
Advancing Levels of Service in the 
Context of Uncertainty

Halifax Water Overview
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Cross Corporate Collaboration
Success with the CBS via Cross Corporate staff:
• development of Mission, Vision and Organizational Indicators
• direct participation in annual success of all Organizational indicators
• sharing of success through financial reward
Opportunity to leverage similar collaboration and success with Asset 
management:
• participation on Asset Management Implementation Teams (AMIT)
• full executive review and endorsement of Asset Management Plans (AMP)
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Level of Service (LOS)
• Connects day to day activities with organization’s mission and vision
• Provides basis for service level planning and decision making

• Set targets for desired state

• Inform actions that support service objectives and sustainability
• Measure progress and trends
• Enables performance measurement and accountability

• Identify gaps in current and desired service expectations
• Enable stakeholder engagement
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When considering LOS for your organization, ask:
• Who are you serving?

• What will impress them with the service?

• How will you know if you’ve served them well?

• What can you realistically deliver? 

• What can you afford?
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Connection to Corporate Purpose

• Relationship to Halifax 
Water mission, vision, 
critical success factors

• Hierarchy
• Customer LOS
• Technical (or asset) LOS
• Operational indicators
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High Level LOS Review



Halifax Water LOS Framework
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• Sequential approach to defining 
LOS, service standards and targets



Customer Value / Service Criteria Definitions
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Quality Water Example Using the Framework
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Example Using the Framework



Future Goal - Link LOS to Financial Planning
• Incorporate consideration of impact on LOS in capital project prioritization 

and in long range financial planning
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Evaluation of Option to fund the Integrated Resource Plan
Alt 1 Alt 2 Alt 3 Alt 4 Alt 5 Alt 6 Alt 7 Alt 8

Stability & Affordability
  Bill as a % of median household income 1.70% 1.67% 1.64% 1.53% 1.50% 1.39% 1.47% 1.44% Lowest % is best
  Projected annual residential bill in 2042/43 2,351$     2,314$    2,266$     2,120$  2,078$     1,931$     2,038$     1,996$    Lowest is best

Equitable allocation of costs to current & 
future users
  % of growth paid for by growth 14.52% 14.52% 28.42% 14.52% 28.42% 100.00% 50.00% 75.00% Highest % is best
  % of asset renewal paid for by depreciation 68.93% 79.61% 79.61% 79.61% 79.61% 79.61% 79.61% 79.61% Highest % is best

Long term financial sustainability for the utility
  Peak DSR 39.94% 36.80% 36.03% 32.06% 30.78% 24.12% 28.90% 26.47% DSR Less than 35% is acceptable
 Peak Debt to Equity Ratio (% of Capital 
Funded by Debt) 57.60% 51.48% 48.81% 39.50% 36.83% 23.09% 32.69% 27.89% Debt should not be more than 40%

Impact on LOS? 
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Questions
or

Comments?


