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3Agenda

1. Overview of LOS (recap)

2. Terminology

3. LOS Template Introduction

4. LOS Template Tab 1: Introduction

5. LOS Template Tab 2: Services and Assets



4What are Levels of Service?

Community (customer) LOS

The levels at which the customer is receiving service, 

from an experiential perspective.

Technical (operational/asset) LOS

Specific, measurable parameters used to assess the 

adequacy of assets to provide community LOS.

2 PERSPECTIVES



5Levels of Service Hierarchy

Service

Legal 
Requirements

Council Commitment

(Community LOS)

Technical / Operational / Asset 
LOS

Design flow and pressure

Reservoir capacity

Sample criteria

Chlorine residuals

Reliability

Example

Water Utility

Water is safe to drink

Every lot is serviced

Water tastes good

Hydrants are provided



6Terminology – Helps keep us aligned

Community Level of Service The level at which the customer is receiving service, from an experiential perspective.

Indicator A specific property of service that can be objectively evaluated.

Levels of Service Specific parameters that describe the extent and quality of services that the municipality 

provides to users.

Level of Service Commitment The level at which the municipality has formally agreed to deliver a service. This could be 

through a contract, legislation, or other written agreement.

Level of Service Objective The level at which the municipality aims to deliver service to its customers.  This is usually 

subjective or descriptive for community levels of service, and may be quantitative for 

technical levels of service.

Performance Measure The means used by the municipality to assess a level of service.  Example measures 

include:

- O&M data

- Complaints

- Expert assessment 

- Service contract  

- OH&S records

- Program data



7Terminology – Helps keep us aligned

Performance Gap The current gap, or difference, between the level of service being delivered (the current 

level of service) and the expected/intended level of service (the level of service objective). 

Sustainability Gap The anticipated future gap between current level of service and the level of service 

objective.  For example, there may not be a current capacity gap in a sewer service, 

however, based on growth projections and the ability of current infrastructure to delivery 

the service, a future gap is anticipated once a certain demand or growth rate has been 

achieved.

Service Characteristic General property, or characteristic, of service delivered by an asset or group of assets 

(e.g. regulatory, capacity, safety, reliability, quality, and environmental).

Technical Levels of Service The adequacy of assets to provide customer services, from a physical characteristics 

perspective.  This is also known as an operational/asset level of service.



8Levels of Service Process

Identify your 
Services

1

Identify your 
Assets

2

Describe 
Current LOS

3

Describe 
LOS 

Objectives

4

Identify 
Performance 

Measures

5

Identify LOS 
Gaps

6

Develop 
Strategies to 

Address 
Gaps

7

Prepare a 
Service 

Delivery Plan

8

DEFINING

ASSESSINGToday!



9Activity:  Defining and Assessing LOS
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Services

Assets

Current LOS

LOS Objectives

Performance Measures

Identify Gaps

Gap Strategy

Service Delivery Plan

Activity:  Defining and Assessing LOS



11Levels of Service Template

Facilitate communication (via staff) with Councils, stakeholders and the public about:

• The services and levels of service currently provided;

• Gaps between current and expected levels of service; and,

• Actions or estimated resource needs to address gaps.

PURPOSE

METHOD

• Spreadsheet-based levels of service template, customizable by each individual user

• Workshops to assist staff in learning about LOS by populating their template

• Primary focus on community levels of service



12Levels of Service Template

Excel Worksheet:  5 Tabs

• Document service delivery goals

1. Introduction

• Describe your services and the assets used to deliver them

2. Services and Assets

• Document current and target LOS, identify performance measures, identify 
current or future gaps & develop strategies to address them

3. Describing and Assessing LOS

• Prepare a service delivery plan to report out key findings from the process as 
and priority actions  

4. Reporting Out

• Identify short term actions to address data gaps, questions or conflicts

5. Interim Actions



13LOS Template

• This is the “cover page” for the LOS workbook

• Instructions

• Basic definitions

• Levels of service process

• General / strategic content (entered by user)

• community name

• corporate service delivery goals or commitments

• Acknowledgements

1. Introduction



14LOS Template – Introduction 
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1. Populate the intro section of the template  

• Enter community name 

• Enter service delivery goals from strategic plan, official community plan, etc.

1. Introduction

Activity:  LOS Template



16LOS Template

• Document the services the local government provides

• Identify the assets involved in delivering each service

• Ensures that assets are being organized based on function, as 

opposed to defining services based on assets

2. Services and Assets



17LOS Template – Services and Assets
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1. List your service areas
• Modify the defaults as needed

• Describe services under each category

• Use bylaws, budgets and service plans as your references

• Don’t start with the assets!

2. List the assets for each service
• Modify the defaults as needed

• Use capital plans and asset registers as your references

• This is not a complete inventory; the purpose is to link asset groups to services

2. Services and Assets

Activity:  LOS Template



19LOS Template – Describing and Assessing LOS

General properties that may be used to describe a service:

• Regulatory: What is the legal minimum?

• Capacity/Availability:  How much, where, when and for whom?

• Safety:  Protecting people and property

• Quality: How good is it (and in what respect)?

• Reliability:  How often is service interrupted?

• Environmental:  How well is the environment protected? 

• You do not need a level of service for each characteristic.  Use this as a guide to make sure      
nothing key is missing.

3. Describing and Assessing LOS



20LOS Template – Describing and Assessing LOS

Indicator = a specific property of service that 

can be objectively evaluated

3. Describing and Assessing LOS

Reliability

Water quality notices 
are infrequent and short 
in duration 

Service outages are 
infrequent and short in 
duration

Service 

Characteristic Indicators



21LOS Template – Describing and Assessing LOS



22Levels of Service Hierarchy

Service

Legal 
Requirements

Council Commitment

(Community LOS)

Technical / Operational / Asset 
LOS

Example

Transportation Utility

Motor Vehicle Act

Safe and efficient options

Smooth Roads

Low Traffic

Safe Sidewalks and Bike Paths

Capacity

Pavement Condition (IRI, 

etc)

Mode Share



23LOS Template – Reporting Out



24LOS Template – Interim Actions



25Levels of Service Process

Identify your 
Services

1

Identify your 
Assets

2

Describe 
Current LOS

3

Describe 
LOS 

Objectives

4

Identify 
Performance 

Measures

5

Identify LOS 
Gaps

6

Develop 
Strategies to 

Address 
Gaps

7

Prepare a 
Service 

Delivery Plan

8

DEFINING

ASSESSINGtoday next week
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Colwyn Sunderland, AScT, P.L.Eng.

Kerr Wood Leidal Associates Ltd.

csunderland@kwl.ca

250.294.8029

• Connect with colleagues to 

fill in gaps

• Gather and review service 

delivery policy 

Before next Thursday

(Session 3)…

mailto:csunderland@kwl.ca

