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Message from the Lord Mayor
After an extensive process, I am pleased to present the approval of Council’s 2018-2022 
Strategic Plan.  
 
The goal of this strategic plan is to move beyond day-to-day operational responsibilities, 
although important, and focus on long-term planning and innovation. The plan defines priorities 
and provides Council with direction.  
 
The development of this strategy recognized input from Council, Town staff, community 
stakeholders, and residents. Participation took place by way of interviews, focus groups, special 
meetings, and online engagement.  

The plan is categorized into five pillars outlined below:  

• Find innovative ways to protect our heritage, agriculture, and other assets that ensure our 
community remains distinctive and sustainable

• Deliver smart, balanced growth that results in improved positioning as it relates to the eight 
strategic pillars of the community vision

• Create a culture of customer service excellence 
• Excel in having a positive workplace culture where team and excellence abounds 
• Strengthen 2-way communications – ensure information is timely, easy to find, simple to 

understand, and that there are sufficient chances for public input 

It was encouraging to see the level of participation the community put forward towards the 
development of this plan. This is a clear reminder of what we can accomplish when we work 
together!  
 
I am excited about this new plan and look forward to working diligently with staff to develop 
effective ways to implement its strategies. Through responsible stewardship, we will continue 
to work hard to preserve our heritage, agriculture, and distinct beauty while creating vibrant, 
sustainable communities for all. We are excited to dream big and are committed to staying true 
to our small-town roots.

Lord Mayor Betty Disero
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Corporate Mission
At your service – providing outstanding support, friendly assistance and 
effectively delivered services to our residents and businesses throughout 
Niagara-on-the-Lake.

Corporate Vision
Working together to maintain our heritage, agriculture and distinct 
beauty while creating vibrant sustainable communities for all.
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Protect Distinctive Community Assets
Find innovative ways to protect our heritage, agriculture and other assets that ensure our community 
remains distinctive and sustainable

Objective: Preserve unique community elements

Tactics
•	 Review all existing studies that apply to community asset management and heritage protection, and create 

a prioritized action plan 
Action Items: 
• Update the Heritage Conservation District plan, including the possible  
expansion of heritage district boundaries

•	 Support residences and businesses in protecting their valuable heritage assets
Action Items:
• Promote the importance of heritage assets as an economic driver of the Town
• Establish a heritage protection incentive program 

Objective: Close the gap on capital investments

Tactics
•	 Find ways to close the gap on capital investments including approving a realistic 10-year capital plan

Action Items:
• Create an asset management inventory, showing investment needs prioritized against a 10-year investment 
horizon

• Create realistic priorities by aligning future infrastructure investments into a capital reinvestment plan
•	 Identify capital investment priorities within agricultural lands and ensure they are included in the 10-year 

plan
Action Items:
• Prioritize resources to mitigate the impact of phragmites
• Prioritize funding and resources for irrigation

Objective: Recognize the importance of tourism in Niagara-on-the-Lake 

Tactics
•	 Actively	steward	heritage,	agricultural,	wine	and	cultural	assets	for	the	benefit	of	residents	and	tourists	

Action Items:
• Partner with tourism partners to ensure a robust tourism strategy is developed.
• Protect our agricultural, heritage and cultural assets through policy and bylaw enforcement 
• Address rising traffic issues, through analysis and underlying issue identification 

Indicators of Success
●	 2020 - Have a prioritized action plan approved by Council and funded in the 2021 budget 
● 2021 - See an increase in heritage property numbers in the Part IV and V categories 
● 2021	- Resident survey shows that concerns about heritage, green space, and other sustainability issues have 

decreased 
● 2022 - Have at least 50% of the public surveyed agree or strongly agree that significant actions have been 

taken to advance this strategy
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Deliver Smart Balanced Growth
Deliver growth that results in improved positioning as it relates to the eight strategic pillars of the 
community vision, as outlined in the Town’s Official Plan:  1) a prosperous and diverse economy; 2) strong 
environmental stewardship; 3) an inclusive, integrated, healthy Town; 4) a centre for culture, heritage and 
recreation; 5) mobility choices; 6) a well-planned and built environment; 7) a prosperous and sustainable 
agricultural sector and; 8) well-managed municipal finances

Objective: Update and create master and secondary plans

Tactics
•	 Finalize	Official	Plan
•	 Prioritize and deliver on secondary plans

Action Items:
• Coordinate land use and infrastructure strategies to achieve complete, diverse, adaptable and sustainable 
communities that are attractive and liveable

• Maintain the urban and agricultural land boundary
• Accommodate population and employment growth through development and intensification within targeted 
locations

• Plan for the long-term protection of the Town’s established neighbourhoods, and natural and cultural heritage 
resources

• Provide efficient, effective and financially responsible provision, use and maintenance of infrastructure and 
public service facilities to support planned growth

• Ensure employment lands are protected long term to provide certainty to economic enterprises and promote 
economic activity and employment growth

Objective: Develop smart, balanced growth

Tactics
•	 Develop an administrative task force to create prioritized actions as well as smart growth criteria to be 

used to ensure all future decisions align with this strategy 
Action Items:
• Identify and use the criteria that will ensure our decisions leverage our agricultural and academic strengths and 
that will develop significant business growth opportunities

•	 Monitor this strategy implementation using the 8 pillars of the community vision and identify remedial 
action as necessary where the pillars are not being equally developed 

Objective: Identify smart balanced growth priorities

Tactics
•	 Determine priorities relating to economic development, environmental stewardship, and tourism

Action Items:
• Secure Regional assistance or staff resources for economic development priorities 
• Support collaborative climate change adaptation planning and implementation through the Niagara Adapts 
program

• Put traffic-calming strategies in place that balance the needs of residents, tourists and business owners

Indicators of Success
•	 2020 - Have Council approve an action plan guiding criterion to help with future decisions as it relates to smart 

balanced growth 
•	 2021 - Have uncontrolled growth no longer be on the list of the top three things citizens value least about the 

Niagara-on-the-Lake community as measured by public survey 
•	 2022 - Have 50% of the public agree or strongly agree that the Town is delivering smart balanced growth decisions 

as measured by public survey 
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Create a Culture of Customer Service Excellence

Objective: Define,	support	and	acknowledge	customer	service	excellence

Tactics
•	 Create	behavioural	expectations	that	clearly	identify	to	all	staff	what	customer	service	excellence	looks	

like
Action Items:
• Develop service level agreements that identify a common set of customer service behaviours, customized by 
department, that create timelines for service delivery

• Create feedback loops to support staff in aligning with customer expectations
•	 Make	the	customer	service	area	more	effective

Action Items:
• Provide staff with the information, access, and decision-making authority  
needed to meet customer expectations

• Streamline business processes that are obstacles to service delivery

Objective:	Support	staff	by	providing	comprehensive	training

Tactics
•	 Create a comprehensive employee training program that focuses on customer service training and 

reward service excellence
Action Items:
• Technical training to provide web-based services 
• Interpersonal training that will ensure excellent one-on-one interactions between staff and customers

Objective: Use technology to improve levels of service

Tactics
•	 Determine what services could be put online to enable easier access for customers  

(i.e. building permits, dog licenses)
Action Items:
• New Town website to provide customers with more options to access Town services online

Indicators of Success
•	 2020	– Create a prioritized list of actions that could be taken to enhance customer experience with a cost 

associated with each priority and funded in upcoming budgets 
•	 2021 – Implement prioritized list of actions before year end and measure success to date through a customer 

service audit 
•	 2022	– See 20% improvement in the public perception from 2019 to 2022 as it relates to service questions about 

outstanding service and friendly support 
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Excel in a Positive Workplace
Excel in having a positive workplace culture where team and excellence abounds

Objective: Strengthen	staff	and	Council	partnership

Tactics
•	 Develop organizational values that will drive behaviours that will have positive impacts on interpersonal 

relations (e.g., act in a respectful manner; provide information as soon as possible; assume positive 
intent) 

Action Items:
• Clarify the roles of Council and staff through creating expectations each has of the other 
• Provide training on ways to become a high-performance team

Objective: Increase departmental collaboration

Tactics
•	 Develop collaboration between departments by enhancing the degree to which everyone knows 

priorities, projects, and what is involved in each area
Action Items:
• Plan for meetings between all levels of staff across all departments
• Make improvements to departmental collaboration 

•	 Engage	all	staff	in	the	sharing	of	ideas	and	the	implementation	of	the	strategic	plan
Action Items:
• Host all-staff town hall meetings

•	 Create a comprehensive training and succession plan
Action Items:
• Identify critical skill gaps and address them through training and development
• Customize recruitment for critical administration functions

Objective: Acknowledge contributions to positive workplace culture

Tactics
•	 Reward behaviours that are aligned with the positive workplace culture

Action Items:
• Establish a reward and recognition program that is based on a performance management system

Indicators of Success
•	 2020	- See a marked improvement in the Council and staff partnership as measured by survey to Council 

members and Town staff
•	 2021	- Have at least 75% of staff be able to see a marked improvement in collaboration and involvement in the 

strategic plan as measured by staff satisfaction survey
•	 2022	- Have a 10% improvement in involuntary turnover rates from 2019 to 2022
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Strengthen	2-way	Communications
Strengthen 2-way communications by ensuring information is timely, easy to find, simple to understand and 
that there are sufficient chances for public input

Objective: Develop education plans to inform the public

Tactics
•	 Develop	an	education	plan	to	engage	and	involve	residents	in	finding	the	information	they	need	easily

Action Items:
• Develop creative ways to improve residents and visitor’s overall awareness and knowledge of the Town (i.e., 
the importance of bird bangers, building permit process, heritage significance etc.) 

Objective: Create a communications matrix 

Tactics
•	 Create a communications matrix to determine what information gets communicated by which delivery 

vehicle and with what level of urgency
Action Items:
• Consider the creation, goal of, and delivery method for media inquiries, newspaper advertisements, social 
media and social media advertising, public meetings, public open houses, public events, information 
sessions etc. 

Objective: Strengthen communications delivery methods

Tactics
•	 Replace website using constituent and stakeholder input 

Action Items:
• Develop website in a manner that allows people to conduct their municipal business online  
• Improve access by bundling online services

•	 Understand and meet the informational needs of all constituents
Action Items:
• Allow residents to access information on their own terms (e.g., pull the information they want) 
• Provide all information in plain, easy-to-understand language (e.g., Council reports, website text, media 
releases, applications etc. )

Indicators of Success
•	 2020	- Complete a communications audit and determine the top five actions that could be taken to enhance 

communications
•	 2021	-	Have a revised website that has a 15% more utilization rate by residents as measured by Google analytics
•	 2022	-	Have at least 70% of the public surveyed agree or strongly agree that information is timely, easy to find, 

simple to understand and that there is sufficient chances for public input
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