization and decision-
making regarding capital assets 

 

Objectives       

• Provide the City of Victoria with an Asset Management Strategy that will be a guide for the 
implementation of integrated asset management practices across the entire organization 

• Promote informed decision-making and effective stewardship of all publicly owned municipal assets 
 

Lead Departments       

Engineering and Public Works , Finance  
 

Status           

Have the objectives or scope of the project changed?   No 

Have the resources required to complete the project changed?  No 

Has the timeline for the project changed?   Yes 

• Development of Implementation Plan now scheduled for completion in April, rather than January 2014.  
Software acquisition and implementation remains unchanged. 

 

Third Party Services (from January 1, 2013)     

Will require ongoing software maintenance services once software acquired 

 

Phases        

Description Start Date End Date 

Develop Strategic Framework for Asset Management July 2010 October 2012 

Develop Asset Management Implementation Plan February 2013 April 2014 

Acquire asset management software (part of Implementation Plan) June 2013 June 2014 

Implement asset management software (part of Implementation Plan) July 2014 ongoing 

Formalize asset management plans and policies (part of 
Implementation Plan) ongoing 
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18. Maximize Opportunities from Sewage 
Treatment Infrastructure Construction  

 
Strategy from Strategic Plan      

Develop and implement asset management policies and plans that will facilitate prioritization and decision-
making regarding capital assets 

 

Objectives       

• Maximize opportunity to align other capital works with the CRD sewage construction work 
• Enhance public realm along Dallas Road 

 

Lead Department       

Engineering and Public Works 
 

Status           

Have the objectives or scope of the project changed?   No 

Have the resources required to complete the project changed?  No 

Has the timeline for the project changed?   Yes 

• Next steps are now TBD pending clarity on the sewage treatment 
project.     

 

Third Party Services (from January 1, 2013)     

No third party services commissioned or expected 

 

Phases        

Description Start Date End Date 

Develop preliminary concept 2011 2011 

Present preliminary concept for Council endorsement 2012 July 2013 

Consult with the public on preliminary concept October 2013 TBD 

Next steps TBD pending clarity on sewage treatment project   
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D. Other Accomplishments this 
Quarter 
 

Our City Government 
• Received the Canadian Award for Financial Reporting for the 2012 Annual Report from the 

Government Finance Officers Association of the United States and Canada  
• Ratified a two-year collective agreement with the International Association of Firefighters Local 

730 
• Successfully passed an internal audit to achieve the Certificate of Recognition of the City’s Safety 

Management Program and Return to Work / Stay at Work program for the second year 
 

Our Community 
• Obtained community input on upgrades to Alexander Park Playground and Hollywood Park 

Playground through open houses and online surveys 
• Closed a section of the 900 Block of Rockland Avenue between Vancouver and Quadra Streets to 

motorists to make this Victoria greenway safer and more enjoyable for pedestrians and cyclists 
• Announced Morgan Purvis, Camosun College student, as Victoria's new Youth Poet Laureate.  

She will serve as an ambassador for youth in Victoria, performing at City Council and City of 
Victoria Youth Council meetings, and completing a project of her choice to engage her peers 
through poetry. 
 

Our Economy 
• Built partnership with gaming industry to host the “GottaCon” gaming convention at the Victoria 

Conference Centre.  The event doubled in attendance and related economic impact over 2013 
and positions Victoria as a serious “gaming destination” for future gaming events.   
 

Our Environment 
• Completed engagement with the community to collect feedback on the change to a stormwater 

utility model and the proposed rainwater management credit program 
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List of Third Party Reports Commissioned between January 1 and March 31, 2014 

 
Description of Report Name of third 

party 
Value of 

commission* 
Date of 

commission 

Anticipated or 
actual report 

completion date 

Engineering and Public Works 
1. Topaz Electrical Service Stantec $10,000 January 14, 2014 March 2014 - Project 

Cancelled 

2. 2014 Brick Storm Drain Main Condition 
Assessment Aecom Canada Ltd. $82,971 January 15, 2014 June 30, 2014 

3. FGCC – Front Entrance Design Stantec $7,600 January 23, 2014 End of April 2014 

4. Consulting Services – Douglas Street Retaining 
Wall Morrison Hershfield $72,847 March 12, 2014 June 30, 2014 

5. Point Ellice Bridge Structural Assessment Stantec $23,369 March 14, 2014 June 2014 

6. Rainwater Credit Program Case Studies Kerr Wood Leidal 
Consulting Engineers 

$44,793 March 31, 2014 May 2014 

Finance 
7. Fiscal 2013 Disclosure for Post-Employment 

Benefits 
Mercer Canada Ltd. $6,900 January 2014 February 12, 2014 

8. Claim Status Report (Quarterly) MIA BC Included in annual 
premium – not a 

separate cost 

Scheduled  April 2, 2014 

Sustainable Planning and Community Development  
9. Analysis of Pro-Forma for Heritage Tax 

Incentive Program application (45 Bastion 
Square/1118 Langley) 

Coriolis Consulting 
Corp. $3,500 January 31, 2014 March 3, 2014 

10. Ship Point seasonal groundwater sampling and 
ground penetrating radar survey SNC Lavalin $28,020 March 5, 2014 May 2014 

11. Inner Harbour Dialogue WPC Holdings Ltd. 
(Dr. David Witty) $9,250 March 26, 2014 June/July 2014 

12. Bonus Density Study (Outside Downtown Core 
Area) 

Coriolis Consulting 
Corp. $72,000 March 26, 2014 June 2014 

* Note that, for some third party reports, the reported commission value is a best estimate made at the time of contract award and may not accurately reflect 
the ultimate value of the commission.  
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Addendum to List of Third Party Reports Commissioned between 
October 1 and December 31, 2013 

 
Description of Report 

Name of third 
party 

Value of 
commission 

Date of 
commission 

Anticipated or 
actual report 

completion date 

Finance 
1. Audit Findings Report on 2013 Financial Statements KPMG $52,500 November 2013 April 24, 201414 

2. Loss Control Inspections SCM Risk 
Management 
Services Inc. 

$750 December 18, 
2013 

January 29, 2014 & 
June, 2014 

Parks, Recreation and Culture 
3. Condition Report for Public Art Collection – for insurance 

and maintenance plan purposes 
Nadine Power 
Conservatory 
Services 

$8,030 November 6, 2013 January 13, 2014 

4. Public Art Collection Appraisal – for insurance purposes MacIntyre  Appraisals $13,000 December 2, 2013 April 9, 2014 

5. Tree Inventory Reports Davey Resource 
Group 

Included in 
existing 
contract 

December 2013 September 2014 
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City Manager’s Office 
 

 
Key Initiative 

Milestones 
Status 

Q1 Q2 Q3 Q4 

1. Outline a new financial plan process for 2015  June   In progress 

2. Outline orientation package/process for Council consideration    August  In progress 

3. Outline strategic planning process for Council 2015   September   

4. Implement Esquimalt Policing Decision     In progress 

5. Implement Economic Development Strategy  

 Explore downtown hub for entrepreneurs 

 Support #thisisvic 

Ongoing In progress 

6. Lead multi-property land swap with Province of BC     Complete 

7. Outline additional organizational goals for 2014  June    

8. Present JSB review Council   June    

9. Quarterly updates to Council on Strategic Operational Plan 
 

July October January 
2015 

In progress 

10. Review of City Policies         December  
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Communications and Civic Engagement 
 

 
 Key Initiative 

Milestones Status 

 Q1 Q2 Q3 Q4 

1. Support development of new budget process     In progress 

2. Open Government/Open Data:     

In progress 
  Enhance open data catalogue and develop open data licence   June   

  Develop Online document library  June   

  Raise awareness of VicMap enhancements and how to use Ongoing 

3. Lead Customer Service Action Plan 

 Progress report 

 Create position of Customer Service Ambassador 
May 
May 

 
In progress 

4. Assist development of HR Orientation and recognition programs   TBD   

5. Redevelop employee intranet    December In progress 

6. Conduct consultation on proposed parking recommendations 
Develop communication and customer service program for changes 
to Parking Services  

  
May 

 
September 

 
 

In progress 

7. Education program for new stormwater utility    December In progress 

8. Develop communications and engagement plan to support new 
budget process and communicating taxpayer impacts 

  TBD  
 

9. Develop communications to support 2014 Municipal Election    November  In progress 

10. Revise Public Notice advertising for brand and plain language   Sept GPC  In progress 

11. Implement web enhancements:      

In progress 

  Blog  May   

  Online consultation portal “Have Your Say Victoria”  May   

  Emergency Notification system  May   

  Online registration for recreation programs   August  

  Responsive design for mobile devices  

 Freshen homepage 
 

 
June 

September 
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Key Initiative 

Milestones Status 

 Q1 Q2 Q3 Q4 

12. Develop communications strategy and support updating Bicycle  
Master Plan 

  July  
In progress 

13. Develop communications strategy to support priority capital 
projects, including Bay Street Bridge and Fire Hall #1 

  July  
 

14. Develop communications strategy to support Dallas Road bike path  TBD    

15. Develop engagement strategy for redevelopment of Johnson Street 
Bridge S-curve lands  

   December 
 

16. Develop communications to support Local Area Planning processes      TBD 

17. Support engagement on Harbour Dialogue   March to July  In progress 

18. Manage communications to support Johnson Street Bridge 
Replacement Project 

On-going On-going On-going On-going 
 

In progress 

19. Develop communications strategy for improving communication of  
capital projects 

  September  
 

20. Review Wayfinding Program:      
  Scope project with SPCD  June    

21. Engagement summary for Central Business District Zoning 
regulations 

 May   
Complete 

22. City Employee Forum  June   In progress 
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Engineering and Public Works 
 

 
 Key Initiative 

Milestones 
Status 

 Q1 Q2 Q3 Q4 

1. Conduct a Parking Services Review  

 Report to GPC on consultation results 

 Implement recommendations  

 
 

May 22 
 

 
 
 

 
 

December 
In progress 

2. Renovate Public Service Centre in City Hall   August   

3. Implement the Stormwater Utility:      

  Consolidate sewer and stormwater bylaws and create 
stormwater utility.  To GPC 

 
June   In progress 

4. Purchase of 2920 Bridge Street for improved storage for City 
equipment  

February    Complete 

5. Transfer Siem Lelum (120 Gorge Road) Supportive Housing 
Property to province 

   TBD  

6. Implement Douglas Street Corridor transit improvements  June   In progress 

7. Update the Bicycle Master Plan 

 GPC report on engagement and next steps 

 Update plan 

  July 
 
 

Sept-Dec 
In progress 

       

9. Develop policy for Post-Seismic Standards for Civic Buildings 
and Infrastructure 

   December  

10. Launch new cigarette butt recycling program for downtown 
aimed at keeping city streets clean  

    Complete 

11. Complete exterior lighting on City Hall   August   

12. New seasonal decorations for Douglas and Blanshard and install 
new banners for 2014 holiday season 

   December  

13. Upgrade lighting in Centennial Square to LED to add colour and 
improve visibility 

   October  

14. Introduce new community “paint- out kit” program to remove 
graffiti in neighbourhoods 

 May   Complete 
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Key Initiative 

Milestones 
Status 

 Q1 Q2 Q3 Q4 

15. Replace Johnson Street Bridge and replace utilities in area 

 Independent review 

 Quarterly reports 

On-going On-going On-going On-going In progress 

16. Renovate or Replace Fire Hall #1:  

 Project Planning RFP   

 Report to GPC on options     

 May  
September 

 In progress 

17. Dallas Road Bike Path      TBD  

18. Issue RFP for developing Sanitary Sewer Master Plan   September   

19. Advance environmental sustainability initiatives: 

 Update Council on preparation and implementation of 
Climate and Energy Resiliency Plan 

 Update Council on implementation of Carbon Neutral 
Plan 

 Update Council on preparation and implementation of 
Climate Change Adaptation Plan 

 Prepare solar roof capability mapping 

 

 
 
 
 
 
 
 

May 

 

December  
December 

 
December 

 

20. Review potential for point of renovation energy audits     December In progress 

21. Complete preliminary design and costing for Point Ellice Bridge:      
  Update cost estimates for GPC  June    

22. Repair Dallas Road seawall to address immediate repair needs  April-June   In progress 

23. Progress report on Late Night Great Night to GPC   August   

24. Review of Sidewalk Café bylaw    December  

25. Commercial Alley Improvement Project   September   

26. Highway Access Bylaw  June    

27. Support development of new budget process     In progress 
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Finance 
 

 
Key Initiative 

Milestones 
Status 

 Q1 Q2 Q3 Q4 

1. Develop new Budget Process 

 Implement new budget process 
 

June TBD  In progress 

2. Introduce Electronic Billing for:       
  Property Taxes  May    
  Utilities  May   On-going 

  Business Licences    December  

3. Finalize Policing Agreement     Complete 

4. Update Waterworks Bylaw to clarify billing adjustments    December In progress 

5. Budget monitoring and reporting for Johnson Street Bridge 
Replacement project 

 Annual report  

 Annual financial audits 

 

 
 

June  
June  

  
 

In progress 

6. Support development of stormwater utility credit and establish 
billing system  

   December In progress 

7. Information Technology enhancements      In progress 
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Fire 
 

 
Key Initiative 

Milestones 
Status 

 Q1 Q2 Q3 Q4 

1. Support development of new budget process  In progress 

2. Renovate or Replace Fire Hall #1:       
  Project Planning RFP  May   In progress 
  Report to GPC on options   September   

3. Develop Victoria Emergency Response Plan     December In progress 

4. New Fire Prevention Bylaw    September  In progress 

5. Implement fire company commercial inspection program  April   Complete 

6. Review response capacity based on risk assessment. Report to 
GPC 

   December  

7. Host BC Fire Chief’s Convention (VCC)  June   In progress 

8. Develop tsunami map and education program for Victoria 
residents and businesses 

   December In progress 

9. Launch new partnership and hoarding awareness program  April   Complete 

10. Shakeout Event    October  
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Human Resources 
 

 
Initiative 

Milestones 
Status 

 Q1 Q2 Q3 Q4 

 Our City Government  

1. Develop new employee orientation program    September  In progress 

2. Enhance the City’s employee recognition program 

 Conduct employee focus groups 

 Develop new program 

  
 

September 
December 

 In progress 

3. Conduct collective bargaining (CUPE, Trades, etc.)  April - TBD   In progress 

4. Develop Manager Resource Program 

 Manager session  

 Develop training program 

 Roll-out Module/training program 

 

 
June 

 

 
 

August 
 

 
 
 

TBD 

In progress 

5. Day of Mourning  April 28   Complete 

6. Maintain WorkSafe BC Certificate of Recognition 

 Communicate results 

 Conduct 2014 audit 

 May 
 
 
 

 
 

December 
In progress 

7. Conduct Workplace Bullying and Harassment Prevention 
Training sessions 

 June   In progress 

8. Return to Work/Stay at Work programs to reduce Worksafe and 
sick leave time by 25% over 2013 

   December In progress 

9. National Occupational Health and Safety Awareness Week  May 5-9   In progress 

10. Whistleblower Policy to GPC  June   In progress 

11. Employee Indemnification Policy  May   In progress 

12. Review spareboard   April   Complete  

13. Support development of new budget process     In progress 
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Legal Services 
 

 
Key Initiative 

Milestones 
Status 

 Q1 Q2 Q3 Q4 

1. Finalize Police Agreement  April   Complete 

2. Provide contract and other legal services to Johnson Street 
Bridge Replacement Project 

    On-going 

3. Building Bylaw (new)   July  In progress 

4. Fire Inspection Bylaw (new)   July  In progress 

5. Highway Access Bylaw amendment  June   In progress 

6. Impounding Bylaw amendment  June   In progress 

7. Inspection Bylaw amendment   September  In progress 

8. Land Use Procedures Bylaw amendment    December In progress 

9. Sign bylaw (housekeeping amendments)   July  In progress 

10. Special Event Permits (new)  June   In progress 

11. Streets and Traffic Bylaw (updates)    October In progress 

12. Zoning Regulation Bylaw (updates)     On-going 

13. Support development of new budget process     On-going 
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Legislative and Regulatory Services  
 

 
Key Initiative 

Milestones 
Status 

 Q1 Q2 Q3 Q4 

1. Implement Council Governance improvements:       

  Prepare for Council Standing Committees      
-  - coordinate recruitment of public members  April   Complete 
-  - conduct orientation for new members  May   In progress 
-  - establish meeting schedule   May    

  Governance manuals – roles, responsibilities, Council-
staff relations, guide for public 

  September  In progress 

  New Council/Committee report format and staff 
training 

  July   

  Develop Delegation Bylaw    December  

2. Improve organizational awareness of Freedom of Information 
and Protection of Privacy Act (FIPPA):  

    In progress 

  Deliver FIPPA awareness training to staff  June    

3. Improve public access to Archives’ digital record collection     December In progress 

4. Conduct 2014 Civic Election   Sept.    to November  
  New Council orientation and governance education    December In progress 

5. Implement Records Management Development Program:       
  Recruit records manager  May   Complete 

  Prioritize records management development projects    October  

6. Propose Secondary Suite Enforcement Policy   July  In progress 

7. Propose new policy and bylaw to regulate special events   TBD  In progress 

8. Allocate exclusive parking stands for sightseeing vehicles 
(effective April 1, 2015):  

     

  Council direction on proposed process  June   In progress 
  Conduct competitive process    September   
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Key Initiative 

Milestones 
Status 

 Q1 Q2 Q3 Q4 

  Seek Council approval of recommended stand 
allocations 

 Update Vehicles for Hire Bylaw to reflect new 
allocations 

   

December 
 

December 
 

9. Enhance delivery of Bylaw and Licensing Services:       
  Revise Inspection Bylaw  June   In progress 
  Develop Impounding Bylaw  June   In progress 

10. Explore lease of Selkirk Waterway from Province:       
  Report to Council  May   In progress 
  Implement Council direction  TBD    

11. Develop Consultation Bylaw to address development on parks 
and green spaces: 

     

  Report to Council on options  June   In progress 

  Implement Council direction   TBD   

12. Honorary Citizen Awards:       
  Coordinate nominations process and select members  April   Complete 
  Awards ceremony  May   In progress 

13. Conclude Inner Harbour floatplane terminal lease   July  In progress 

14. Support development of new budget process     On-going 

15. Review contaminated site studies and develop and implement 
remediation plans for 1012/1014 Yates Street:  

     

  Complete technical studies  May   In progress 
  Report to Council on proposed plan   July  In progress 
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Parks, Recreation and Culture 

 

 
Key Initiative 

Milestones 
Status 

 Q1 Q2 Q3 Q4 

1. Introduce new online registration system for Crystal Pool and 
Fitness Centre programs 

  August  In progress 

2. Support development of new budget process     In progress 

3. David Foster Way Project Charter to GPC 
David Foster Way Implementation: 

 
May    

In progress 
  Janion/JSB Connection Planning and Design 

 Raymur and Heron Coves Planning and Design  
 

 TBD  
TBD 

 

4. Develop Crystal Pool Investment Strategy 

 RFP 

 Report to GPC 

 April 
 
 

August 
 In progress 

5. Call for Public Art for Johnson Street Bridge     TBD 

6. Select new Poet laureate for next three years  
and host LitArtCity variety of poetry events in April, Poetry Month  

 
 

April 
  Complete 

7. Evaluation of Welcome Pole in Centennial Park to restore to 
reinstall in 2015 

 Removal  

 Report to GPC 

 
March 

 
 
 
 

 
 
 

TBD 

 
 

In progress 

8. Partner with Open Space Gallery to offer “Reclaim the Streets”   April   Complete 

9. Create new playgrounds at Alexander and Hollywood parks:      
  Consultation February    Complete 
  Installation   November   

10. Consultation on Pilot Rockland Avenue Greenway  

 Road closure 

 Consultation 

 
January 

 
 
On-going 

 
 
On-going 

 
 
On-going 

 
In progress 

11. Advance Greenways plan: 

 Oaklands Pathway 

 Higgins Road  greenway and Hillside drainage 

 Hereward stairway connection to E & N Rail. 

  

 
 
 

August 

November 
November 

In progress 

12. Open new rose garden in Beacon Hill Park  June   In progress 
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Key Initiative 

Milestones 
Status 

 Q1 Q2 Q3 Q4 

13. Install three new outdoor fitness stations: 

 Topaz Park 

 Cecelia Ravine Park 

 Oaklands Park 

   

 
November 
November 
November 

 
 
In progress 

14. Michigan Street Community Garden relocation 

 Identify site and report to GPC 

 Infrastructure improvements 

 TBD  
 
 

November 

 
 

In progress 

15. Acquire property for new park in Burnside Gorge neighbourhood     TBD 

16. Support development of engagement plan for Johnson Street 
Bridge S-Curve Lands 

   December In progress 

17. Implement Beacon Hill Park transportation changes 

 Temporary completed 

 Permanent completed 

 June 30 
 
 

October 
 In progress 

18. Trans Canada Trail Alignment  TBD   In progress 

19. Host Urban Forest Conference    October In progress 

20. Royal Athletic Park upgrades: 

 new seating 

 field improvements 

 parking lot lighting 

 
 

April 
 

 
All complete 

by 
November 

In progress 

21. Memorandum of Understanding for Beacon Hill Park Burial 
Ground 

   December In progress 

22. Scope development of Natural Areas Management Plan including 
priorities for protection, policy. 

   November In progress 

23. Report to GPC about urban forest inventory and removals   September  In progress 

24. Clawthorpe Playground consultation    September  

25. Implement Park Management Improvements: 

 Complete road pathway connection at Summit Park – 
Blackwood 

 Pioneer Square Restoration  

   
September 

 
November 

  
 
 

In progress 
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Sustainable Planning & Community Development 
 

 
Key Initiative 

Milestones 
Status 

 Q1 Q2 Q3 Q4 

1. 
Initiate Local Area Planning: 

 Project charter for local area plan program 

 Project charter for Priority Area 1 

   

 
 

October 
December 

In progress 

2. 
Implement OCP and DCAP Monitoring and Evaluation Program  

 Annual report 
   

 
 

December 
In progress 

3. Density Bonus System for outside downtown    December In progress 

4. Report on engagement results for Central Business District 
changes to Downtown Core Area Zoning Bylaw 

  July  In progress 

5. Inner Harbour Revitalization for Ship Point, Lower Wharf lot and 
Belleville terminal 

 Public Engagement 

 Technical analysis 

  July 
 
 
 

In progress 

6. Initial finds of senior housing and support needs assessment to 
GPC 

   December In progress 

7. Update on Housing Action Plan    December In progress 

8. Update Zoning Regulation Bylaw (through Zoning Bylaw 
Improvement Project) to address:  

   December In progress 

  “Urgent” housing fixes      

  Grade Calculations in in Low Density Residential Areas      
  Commercial Zoning in Residential Neighbourhood      
  Home Occupation      

9. Workshop on delegation of authority on special development 
and heritage applications 

 June   In progress 

10. Update Land Use Procedures bylaw    December In progress 

11. Update Building Bylaw    July In progress 
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Key Initiative 

Milestones 
Status 

 Q1 Q2 Q3 Q4 

12. Renew Victoria Accord Lands Agreement/Legislative Precinct     On-going 

13. Support development of new budget process     On-going 
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Victoria Conference Centre  

 
 

Key Initiative 
Milestones 

Status 
 Q1 Q2 Q3 Q4 

1. Pursue Naming Rights Agreement   September  In progress 

2. Complete VCC Optimization Review   September  In progress 

3. Complete acquisition and transfer of Crystal Garden from 
Province 

 June   Complete 

4. Energy management to retain BOMA BESt certification On-going On-going On-going On-going In progress 

5. Develop and implement Business Ambassador Program On-going On-going On-going On-going In progress 

6. Reduce energy consumption and carbon footprint (over 2013) On-going On-going On-going On-going In progress 

7. Support development of destination business brand for 
meetings and events 

  September  In progress 

8. Continued measurement and refinement of VCC/TVIC 
collaboration agreement (deliverable) 

 On-going On-going On-going In progress 

9. Leadership in the Victoria Conference Optimization Network  

 Project Charter 

 Form collaboration group 

 
 

June 
 

On-going 
 

On-going 
 

In progress 

10. Documenting lifecycle of VCC to prepare for asset management    December In progress 

11. Support development of new budget process     In progress 
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Quarterly Reporting to Council 
 
  
Quarter 1 2014 

 
 

G
overnance and Priorities C

om
m

ittee - 08 M
ay 2014

Q
uarterly R

eporting to C
ouncil--J. Johnson, C

ity M
anager

P
age 55 of 299



Outline 
 
• Proposed 2014 Quarterly Reporting Process 

 
• Quarter 1 Report on Strategic Initiatives – Jan to Mar 

 
• Introduction to Operational Plan 

 
• Next Steps 
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Proposed 2014 Quarterly Reporting 

Process 
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Report Content Comments GPC Date 

Q1 Report – January to March May 8 

Quarterly Report on Strategic Initiatives 

Introduction to Operational Plan Draft for Council’s information and feedback 

Q2 Report – April to June July 

Quarterly Report on Strategic Priorities 
Quarterly Report on Operational Plan 

Introduction to Quarterly Departmental Reports Draft for Council’s information and feedback 

Q3 Report – July to September October 

Quarterly Report on Strategic Priorities 
Quarterly Report on Operational Plan 
Quarterly Department Reports 

Q4 Report – October to December January 

Quarterly Report on Strategic Priorities 
Quarterly Report on Operational Plan 
Quarterly Department Reports 
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Quarter 1 Report on Strategic 
Initiatives – January to March 
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First Quarter Highlights: 
• Unprecedented land exchange with 

Province 
• Initiated Harbour Dialogue process 

to identify future potential for 
Belleville, Ship Point and Lower 
Wharf sites 

• Successful open house for Central 
Business District zoning changes 

• New governance model 
implemented, introducing public 
advisory members on standing 
committees 
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First Quarter Highlights: 
• Pursuing VCC Naming Rights 
• Advancing Parking Services Review 

amended to include public 
consultation 

• Initiated public engagement on Bicycle 
Master Plan 

• Advanced planning on Fire Hall #1 
• Finalized Esquimalt Policing 

Agreement for signing in April 
• Concluded stormwater engagement 

program  
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• Received Canadian Award for 
Financial Reporting 

• Awarded Certificate of 
Recognition 

• Consultation on Alexander 
Park and Hollywood Parks  

• Rockland Greenway Pilot 
• Selected Youth Poet Laureate 
• Hosted “GottaCon” gaming 

convention  

 

First Quarter Highlights: 
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• An Operational Plan outlines the planned output of the 

organization by department by year 
 

• The plan outlines work on organizational initiatives 
above and beyond the daily responsibilities and services 
of each department 
 

• Plan increased transparency and accountability  
 

• As new priorities arise, the Operational Plan must be 
adjusted to respect the capacity of the organization 
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Example  
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Quarter 2 Report to include: 
 

• Update on Strategic Initiatives (as per current 
practice) 

 
• Departmental Updates (Council feedback) 
 
• Operational Plan Update 

 
 
 

 
 

Next Steps 
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_______________________________________________________________________________________________
GPC Report                                                                                      Date May 5, 2014
Subject / Title Consideration of 40km/h Speed Limits Page 1

GPC Report

Date: May 5, 2014 From: Councillors Gudgeon and Isitt

Subject: Consideration of 40km/h Speed Limits

MOTION

BE IT RESOLVED THAT Council convene a special meeting to receive input from the public,
particularly neighbourhood associations and City of Victoria residents, on the following
amendments to Schedule B of the Streets and Traffic Bylaw:

(1) Revise the section designating roads at 40 km/h to read as follows:
(a) Richmond Road;
(b) Southgate Street;
(c) Quadra Street;
(d) Bay Street from Blanshard to Richmond;
(f) Douglas Street south of Belleville Street;
(e) Gorge Road;
(g) Richardson Street.

(2) Revise item (c) in the roads designated at 30 km/h to read as follows:
(c) Cook Street between Southgate Street and Dallas Road.

Alternately:

BE IT RESOLVED THAT Council direct staff to consult the public, particularly neighbourhood
associations and City of Victoria residents, on the amendments to Schedule B of the Streets and
Traffic Bylaw referenced above.

Councillor Shellie Gudgeon Councillor Ben Isitt
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JBNA           James Bay Neighbourhood Association 
234 Menzies St       www.jbna.org  
Victoria, B.C. 
V8V 2G7 
         May	
  7th,	
  2014	
  
	
  
Mayor	
  Dean	
  Fortin	
  &	
  Council,	
  
City	
  of	
  Victoria,	
  
	
  
Dear	
  Mayor	
  Fortin,	
  
	
  
Re:	
   James	
  Bay	
  -­	
  40km/h	
  initiative	
  
	
  

Further	
  to	
  correspondence	
  sent	
  to	
  Mayor	
  and	
  Council	
  on	
  the	
  subject	
  of	
  a	
  40	
  km/h	
  
initiative,	
  we	
  are	
  now	
  in	
  receipt	
  of	
  the	
  April	
  30	
  staff	
  report	
  to	
  be	
  considered	
  on	
  May	
  8th.	
  
	
  

We	
  note	
  that	
  the	
  focus	
  of	
  considerations	
  was	
  motorists	
  and	
  their	
  needs	
  and	
  reactions.	
  	
  
There	
  has	
  been	
  little	
  consideration	
  of	
  resident	
  and	
  visitor	
  needs,	
  and	
  the	
  impacts	
  of	
  heavily	
  
used	
  roadways,	
  namely	
  the	
  difficulty	
  in	
  crossing	
  the	
  road	
  and	
  the	
  noise	
  levels.	
  	
  	
  
	
  

If	
  Victoria	
  is	
  sincere	
  in	
  becoming	
  a	
  “truly	
  pedestrian	
  friendly	
  city”,	
  the	
  roads	
  between	
  
pedestrians	
  and	
  the	
  signature	
  greenspace	
  of	
  Victoria,	
  namely	
  Beacon	
  Hill	
  Park	
  (BHP),	
  should	
  
deserve	
  a	
  high	
  priority	
  in	
  being	
  more	
  easily	
  crossable.	
  	
  	
  
	
  

At	
  this	
  time	
  we	
  request	
  that	
  Douglas	
  Street	
  from	
  Belleville	
  to	
  Dallas	
  be	
  signed	
  as	
  a	
  	
  	
  	
  	
  	
  	
  	
  	
  
40	
  km/h	
  roadway.	
  	
  This	
  would	
  be	
  in	
  keeping,	
  but	
  still	
  higher,	
  than	
  the	
  30	
  km/h	
  speed	
  limits	
  
posted	
  on	
  streets	
  in	
  Fairfield	
  which	
  also	
  border	
  BHP	
  and	
  be	
  the	
  same	
  speed	
  as	
  Southgate	
  which	
  
borders	
  the	
  northern	
  edge	
  of	
  the	
  Park.	
  	
  It	
  would	
  also	
  lower,	
  somewhat	
  modestly,	
  the	
  noise	
  level	
  
created	
  by	
  the	
  heavy	
  cruise-­‐ship	
  bus	
  traffic.	
  	
  	
  
	
  

BHP	
  is	
  a	
  home	
  park	
  for	
  both	
  Fairfield	
  and	
  James	
  Bay	
  residents.	
  	
  If	
  the	
  residents	
  on	
  the	
  
east	
  side	
  of	
  BHP	
  warrant	
  a	
  30	
  km	
  speed	
  limit,	
  why	
  would	
  the	
  residents	
  of	
  James	
  Bay	
  not	
  
warrant	
  the	
  same	
  consideration?	
  	
  Additionally,	
  the	
  main	
  pedestrian	
  and	
  vehicular	
  BHP	
  access	
  
point	
  for	
  residents	
  and	
  visitors	
  is	
  from	
  Douglas	
  at	
  Niagara	
  Street.	
  
	
  

Other	
  factors	
  that	
  should	
  be	
  recognized	
  are:	
  
	
  	
  Douglas	
  Street	
  alongside	
  BHP	
  is	
  residential,	
  not	
  commercial.	
  	
  
	
  	
  37%	
  of	
  James	
  Bay	
  residents	
  are	
  over	
  60	
  years	
  of	
  age	
  (compares	
  to	
  23%	
  for	
  the	
  rest	
  of	
  	
  	
  	
  	
  	
  
	
  	
  	
  	
  Victoria).	
  The	
  Pedestrian	
  Plan	
  speaks	
  to	
  the	
  need	
  for	
  longer	
  crossing	
  times	
  for	
  the	
  	
  
	
  	
  	
  	
  elderly.	
  	
  

	
  
	
  
	
  

.	
  .	
  .	
  2	
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  2	
  -­‐	
  
	
  
	
  
	
  
	
  
	
  
	
  

The	
  city	
  staff	
  report	
  to	
  the	
  Community	
  Development	
  and	
  Environment	
  &	
  Infrastructure	
  
Standing	
  Committee,	
  dated	
  2013.11.15,	
  and	
  presented	
  at	
  the	
  November	
  28th,	
  2013	
  meeting,	
  
suggested	
  that	
  about	
  136	
  signs	
  (95	
  stating	
  40	
  km/h	
  speed	
  and	
  41	
  stating	
  end	
  of	
  40	
  km/h	
  
speed)	
  would	
  cost	
  $65,000.	
  	
  	
  Using	
  the	
  existing	
  provincial	
  requirements	
  and	
  the	
  staff	
  report,	
  
the	
  cost	
  of	
  signage	
  for	
  a	
  speed	
  limit	
  reduction	
  on	
  Douglas	
  Street	
  should	
  be	
  expected	
  to	
  be	
  way	
  
less	
  than	
  1/10th	
  of	
  the	
  cost	
  estimated	
  for	
  the	
  staff’s	
  2013.11.15	
  project.	
  	
  Between	
  Dallas	
  Road	
  
and	
  Superior	
  Street	
  there	
  are	
  no	
  roads	
  to	
  the	
  east	
  and	
  only	
  seven	
  streets	
  connecting	
  on	
  the	
  
west	
  side	
  of	
  Douglas	
  (and	
  two	
  of	
  these	
  roads	
  are	
  one-­‐way	
  streets	
  requiring	
  less	
  signage).	
  
	
  	
  	
  

We	
  look	
  forward	
  to	
  the	
  City	
  moving	
  forward	
  on	
  the	
  40	
  km/h	
  initiative.	
  
	
  

Yours	
  truly,	
  

	
  	
  	
  	
  	
  	
   	
  
Marg	
  Gardiner	
  
President,	
  JBNA	
  

	
  
	
  
	
  
	
  
Cc:	
   City	
  of	
  Victoria	
  Neighbourhoods	
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Christine Havelka

Subject: FW: Safer speed limits

 
From: jane baigent [mailto ]  
Sent: Monday, May 5, 2014 3:38 PM 
To: Geoff Young (Councillor); Lisa Helps; Ben Isitt; Chris Coleman (Councillor); Marianne Alto; Charlayne Thornton-Joe 
(Councillor); Pam Madoff (Councillor); Shellie Gudgeon; Mayor (Dean Fortin) 
Subject: Safer speed limits 

Dear Mayor and Councillors,  
 
I have been working on transportation issues with the community association and neighbourhood in Vic West 
since 2002. Everything I've researched has indicated that lower vehicle speeds save lives and promote 
walkability. 
 
Walkability was the highest priority issue in ALL our transportation plan meetings. 
 
If the speed limit is lowered on some main corridors, motorists will get used to driving slower on all streets. 
 
I heartily support Councillor Gudgeon and Isitt's proposal to proceed with public consultation to lower speed 
limits on specific streets. 
 
Jane Baigent 
1040 Alston Street 
Victoria BC  
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Christine Havelka

Subject: FW: public consultation

 
From: susan [mailto: ]  
Sent: Tuesday, May 6, 2014 4:24 PM 
To: Councillors 
Subject: Re: public consultation 

 I think it is imperative that the City of Victoria consult the public on amendments  
to the Streets and Traffic Bylaw to provide for safer speed limits on arterial and neighbourhood roads.  
It would also be of benefit if the public complied with the current speed limits. 
With appreciation, 
Susan Bartol-Drinker 
Rockland Avenue 

Governance and Priorities Committee - 08 May 2014

Consideration of 40 kmh Speed Limits - Richmond/Douglas/Bay/... Page 88 of 299



1

Christine Havelka

Subject: FW: amendments  to the Streets and Traffic Bylaw 

From: Bill Birney [mailto:   
Sent: Tuesday, May 6, 2014 10:20 PM 
To: Councillors 
Subject: amendments to the Streets and Traffic Bylaw  

Please do not “consult the public on amendments to the Streets and Traffic Bylaw to provide for safer speed limits 
on several arterial and neighbourhood roads” … just leave everything the way it is.  Every time Council  changes traffic 
patterns it makes things worse.  The latest was the blocking of Rockland beside Pioneer Square.  Before that it was the 
blocking of Heywood Way, forcing all traffic onto Camas Crescent thence to a dangerous left turn onto Dallas Road.   
Just get the traffic lights synchronised.   
If you want people to slow down, why not enforce the existing speed limits. 
 
Bill Birney 
1215 Rockland Avenue (in the 50 km/h stretch of Rockland where there is a 30 km/h section where it seems people 
drive 60 km/h)  
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Christine Havelka

Subject: FW: Streets and Traffic Bylaw Amendments - Public Consultation

From: Aimee Botje < > 
Date: Tue, May 6, 2014 at 10:30 AM 
Subject: Streets and Traffic Bylaw Amendments - Public Consultation 
To: Ben@isitt.ca 
Cc: janet ellen simpson > 
 

Dear Ben Isitt, 

  

As an avid cyclist, I applaud your and Shellie’s proposal to hold public consultations on 
safer speed limits on a number of busy neighbourhood streets. 

  

We need every opportunity to bring home the considerable and continuing speed 
violations of existing speed limits with the rising volume of motorized traffic as well as 
cyclists. 

Two streets in my neighbourhood are of particular concern in that regard:  Richardson 
Street and Richmond Road.  I understand that a proposal for a pre-school exists near 
the corner of Richardson and Richmond.  If that becomes reality, it may bring some 
regular police enforcement of speed limits to the neighbourhood.  Since that is not a 
certainty, we need a forum to voice our concerns for a safer environment at all times by 
establishing a speed limit that is more likely to provide a safe environment for kids, 
pedestrians, and cyclists (and motorists). 

  

So, I strongly support a public consultation on this important issue. 

  

Thanks to you and Shellie for your proposal to hear our voices. 

  

Aimée Botje 

7-1759 Rockland Ave. 

Governance and Priorities Committee - 08 May 2014

Consideration of 40 kmh Speed Limits - Richmond/Douglas/Bay/... Page 90 of 299



2

 

Governance and Priorities Committee - 08 May 2014

Consideration of 40 kmh Speed Limits - Richmond/Douglas/Bay/... Page 91 of 299



1

Christine Havelka

Subject: FW: Speed restrictions - Richardson Street

 
From: Caroline Bowles [mailto   
Sent: Tuesday, May 6, 2014 9:02 PM 
To: Councillors 
Subject: Speed restrictions - Richardson Street 

May 6th 2014                                                                                           1673, Richardson Street, 
                                                                                                                Victoria, 
                                                                                                                V8S1R5 
 
 

To Whom It May Concern, 

               I am writing in strong support for the introduction of speed limits along the 1600 block of Richardson 
Street and hope that you will give this matter your serious consideration. Speeding traffic has been a problem 
since I have lived here and it is truly time that this is acknowledged and something put into place to slow people 
down. 
All I ask is that, my family, neighbours and community can go about their daily lives safely, please do not wait 
until a tragedy occurs before acting on this.please help us with this matter. 
                        
                      Thank you for your time, 
                           Caroline Bowles                 
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Christine Havelka

Subject: FW: Support for public consultation on amending Street & Traffic bylaw

 
-----Original Message----- 
From: GRAHAM BRIGGS [mailto   
Sent: Tuesday, May 6, 2014 8:54 PM 
To: Councillors; Mayor (Dean Fortin) 
Subject: Support for public consultation on amending Street & Traffic bylaw 
 
Dear Mayor and Councillors, 
 
I am a Victoria resident and am writing to voice my support for Councillors Gudgeon and Isitt's proposal for public 
consultations on amending Schedule B of the Streets and Traffic Bylaw to reduce speed limits on the following roads: 
 
  *   Bay Street from Blanshard to Richmond; 
  *   Cook Street adjacent to Beacon Hill Park; 
  *   Douglas Street south of Belville; 
  *   Gorge Road; 
  *   Quadra Street; 
  *   Richardson Street; 
  *   Richmond Road; and, 
  *   Southgate Street. 
 
Also, I strongly support reducing speed limits on these roads ASAP, and believe that over the medium-term, the top-end 
speed limit should be 40km/hr for all of Victoria. Reduced speed limits will make our city more walkable and bicycle-
friendly, safer and healthier, and more sustainable and livable. 
 
Lastly, I think the list of roads above should be tweaked slightly to include all of Cook St. within the City of Victoria, and all 
of Douglas south of Bay St. 
 
Thank you for considering my comments. 
 
Best, 
 
Graham Briggs 
213 - 710 Vancouver 
Victoria BC 
V8V4P9 
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Christine Havelka

From: Shellie Gudgeon
Sent: Wednesday, May 7, 2014 9:37 AM
To: Christine Havelka
Subject: FW: Speed Limits Richardson Street

  
 

From: Aubrey Brown [ma   
Sent: Wednesday, May 7, 2014 9:36 AM 
To: Councillors 
Subject: Speed Limits Richardson Street 

Dear Councillor Gudgeon/Isitt 

Dear Mayor and Councillors 

I understand that the subject of possible speed reductions on some City streets will be considered at a special meeting 

on May 8, 2014.  I also understand that as part of this initiative, some of my neighbours on the 1600 block of Richardson 

Street have been advocating traffic calming measures for our block.  I am writing to lend my support to these efforts. 

One view is that in the interests of moving traffic economically and efficiently, traffic should move through 

neighbourhoods as expeditiously as is safe.  However, we must balance that against the interest of making our streets 

compatible with a liveable neighbourhood for all citizens, young and old and perhaps slow traffic to a more leisurely 

pace.  Some may liken  this to “NIMBYism”, but in view of similar approaches throughout the City and neighbouring 

municipalities, I think not. 

From personal experience, having lived at 1608 Richardson Street for over 39 years, I can attest to the fact that traffic in 

my block has worsened.  There is much more traffic on the street due to the addition of a bus route, traffic to the 

revitalized Fairfield Shopping Centre and commuter traffic from Oak Bay to downtown.  The 1600 block is a half 

kilometer long, wide relatively straight section.  Motorists frustrated by the frequent changes in speed limits – (from 40 

km/hr to 50 to 30 and back to 50 km/hr between the junction of McNeil/Foul Bay to the junction Richardson/Richmond) 

‐ see the 1600 block as a chance to make up time, and frequently do so.  I live near St Charles Street on a bit of a curve 

and I frequently find it difficult to safely back out of my driveway.   

Then there is the issue of crossing the street.  The only safe and legal places to cross are the 4‐way stops at Richmond or 

St Charles Streets, 500 meters or 1600 feet apart.  For someone in mid block, there is a long walk to a safe crossing 

place.  It raises concerns, especially for children or senior citizens. 

As a solution, it seems sensible to me to lower the speed limit to 40 km/hr on Richardson Street.  It will make our street 

much safer and eliminate the confusing changes of speed limit existing on the Foul Bay to Richmond section.  Also, 

consideration should be given to installing a cross walk mid‐block in the 1600 block, especially to allow the safe crossing 

of children heading to Margaret Jenkins School. 

Thank you for taking time to read my views.   I hope that you can see your way clear to support the resolution of 

Councillors Gudgeon and Isitt. 
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Yours truly 

Aubrey Brown 
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Christine Havelka

Subject: FW: FINAL VERSION:  Safer speed limits in the City of Victoria
Attachments: Schedule_B_Streets_and_Traffic_Bylaw.pdf

 

From: Ted Button [mailto ]  
Sent: Monday, May 5, 2014 3:41 PM 
To: Councillors 
Subject: Fwd: FINAL VERSION: Safer speed limits in the City of Victoria 

Per the note/proposal attached, I support this proceeding to the public consultation process.  
 
In addition, at some time in the not too distant future, I believe Erie Street should be added to this list as Erie 
Street is becoming more dangerous to the public with the adding/success of the new Fisherman's Wharf Park, 
bus stops, the new Finest at Sea food cart and congestion caused by cruise ship resulting traffic in particular 
Fridays and Saturdays of the week.  This block long street traffic challenge is also compounded by not having a 
crosswalk from Dallas Road to St Lawrence and on-street parking on both sides where vehicles and large tourist 
buses park as they are prohibited by GVHA from parking on Fisherman's Wharf Park premises. 
 
Thx, 
Ted Button 

From: "Ben Isitt" <BIsitt@victoria.ca> 
To: "Ben Isitt" <BIsitt@victoria.ca> 
Cc: "Shellie Gudgeon" <SGudgeon@victoria.ca> 
Sent: Monday, May 5, 2014 3:24:17 PM 
Subject: FINAL VERSION:  Safer speed limits in the City of Victoria 
 
(*** This version can be shared, please delete previous versions. Apologies for multiple postings. ***)
 
 
Dear Community Leaders, 
 
We are writing to ask your opinion on a proposal that Councillor Shellie Gudgeon and I are bringing 
forward to Victoria City Council at this Thursday's meeting of the Governance and Priorities 
Committee. 
 
Following discussions with representatives of all neighbourhood / community associations at 
meetings since the autumn of 2013, we are proposing that the City of Victoria consult the public on 
amendments to the Streets and Traffic Bylaw to provide for safer speed limits on several arterial and 
neighbourhood roads: 
 
  *   Bay Street from Blanshard to Richmond; 
  *   Cook Street adjacent to Beacon Hill Park; 
  *   Douglas Street south of Belleville Street; 
  *   Gorge Road; 
  *   Quadra Street; 
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  *   Richardson Street; 
  *   Richmond Road; 
  *   Southgate Street. 
 
If possible, please write to Victoria City Council before the morning of Thursday May 8 at 
Councillors@Victoria.ca, indicating whether you wish to have public consultation proceed. Letters 
from individual citizens as well as neighbourhood / community associations are appreciated. 
 
Schedule B of the Streets and Traffic Bylaw, showing current speed zones within the City of Victoria, 
is attached for your information. 
 
Please share this message with your Board, association members and residents in your 
neighbourhood. 
 
Thank you for sharing your views on this matter. 
 
Ben 
 
 
Ben Isitt 
Victoria City Councillor and CRD Director 
Email. Ben@Isitt.ca / Tel. 250.882.9302 
Web. www.BenIsitt.ca 
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Christine Havelka

Subject: FW: Richmond Avenue residents call for reduced speed limit

 
From: Ross Crockford [mailto:r   
Sent: Wednesday, May 7, 2014 9:28 AM 
To: Mayor (Dean Fortin); Councillors 
Cc: Bill (Times-Colonist) Cleverley 
Subject: Richmond Avenue residents call for reduced speed limit 

Dear Mayor Fortin and City of Victoria Councillors, 
 
RE: 40KM/H SPEED LIMIT ON RICHMOND AVENUE 
 
We are residents of the 700-, 800-, 900- and 1000- blocks of Richmond Avenue.  
 
We understand that this Thursday, May 8, you will consider reducing the speed limit of Richmond 
Avenue, along with several other City streets, from 50 km/h to 40 km/h. 
 
We fully support this initiative. Current traffic speeds of 50 km/h are too fast for our section of 
Richmond, and the absence of stop signs, lights or crosswalks can make it difficult for children and 
elderly people to cross it safely at rush hour. 
 
There are no signs along Richmond between Fort and Fairfield indicating a speed limit. The only 
exceptions are pairs of signs immediately before and after a bend in the road near Quamichan that 
say “Maximum 40 km/h” and then “End of 40 km/h”, the latter of which encourages drivers to 
speed up even when it may be excessive for the street's conditions.  
 
In the 700- and 800-blocks of Richmond, no speed limit signs are posted at all, even though the 
road passes alongside the sports field of Glenlyon-Norfolk School. We note that speed limits of 30 
km/h are clearly posted in many urban school zones: 
http://www.th.gov.bc.ca/key_initiatives/legislation/mvb-amend.htm 
 
We also note that parallel sections of Foul Bay Road, the next major north-south street, are posted 
with a speed limit of only 30 km/h. 
 
We ask that the City post signs clearly indicating a 40km/h speed limit on Richmond Avenue, and 
30 km/h in school zones.  
 
With kind regards, 
Ross Crockford, 942 Richmond 
Donna Olson, 712 Richmond 
Stephan Tuomi, 723 Richmond 
Michelle Vinay, 723 Richmond 
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D'Arcy Green, 750 Richmond 
Adrienne Holierhoek, 750 Richmond 
Ruth Kirby, 758 Richmond 
Jason Heinz, 851 Richmond 
Michelle Zeleschuk, 851 Richmond 
Matt Dupuis, 859 Richmond 
Valerie Dupuis, 859 Richmond 
Susan Temple, 875 Richmond 
Kathy Burch, 901 Richmond 
David Cox, 901 Richmond 
Gregory Thomas-Tench, 905 Richmond 
Lisa Thomas-Tench, 905 Richmond 
Wendy Wilson, 907 Richmond 
Frank Macdonald, 927 Richmond 
Joanne Macdonald, 927 Richmond 
Jo Bywater, 940 Richmond 
Jennifer Wise, 942 Richmond 
Fione Wilson, 944 Richmond 
Gillian Wayman, 944B Richmond 
Sara Conkin, 946 Richmond 
Geoffrey MacDonald, 946 Richmond 
Judy Atkinson, 950 Richmond 
Richard Games, 950 Richmond 
Patricia Gatey, 952 Richmond 
Joan Kagan, 1009 Richmond 
Erwin Shulman, 1009 Richmond 
Pauline Stynes, 1019 Richmond 
Ron Carter, 1025 Richmond 
Susan Henderson, 1025 Richmond 
Mary Shields, 1057 Richmond 
Richard Shields, 1057 Richmond 
Kenna Miskelly, 1060 Richmond 
Susan Duckworth, 1061 Richmond 
Shirley McGill, 1071 Richmond 
 
Bcc: signatories 
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Christine Havelka

Subject: FW: Safer speed limits

 

From: Steeve Deschenes [mailto ]  
Sent: Wednesday, May 7, 2014 8:27 AM 
To: Councillors 
Subject: Safer speed limits 

 
 
Dear City Councillors, 
 
I strongly support the adoption a a safer speed on the roads of Victoria. For the safety of our citizens, I wish to 
have a public consultation on the matter. 
 
Thank you very much for improving the life quality of all Victorians. 
 
Sincerely,  
--  
Steeve Deschênes, MSc  
Geography 
University of Victoria 
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Christine Havelka

Subject: FW: Reducing Speed Limit to 40 km/hour on Certain Secondary Roads 

 
From: Jan Drent [mailto:j ]  
Sent: Tuesday, May 6, 2014 10:58 AM 
To: Councillors 
Subject: Reducing Speed Limit to 40 km/hour on Certain Secondary Roads  

We support the reduction proposed by Councillors Gudgeon & Isett. Jan & Janice Drent postal code V8S 1W8  
 

 
Jan and Janice Drent 
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Christine Havelka

Subject: FW: support for consultation

 
From: Art Hamilton [mailto   
Sent: Tuesday, May 6, 2014 1:19 PM 
To: Councillors 
Subject: support for consultation 

I would like to express support for the idea that the City of Victoria consult the public on amendments to the Streets and 
Traffic Bylaw to provide for safer speed limits on  several arterial and neighbourhood roads: 
   *   Bay Street from Blanshard to Richmond; 
   *   Cook Street adjacent to Beacon Hill Park; 
   *   Douglas Street south of Belleville Street; 
   *   Gorge Road; 
   *   Quadra Street; 
   *   Richardson Street; 
   *   Richmond Road; 
   *   Southgate Street. 
Regards, 
Art Hamilton 
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Christine Havelka

Subject: FW: Consultation on Lowering  Speed Limits on specific streets motion

 
From: Rowena and John [mailto:j ]  
Sent: Tuesday, May 6, 2014 6:59 PM 
To: Councillors 
Subject: Consultation on Lowering Speed Limits on specific streets motion 

Hello Councillors, 
 

I would like to express my support for the motion to consult the public on amendments to the Streets and 
Traffic Bylaw to provide for safer speed limits on several arterial and neighbourhood roads: 
 
  *   Bay Street from Blanshard to Richmond; 
  *   Cook Street adjacent to Beacon Hill Park; 
  *   Douglas Street south of Belleville Street; 
  *   Gorge Road; 
  *   Quadra Street; 
  *   Richardson Street; 
  *   Richmond Road; 
  *   Southgate Street. 
 
This is a great start to a conversation which needs to happen to reach the goal of Victoria being a great walking and biking city. 
Some areas of the city meet that criteria, and some clearly do not. 
 
Thanks, 
 
Rowena Locklin 
2815 Prior St. 
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Christine Havelka

Subject: FW: 1600 Richardson St. Needs Attention
Attachments: petition.pdf

 
From: Ronald Schouten [mailto:   
Sent: Tuesday, May 6, 2014 11:08 AM 
To: Councillors 
Subject: 1600 Richardson St. Needs Attention 

Dear Councillors,  
 
I am writing to request help to calm down traffic on the 1600 block of Richardson St. As a heavily used 
motorist and cyclist commuting route, high speeds make this section of Richardson St. treacherous to use and 
less livable for residents. 
 
Many motorists already travel at lower speeds appropriate for a residential street lined with parked cars; 
however, a significant portion of traffic is travelling at high speeds and would benefit from some guidance. To 
this end, a reduced speed with traffic calming measure would be very appropriate. The 1500 and 1400 blocks 
already employ traffic calming medians and crosswalks, the 1700 block has a 30km/h section and crosswalks, 
and feeder roads like Richmond and McNeil are already posted at 40km/h. Simply put, making improvements 
fits into the community design and existing road infrastructure. 
 
Not only does it make sense, but this section of Richardson St. has existing features that could be enhanced and 
extended to implement traffic calming measures. The public path at the centre of the block could be 
enhanced/maintained so that it is more usable (i.e. fix rut and drainage issues) and connect to a cross-walk with 
meridian. This would have the added benefit of making it easier to cross the extra long block and furthering the 
network of greenways. 
 
I've spoken to many residents on the street and almost 90% agreed that traffic speeds were a concern and that 
they would like to see changes made. Please see the attached letter and petition signed by residents of 1600 
Richardson St. 
 
Petition Summary 
----------------------------------- 
44 residences on the 1600 block of Richardson St (including Church rectory and seniors home) 
27 residents available 
24 signed petition 
----------------------------------- 
89% support 
 
I hope you take this request for action seriously and I look forward to meaningful dialogue to resolve this issue.
 
Kind regards, 
 
 
Ronald Schouten 
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Christine Havelka

From: Shellie Gudgeon
Sent: Wednesday, May 7, 2014 9:12 AM
To: Christine Havelka
Subject: FW: amendments to the Streets and Traffic Bylaw

  
 
-----Original Message----- 
From: janet ellen simpson [mailt ]  
Sent: Monday, May 5, 2014 5:04 PM 
To: Councillors 
Subject: amendments to the Streets and Traffic Bylaw 
 
Dear Mayor and Councillors, 
 
We understand that a proposal will be brought to City Council's Thursday meeting of the Governance and Priorities 
Committee regarding amendments to the Streets and Traffic Bylaw to provide safer speed limits on several arterial and 
neighbourhood roads. 
 
This is something that we have been needing for years.  Finally there is an opportunity to have streets such as 
Richardson and Richmond recognized as popular cycling and walking routes that should be made safer and more inviting. 
Currently, Richardson Street is a designated cycling route; however, the volume and speed of the   
traffic is definitely a deterrent to any but the bravest cyclists.    
It is also unpleasant to walk along a street with traffic zooming by constantly. 
 
Public consultation definitely needs to go ahead so that we have a chance to voice our support for this proposal to 
improve our neighbourhoods. 
 
Sincerely, 
 
Janet Simpson, President 
Rockland Neighbourhood Association 
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Christine Havelka

Subject: FW: Public Consultation

 
From: susan simpson [mailt   
Sent: Monday, May 5, 2014 6:24 PM 
To: Councillors 
Cc: janet ellen simpson 
Subject: Public Consultation 

I strongly agree with the proposal to engage the public in a consultative process regarding the Streets and 
Traffic Bylaw particularly as it relates to speed limits on Richardson and Richmond. 
 
Susan Simpson 
Rockland 
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Christine Havelka

Subject: FW: Safer Streets

 
From: Maggie Thompson [mailto:t ]  
Sent: Monday, May 5, 2014 8:53 PM 
To: Councillors 
Subject: Safer Streets 

I'm pleased to read of your initiative and would like to participate in a consultation that thoroughly considers 
safety on these streets.  
 
As a driver and cyclist I find several areas you've identified to be a bit nerve wrecking. 
 
Thank you for your service to our community  
 
 
--  
Maggie 
 
Maggie R.Thompson 
1039 Verrinder Ave  
Victoria  
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Christine Havelka

Subject: FW: Traffic Bylaw consultation

 
-----Original Message----- 
From: John Walmsley [   
Sent: Tuesday, May 6, 2014 11:03 PM 
To: Councillors 
Subject: Traffic Bylaw consultation 
 
I support the proposal that the City consult the public on amendments to the Streets and Traffic Bylaw so that we can 
have safer speed limits. 
 
I live just off Quadra St near Hillside and can't help feeling that a consistent 40km/h would not be an inconvenience and 
would greatly improve the safety and feel of the neighbourhood. 
 
Thank you for your support. 
 
John Walmsley 
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Regulation of the Water Lot 
in the Gorge Waterway 
NW of Selkirk Trestle 
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Gorge Waterway – Selkirk Water 
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Community Issues 

• Nuisance, sewage & garbage from live-aboards 

• Pollution from unseaworthy vessels 

• Vessel abandonment and derelicts 

• Misuse of Parks facilities 

• Interference with other recreational uses 
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Vessels in Park Foreshore 
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Vessels Moored to Trestle 
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Derelict Vessel on Park Foreshore 
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Multiple Vessels Off Banfield Park 
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Live-aboard Moored in Park Area 
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Rafted Vessels Congest Water Lot 
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Recommended Approach 

• Enact Zoning Regulations 
– Consistent with Official Community Plan objectives 
– Support recreational uses 
– Prohibit residential uses 
– Prohibit vessel storage uses 
  

• Seek Licence of Occupation 
– To support Zoning Regulations 
– To enable compliance monitoring & enforcement 
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Expected Outcomes 

• Reduce nuisance, pollution, sewage discharge 
 

• Improve health of the marine environment 
 

• Improve recreational access over water lot 
 

• Reduce wear and tear on adjacent parks 
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Proposed Licence Area 
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Longer Term Objectives 

 
• Portage Inlet a large tidal lagoon within an urban area 
 
• Gorge Waterway and Portage Inlet serves as: 

– Important plant and wildlife habitat 
– Park space for human inhabitants 

 

•  Need to protect the unique marine ecosystem and 
aesthetic quality of the waterway 
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Council Role 

• Approve recommended action plan 

• Seek support of Esquimalt & Songhees First Nations 

• Request Province to clean-up water lot 

• Inquire with Province on ecosystem protection process 

• Request CRD to consider long-term ecosystem 
protection strategies for Gorge Waterway & Portage Inlet 
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Why Open Government/Open Data 

• Removes barriers to access to information 
• Innovation - allows individuals, entrepreneurs, 

academics and community groups  to study 
communities and develop applications 

• Support economic growth 
• Improves transparency 
• Civic engagement is enhanced 
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Open Data Philosophy 

• Data is made free available to the public in 
machine readable format, without restrictions 
from copyright, patents or other mechanisms 
of control 

• Default position should be to proactively 
release, unless one of the mandatory Freedom 
of Information and Protection of Privacy Acts 
applies 
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Open Data is… 

• Free for anyone to use, re-use and re-
distribute 
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Where We’ve Come From 

• In October 2011, City Council approved the 
Open Government through Open Data 
initiative 
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Progress to Date 

• New Open Data Catalogue 
• Hosted “hackathon” in 2013  
• Webcasting Council and Committee meetings 
• Open Meetings policy 
• Vic Map 
• Have Your Say Victoria 
• Online garbage collection reminders 
• Social media 
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Progress to Date 

• Recently added staff capacity 
– Information and Privacy Analyst 
– Records Manager  

• Additional IT expertise and tools 
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Open Data Catalogue 
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VicMap 
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VicMap 
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Webcasting 
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How Can Data Be Used 

• By others 
• By vendors 
• By the City 
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Recollect Garbage Reminder 
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Infographics 
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VicMap Interactive Cycling Layer 
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Open Data Uses 
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Open Data Licence  

• OD Licence allows and encourages the public 
to use the City’s data free of restrictions 

• Recommend the attached Open Data Licence 
• Based on BC 2.0 Licence, which was informed 

by the Government of Canada 2.0 licence 
• Currently adopted by Vancouver, Nanaimo, 

Surrey and others. 
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Next Steps 

• Approve recommended Open Data Licence 
• Strategic approach going forward 
• Report back in January 2015 
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Recommendations: 

1. Approve the attached open data licence, with 
amendment in preamble to British Columbia 
 

2. Direct staff to report back in January 2015 
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City Government 
Working For You

THE CITY OF VICTORIA’S  
CUSTOMER SERVICE ACTION PLAN
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Introduction
As a local government we interact with thousands of 
customers each day. And each day countless others are 
receiving City services yet don’t interact face to face with 
staff at all. All are our customers.

From the new business owner who visits City Hall to apply 
for a business licence, to a parent enrolling their children 
in recreation classes; from the neighbour who appreciates 
their neighbour having a tidy yard, to the company looking 
to relocate their head offices in Victoria, we serve a variety 
of customers and needs. 

Customer service has always been at the forefront and it is 
part of everything we do. As times change we recognize 
that the needs of our customers change and we must adapt 
to sharpen our focus on how we provide service. This plan 
is designed to do just that. 

Our focus is always our customer and our 
strength is our people.

There is a team of City professionals in place to support the 
Capital City.    Some you see in the community each day 
and some are the behind the scenes team who support 
the front line services being delivered effectively each 
day. City of Victoria employees take great pride in both the 
external and internal customer service that they provide 
and the role they play serving the Capital City. We aim to be 
responsive to the needs of all of our customers and we’re 
going the distance to provide easy access to information 
and services. 

How we conduct our business is as important as 
the business we conduct. 

This plan is the culmination of extensive consultation, a 
review of best practices and a thoughtful look at how your 
local government can support customer needs the most. 
Our journey towards customer service excellence never 
ends and this action plan will guide our collective efforts for 
the next five years. 
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Our Service Principles
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Value for money – We strive to deliver high quality services and excellent value for your tax dollars. 

Responsiveness – We go the distance to provide easy access to information and services. 

Continuous Improvement – We embrace innovation, best practices, and continuous learning. 

Open and Accountable – We listen, continually measure our performance and communicate the results. 

Future oriented – We consider the needs of future generations when making decisions today.

Service Highlights
•	Over 200,000 people work, play or visit the Capital City each day

•	We roll out the welcome mat for over 3 million tourists each year

•	City Hall Public Service Centre serves 5,000 people in person each 
month. This swells to 9,000 during tax season. 

•	 The Development Services serves 2,500 people each month 

•	 www.victoria.ca serves over 60,000 unique visitors each month,  
over 8,000 are on a mobile device

•	Garbage is collected from over 14,000 households 

•	Over 9,00 business licences are issued annually

•	Each year Beacon Hill Park hosts over 1 million visitors 

•	Over 3,900 construction permits processed in a year

•	 Issue nearly 200 special event permits each year 

•	Over 4,000 sports field bookings each year

•	Streets cleaned to support 1,400 downtown businesses opening their 
doors each day

•	Crystal Pool welcomes over 300,000 people annually

We are an Organization and Community  
Built on Strong Values
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GOAL ONE

Maximize Customer’s  
Ability to Access Information 
and Services
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Providing customers with clear, easy to access services and 
information has a significant impact on the customer experience. 
From ensuring that our physical space within public service areas  
is tailored to the needs of the customer, to ensuring that our 
information is easy to understand and available through a variety  
of ways; this is a major focus. 

Starting immediately:
1 	 To the greatest extent possible maximize the use of 

“in-person” reception at main City Hall Public Service 
Centre and the switchboard. 

2 	 Make enhancements to the website and prioritize the 
creation of new applications and enhancements that 
“save customers a trip” and/or have high customer 
service impact such as introducing an online garbage 
pick-up calendar and Bylaw directory.

3 	 Introduce a new phone application to facilitate 
customer’s ability to pay for parking. 

4 	 Raise awareness about online transaction and payment 
options to save time and add convenience for our 
customers.

5 	 Invest in information technology to connect customers 
to information and services faster in a way that enables 
a shift from in-person transactions to online. 

6 	 Routinely measure the frequency and types of customer 
interactions at the switchboard, Public Service Centre 
and other service areas to continuously improve and be 
responsive to customer needs.

Starting immediately and 
completed within 12 months:
1 	 Develop and maintain a robust www.victoria.ca 

website to foster expedited customer service and 
access to information. 

2 	 Introduce intranet that serves as one-stop location for 
organizational updates, provides information about 
functions within departments and creates a resource 
for staff to quickly access “need to know” information. 

3 	 Make City Hall more accessible and easier to 
access service by seismically upgrading as well as 
improving customer and employee accessibility and 
reconfiguring customer service areas. 

4 	 Establish a Development Centre on the second floor 
of City Hall to integrate business and development 
services with a convenient single point of contact. 

5 	 Improve and maintain internal staff directories by 
including staff photos and descriptive information, 
to enable frontline and switchboard staff to connect 
customers with correct staff.  Update and improve 
phone tree

6 	 Create a central database of frequently asked 
questions to support all staff in finding answers to 
customer queries.  

Long term:
1 	 Expand the range of services offered at the Public 

Service Centre with value added focus. 

2 	 Improve the main Public Service Centre to enhance 
customer experience in this area.

3 	 Improve all City service centres to enhance customer 
experience in those areas.
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GOAL TWO

Design Business Processes 
with the Customer in Mind
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New technology and changing times have initiated the review of 
many City processes. Recognizing that time is at a premium for 
everyone, we are focussing on ways to “save the customer a trip” 
where possible and reduce steps to simplify process and increase 
certainty for the customer. 

Starting immediately:
1 	 Redesign the Business Licence Application process 

to streamline and improve level of service offered to 
customers. Adopt “value added” approach to doing 
business with the City, connecting businesses to 
resources and information to be successful.

2 	 Establish formalized review processes and target  
turn-around timelines for applications managed through 
Permits and Inspections and Engineering.

3 	 Revise the Building Bylaw to better address roles and 
responsibilities of all parties involved in the building 
permit and inspections processes to clarify outcomes 
and accountabilities.

4 	 Implement technological improvements that enable 
more efficient and effective application processing and 
customer’s access to information. 

5 	 Integrate web-mapping capabilities into the 
Geographic Information System to facilitate customer’s 
ability to access spatial information and regulations that 
detail development regulations associated with each 
property. 

6 	 Enable the ability of basic query functions associated 
with web-map so customers can more easily determine 
appropriate locations for business and residential 
investment and development opportunities.

7 	 Update and revise components of the Zoning 
Regulation Bylaw pertaining to commercial zoning, 
especially Downtown to simplify and give greater 
certainty to a businesses’ looking to set up or build  
in Victoria. 

8 	 Continue to simplify and clarify the regulations 
contained in the Zoning Regulation Bylaw so that it is  
a more user friendly document.

9 	 Investigate the feasibility of delegating authority to staff 
to issue development permits and heritage alteration 
permits in order to streamline and accelerate the 
development permit and heritage alteration permit 
application processes as per Council’s direction.

10 	 Implement strategies and enhance communication 
with residents and business owners to minimize 
disruption and inconvenience associated with planned 
maintenance and public works.

11 	 Improve key forms and information sheets to make 
them more user-friendly and use new technology to 
facilitate improved distribution.

Starting immediately and 
completed within 12 months:
1 	 Create dedicated Engineering Customer Service 

Representative for the Development Centre to provide 
convenient customer service and to free up time for 
technical staff to focus on processing engineering 
permits. 

2 	 Develop and implement categories to stream 
processing of less complicated Building, Electrical  
and Plumbing Application types such as:
•	 tenant improvements
•	demolitions and “strip outs”
•	blasting
•	 restorations 

3 	 Consider establishing other application streams based 
on feasibility and complexity of application type.

4 	 Implement file management to coordinate review of 
building, electrical, plumbing and engineering permits.

5 	 Explore opportunities for establishing a protocol and 
cost recovery method for offering expedited service for 
time critical inspections.

6 	 Make simple housekeeping improvements to the  
Sign Bylaw to clarify meaning for users. 

7 	 On an ongoing basis, survey our customers regarding 
their satisfaction levels and experiences accessing 
information and service to ensure that our business 
processes meet their needs.

Long term:
1 	 Conduct a comprehensive review of Schedule C  

(Off-Street Parking Regulations) of the Zoning 
Regulation Bylaw and update accordingly.

2 	 Review the outdated Sign Bylaw and update 
accordingly with an eye to improving the content  
and ensuring the processes are as straightforward  
as possible.

3 	 Review and update the Sidewalk Café Bylaw and 
refine the process for Sidewalk Café applications 
resulting in increased coordination for customer.

4 	 Over time consider integrating additional information 
layers into web-mapping that will provide customers 
with details related to Engineering and Parks such 
as depth of underground services, location of 
connections and protected trees.
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GOAL THREE

Foster a “Customer-Focused” 
Organization
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Starting immediately:
1 	 Promote corporate learning and development programs 

as well as mandatory new customer service training 
program for every employee. 

2 	 Enhance communication that focuses on organizational 
updates and celebrates customer service 
achievements. Identify ways for employees in satellite 
offices to be more connected to City Hall activities. 

3 	 Refine Human Resource processes and systems 
to ensure focus on excellence in customer service. 
Highlight City’s commitment to customer service within 
job descriptions and recruitment process and reinforce 
through annual performance reviews. 

4 	 Assess and monitor the corporate culture to better 
understand behaviours that influence excellence in 
customer service.

Starting immediately and 
completed within 12 months:
1 	 Develop and implement service delivery standards 

establishing response targets.

2 	 Develop a corporate program to encourage and 
celebrate excellence in customer service and foster a 
highly-engaged, customer-focused workforce.

3 	 Update employee orientation program to introduce 
customer service standards from day one and 
emphasize organizational commitment to excellence in 
customer service. 

Long term:
1 	 Continue to provide staff training and reinforce 

organizational customer service expectations and 
philosophy on an ongoing basis to establish a culture 
of enhanced customer service.

Empowering staff to be innovative and make the best use of 
technology and resources represents one way of maximizing our 
organizational capacity, at the same time it fosters a highly engaged 
work force committed to continuous improvement. Supporting the 
City team of employees with the training and technology needed  
to meet this objective is essential. 

Governance and Priorities Committee - 08 May 2014

Progress on Customer Service Action Plan--K. Hamilton, Direc... Page 223 of 299



CUSTOMER SERVICE ACTION PLAN 2012 | City of Victoria12

An Action Plan  
Designed for Results
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•	Established baseline measures for all main service areas 
and tools (web, phone, customer service counters) 

•	Customer service training program established with  
high participation among employees 

•	Customer service support tools in place and  
working effectively (intranet, new telephone system, 
enhanced website) 

•	Shift in in-person visits to online visits for simple 
transactions 

•	 Improved perception, both anecdotal and  
quantified through surveying overall and with key 
stakeholder groups 

•	 Improved employee feedback, both anecdotal and 
quantified through employee engagement surveys 

•	Customer service satisfaction 

•	Customer satisfaction overall

Monitoring this action plan to ensure the strategies are responsive 
to customer need is necessary and ongoing.
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Customer Service Action Plan 

Approved by City Council in June 2012 and 
outlined three goal areas:  
 
1) Maximize Customer’s Ability to Access 
Information and Services  
2) Design Business Processes with the Customer 
in Mind and  
3)  Foster a “Customer-Focused” Organization 
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New Development Centre  
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Self Service Options 
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Website www.victoria.ca 
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City Blog 
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Online engagement 
G

overnance and Priorities C
om

m
ittee - 08 M

ay 2014

P
rogress on C

ustom
er S

ervice A
ction P

lan--K
. H

am
ilton, D

irec...
P

age 233 of 299



I Want to… 
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Web Accessibility 
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Facebook 
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Twitter 
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LinkedIn 
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We’re listening 
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Maximize the Customer’s Ability to 
Access Information and Services 

• Online registration for recreation programs 
• New one-stop, searchable document library 

for City website for quick access to reports, 
forms, and applications  

• New Open Data Licence  
• Select vendor for new pay by cell parking app 
•  Introduce new E-billing options for utilities 

and property taxes 
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Maximize the Customer’s Ability to 
Access Information and Services 

• Standardized communications for utility bill 
inserts to raise awareness of online services 
designed to save customers a trip. 

• “Responsive design” so website automatically 
adjusts to customer’s device (phone, PC, 
tablet)  

• Online emergency notification system  
• Notification and searchable agendas, 

meetings and minutes being explored. 
 

G
overnance and Priorities C

om
m

ittee - 08 M
ay 2014

P
rogress on C

ustom
er S

ervice A
ction P

lan--K
. H

am
ilton, D

irec...
P

age 241 of 299



Maximize the Customer’s Ability to 
Access Information and Services 

• Further focus on maximizing the in-person 
experience at City Hall will occur.   

• Free Public Wi-Fi in City Hall  
• Customer Service Ambassador position  
• Create free 15 minute customer parking in 

front of City Hall  
• Renovations to the Public Service Centre  
• Consolidated bylaws 
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 Designing business processes 
with the customer in mind 

• Survey mechanisms at other customer service 
points as well as online feedback forms for 
special events.  

• Update Building Bylaw to better address roles 
and responsibilities of parties and processes 
to clarify outcomes and accountabilities. 

• A new Zoning Bylaw updating language and 
regulations providing for greater customer 
understanding and certainty 

• •  
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Designing business processes with 
the customer in mind 

• Explore opportunities for increased mobile 
access to information for “outside employees” 

• Update Sidewalk Café Bylaw to refine process 
for customer benefit. 

• Initiate pilot for online application tracking, 
starting with rezoning applications. 

• Booking of inspections will be available online.   
• Council workshop on delegation of minor 

development permit applications 
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Fostering a Customer Service 
Focused Culture 

• Customer service training program will 
continue to be provided   

• Training program in partnership with the 
DVBA to improve customer service in all areas 
of parking services 

• New employee recognition program will be 
developed to recognize and celebrate 
achievement and “above and beyond” 
customer service 
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Fostering a Customer Service 
Focused Culture 

• Customer service delivery standards for 
consistent customer response times 

• New employee orientation program 
• City job descriptions will be updated to 

highlight commitment to customer service. 
• Parking services staff engaged in discussions 

around to improve the parking experience  
• New intranet will be introduced to overcome 

physical and cultural silos 
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Recommendation 

1. Council receive report for information. 
2. Direct staff to provide update on customer 

feedback during 2015 strategic planning 
sessions. 
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