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2023 Balanced Budget Update

2020 – 2023 Multi-Year Budget

Contact Centre - 311



1. Service Description,  Goals and Performance Measurement 

2. Budget Overview and Highlights

3. Operating Budget:
• Revenue / Expenditures 

• Changes

• Salaries and FTEs

• Reserve Summary – N/A

• Referrals – N/A

4. Poverty Reduction Strategy

5. Capital Budget: 
• Summary

• Projects

• Changes

• Referrals – N/A

• Overview of Capital Needs

6. Other Important Information and Questions

Agenda



What We Do

Services Provided*

Services Description OurWinnipeg 
Goals

Contact Centre - 311 Provide accurate information and enhanced customer 
service through requests for non-emergency services to 
citizens and customers of the City of Winnipeg through a 
single point of contact.



Performance Measurements – Contact Centre - 311



How We Did

Performance Measurements – Contact Centre 311 (Cont’d)

*



Budget Overview



2023 Average Homeowner’s Property Tax Bill - $1,967

0.6%

99.4%

Average Property Tax Bill for City Services

Budget Overview
(Service Based View)



Preliminary 2023 Budget Update

Budget Overview
(Service Based View)



Operating Budget 



Operating Budget Expenditures Overview
(Service Based View)
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Budgeted Expenditures in millions of $ 
(including capital related)

2023 = $5.5 million 2022 = $4.3 million



Operating Budget Changes

Operating Budget (In millions of $) MYB Criteria
2023 

Budget

Mill Rate Support - Council Approved 2023 Projection from 2022 

Budget Process (a)

4.52             

Increase (Decrease) From Forecast*:

Revenue:

N/A

Revenue Net Change (b) -               

Expenditures:

Increase in funding to achieve improvement in the 311 service REV/COST 0.87             

Increase in transfer to capital REV/COST 0.18             

Miscellaneous adjustments HOUSEKEEP (0.11)           

Expenditures Net Change (c) 0.94             

Mill Rate Support - Preliminary Budget (a-b+c) 5.46             

* Includes housekeeping or fine tuning adjustments.



Salary Budget and Full Time Equivalents (FTEs) / 

Vacancy Management

Notes:

1. 2019 FTEs total = 84.00

2. No change in 2023 FTEs in comparison to 2022.

3. 1 FTE is approximately equivalent to $65,363 for vacancy management in the 2023 preliminary budget.

4. 2022 Actual FTEs = 55.50.



Capital Budget



Ongoing Software upgrade program for critical 311 Call Center software:

- Case management system used to service citizen requests by CSRs and self-
service forms

- Telephone interaction system used to route and answer citizen calls

Regular major software upgrades are required for security, reliability, and compliance

Capital Summary – By Service

Service ($000's)

2022 

Adopted 

Budget

2023 

Preliminary 

Budget

2024 - 2028 

Forecast

6-year 

Total

311 Renewal -                  0.3                     0.8                   1.1                     

Total Capital Submission -                  0.3                     0.8                   1.1                     



Capital Budget Changes

Projects ($000's) MYB Criteria

2023 

 Budget

2024 

Forecast

2025 

Forecast

2026 

Forecast

2027 

Forecast

2023 to 

2027 

Total

2028 

Forecast

6-year 

Total

Council Approved Forecast 100.0           -              -              107.0          104.0          311.0          311.0          

311 Renewal REV/COST 177.0           315.0          145.0          -              119.0          756.0          -              756.0          

Total Changes 177.0           315.0          145.0          -              119.0          756.0          -              756.0          

PRELIMINARY CAPITAL BUDGET 277.0           315.0          145.0          107.0          223.0          1,067.0      -              1,067.0      

Increase / (Decrease) From Forecast:

Variance from Forecast:

Increase in funding for 311 Renewal program for required software upgrades.



100%

Budget Outlook

Notes:

The Citizen Portal program is funded under Innovation and Technology Department.



Budget Challenges



Budget Outlook
2024 to 2026 Expenditure Projections
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Note:  Assumptions for 2024 to 2026 Forecast: All expenditures held at 2023 levels with the 

exception of salaries and benefits. Capital related expenditures have been excluded.




