
2021 Q1 Customer Service 
Monitoring & Reporting

January 1st-March 31st 2021 1



FR

Add a footer 2

Message from the CAO
άThe Town of Slave Lake has embarked on strategic journey to improve our customer 
service and achieve desirable organizational culture. In the past year, the Town staff 
prepared the 2021 Business Plan & Budget, and the Council unanimously approved it 
with their invaluable feedback, which was recently published for your consumption ς
please see our website for details.  

Part of our journey is our commitment to monitor and report back to our residents on an 
ongoing basis, on how we are fulfilling our business-Ǉƭŀƴ Ǝƻŀƭǎ ŀƴŘ ƻōƧŜŎǘƛǾŜǎΦ ¢ƘŜ άнлнм 
vм /ǳǎǘƻƳŜǊ {ŜǊǾƛŎŜ wŜǇƻǊǘƛƴƎέ ȅƻǳ ŀǊŜ ǎŜŜƛƴƎ ƛƴ ǘƘƛǎ ŘƻŎǳƳŜƴǘ ƛǎ ƻǳǊ ŦƛǊǎǘ ŀǘǘŜƳǇǘ ǘƻ 
establish a base line performance-reporting to demonstrate our work during Q1 of 2021. 

This report is not an end in itself, butit is our ongoing effort to promote transparency 
and accountability. Your feedback will help provide us with important information for 
improved decision making in the next reporting cycle ςǇƭŜŀǎŜ ŎƻƴǘŀŎǘ ǘƘŜ ¢ƻǿƴΩǎ 
Communications Coordinator or leave your comments in our website. 

Finally, special thanks go to the Town staff for constantly thriving for improved services 
for our residents.έ

David Kim
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2021 Performance Metrics Q1
1847 202 1

Customer Visits at 

the MRC

Hours of ice usage Community Event
(Frost Fest)

Northern Lights 
Aquatic Centre 

remained closed.1.

Legacy Centre did 
not host any events.1.

592 9.46 376 173 24%
Work Orders 

Completed by 

Facilities crew

Kms of paved trails 

maintained

Participants in FCSS 
programs

Enforcement Services 
Case Files

Position vacancy 
rate2.

1. All Town facilities and programs have been affected by the COVID-19 restrictions.
2. As a result of facility closures and cancelled programs, several staff have transitioned to other opportunities.
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Department Initiatives:
Build on Customer 
Service Strategy

Provide a wide 
range of 

programming 
opportunities to 
meet community 

need

Continue to ensure 
safety of customers 

and staff

Increase public 
awareness of 

Community Services

Liaise with police 
and Community 
Peace Officers 
(CPOs) toward 
reduction in 

perceived crime in 
our community.

Å Strategy 

documents 

developed & 

Å Staff training 

implemented.

ÅWhere possible, 

creative 

programming is 

being offered for 

the community 

within COVID-

19 restrictions.

Å No significant 
safety concerns 

have been 
documented.

Å No COVID-19 
concerns 

documented.

Å Ongoing 
messaging of 
programs and 
services we can 

offer

Å Ongoing 
operational 

meetings with 
RCMP and CPOs.

Å/thΩǎ ǘǊŀƛƴŜŘ ƛƴ 
CPTED
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Department Initiatives:
Carry out 

Community Social 
Needs Assessment 

to help make 
informed decisions 

on FCSS 
programming.

Develop key 
performance 

indicators that show 
a connection 

between 
Community Services 

and Economic 
Development

Å Assessment 

completed.

Å Indicators 

developed and 

tracked starting 

in Q1.
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Collaboration:
Operations: Finance: Projects: Fire: All Departments:

Å Share 

equipment and 

operators on a 

regular basis

Å Assist each 

other with tasks 

as required

Å Ongoing 

support with 

building 

modifications for 

COVID 

deterrence

Å New VISA 

management 

process.

Å Ongoing 
conversations and 
advice on capital 

projects.
Å Joint submissions 

on grants.
Å Consultation on 

Municipal Energy 
Champion 
program.

Å Continued 
positive working 
relationship with 
Peace Officers

Å Lead roles in the 
implementation 

of Asset 
Essentials 
Software
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Collaboration:
MD of Lesser Slave 

River:
Northern Lakes 

College:
Legacy Centre: Community:

Å Visitor 

Information 

Centre 

Operations 

(planning)

Å Renovations to 

the Northern 

Lakes Aquatic 

Centre

Å Revisions to the 

aquatics 

operating 

agreement

Å Ongoing working 
relationships with 

the Board and 
tenants of the 

Legacy Centre as 
the Town is the 

contracted facility 
operator.

Å Homeless 
Coalition

Å Slave Lake & Area 
Mental Health 

Network
Å/ƘƛƭŘǊŜƴΩǎ 
Resource Council



Operations Department
P U B L I C  WO R K S    |    U T I L I T I ES
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Operations 
Department Initiatives:

üTangible Capital Asset Management for Fleet, 
Equipment and Facilities
üAsphalt Infrared Heater for better quality pothole patching
üInvestigating Asphalt Recycler
üSpecial Event Involvement
üFlood Monitoring Station
üSanitary Monitoring Station
üTraffic Control Review for Main Street (line painting, signage etc.)
üIn house Shop Renovation
üSecurity Upgrades to Public Works yard
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2021 Performance Metrics
Q 1    |    J a n .  1  ςM a r.  3 1 ,  2 0 2 1  

O P E R AT I O N S    |    P U B L I C  W O R K S    &    U T I L I T I E S

PUBLIC 
WORKS

189
Culverts 
Steamed

140.6 km
Of Roads 
Plowed

3
RecycleCentre 
Garbage Pickup

44 
Completed 

Work Orders

88
Phone-calls

Road Condition: 37
General Calls: 51

11

UTILITIES
3

Emergency 
Sewer Backups

1
Water Main 

Break

1380m
Sanitary Lines 

Cleaned

75829 m3
Water Treated

41
Alberta One 
Call Locates

20
Preventative 
Maintenance 

Tasks



FR2021 Collaboration
O P E R AT I O N S    |    P U B L I C  W O R K S    &    U T I L I T I E S

CommunityServices
Planningfor cleaning out sump at old fire hall (AHS) & landscaping around 
water service at Kinsmen Park. Plowing trails.

Economic Development
Preparing for flagging for highway traffic survey.Flag person training provided 
to most employees. Signage and pylons ordered and received.

Projects Planning and collaborating on upcoming projects and residentinquiries.

Planning &Development
Communicating in regards to new build servicing throughouttown. Received 
original build videos for outstanding sewer issues throughout town.

Human Resources Workedwith HR to update equipment list for insurance.

Finance
Worked towards getting sulphuric acid removal from water plant under special 
budget. Developing proper water meter verification, investigation policiesand 
procedures.
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