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Municipality Overview 
Geographic Size and Population 

A major issue that the municipality contends with is the large size of the geographic area they service 

(over 758 square kms) in comparison to a relatively small number of residents (approx. 3343 full-time 

and 13,000+ seasonal).   This creates a relatively small base of tax dollars to work with to service a very 

large area. 

In addition to this, residents are spread out in small pockets with individual towns throughout the 

municipality.  This makes it financially difficult to run and maintain facilities that are able to easily 

service all of the residents within a close proximity. 

With such a large geographic area with a relatively low population, the municipality does not have 

extensive cell phone carrier coverage or many high-speed internet options for residents in certain areas.   

Demographics  

According to the 2016 Canadian Census and a 2017 Statistics Canada study, the Municipality of 

Highlands East had a median age of 57.8 years old with 4,485 private dwellings and an average annual 

household income of $49,451. 

In general, the majority of the full-time population is made up of older adults on a lower fixed income.   

Economy 

The majority of businesses within the municipality are small or family owned companies in the sectors of 

retail, construction, recreation, and professional services.  Without many major employers in the area, it 

can be difficult to attract young families to move to the area as full-time residents. 
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Review of Comparable Municipalities 

Demographics, Economy, and Scale 
Below is a list of municipalities that are somewhat similar in population and number of dwellings in 

comparison to Highlands East. 

Municipalities 

2017 Total 

Expenditures 

Full-Time 

Employees 

No. of 

Dwellings 

Permanent 

Population 

Township of Addington Highlands $5,499,716 24 2,757 1,744 

Township of Greater Madawaska $4,637,918 17 2,782 2,518 

Township of Central Frontenac $9,541,999 33 4,117 3,823 

Municipality of Marmora & Lake $7,001,488 22 1,725 3,953 

Township of Asphodel-Norwood $5,711,174 23 1,567 4,041 

Township of Havelock-Belmont-

Methuen 
$7,966,445 19 3,936 4,530 

Municipality of Centre Hastings $7,678,739 18 2,346 4,774 

Township of Stirling-Rawdon $9,445,146 24 1,896 4,882 

Town of Parry Sound $31,299,989 68 2,200 6,321 

Township of Cramahe $7,714,903 25 2,570 6,355 

Town of Penetanguishene $15,883,639 48 3,679 8,962 

Township of Hamilton $11,400,447 33 4,677 10,942 

Municipality of Trent Hills $20,964,867 63 6,883 12,900 

 

Median 
$7,966,445 24 4,774 2,757 

 

Below is the latest information to date regarding Highlands East comparable to the median of the above 

communities. 

 Full-Time 
Employees 

No. of 
Dwellings 

Permanent 
Population 

Highlands East 33 4485 3343 

Median 24 4774 2757 
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From the original list above, below is a comparison of Highlands East with the 2 communities that most 

closely resemble them in the areas of number of residents and dwellings.  Note the chart below includes 

the geographic size of each area. 

Municipalities Land Size 

Full-Time 

Employees 

No. of 

Dwellings 

Permanent 

Population 

Median 

Age 

Ave 

income 

Municipality of Highlands 

East 
758 km2 33 4,485 3,343 

57.9 $49k 

Township of Central 

Frontenac 

1025 

km2 
33 4,117 3,823 

53.5 $56k 

Township of Asphodel-

Norwood 
543 km2 23 1,567 4,041 

54.4 $69k 

 

Comments 
From looking at all the various comparable info, it highlights the unique situation that Highlands East is 

in.   

Highlands East is very comparable to Central Frontenac in terms of the number of dwellings, permanent 

population, and full-time municipal staff.  However, since Central Frontenac has a lower median age and 

higher average household income, they are able to service a larger geographic area with the same 

number of full-time staff members. 

Ashphodel-Norwood on the other hand has less full-time staff in order to service an extra 700 full 

residents.  However, they also benefit from a much smaller geographic area, a much smaller number of 

dwellings, a lower median age, and higher average household income.  
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Recommendations 

General Comments 
Highlands East has made many great strides in the past few years in an attempt to streamline their 

operations, maximize the use of their current facilities, and increase the communication and common 

goals of the municipality.  Both residents as well as municipal council and staff have seen changes 

implemented and have adjusted accordingly. 

In order to ensure that residents and staff do not become too saturated with change and consequently 

become change averse, it is suggested that any changes implemented from the recommendation listed 

below be done over a 2 to 3 year period in order to allow the changes to be accepted appropriately. 

 

Efficiencies 
Highlands East is already in the process of replacing their financial accounting software, with expected 

efficiency gains and improved customer service.  Other similar initiatives are recommended. 

Some process improvements have been implemented in various departments.  A more formal plan for 

identifying and implementing continuous improvement initiatives is recommended.  The municipality 

could also benefit from some training in Lean and Agile processes to see where the principles could be 

applied to some of their departments. 

Some key resources wear many hats and can become bottlenecks in the flow of certain tasks or services.  

It is recommended that education and cross training initiatives be undertaken to increase the skill-set 

and knowledge of other staff members. Some key staff members that have a large and broad workload 

include: CAO, Fire Chief, Chief Building Official, Environmental Services Manager, Roads Supervisor, and 

Tax Collector.  Identifying tasks that can be taken off their plate and identifying the appropriate 

individual to cross train is critical to relieving these bottlenecks. 

Actions and Timelines 

Action Timeline 

High level training in Lean and Agile principles 2019 

Develop continuous improvement plans for each dept 2019 

Implement and revise continuous improvement plans 2019-2021 (ongoing) 

Identify cross training opportunities 2019 

Conduct cross training amongst team members 2019-2021 (ongoing) 

Implement new accounting software 2019 
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Leadership Team Goals 
In order to ensure the Highlands East Leadership Team is working together as one team, it is important 

that they set common goals for the group to achieve.  The goals should work towards improving the 

municipality at a high level (not operational).  At the Leadership level, goals should follow the F.A.S.T. 

approach. 

 

 Definition Benefits 

Frequently 

discussed 

Goals should be embedded in ongoing 
discussions to review progress, 
allocate resources, prioritize 
initiatives, and provide feedback 

• Provides guidance for key decisions 

• Keep the leadership team focused on 
what matters most 

• Links performance feedback to concrete 
goals 

• Evaluates progress and course corrects 

Ambitious Objectives should be difficult but not 
impossible to achieve 

• Boosts performance of individuals and 
the leadership team 

• Minimizes the risk of overachieving goals 
that are not ambitious enough 

• Forces broader search for innovative 
ways to achieve goals 

Specific Goals are translated into concrete 
metrics and milestones that force 
clarity on how to achieve each goal 
and measure progress 

• Clarifies what team members are 
expected to deliver 

• Helps identify what is not working and 
quickly course corrects 

• Boosts performance of individuals and 
the leadership team 

Transparent Goals and current performance should 
be made public for all staff to see 

• Makes use of peer pressure to perform 
on goals 

• Shows staff how their activities support 
the organization’s goals 

• Helps teams understand their agendas 

• Sheds light on activities that are not 
aligned with the goals of the 
organization 

 

Refer to this article for more information on F.A.S.T. goals: 

 https://sloanreview.mit.edu/article/with-goals-fast-beats-smart/ 

 

 

 

 

https://sloanreview.mit.edu/article/with-goals-fast-beats-smart/
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Communication and Meetings 
There were a few common themes within the survey assessments as well as the face to face interviews 

that revolve around the area of communication and meetings. 

• Council, the leadership team, and staff have very different perspectives various topics such as: 

customer service, expenses, priorities etc. 

• Departments within the municipality do not always have formal methods in place for 

communicating important information 

• Many departments do not have effective meetings in place for sharing information within the 

team 

• Leadership monthly meetings currently revolve around the agenda for the upcoming council 

meeting 

With these themes in mind, it is recommended that Highlands East implement a meeting protocol based 

on the outline below in order to increase effective communication, improve awareness, create 

transparency within the organization, and support a “one team” mentality. 

Suggested Meeting Calendar 

Meeting Type Time Required Purpose/format Who? Comments 

Daily Check-in 5-10 mins Share daily 
schedules and 
activities 

Each individual 
dept should have 
their own 
meeting 

• don’t sit down 

• keep it 
administrative  

• don’t cancel 
even when 
some people 
can’t be there 

Weekly Tactical 45-60 mins Review weekly 
activities and 
metrics, and 
resolve tactical 
obstacles and 
issues 

Leadership team 
(each dept may 
also require a 
similar meeting 
on an ad hoc 
basis) 

• don’t set 
agenda until 
after initial 
reporting  

• postpone 
strategic 
discussions 

Monthly Strategic 1-2 hours (add 
this to the 
existing monthly 
meeting) 

Discuss, analyze, 
brainstorm and 
decide upon 
critical issues 
affecting long 
term success 
(review FAST 
goals) 

Leadership team • limit to one or 
two topics  

• prepare and 
do research 

• engage in 
healthy 
debate 

Quarterly Review 2-3 hours Review strategy, 
competitive 
landscape, 
industry trends, 
key personnel, 

Leadership team • get out of 
office 

• focus on 
work; limit 
social 
activities  
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team 
development 

• don’t over-
structure or 
over-burden 
the schedule 

Quarterly Update 30-60 mins Update entire 
staff on import 
financial 
information and 
priority 
projects/initiatives 
(review FAST 
goals) 

Entire 
organization 

• Create 
transparency 

• Ask all 
employees to 
submit 
thoughts on 
agenda items 

 

Customer Service 
In order to continue to enhance the customer service to the residents as much as possible, it is 

recommended that the municipality continue to invest in the following 2 areas. 

1. More user online and remote options.  Although the current population is made up of a 

majority of older adults and the internet coverage is not as sufficient as would be desired, this is 

still a great option for the residents.  As they continue to get accustomed to more online options 

for paying taxes, fees, and applying for permits it will increase the level of customer service and 

decrease the wait times for such services. 

2. Additional education and awareness.  Many reactive measures need to be taken today after 

residents unknowingly go to the wrong office for a service or construct a facility or structure 

that is not within the current code or bylaws.  The more time that can be spent on preventative 

education and awareness for the public, the higher the level of customer satisfaction and 

improved efficiencies. 

Facilities 
With the large number of facilities that are still in operation, it is not financially prudent for the 

municipality to continue to run and maintain each of them.  The following 2 recommendations are being 

made with regards to the facilities in order to alleviate some of the financial pressures and not create 

too large of a customer service impact in the immediate future. 

1. Reduce number of fire stations from 5 down to 3 or 4.  This can be done in the near future 

(2019 or 2020) with proper planning and accommodations in place for the effected areas.  It is 

suggested that the municipality look at their volume of calls in the proximity of each fire station 

as well as the cost and availability of neighbouring communities to help cover in the event of 

emergencies. 

2. One office for all admin staff and dept heads.  The most logical place for this facility to be 

located is somewhere central within the municipality.  Wilberforce would be a food location for 

such a facility however the current municipal office there is not large enough to accommodate 

all of the staff.  It is suggested that the municipality look at options for larger office space in the 

Wilberforce area. 
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Organization Structure 
A review of the current Highlands East organization structure was conducted in conjunction with the 

suggestions that came out in the face to face interviews.  This was then compared to organization 

structures of the following communities in order to see where there may be similarities or gaps in the 

current structure: Tay Valley, Ashphodel-Norwood, Douro-Drummer, Dysart, North Kawartha, Minden 

Hills, and Trent Lakes. 

Based on the feedback received and the review conducted, below are the recommendations for any 

changes to the current Highlands East org structure and the recommended timing. 

Action Benefits Timing 

Have all Admin staff report into the Deputy 
CAO/Treasurer   

Reduces number of direct 
reports into the CAO, build 
leadership qualities with then 
Deputy CAO, creates 
efficiencies 

2019 

Move Bylaw Dept to report into the Building 
and Planning Dept 

Improves communication, 
synergies, and efficiencies 
between the roles 

2019 

Move oversite and maintenance of pools and 
beaches under Recreation and Culture Dept 

Promotes stronger tie and 
accountability to dept head 

2019-2020 

Add planning expertise to the Building Dept 
through education or new hire 

Increases productivity, 
efficiency, and customer 
service 

2020-2021 or as 
retirements take 
place 

Have an elected Deputy Mayor Creates a stronger “one team” 
mentality within council 

Next election 

 

The information that follows includes summaries from the surveys we conducted with staff and council 

as well as narrative from the face-to-face meetings we held with leadership and staff, all of which 

informed this report and its recommendations. 

We welcome your feedback and, and remain available to provide additional information concerning the 

content of this report. 

  


