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•Drivers for Canadian Asset Management
•Recent Initiatives and Trends

•Municipal Government Engagement
•Communicating to Customers:

1.Asset Management Planning
•Defining Levels of Service
•Determining Risk Exposure
•Quality Rating
•Benchmarking

2.State of Infrastructure Reporting – Calgary
•Challenges and Learnings



Recent Canadian Drivers
for Asset Management
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Canadian Asset Management
Initiatives & Trends

� Canadian Network of Asset Managers:
� www.cnam.ca

� National Water / Wastewater Benchmarking Initiative:
� http://www.nationalbenchmarking.ca/public/consulting/index.htm

� InfraGuide:
� http://fcm.ca/home/programs/past-programs/infraguide.htm

� National & Provincial Asset Management Working Groups:
� British Columbia: http://www.assetmanagementbc.ca/

� Trends:
� Provincial regulation requiring asset and financial management (ex.

Ontario Drinking Water Quality Management Standards)
� Municipal AM program implementation, AM planning (level of service,

cost & risk), state of infrastructure reporting, customer engagement,
development of national infrastructure strategy, etc.

� Alignment of financial reporting and asset management = TCA
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http://www.assetmanagementbc.ca/
http://fcm.ca/home/programs/past-programs/infraguide.htm
http://www.nationalbenchmarking.ca/public/consulting/index.htm
http://www.cnam.ca/


Municipal Customer
Engagement

� 3-1-1 (Citizen Service Center), eGovernment, etc.
� Customer engagement campaigns prior to budget.
� Report state of infrastructure

� Challenge: Information doesn’t necessarily provide
direction to service level changes or portfolio
investment decisions.

� Complete annual citizen satisfaction surveys:
� Calgary, 2011: improvement in customer service

provision (86% satisfaction rating)
� Challenge: difficult to link service provision to cost

and value to customer.
� Not sure of exactly the “right questions” to ask

customers and the language to use.
� Do not link budget discussions to customer

satisfaction (yet).
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Communicating to
Customers
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� Water
Services

- Pressure, Water Quality, Quantity
flooding incidents, overflow spills

- Pavement Quality Index

- Response time

- Facility Condition Index

….But do customer really

understand these?

Are these too technical?

Objective Measures

• Buildings

• Fire

• Roads



Asset Management Planning:
Defining Levels of Service
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Clearly defined
LOS

Risk Based approach to
identifying asset
improvements to maintain
LOS

Robust
Investment Plans

Project
Prioritizatio

n &
Selection

Investment linked to maintaining or
improving specified LOS – Investment
linked to customer outcomes

Robust approach to
identifying legislative,
growth, efficiency,
improvements to LOS etc

Asset Mgt
Plans

Business
Case

Evaluation



Asset Management Planning:
Defining Levels of Service
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Corporate LOS Customer
LOS

Asset
LOS

Operation
LOS

Understanding service levels is necessary to communicate
to customers and to determine cost/resource requirements



Asset Management Planning:
Determining Risk Exposure
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Strategic Risk AssessmentLevel 1 Business
Unit/Department

Asset Failure Mode
Effects Criticality

Analysis (FMECA)

Level 2

Level 3

Asset
Portfolios/Systems

Assets

Risk Based Asset Maintenance Plans
Level 4

Key Asset Risks

Criticality/Acuity Rankings

Equipment



Quality Rating: Calgary Roads
Example
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Quality Rating
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1. Agree Service Categories & weightings

2. Agree Service Criteria/Attribute
Weightings

4. Score Road
Segments

5. Results – total, by
asset class etc

3. Agree Service Categories
Develop 1 - 5 Grades Descriptors

Service
Categor
y

Service
Criteria/S
ub Asset Service Attribute 1 Grade 1 Grade 2 Grade 3 Grade 4 Grade 5

Mobility
Pavement /
Bridges

No. of lane hours lost
per km per year due to
maintenance

Rolling 3 year
average is > 15%
below the global
average

Rolling 3 year
average is 5-15
below global
average

Rolling 3 year
average is within
+/- 5% of the
global average

Rolling 3 year
average is 5-15%
above global
average

Rolling 3 year
average is > 15%
above global
average



Communicating to Customers
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Performance Measurement &
Benchmarking:
Calgary Parks
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Performance Measure Target Methods of Measurement

PLAYGROUNDS: Customer
Level of Service rating as
affected by the following
measures

85% rated 3 or higher

Safe and in good repair:
•% of formal inspections of
playground equipment conducted
per year

100% PARIS work orders

Assessed Condition Rating:
•% of playground equipment in
green or yellow condition

100% • Asset Lifecycle Report
• WAM service history

•Service targets / Quality rating used for front-end customer engagement

•Performance measurement from annual citizen satisfaction surveys

•Benchmark service levels, cost, satisfaction: national / international:
•Ontario Municipal Benchmark Initiative (Canada)
•Yardstick (Australia)

•Internal benchmarking preferred over external benchmarking



State of Infrastructure Reporting:
What do you own and what is it

worth?

2011 June 14 Page 14



State of Infrastructure Reporting:
What condition is it in?
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State of Infrastructure Reporting:
What condition is it in?
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State of Infrastructure Reporting:
2010 Infrastructure Gap

The infrastructure
growth gap has been
reduced since 2007,
but infrastructure
maintenance gap
continues to escalate.

2011 June 14 Page 17



Challenges and
Learnings
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� No national standards, policy or strategy for
water/municipal infrastructure asset management.

� Water conservation efforts, coupled with economy, are
reducing revenues and driving need to reconsider
service levels.

� Cost of overcoming infrastructure gap is immense:
needs new way of looking at problem.

� Tax payers can’t relate to the problem: too much money,
don’t understand technical problems, etc.

� Long term, sustainable solutions are at odds with short
term political gains.

� Data rich, knowledge poor.
� Lack of integrated business and technology systems.



Questions?
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Steve Wyton, P.Eng., MBA
Manager, Corp. Project & Asset Management

The City of Calgary
steve.wyton@calgary.ca

(403) 268-5746

mailto:steve.wyton@calgary.ca
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