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Strategic Directions 

 Allocate Human and Financial Resources Strategically to Support Student Needs 

 Build Strong Relationships and Partnerships Within School Communities to 

Support Student Learning and Well-Being  

 Create a Culture for Student and Staff Well-Being  

 Provide Equity of Access to Learning Opportunities for All Students 

Recommendation 

It is recommended that the report on the TDSB’s Service Excellence Program be 

received for information.   

Context 

The purpose of this report is to provide an overview of the Toronto District School 

Board’s (TDSB) Service Excellence Program.  

The Service Excellence Program is designed to support the TDSB’s Vision for Service, 

aimed at fostering a culture in central departments that values excellent service to 

schools, and to each other. This focus on excellence allows school staff to concentrate 

on improving student achievement and supporting the health and well-being of students.  

After 18 months of development, the Service Excellence Program was launched at the 

beginning of the 2018/19 school year, focusing on 14 central business and school 

operations departments, including Facility Services, Employee Services, IT Services 

and Business Services.  

Within the participating departments there are over 5,300 staff directly and indirectly 

engaged in the program. Eleven hundred of these staff are directly engaged. They are 

organized into 75 smaller unit teams and are responsible for implementing service 

https://www.tdsb.on.ca/About-Us/Director-of-Education/Vision-for-Service


excellence initiatives that will have an impact on the 4,200 staff who are indirectly 

engaged. For a description of the staff engaged, see Appendix A.  

System Alignment 

The TDSB’s Service Excellence commitment is one of the major levers for change in 

the TDSB at the department and school level, together with the Leadership Capacity 

Plan and the School Improvement Process. This work is guided and supported at the 

system level by the TDSB’s Multi-Year Strategic Plan. 

Program Design  

The Service Excellence Program is built around five focus areas that align with the 
TDSB’s strategic priorities, and provide the direction for Service Excellence. 

a. Establishing Equity as the Foundation 

b. Fostering Leadership and Teamwork 

c. Strengthening Service Delivery 

d. Celebrating Service Excellence 

e. Developing Leadership Capacity 

Within the focus areas are eleven expectations. For example, under Strengthening 

Service Delivery, expectation #6 asks: 

Does your unit team create the foundation for strengthening service delivery by: 

a) Determining core services and aligning them within department/TDSB strategic 

priorities. 

b) Setting objectives with measurable targets for each of your core services to 

assess effectiveness. 

c) Documenting existing processes, practices and protocols for core services.  

d) Ensuring documentation required for core service delivery is accessible to all unit 

team members.  

As shown in Appendix B, the focus areas and expectations are organized into a Unit 

Team worksheet. This document is the core of the program, and is used both as a 

reflection and assessment tool to help guide the service improvement work of the 75 

unit teams.  

Annual Service Improvement Cycle 

All unit teams are expected to continuously build their capabilities to improve services 

and deliver excellence. An annual service improvement cycle was created as a road 

map for how teams plan, implement and assess their service excellence work. Appendix 

C illustrates the flow of this annual cycle.  

 



Measuring Impact: Certification 

The cornerstone of the Service Excellence program is certification – an annual 

assessment of each team that measures their level of achievement against the program 

expectations, and their attainment of the annual program target.* The four certification 

achievement levels are outlined in Table 1 below: 

Table 1: Certification levels 
 

Level 
Name 

Level Description 

Explorer  Level 1 The team is beginning to attend to the task. 

Implementer Level 2 Practices and improvements are becoming established.  

Specialist  Level 3 
Practices and improvements are based on data, and are 
consistent and regularly followed. 

Master Level 4 
Practices and improvements are advanced, meeting a high 
level of client satisfaction and demonstrate best practice. 

The Service Excellence targets below are the key measurables that indicate how teams 

are expected to progress annually: 

1. 2018/19: All teams participate in Cycle 1 -  92% of teams participated 

2. 2019/20: All teams achieve level 1 or 2* 

3. 2020/21: All teams achieve level 2 or 3 

*Note: Due to the pandemic, assessments are optional for teams this year.  

 

Driving Continuous Improvement 

At the end of each annual cycle, every team receives an assessment report with a 
certification level based on how the team’s practices and processes demonstrate the 11 
Service Excellence expectations. A team’s certification level provides an objective, 
rigorous approach to measurement. Team strengths and recommendations on areas to 
improve are also important elements of the report. System leaders receive aggregated 
report data annually with recommendations to drive both department and team 
excellence. 

Looking Ahead 

Future Service Excellence initiatives include: 

 Setting certification targets beyond the 2020-2021 cycle to ensure teams strive to 

continuously improve services that exceed clients’ expectations.  



 A one day Executive retreat was scheduled in March 2020 however due to the 

pandemic, it was replaced by three 2 hour sessions to take place over April, May 

and June 2020.  

 Inter-departmental collaborative approach for resolving system-wide service 

delivery issues. 

 Formally and publicly recognizing unit teams who demonstrate excellence in their 

practices, processes or projects. 

Action Plan and Associated Timeline 

N/A 

Resource Implications 

Program resources are managed in the current departmental budget. 

Communications Considerations 

The TDSB Service Excellence website was launched in the fall of 2018 as an online 

information and learning resource. Further communication media and resources will be 

developed in 2020/21. 

Board Policy and Procedure Reference(s) 

N/A 

Appendices 

 Appendix A: Service Excellence Staff Engagement & The Cascade of 

Influence 

 Appendix B: Service Excellence Unit Team Worksheet 

 Appendix C: Service Excellence Annual Service Improvement Cycle 

 

From 

Manon Gardner, Associate Director, School Operations by email at 

Manon.gardner@tdsb.on.ca. 

Richard Christie, Senior Manager, Sustainability by email at 

Richard.christie@tdsb.on.ca.  

Arlene Winsborrow, Manager, Service Excellence by email at 

Arlene.winsborrow@tdsb.on.ca.  
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