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1 Introduction to the Technical 

Reference Document 
This document represents the accumulated technical work that was completed in the 

process of developing the 2015 ï 2018 City of Waterloo Council Strategic Plan. It is 

provided as a reference document only, and generally used by the reader to offer 

deeper context and levels of information for specific sections, as required by the reader 

for clarification and validation. 

 

1.1 Council Strategic Plan Methodology 

Figure 1: Strategic Plan Methodological Progression Diagram 

Figure 1 below identifies the phases and steps undertaken in the development of the 

2015 ï 2018 Council Strategic Plan. Content relating directly of research, analysis and 

summaries of consultations will be found in this technical reference document. 
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2 City of Waterloo Community 

Profile 
The following section provides an economic and demographic base analysis of the City 

of Waterloo. For the purposes of the Council Strategic Plan, this was prepared to offer 

a snapshot of the socio-economic profile of the City. It was also taken into 

consideration when analysing and interpreting results uncovered in the internal and 

external engagement processes. 

As with other appendices in the Technical Reference Document, this section serves as 

a reference to the reader for detailed statistical information related to the City of 

Waterlooôs profile. 
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2.1 Population Demographics 

The City of Waterloo had a population of 98,780 people in 2011, excluding post-

secondary students. This population has been increasing over the past 20 years with a 

population growth of 39%. The City of Waterlooôs population growth rate during that 

time has outpaced the population growth rate for both the Region of Waterloo (34%) 

and the Province of Ontario (27%).
1
 

As a result of this growth, the Region of Waterloo is the 4
th
 largest urban centre in 

Ontario and the 10
th
 largest in Canada.

2
  

The City of Waterloo is forecast to reach 137,000 people (excluding students) by 2029, 

with the Region forecast to reach a population of 729,000 people.
3
  

 

Figure 2: Population Statistics, 2001-2011 

Population 2001 2006 2011 Absolute  ȹ 
2001-2006 

% ȹ 
2001-
2006 

Absolute  
ȹ 2006-
2011 

% ȹ 
2006-
2011 

Absolute 
ȹ 
2001-
2011 

% ȹ 
2001-
2011 

City of 
Waterloo 

86,543 97,475 98,780 10,932 12.6% 1,305 1.3% 12,237 14.1% 

Region of 
Waterloo 

438,515 478,121 507,096 39,606 9.0% 28,975 6.1% 68,581 15,6% 

Ontario 11,410,046 12,160,282 12,851,821 750,236 6.6% 691,539 5.7% 1,441,775 12.6% 

 

Source: Statistics Canada, 2011 National Household Survey and 2006 Community 

Profiles Census  

 

As of 2011, the median age, based on permanent residents in the City of Waterloo, 

was 37.6 years old. This was younger than the median age for the Province of Ontario 

at 40.4 years old.
4
 

As seen in the population pyramids in  

Figure 3 below, the population ageing trends for the City of Waterloo are relatively 

comparable with the Region of Waterloo and the Province of Ontario. The City of 

                                                      

1
 City of Waterloo ï Labour Market Profile, this link takes you to labour market 

information  

2
 City of Waterloo ï Quick Facts, http://www.wearewaterloo.ca/en/whywaterloo/quick-

facts.asp 

3
 Ibid, Labour Market Profile 

4
 City of Waterloo ï Community Profile, 

http://www.wearewaterloo.ca/en/locateexpand/community-profile.asp 

http://www.wearewaterloo.ca/en/locateexpand/labour-market.asp
http://www.wearewaterloo.ca/en/locateexpand/labour-market.asp
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Waterloo, however, have a higher percentage of young people aged 20-24, especially 

as it relates to males. 

 

Figure 3: Population City of Waterloo, Region and Province, 2011 
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Source: Statistics Canada, National Household Survey (NHS) Profile, 2011 National 

Household Survey, Statistics Canada Catalogue no. 99-004-XWE. Adapted by Millier 

Dickinson Blais Inc. 

When looking at the population change from 2006-2011 by age range in Figure 4 

however, it can be seen that the City of Waterloo has a decreasing number of people 

aged 20-39 years old in the community.  

This trend begins a minor decline among permanent residents between the age ranges 

of 20-24, and 25-29 of a gradual decline to roughly 3%, were it then declines at a 

sharper and steady rate from roughly 30 to 35 years of age to settle at -10% at the 35-

39 age range.  

This indicates a sustained and increasing decline of the ages between 20 to 39 years 

of age. It should be understood that these trends are based on resident populations 

and do not include temporary cohorts, such as students. 

Comparatively, the age cohorts for the region and province trend in tandem, with 

steady increases in age ranges of 15-19 to 25-29, peaking at just short of 10%, and 

then in relative contrast, have a more sharp and less gradual decline to also bottom out 

at a -10% change in the 40-44 age range.  

This may suggest that the City of Waterloo has a more sustained and deeper loss of 

youth between the ages of 20 to 39 years of age, than compared to the region and 

province.  

Further, in sharp contrast, the City actually loses population cohorts between the ages 

of 20 to 25-29, whereas these are significant growth areas in the population for the 

Region of Waterloo as a whole. 

The City of Waterloo population trends for older populations are very much in line with 

increases seen for the Region and the Province in line with an ageing population.  

Figure 4: Total Population Change by Age Range, 2006-2011 
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Source: Statistics Canada, National Household Survey (NHS) Profile, 2011 National 

Household Survey, Statistics Canada Catalogue no. 99-004-XWE. Adapted by Millier 

Dickinson Blais Inc. 

 

Comparing the population age range changes in the City of Waterloo and the City of 

Kitchener indicates that while the population of 20-39 year olds in the City of Waterloo 

decreased from 2006-2011, those aged 15-19 through to 25-29 years old increased 

dramatically for the City of Kitchener.  

This was, however, followed by a steep drop in those between 25 to 39 years of age in 

Kitchener, similarly hovering around the -10% population change point with the City of 

Waterloo. 

This result may indicate the relative attractiveness of the City of Kitchener for those 

within the 20-24, and 25-29 year old cohorts, compared to the City of Waterloo, which 

begins its gradual decline for those residents who are between 20-24 years old. 

Figure 5: Population by Age Range, Waterloo and Kitchener, 2006-2011 
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Source: Statistics Canada, National Household Survey (NHS) Profile, 2011 National 

Household Survey, Statistics Canada Catalogue no. 99-004-XWE. Adapted by Millier 

Dickinson Blais Inc. 

 

Figure 6 highlights the increasing share of the population in the City of Waterloo that 

have immigrated to the City. The figure shows that the immigrant population grew 

between 2006 and 2011.  

This growth was faster than the growth experienced in the Province of Ontario (the 

Regionôs immigrant population stayed level during this timeframe).  

 

Figure 6: Immigrant Population as a % of Total Population 
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Source: Statistics Canada, 2011 National Household Survey and 2006 Community 
Profiles Census  

 

Digging a little deeper, Figure 7 highlights the number of immigrants in the City of 

Waterloo by place of birth.  

As can be seen, the largest number of immigrants in the City come from Asia (China, 

India, Pakistan, and South Korea especially), with high numbers also coming from 

Europe (United Kingdom, Germany, Poland, and Romania especially). Roughly 0.8% 

of the Cityôs population have an Aboriginal identity (First Nations and Métis in 

particular). 

All these statistics taken together illustrate the already present and growing base of 

diversity in the City of Waterloo.  

Figure 7: Place of Birth for Immigrants in the City of Waterloo, 2011 
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Source: Statistics Canada, 2011 National Household Survey and 2006 Community 

Profiles Census  

 
Figure 8 highlights the relatively more expensive housing prices and apartment rental 
rates in the City of Waterloo, as compared to neighbouring cities within the Kitchener-
Cambridge-Waterloo Census Metropolitan Area (CMA).  
 
These higher prices and relatively higher vacancy rates shine light onto the trend that 
residents in the CMA may choose lower cost communities surrounding the City of 
Waterloo when choosing where to reside and/or start a business. 
 

Figure 8: Housing and Rental Prices, Kitchener-Cambridge-Waterloo CMA 

Municipality 2013 
Average 
Absorbed 
Single-
Detached 
Unit Price 
(As at Dec.) 

2014 
Average 
Absorbed 
Single-
Detached 
Unit Price 
(As at 
Dec.) 

Kitchener 
$433,557 $437,282 

Waterloo 
$444,599 $494,978 

Cambridge 
$423,769 **** 
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 1,625  
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 75  
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Primary 

Rental 

Market (As 

at Oct.) by 

Municipality 

2013 

Vacancy 

Rate ï 

Apt.  

 

2013 

Availability 

Rate ï 

Apt. 

2013 

Average 

Rent ï 

2-Bed 

Apt. 

2014 

Vacancy 

Rate ï 

Apt.  

 

2014 

Availability 

Rate ï 

Apt. 

2014 

Average 

Rent ï 

2-Bed 

Apt. 

Kitchener 3.0% 4.3% $932 2.2% 3.7% $948 

Waterloo 3.2% 4.5% $1,022 3.0% 4.5% $1,024 

Cambridge 2.0% 3.9% $953 1.8% 3.4% $1,014 

Source: CMHC Housing Market Information Portal - Kitchener, Waterloo, Cambridge, 

https://www03.cmhc-schl.gc.ca/hmiportal/en/#Profile/3530016/4/Waterloo%20(CY)  

*** means Data Suppressed 

 

2.2 Labour Force Profile 

The most recent data for the Kitchener-Cambridge-Waterloo CMA illustrates a slight 

rise in the unemployment rate in the Region between 2006 and 2014 along with an 

increase in the number of people participating in the labour force (i.e. employed or 

actively looking for work). 

Figure 9: Employment Statistics, 2014 

Employment in Kitchener ï 
Cambridge ï Waterloo CMA 

2006 2014 % Change 

Year 2006 2014 % Change 

In the labour force 257,695 306,600 19% 

Employed 243,340 287,500 18% 

Unemployed 14,355 19,100 33% 

Participation rate 71.5% 72.3% 0.8% 

Employment rate 67.5% 67.8% 0.3% 

Unemployment rate 5.6% 6.2% 0.6% 

Source: Statistics Canada, 2011 National Household Survey and Statistics Canada, 

CANSIM, table 282-0110 and Catalogue no. 71-001-X  

 

To get a sense of the changes in employment statistics specifically in the City of 

Waterloo, we must look at data from 2011. This data (as seen in Figure 10) shows that 

the City of Waterloo has seen slightly higher increases in the unemployment rate 

between 2006 and 2011 relative to the Region, while remaining slightly lower than the 

Province of Ontario. Participation rates in the City of Waterloo decreased by the larger 

percentage compared to the Region and Province indicating that more people in the 

City of Waterloo stopped looking for work during this timeframe.  

Figure 10: Employment Statistics 

https://www03.cmhc-schl.gc.ca/hmiportal/en/#Profile/3530016/4/Waterloo%20(CY)
http://www5.statcan.gc.ca/cansim/search-recherche?lang=eng&searchTypeByBalue=1&pattern=282-0110&p2=37
http://www.statcan.gc.ca/bsolc/english/bsolc?catno=71-001-PIB
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Source: Statistics Canada, National Household Survey (NHS) Profile, 2011 National 

Household Survey, Statistics Canada Catalogue no. 99-004-XWE, and 2006 

Community Profiles, 2006 Census, Statistics Canada Catalogue no. 92-591-XWE  
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As seen in Figure 13 the top occupations by sector in the City of Waterloo are in:  

Á Sales and Service (20.7%) 

Á Business, Finance, and Administration (16.0%) 

Á Education, Law and Social, Community and Government Services (15.3%) 

Figure 11: Top Occupations by Sector, 2011 

 

Source: Statistics Canada, National Household Survey (NHS) Profile, 2011 National Household Survey, Statistics 

Canada Catalogue no. 99-004-XWE 
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Other important occupations include Natural and Applied Sciences and Related 

Occupations (13.3%) and Management (12.5%), where the City of Waterloo has a 

larger share of the population working in those occupations as compared to the Region 

and Province.   

The top 25 occupations by the number of people employed are presented in Figure 12. 

The top occupations are: 

Á Retail salespersons (1,980 people employed) 

Á University professors and lecturers (1,290 people employed) 

Á Computer programmer and interactive media developers (1,285 people employed) 

Á Elementary school and kindergarten teachers (1,205 people employed)  

 

Figure 12: Top 25 Occupations by Number of Employed, City of Waterloo 2011 

Occupations # of Employed 

Retail salespersons 1,980 

University professors and lecturers 1,290 

Computer programmers and interactive media developers 1,285 

Elementary school and kindergarten teachers 1,205 

Retail and wholesale trade managers 1,145 

Food counter attendants, kitchen helpers and related support occupations 1,045 

Post-secondary teaching and research assistants 960 

Information systems analysts and consultants 955 

Cashiers 800 

Secondary school teachers 790 

Administrative officers 775 

Financial auditors and accountants 730 

Other customer and information services representatives 695 

Administrative assistants 690 

Software engineers and designers 670 

Registered nurses and registered psychiatric nurses 620 

Store shelf stockers, clerks and order fillers 585 

Computer and information systems managers 505 

Janitors, caretakers and building superintendents 505 

General office support workers 490 

Electrical and electronics engineers 435 

Food and beverage servers 430 

Manufacturing managers 425 

Other financial officers 420 

Computer network technicians 400 

Source: Statistics Canada, National Household Survey (NHS) Profile, 2011 National 

Household Survey, Statistics Canada Catalogue no. 99-004-XWE 

 

As seen in Figure 12, the top industries (reflected by the North America Industry 

Classification ï NAICS) employing the greatest number of workers in the City of 

Waterloo is: 
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Á NAICS 31-33 - Manufacturing 

Á NAICS 61 - Educational Services 

Á NAICS 44-45 - Retail Trade 

Figure 13: Share of Labour Force by Industry (NAICS), 2011  

The City of Waterloo has a higher share of the labour force employed in 61-

Educational Services, 52-Finance and Insurance, 54-Professional, Scientific and 

Technical Services, and 51-Information and cultural industries compared to the Region 

of Waterloo and the Province of Ontario. 

 

The following is a definitional breakdown of the NAIC Categories:  

(These categories refer to the horizontal axis in Figure 12 above) 

11-Agriculture; forestry; fishing and hunting, 21-Mining; quarrying; and oil and gas 
extraction, 22-Utilities,  23-Construction, 31-33 Manufacturing, 41-Wholesale trade,  
44-45 Retail trade, 48-49 Transportation and warehousing,  51-Information and cultural 
industries, 52-Finance and insurance,  53-Real estate and rental and leasing, 54-
Professional; scientific and technical services,  55-Management of companies and 
enterprises, 56-Administrative and support; waste management and remediation 

 

Source: Statistics Canada, National Household Survey (NHS) Profile, 2011 National Household Survey, Statistics Canada Catalogue 

no. 99-004-XWE 

11 21 22 23
31-
33

41
44-
45

48-
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51 52 53 54 55 56 61 62 71 72 81 91

City of Waterloo 0.4% 0.0% 0.3% 4.3%15.5%4.3%11.1%1.9% 2.9% 9.4% 1.6% 8.9% 0.1% 3.2%14.3%7.9% 1.4% 5.4% 3.1% 4.0%

Region of Waterloo 1.5% 0.1% 0.4% 6.3%18.6%4.9%11.3%4.2% 2.1% 6.1% 1.8% 6.3% 0.1% 4.2% 8.3% 8.9% 1.5% 5.7% 3.8% 4.0%

Ontario 1.5% 0.4% 0.9% 6.3%10.4%4.6%11.2%4.6% 2.7% 5.5% 2.0% 7.6% 0.1% 4.6% 7.5%10.4%2.2% 6.3% 4.4% 6.9%
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services,  61-Educational services, 62-Health care and social assistance, 71-Arts; 
entertainment and recreation,  72-Accommodation and food services, 81-Other 
services (except public administration), 91-Public administration 

In terms of commuting patterns, residents of the City of Waterloo mostly work in the 

City of Waterloo or the City of Kitchener (as seen in Figure 14). This local employment 

market is an encouraging indicator in ensuring that retail spending dollars do not leak 

out of the community to neighbouring areas.  

 

Figure 14: Top 10 Place of Work for Residents of City of Waterloo, 2011 

  

Source: Statistics Canada; 2011 National Household Survey.  Catalogue Number 99-
012-X2011032  

 
Looking at commuting patterns from another angle, the top place of residence for 

workers in the City of Waterloo are the City of Waterloo and the City of Kitchener (as 

seen in Figure 15). It is interesting to note here that a comparably large number of 

workers in the City of Waterloo actually reside in the City of Kitchener. 

Figure 15: Top 10 Place of Residence for Workers City of Waterloo, 2011 

 

Source: Statistics Canada; 2011 National Household Survey.  Catalogue Number 99-
012-X2011032  
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2.3 Business Profile 

Over the past five years, the City of Waterloo has seen over $2.3 billion in construction 

investment, including $345 million in construction value in the Uptown core and $375 

million in the construction of academic buildings.
5
 This has resulted in over 1,200 

residential units approved or under construction in the Uptown core (with more on the 

way) and over 1.5 million sq. ft. of office space.
6
 

 

  

                                                      

5
 City of Waterloo ï Community Profile, 

http://www.wearewaterloo.ca/en/locateexpand/community-profile.asp 

6
 ibid 
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Figure 16 highlights the number of business establishments by sector and size 

(number of employees identified in table as 1-4 etc.) in the City of Waterloo in 2013.  

The sectors with the highest number of business establishments are: 

¶  Professional, Scientific, and Technical Services (1,340) 

¶ Real Estate and Rental and Leasing (1,120) 

¶ Retail Trade (718) 

¶ Finance and Insurance (630) 

The top sectors with the largest employers (i.e. 100+ employees) are: 

¶ Retail Trade (14) & Manufacturing (14) 

¶ Finance and Insurance (11) 

¶ Health Care and Social Assistance (7) 
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Figure 16: Number of Business by Size, City of Waterloo, December 2013 

 

Source: Canadian Business Patterns, December 2013 
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Figure 16 above highlights changes in the number of business establishments by 

sector from 2008 to 2013. The number of business establishments in the City of 

Waterloo grew by 6.2% between 2008 and 2013 to 7,665 businesses. 

A number of sectors saw growth in the number of establishments, including: 

Á Health Care and Social Assistance (38.5%) 

Á Real Estate and Rental and Leasing (37.3%) 

Á Information and Cultural Industries (31.7%) 

Á Accommodation and Food Services (27.9%) 

The change in business patterns between 2008 and 2013 for the top three industries 

that exhibited the highest share of labour in 2011 (Figure 13) are highlighted below: 

Á Manufacturing (-16.5%) 

Á Educational Services (+14.0%) 

Á Retail Trade (+5.9%) 

Although the Manufacturing Sector exhibited the highest level of employment share 

(15.5%) in the City of Waterloo, it also experienced a 16.5% decline during the five 

year period ending in 2013.  

The Educational Sector represented 14.3% of employment share in 2011, and grew by 

14% from 2008 to 2013, while the Retail Sector posted the third highest level of 

employment share at 11.1% as of 2011 and indicated a more modest growth in 

business establishment of 5.9% in 2013. 
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3 Stakeholder Interviews 
3.1 Community Stakeholders 

A total of 36 semi-structured telephone and in-person interviews were undertaken with 

key stakeholders to garner their perspectives and insights related to City of Waterlooôs 

needs, opportunities, assets and challenges.  

Questionnaires included mix of group-specific and overlapping questions.  Results 

were aggregated and analysed for commonalities and points of divergence. 

Stakeholders contributing feedback included Business leaders, Community leaders, 

and Leaders of prominent post-secondary education institutions. 

 

3.1.1 Summary of Key Findings 

The following themes emerged from the stakeholder interviews, each of which is 

discussed in turn: 

Á Quality of place 

Á Quality of life 

Á Industry and business growth 

Á Urban planning and UpTown development 

Á Post-secondary education 

Á Municipal relationships 

 

3.1.1.1 Quality of Place 

Respondents indicated a need to enhance quality of place, including aesthetic appeal, 

to create an environment inviting to locals and tourists, and to help the city attract and 

retain young professionals and graduates. Implementing the Cityôs Cultural Plan 

horizontally across departments, and coordinating urban planning with upcoming 

projects through increased collaboration, will help ensure quality of space is 

maximized.  

 

3.1.1.2 Quality of Life 

Respondents indicated that residents generally enjoy a positive quality of life; however, 

attention was drawn towards disaffected groups that ñare below the surfaceò. The city 

is experiencing a widened gap between those of affluence and those closer to or below 

the poverty line. Issues of accessibility to affordable housing, transportation 

infrastructure, social or health care services were flagged.  

A strong call to advocate for better residential planning, including senior and student 

accommodations was raised, particularly in light of graduates choosing Kitchener for 
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reasons of affordability and proximity. Long-term planning for family doctors, health 

services, and home-based care and recovery, were seen as critical to supporting 

continued population growth.  Proposed solutions included strengthening partnerships 

with Kitchener and the Regional Municipality, while looking to best practices in other 

communities. 

 

3.1.1.3 Industry and Business Growth 

Respondents recognized local success in innovation, finance, education, and 

advanced manufacturing, and commended the City for its role in helping lessen the 

impact of RIM downsizing. However, respondents flagged an opportunity for greater 

visibility for the City, and streamlining regulations and processes, to drive industry 

growth and sector diversity. Other sectors with potential for growth include food 

processing, knowledge-based consulting, social entrepreneurship and tourism.  

Kitchenerôs ñaggressiveò business support system was identified as beneficial to the 

region. Stronger collaboration with partner communities and governments could 

support Waterloo in securing potential prospects, given that the innovation ecosystem 

does not recognize jurisdictional boundaries. 

 

3.1.1.4 Urban Planning and Uptown Development 

Wants and needs identified by interviewees include urban expansion, infrastructure, 

future developments, and Uptown revitalization. While restricted available land impacts 

future tax assessment revenue, it promotes curbing urban sprawl and allows the City to 

adjust zoning by-laws to encourage mixed-use and high density development options. 

In a related observation, many respondents noted that infrastructure is aging and an 

opportunity to time infrastructure renewal should coincide with planned activities, 

including the incoming LRT stations.  

People recognized that the Uptown redevelopment has made a tremendous difference 

in the city, but could benefit from better consultation processes to ensure better 

neighbourhoods. Emphasis was placed on the need to have more consolidated and 

long-term planning to avoid ñstudent ghettosò, poverty-concentrated neighbourhoods, 

and a lack of programs or services.  Integration of students within the broader city 

tends to expose them to the quality of space, promotes increased knowledge and 

awareness of what the city has to offer, and influences the decision to remain in the 

area post-graduation. 

 

3.1.1.5 Post-Secondary Education 

Respondents heralded the education sector as one of the strongest in Waterloo, and 

recognized it for enhancing the visibility for the City; however, an opportunity for the 

City to be more proactive and strengthen direct engagement is suggested.  
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The Perimeter Institute, Centre for International Governance and Innovation, Quantum 

Computing, and the incubators or accelerators have put Waterloo on the map globally 

as a place at the nexus of theoretical thought, innovation and business development. 

Technical colleges are seen as undervalued in terms of their contribution to innovation 

and/or to the broader economy. There is an opportunity for the City to recognize and 

celebrate contributions made by such institutions and their graduates. 

 

3.1.1.6 Municipal relationships 

A common theme revolved around the need for greater harmony of processes and 

policies among and within City departments, neighbouring municipalities, and regional 

government. An example referenced the Cityôs arts and culture operators benefiting 

from increased visits, while parking regulations discourage prolonged visitation.  

The absence of a consolidated services challenges resident or local business to deal 

with multiple departments, causing frustration and increased costs. It was also 

suggested that Waterloo look to pool resources with other municipalities, to decrease 

the individual burden for municipalities and their tax-payers. 

Furthermore, respondents identified areas such as development costs, bureaucratic 

process, and un-accommodating zoning as hindrances to further growth. Current 

examples of pooling resources include the Waterloo Region Economic Development 

Corporation (WRED) initiative as well as the City of Waterloo / Kitchener Shared 

Services program. 

There was recognition for the City on its progressive efforts to become an age-friendly 

community. A proactive approach by the City to long-term infrastructure planning and 

affordability of housing is encouraged. Generally, there was a sense of confidence 

communicated related to the newly elected Council and Mayor.  

 

3.2 Staff Engagement 

Executive and senior staff engaged in a face-to-face, one hour consultation dialogue 

while front line staff was given the opportunity to offer input through an on-line survey. 

In total, approximately 116 staff participated. 

3.2.1  Key Findings 

The following section outlines the key findings, aggregated into common themes.  

 

3.2.1.1 Existing Vision and Mission Validation 

There was strong consensus among participants that the existing Community Vision 

2029 was long and complex; it was suggested that the Vision extend to 2031 to align 

with the Official Plan timeline. 
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Specific suggestions included: 

Á potential conflict in the language related to ñaccommodating vs. diversity 

Á key elements including  attractive, vibrant, and innovative place, such as Culture 
and Heritage, are not captured in the current Vision  

Á the need to include business was recognized; he Vison was seen as resident 

focused, and not inclusive of elements that make a community prosperous 

Á the essence of the vision needs to align with that presented in the Official Plan 

Á an aspirational aspect needed  ï energize, empower, and compel others to want to 

be a part of the greatness that is Waterloo. 

 

3.2.1.2 10 Years from now, the City is é 

Á Welcoming 
Á Safe 

Á Vibrant 
Á Collaborative 

Á Livable 
Á Active 

Á A óPlace of choiceô 
Á Wow (factor) 

Á Prosperous 
Á Attractive 

Á Respectful 
Á Bike-friendly 

Á Innovative 
Á Healthy 

 
Á Connected 

Corporate Mission 

The mission statement was seen as very passive and focused on ñusò ï or the internal 

organization. It should be focused on the service delivery provided to the community, 

describing why the municipality exists, and what óbusinessô it is in ïthe current mission 

was not seen to capture this effectively. 

Options discussed included a focus on excellence in delivering core services, and 

building an environment to achieve the best state possible through balancing needs 

and affordability.   

Emphasis was placed on the ability to adapt ï Leadership that is flexible and adaptive, 

able to adjust to constant community changes, and the need to incorporate 

competitiveness and sustainability in municipal affairs. In sum, the consensus was that 

a new Corporate Mission was desired. 

 

3.2.1.2.1 Staff Survey Word Cloud 

Staffs were asked to provide three words to describe a vision for the City of Waterloo 

10 years into the future. The word cloud below is based on the responses provided. 

The more often a word was mentioned, the larger it is reflected in the diagram below.  
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The words most often mentioned include: 

Á Community 
Á Innovative 

Á Vibrant 
Á Leader 

Á Diverse 
Á Accessible 

Á Safe 
Á  

 

Figure 17: Word Cloud from the Front Line Staff Survey 

 

 

3.2.1.3 Informing Priorities 

Participants reflected on key priorities for consideration during the new strategic 

planning process. These were identified as: 

Á Economic development and community vitality  

Á LRT (Light Rail Transit) development 

Á Partnership and service delivery - increased internal and external collaboration 

Á Branding exercise to help people identify with the City 

Á Active transportation networks and pedestrian friendly environments  

Á A ñwelcoming spaceò where people and groups who share common interests can 
congregate and dialogue 
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Á Internal process improvements - City staff should be using the same modern 

techniques the public uses, such as apps, social media, and other digital assets 

Á Reinvigorate recreation programming and delivery  

Á Support and celebrate arts, culture, and heritage more widely.  

Á Conservation and management of the Cityôs built heritage 

Á Planning and maintenance of City infrastructure and assets (Integrate 
óinfrastructure demands into long term financial planning) 

Á Need to prioritize service adjustments to support growth and ageing population 

Á Private sector development  - Cityôs ability to plan and direct that development  

Á Community building and strong, vibrant neighbourhoods  

 

3.2.1.4 Areas Requiring More Attention 

Clarity and Improved Communications for the Strategic Plan: The importance of 

ensuring the new strategy effectively articulated what the community could expect as a 

result of implementation is important.  

 

Vibrant Neighbourhoods Strategy: Principally, efforts were identified as revolving 

around increased coordination, and effectively enabling the neighbourhoods to 

organize themselves through Community Services. To establish common goals and 

define unique elements of each area that can be harnessed and leveraged. This 

should be fostered through a new Strategy. 

 

A Renewed Focus on Core Services: A central position taken by a number of 

participants was around the need to ensure that priorities, objectives, and actions were 

grounded in an understanding of core service delivery and responsibility. Priority 

should be given to achieving excellence. This requires assessing the service offerings 

and what business the City should be in. 

 

3.2.1.5 Issues and Changes 

The need for a Performance Measurement System that is strategic and ensures 

reporting is focused on project accomplishments, outcomes, and impact, is needed. 

Metrics should reflect a ñtriple bottom line approachò, which considers fiscal and 

economic factors, and social, cultural, and environmental factors. Measures should 

reflect mandated and non-obligatory services differently. 

Á Light Rail Transit (LRT) development in the City is a major and transformational 

change from a resource and policy impact perspective; significant opportunity to be 

capitalized on (population growth, talent attraction, economic development, 

tourism, cultural, etc.) 
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Á Waterloo Economic Development Strategy and the Corporation (WRED) were 

also seen as a positive transformational change to be explored  and leveraged to 

increase collaboration, accountability, and turn competition between municipalities 

into ñco-opetitionò ï garnering greater collective benefits 

Á Customer Service was recognized as an area to differentiate the City and 

establish  a local competitive advantage; in an increasingly competitive local 

environment, where it is difficult for external audiences to distinguish between 

Kitchener and Waterloo (hence the óK-Wô moniker), success may often be 

determined by quality service standards and positive relationships 

 

3.2.1.6 Approaches to Address Change 

The respondents provided potential approaches to addressing change under the 

premise of issues identified above. Below are key aspects of these findings: 

Á Effective communications with the public to share financial impact related to the 

accomplishment of goals and objectives  

Á Meaningful and Proactive Community Engagement Opportunities - increase online 

engagement (e.g.,  live chat help service, and Q&A functions) 

Á Customer service - in some cases service standards could be higher 

Á ñOne point of contactò tools to engage residents (311 service and online 
transactions) 

Á Better ways to illustrate the value the municipality brings to the community  

Á Appropriate financial resources to accomplish the vision 

Á More effective balance of empowered and highly trained staff, to support longer 

term strategic planning  

Á A continued focus on succession planning to transition the corporation  

Á Create more openness to change and transparency within City structures 

 

3.2.1.7 Adopting an Inward Lens - Concerns 

Participants were asked to identify pressing concerns impacting service delivery and 

operations. The responses are categorized below into common themes: 

Resource Restraints  

Á Concerns were expressed regarding human and financial resources, in a strategic 
and operational context. With budget increases indexed to inflation, there is little 

room to accommodate new initiatives, even when efficiencies are factored in 

Á Evolving regulations have an impact on service delivery and cost 

Á Changing employment is an internal driver causing concern. According to 2013 

Forward by 2017 roughly 19% of all full-time staff will be eligible for retirement.
7
  

                                                      
7 City of Waterloo, ñWaterloo Organizational Review Final Reportò, Public Report v2, (May 6, 2013) Prepared for City of Waterloo by 

KPMG), p.19. 
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Á Recruiting the right talent and ensuring the right levels of technical and leadership 
skills are in place is critical to sustainability 

Á Employee expectations are changing and the corporation faces retention issues 

Public Expectations 

Á Public expectations have increased, while resources have reduced.  

Á Increased demand on Council to ñdo more, with lessò 

Á Challenges related to maintaining service level demands with limited and restricted 

resource parameters 

Á Important to understand the priority and difference between legislated  and non-

mandated services that the municipality chooses to provide 

Á A core role of Council is to balance wants vs. needs and to ensure the municipal 

corporation is positioned to distinguish between the two and respond accordingly 

City Growth  

Á A general concern was raised over whether the city will be able to meet resource 
and service delivery requirements as the city grows  

Á Growth is occurring in post-secondary and overall there is a need for more public 

infrastructure to accommodate an increasing population (including students) 

 

3.2.1.8 Success through Collaboration: 

Collaboration was seen through a positive light, and as a critical pathway forward for 

success. When asked if there are policy areas, or strategic objectives that could be 

improved through greater collaboration, the following key themes were identified:  

Á More emphasis needs to be placed on the importance of collaboration 

Á Recognition that partnerships take more resources than commonly assumed 

Á External collaboration and joint projects need to be examined differently 

Á Identify partner core services and how to most effectively leverage these 

Á Greater knowledge sharing between divisions of internal operations still needed 

Á An improved Integrated Document Management System is needed 

Á Collaboration efforts have increased through regular OLT meetings  

 

3.3 Findings from the Website-Facing Workbook 

The Website-Facing Workbook was a means of enhancing the stakeholder 

engagement process by inviting individuals and groups to collectively examine some 

critical questions about their City. The specific purpose was to help identify local 

strengths and assets, ingredients for a common vision, and key priorities that 

respondents would like the City to focus on. 

In total, 34 submissions were provided by a combination of individuals and groups. 

Each area of focus is summarized briefly below. 
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3.3.1 Waterlooôs Greatest Strengths (or Assets) 

In total 34 respondents or groups of respondents contributed responses to the 

question, ñWhat do you see as the City of Waterlooôs greatest assets or strengths?ò  

In many cases respondents contributed multiple answers in the form of lists. 

Most responses were concise, often with little elaboration. For those responses with 

greater detail, the key words and themes were extracted in order to easily track 

commonalities with other responses. 

The following list provides a summary of all themes identified as strengths or assets in 

which two or more responses were the same or similar: 

Á Post-secondary education institutions (12 responses) 

Á Parks, green space, trails (10 responses) 

Á City size (big city amenities, small town feel) (9 responses) 

Á High tech industries (6 responses) 

Á Vibrant uptown (5 responses) 

Á Proximity to Toronto (5 responses) 

Á Employment and competent workforce (5 responses) 

Á "Intelligent" community or city (3 responses) 

Á Multiculturalism and cultural diversity (3 responses) 

Á Fosters innovation (3 responses) 

Á Heritage buildings and streetscapes (3 responses) 

Á Safe neighbourhoods (2 responses) 

Á Location (2 responses) 

Á Diverse economy (2 responses) 

Á Walkability (2 responses) 

Á Sports programs and activities (2 responses) 

Á History and cultural roots (2 responses) 

  

3.3.2 Community Vision Feedback 

Respondents were asked, ñWhat is your vision for the City?ò In total, 13 themes were 

identified as shared between two or more responses.  

The themes are as follow: 

Á A pedestrian or cycle-friendly city (7 responses) 

Á Progressive in Housing Needs and Urban Development (7 responses) 

Á Community vitality, safety and spirit (7responses) 

Á Innovation and Leadership (7 responses) 

Á Parks, Recreation and Green Space (5 responses) 

Á Celebrating local arts and culture (5 responses) 
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Á Accessibility and Proximity (4 responses) 

Á Environment and Sustainability (4 responses) 

Á Educational excellence (3 responses) 

Á Supportive of small businesses (2 responses) 

Á Roads and Infrastructure (2 responses) 

Á Vibrant Uptown (2 responses) 

Á Festivals and Events (2 responses) 

Á  

3.3.3 Top Three Priorities Identified 

The following section contains the most prominent top three priorities as identified by 

the participants of the website facing workbook. The priorities were grouped into 

common themes and represent the respondents feedback on what they feel Council 

should address as most important over the current term. Out of 34 workbook 

submissions, the priorities section had a total of 13 shared themes and 102 unique 

responses.  

The Top Five Priorities that emerged from the feedback are: 

Á LRT and Improved Transit/Transportation  

Á Ensuring a High Quality of Life and Place  

Á Environmental Leadership and Stewardship  

Á Good Governance and Service Excellence  

Á Supporting Smart Growth and Urban Intensification 

Complete Priorities Listing  

The list below contains all the priorities for Council identified through the Website 

Facing Workbook community engagement exercise in which there were two or more 

shared responses. The number to the right in parentheses represents the frequency 

with which the priority was recorded from the public.   

Á LRT and Improved Transit/Transportation (18 responses) 

Á Ensuring a High Quality of Life and Place (16 responses) 

Á Environmental Leadership and Stewardship (15 responses) 

Á Good Governance and Service Excellence (14 responses) 

Á Supporting Smart Growth and Urban Intensification (9 responses) 

Á Fiscal Responsibility (5 responses) 

Á Economic Development and Vitality (5 responses) 

Á Infrastructure Renewal and Asset Management (4 responses) 

Á Supporting Local Industry, Small Business, and Entrepreneurship (4 responses: 

Á Building a Strong Community through Vibrant Neighbourhoods (3 responses) 

Á Improved Collaboration with Post-Secondary and Partners (2 responses) 

 



 

 

34 Millier Dickinson Blais: TECHNICAL REFERENCE DOCUMENT - City of Waterloo Council Strategic Plan 

2015-2018 

 

 

3.4 Council Education Session 

The key findings below are the condensed outcomes of the Council Education Session 

held on March 9, 2015. All members of Council participated. 

The purpose of the workshop was to stimulate creative dialogue among Council to: 

Á Revisit and establish the Cityôs Vision, Mission, Values and Key Priorities 

Á Inform new priorities, goals, and objectives 

Á An opportunity to inform and advise the creation of actions aimed at achieving the 
Vision 

The strategic planning session was conducted using an electronic meeting system 

(EMS), an innovative facilitation process developed from research at the Queenôs 

School of Business.   

Erik Lockhart, President of the Queenôs Executive Decision Centre led the process and 

engagement of Council with Millier Dickinson Blais. 

 

3.4.1 Existing Mission and Vision Validation 

The Council Education Session began with a review of the project and an interim 

report on the findings to date. Councillors were then asked to assess the existing vision 

and mission statements. 

Council provided input and ideas into themes and concepts to be considered in 

revising the municipal vision.  

Proposed themes for the corporate mission included: 

Á Planning, building, and maintaining a world class City that is a destination of choice  

Á Provide excellent service delivery and programs for  residents, businesses, and 

visitors in a strong and supportive urban environment  

Á Facilitate the task of making the City of Waterloo better every day  

Á To provide effective and efficient governance and guide the city forward to a 
prosperous future 

Á Support a high quality of life for everyone in Waterloo through public services and 

infrastructure and a supportive environment for innovation and investment 

Á  

Á Proposed themes for the corporate vision included: 

Á A vibrant, safe, smart City that is an innovative community where citizens prosper 
and opportunity, sustainability and livability intersect 

Á  A welcoming city built on entrepreneurship and education 

Á City of Waterloo is an amazing small city where people are inspired, engaged and 
enjoy a quality of life second to none 

Á To be the most innovative, vibrant, and sustainable small city in North America 
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3.4.2 Current State Assessment 

The group conducted a current state assessment by identifying opportunities and 

threats. Council was asked to provide feedback on what the four most important 

opportunities are that the City should be pursuing, and the four most critical threats that 

need to be considered for future planning. 

There were 68 contributions, which were grouped into common themes, and then 

voted on to establish priority. The top five emergent opportunities and threats are 

itemized below: 

Opportunities 

Á Support for growth of jobs and the economy 

Á Building vibrant neighbourhoods 

Á Redevelopment potential along LRT corridors 

Á Engaged public with broad expertise looking to contribute to making a better city 

Á Strategic Infrastructure investments to create community 

¶ Closing the gaps on Active transportation network and passive 
recreation investments 

Threats 

Á Budget policies and constraints 

Á Infrastructure 

Á LRT 
Á Land uses and running out of space 

Á Lack of public trust and interest 

 

3.4.3 Priorities over next 3-4 years 

Similar in effect to the process above, 47 contributions were collected from the next 

phase in the session where Council were asked to comment on what should be the 

Cityôs big priorities over the next three to four years. 

The group brainstormed ideas in small teams, reviewed the results collectively, merged 

similar ideas. Each group then identified the top three priorities to be addressed in the 

next four years. Finally, Council was asked if they could only focus on four 

opportunities collectively, to vote on the most important that should be addressed in 

the next four years. 

The top five key priorities for Council that emerged from this process are highlighted 

below: 

Á LRT / ION   

¶ Maximizing our influence on the LRT and its related impacts on 
behalf of the citizens of Waterloo 
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Á Fiscal Responsibility 

¶ Sustainability driven by citizen priorities e.g. Address MPI 
limitations 

Á Environmental Leadership 

¶ Define the environmental problems and priorities and look for 
solutions and best practices. Enhancing our living environment: 

land, water, air. 

Á Support Economic Development and Entrepreneurship 

¶ More jobs equals more people working in Waterloo 

Á Building a Strong Community through Vibrant Neighbourhoods 

 

4 Municipal Best Practice Case 

Studies 
The following section outlines a series of best practice case studies from municipalities 

(within and outside of Canada) that are addressing specific challenges that are shared 

by the City of Waterloo. 

 

4.1 Leveraging Arts, Culture, and Heritage for 

Community Attractiveness, Economic and 

Talent Growth 

The arts, culture, and heritage sector can be a strong contributor to the economic 

development of a municipality. Investments in the arts, culture, and heritage play a 

significant role in the attractiveness of a community, the appeal to talent to location or 

stay in the community, expanding the population as a whole, and contributing to well-

being and quality of life. 

The City of Hamilton 

Population: 519,949 (2011) 

The City of Hamilton is currently experiencing a tremendous revitalization and 

economic expansion of the downtown core. This revitalization has been led by many 

factors, one of which being the leveraging of the arts, culture, and heritage sector in 

the city, and the resulting economic spin-offs that comes from it. The City of Hamilton 

has many active strategic plans guiding its investments in the sector, including:  

Á A Music Strategy (with a Film and Music Office implementing) 
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Á A Tourism Strategy (with arts and culture recognized as one of the top three 

demand generators for the city) 

Á A Cultural Plan (which also brought together cultural leaders in the city and 

formed a steering group, representing the first time the City has taken a leadership 

role in bringing cultural groups together and given them an opportunity and voice to 

plan for the sector as a whole) 

Á The beginnings of an Event Strategy (which was started but postponed due to 

departmental merges within the City). Hamilton is becoming a higher profile city for 

hosting events with the PanAm Games Soccer and the Juno Awards, and with 

local events such as Supercrawl and the Sew Hungry Food Truck Festival 

generating huge interest and large economic impacts for the various 

neighbourhoods hosting the events 

Figure 18: Hamilton - City of Music 

 

Source: http://www.tourismhamilton.com/music 

A focus on incentive programs that encourage the growth of the arts, culture, and 

heritage sector in the city has been a main way to operationalize these strategies and 

plans. Initiatives such as cutting development charges and offering low-interest 

building loans, offering grants of up to $25,000 for store owners to spruce up their 

street façades, offsetting development charges to fund public art, and trying to reduce 

red tape and barriers (i.e. waving some by-law fees and changing zoning) are some 

examples of these incentive programs.  
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The City has also installed ñartsyò street furniture around downtown, spent $100,000 on 

beautifying a downtown alley with murals, new lighting and other improvements, and 

bought and restored a dilapidated downtown historic building and opened its tourism 

office there.  

These initiatives combined with a very grassroots approach by individual artists and 

business owners have contributed immensely to the growth of downtown jobs each 

year, the decrease in office vacancy rates, and the general emergence of Hamilton as 

a hub and place to be. Arts, culture, and heritage initiatives in Hamilton have been 

such an important part of the redevelopment of the city that there is consideration 

being taken to rebranding Hamilton to showcase the arts rather than the traditional 

moniker of ñSteel Cityò. 

 

 

Other notables: 

Á Colorado Creative Industries 

  

Hamilton Arts, Culture, and Heritage - Relevance to the City of Waterloo 

Á Focused investment in the arts, culture, and heritage can be a good catalyst for community and 
neighbourhood development or revitalization. Branding for a city as a whole can also be positioned in 

positive ways through arts, culture, and heritage. 

Á Municipal governments have many effective tools to spark grassroots momentum, and building arts, 
culture, and heritage initiatives.   

http://www.coloradocreativeindustries.org/about


 

 

39 Millier Dickinson Blais: TECHNICAL REFERENCE DOCUMENT - City of Waterloo Council Strategic Plan 

2015-2018 

 

 

4.2 Performance Measurement and 

Communication Back to the Public 

Municipalities throughout the world face a constant pressure from their citizens to be 

as open and transparent as possible to ensure that tax dollars are being used 

appropriately. New innovative ways of communicating complex municipal information 

back to the public are emerging through an increased use of online technology, as the 

public becomes more comfortable and dependent on these technologies and use of 

online social spaces. 

OpenGov Platform (this link goes to open gov for more information)  

The OpenGov Platform is a web-based tool that lets government and citizens easily 

access, explore, and share finance and budget information. Using the OpenGov tool, 

municipal governments upload volumes of raw and detailed budget data into the 

program which is then transformed using visualization software into an intuitive, digital 

format for the public to use and analyze how their tax dollars are being spent. For 

example, users can view historical revenue and expenditure trends over time for their 

municipality and explore multiple angles of budget data, including by fund, department, 

and expense or revenue type.  

Figure 19: OpenGov Platform Layout 

 

Source: www.opengov.com 

 

Some of the questions the platform can help answer include ñWhat does the City 

receive from charging fees?ò or ñHow much does the City spend on salaries across all 

http://www.opengov.com/
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departments?ò More than 250 cities, counties, state agencies, school systems, and 

special districts across the United States are currently using the OpenGov platform.  

The most important aspects of OpenGov include:  

Á Access and Understanding of Data - Instantly access financial data on the web 

and see exactly how money flows through the municipality. The OpenGov Platform 

brings the data to life in a way that empowers administrators and educates 

citizens. 

Á Increase Internal Efficiencies - With current year and historical financial 

information readily available, municipal staff save time in gathering, formatting, and 

reporting data. Policy-makers have the information they need to foster insights and 

improve decisions, and staff can collaborate across departments to make City 

budgets effective and efficient. 

Á Build Trust and Engagement with Constituents - OpenGov offers an intuitive 

way to share financial data with key stakeholders and citizens. Constituents will 

see where revenues derive from, how the funds are distributed, and the goods and 

services provided for the community. 

 

 

 
Other notables: 

Á Niagara Property Tax Calculator 

 
 

Figure 20: Niagara Region YouTube Property Tax Calculation Tutorial Video 

OpenGov - Relevance to the City of Waterloo 

Á Focusing on how complex internal municipal information is communicated helps create a more open and 
transparent system from which the public can access information. This focused communication also 

helps to manage the expectations of the public. 

Á Using online technology and outreach is an excellent way to engage the public in new effective and 
efficient ways. 

Á Fast and easy to access distilled budget information can create internal municipal efficiencies and 

collaboration across departments. 

https://www.niagararegion.ca/government/budget-taxes/prop-tax-calculator.aspx?c=Niagara+Falls&p=300000&t=Residential
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Source: Niagara Region Official Website, Property Tax Calculator, 2015 

 

 

Niagara Public Tax Video: 

Figure 20 highlights how the Niagara Region has found a compelling, entertaining, and 

easy way to help the public understand how their property taxes are calculated. 

This is delivered in a high quality designed format that is purposefully made to look and 

feel like someone is providing a down-to-earth explanation of an otherwise complex 

subject. 

This example speaks directly to effective ways of demystifying regulatory subjects, and 

effectively engaging the public on a more human level ï through a platform widely 

used by various demographics. 
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4.3 Talent Retention from Post-Secondary 

Institutions 

Municipalities with post-secondary institutions in their communities benefit 

tremendously from the new ideas, young and talented student population (and 

resulting economic benefits that are created by them), and investments they bring.  

With students graduating from these post-secondary institutions each year and looking 

to begin their careers, there is significant opportunity for municipalities to retain this 

skilled and young workforce in their communities. 

 

Figure 21: Imagine Pittsburgh Layout 

 

Source: www.imaginepittsburgh.com 

Imagine Pittsburgh Campaign (this link takes you to Imagine Pittsburgh) 

The Imagine Pittsburgh campaign is a web based concierge service designed to attract 

and retain diverse local, national, and international talent in Pittsburgh. Created by the 

Allegheny Conference and launched in 2006, Imagine Pittsburgh showcases the 

Pittsburgh region as an exceptional place to advance a career and build a life.  

The City of Pittsburgh is a hub for post-secondary education, with upwards of 32 

colleges and universities and 180,000 students in the region. This strength in the 

education sector led to the Imagine Pittsburgh campaign to initially create connections 

with post-secondary graduating students through the use of an online job aggregator to 

make searching for work in the city easier. The site has evolved from that point to 

http://www.imaginepittsburgh.com/









































































































































































































