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ST. LAWRENCE PARKS COMMISSION

The St. Lawrence Parks Commission, an agency of the Government of Ontario, operates cultural, educational,
and recreational facilities along Eastern Ontario’s heritage corridor, stretching from Kingston to the Quebec
border. Properties include:

e Upper Canada Village

e Fort Henry National Historic Site of Canada (and a UNESCO World Heritage Site)
e Kingston Pen Tours

e Crysler Park Marina

e Upper Canada Golf Course

e Upper Canada Migratory Bird Sanctuary

e 10 campgrounds, six beach day-use picnic areas, and

e Two scenic parkways: Long Sault Parkway and Thousand Islands Parkway

e Two third-party operated campgrounds: Charlottenburgh Park and Grenville Park
e One third-party operated aerial adventure park: Treetop Trekking 1000 Islands

These businesses are supported by the agency’s central services, including Maintenance and Operations;
Environment and Land Planning; Marketing, Communications and Guest Relations; and Corporate Services.

EXECUTIVE SUMMARY

The St. Lawrence Parks Commission located in Eastern Ontario is a board-governed operational enterprise
agency of the Ontario Ministry of Tourism, Culture and Gaming, operating under the St. Lawrence Parks
Commission Act and as a Commission Public Body under the Public Service of Ontario Act.

The Commission has an important history along the binational St. Lawrence Seaway commencing in 1951
when Canadian and Ontario’s governments signed a joint agreement to create a public commission that would
ensure safeguarding the historical importance and scenic beauty of any lands affected by the St. Lawrence
Seaway project. In 1955, an act to create the Ontario-St. Lawrence Development Commission received royal
assent and by 1958, the Commission managed thousands of acres of land, providing educational, natural, and
leisure activities for the local population and significantly contributing to the economy of Eastern Ontario.

When work was largely completed for the Seaway project in 1964 the name of the Commission was changed
to the St. Lawrence Parks Commission (SLPC).

Following the Commission’s 50th anniversary in 2011, there was growing interest in expanding its natural,
leisure, and historical attractions. This led to the development of new outdoor parks and, in 2016, SLPC
became an operating partner for the tours of Kingston Penitentiary. As SLPC has invested in refreshing guest
experiences and keeping pace with guest demands, expansion and growth continue with self-generated
revenue (excluding transfer payment and net of cost of goods sold) from operations growing from $7.6 million
in 2011-12 to $17.4 million in 2023-24, an increase of 129%. Looking ahead to 2025-26 and 2027-28, we aim to
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increase self-generated revenue to $19.4 million and $21.7 million, respectively. The impact on SLPC’s
financial performance has been dramatic and continues to have impressive potential with strategic
infrastructure investments and smart business practices.

Today, the SLPC is a regional leader in tourism, extending 200 km from Kingston to near the Quebec border. It
continues to manage thousands of acres of parkland and attractions along the St. Lawrence Heritage Corridor,
drawing an estimated million plus guests annually and generating an estimated economic impact of over $105
million. The SLPC’s beautiful waterfront parks, attractions, and events like Pumpkinferno, Sunset Ceremonies,
and Alight at Night have become cherished traditions, fostered community connections and created lasting
positive memories for guests.

Since 2018, SLPC’s has been lasered focused on the priorities set out in our five-year strategic plan,
Strengthening Our Foundation for a Sustainable Future (2021-2026). Investing in infrastructure has been a key
objective and with that these investments also support the priorities of caring about the environment, moving
thoughtfully towards operational self-sufficiency, embracing partnerships to enhance regional economic
impact, and investing in a talented and diverse workforce. These key priorities will continue in setting the
foundation for 2025-26 as we push forward to see our infrastructure revitalization with our municipal and our
environmental stakeholders progress while simultaneously making the necessary investments in our team and
sites to enhance our product offerings to support revenue growth.

With infrastructure revitalization progressing, 2025-26 will also be about product expansion to enable revenue
growth. SLPC is excited to be working on numerous revenue generating enhancements for core programming.
We are mindful about the potential economic challenges our guest may face in the next few years and with
that we are exploring more packages, combos and add-ons. We will be continuing to extend our seasons at
our parks and recreational sites and adding new paddle sport rentals, roofed accommodations and
revitalization of our full serviced camping sites. Our operational plan includes building on a successful food and
beverage service and creating increased event hosting opportunities.

Our strategic focus is working. SLPC is building a solid foundation for a sustainable future seen in our increased
visitation and financial performance. 2025-26 will be a year of infrastructure revitalization continuing and
growing revenue generation with an amazing team who are the key reason our sites are successful.

MISSION, VISION AND MANDATE

The St. Lawrence Parks Commission (SLPC) was established in 1955 and is an agency of the Province of
Ontario. SLPC:

* Operates under the authority of the St. Lawrence Parks Commission Act R.S.0 1990.

* Is guided by a Letter of Direction between the Minister of MTCG and Chair, and government directives;
and

* Is designated as a board-governed agency for which the accountability framework is set out by the
Agencies and Appointments Directive.
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MISSION

The purpose of the St. Lawrence Parks Commission is to provide, preserve and advocate for our parks, our
heritage assets and our environment through operations and partnerships that contribute to an exceptional
guest experience and economic prosperity in the region.

VISION

Tourism, recreation, heritage, and cultural experiences in Eastern Ontario are sustained, enjoyed and
accessible today, tomorrow and for future generations.

MANDATE

To provide tourism, cultural, educational, and recreational opportunities for residents of Ontario and visitors
to the province through the presentation and interpretation of historic attractions and the development and
operation of parks, campgrounds, scenic parkways, and recreational areas.

SLPC supports MTCG efforts to strengthen Ontario’s tourism industry. As a key economic driver in Eastern
Ontario, SLPC will focus efforts on new product development and program enhancements that will draw new
and returning customers to the region.

STRATEGIC DIRECTIONS

Strategic Plan

SLPC’s strategic plan, Strengthening our Foundation for a Sustainable Future (2021-2026) serves as our
foundational strategy. Developed via a comprehensive and inclusive strategic planning exercise led by MDB
Insights and the Executive Decision Centre at Queen’s University’s Smith School of Business, building the
strategy engaged the Board of Commissioners, senior staff, front-line staff, municipal and community partners
and SLPC’s valued customer base. The plan’s principal objectives focus on investment in our employees,
revitalization of SLPC’s aging infrastructure, community partnerships, environmental stewardship, and
optimizing resources to move the organization into the future.

These strategic objectives set the overall direction for the Commission and our business and functional units
have used these strategic pillars as the framework for all the individual strategies and initiatives that follow in
this document.

EMPLOYEE INVESTMENT

* Organizational culture
* Health and wellness
* Employee experience focus


https://www.parks.on.ca/default/assets/SLPC-Strategic-Plan-2021-ENG.pdf
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* Human Resources plan

INFRASTRUCTURE

* Revitalization

* Sewage and water connections
* Operational upgrades

* Technology improvements

CONNECT & COLLABORATE

* Community connections

* Land, cultural and historical stewardship
* Organizational cohesion

* Regional tourism leadership

* Board engagement

ENVIRONMENTAL SUSTAINABILITY

* Environmental plan

* Sustainable system implementation
* Environmental understanding

* Carbon footprint reduction

FINANCIAL SUSTAINABILITY

* Financial plan

* Invest in attractions and facilities
* New market development

* Funding optimization

* Continuous improvement

ALIGNMENT WITH GOVERNMENT PRIORITIES

SLPC is guided by an annual letter of direction from the Minister of MTCG to the SLPC Board Chair, outlining
the Minister’s broad expectations for all board-governed provincial agencies with respect to service and
performance priorities for the coming fiscal year.

These priorities and expectations serve as a reference point for the Commission’s strategic planning
framework and business goals. The information in this section outlines how SLPC is delivering on these
priorities in 2025-26.
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INNOVATIVE

SLPC will continue to support the digital mandate from the Minister and enhanced customer service
standards, as well as SLPC’s own business goals of delivering guest service excellence through the following
strategies:

Evaluate and enhance core programing to align with guest interests, new technologies and demand.
Ongoing development of foundational tools and standard operating procedures to improve program
delivery and prioritize digital accessibility for our guests.

Prioritize user-friendly self-service digital booking services to simplify guest interaction.

Using guest feedback for customer-centric decision making, SLPC is developing service standards, and
action plans to collect data on usage of various guest relations channels, increasing the use of social
media as a guest care medium, driving more self-serve booking capabilities and developing guest
feedback mechanisms to streamline the guest experience.

Strive to exceed guest service standards by providing positive guest experience and personalized online
interactions to strengthen the SLPC’s brand image, reputation and community perception.

SLPC will continue to frequently collaborate with Supply Ontario to exchange procurement data related
to ongoing projects.

SUSTAINABLE

SLPC will continue to strengthen public service delivery by optimizing organizational capacity, directing
existing resources to priority areas, and work to support the goals of MTCG by implementing the following:

Continue to focus on revenue generating opportunities that realize positive net income, identify and -
explore new markets and partnerships as well as practice robust expenditure management as we
continue to move towards operational self-sustainability.

SLPC’s five-year Human Resources Plan (2021-2026) supports the emerging business priorities and
workforce challenges SLPC is facing, as well as the strategic directions of the SLPC Strategic Plan.

In 2025-26 SLPC will deploy a paid media recruitment campaign to address ongoing labour shortages,
promoting jobs and opportunities in the tourism industry.

In 2023-24 SLPC’s total revenue (including transfer payment) was $24.5 million (which exceeded 2019
pre-pandemic numbers and outperformed the prior year by $1.7 million or 7%). SLPC has been steadily
increasing its revenue year-over-year. This financial performance is largely due to a notable rise in
attendance and the adoption of effective pricing strategies that resonated well with our customer
base.

ACCOUNTABLE

SLPC reports on outcome-focused performance measures to monitor and measure performance in the
following ways:
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SLPC adheres to accounting standards and practices and responds immediately to audit findings where
applicable. SLPC’s 2023-24 yearly financial audit uncovered no misstatements or significant
observations (a clean audit).

The senior leadership team conducts monthly financial reviews of key performance indicators in
concert with the Finance and Audit Committee and the Board of Directors. SLPC abides by applicable
government directives and policies and will continue to ensure transparency and accountability in
reporting.

Activity (attendance) levels are evaluated and compared to the budget and previous year activity to
evaluate performance, identify trends and opportunities for growth.

As part of the business planning process, and subsequently each quarter, SLPC’s management team
reviews and updates its risk registry and mitigation strategies following the OPS framework for risk
reporting and identifies all potential risks facing their operations.

To ensure limited capital funding is allocated most effectively, priority is assigned to projects with the
greatest inherent risk which is determined by a comprehensive business case and risk assessment
analysis report.

SLPC maintains robust emergency plans and response protocols to proactively identify potential risks
minimizing impact of unforeseen events.

SLPC’s Board Chair is directly responsible for ensuring transparency, good governance and
accountability. This includes a process under which, as appointment terms expire, SLPC actively
advocates for new commissioners who possess skills, knowledge and experience needed to effectively
support the Board’s role in agency governance and accountability.

SLPC is committed to celebrating the diversity of our guests and employees, making them feel welcome. In
2025-26, SLPC will continue to work on the following:

In consultation with local Black communities, Upper Canada Village will expand on the newly launched
Black History Exhibit and educational programming in February during Black History month.

Work will continue with Akwesasne Mohawk Nation on expanding the development of Indigenous
programming for Upper Canada Village and the St. Lawrence Parks Commission, including the
development of an exhibit featuring Indigenous stories and culture.

The priorities in SLPC’s Anti-Racism Action Plan will be expanded upon with the work of SLPC’s
Inclusion, Diversity, Equity and Accessibility (IDEA) group. This will include support for our
2SLGBTQQIA+ staff through awareness training and initiatives to create community.

SLPC will expand the Rainbow Registration accreditation at all SLPC historic sites.

SLPC has taken the following steps to protect individual and organization data by actively managing data and
cybersecurity and reporting Artificial Intelligence uses, these steps involve:

Internal risk assessments;
Development of a security policy;
Implementing access controls;
Use of encryption;
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e Update software to address vulnerabilities;

e Backup Data to multiple secure offsite locations;
e Monitor and respond to threats;

e Implement predictive Al cyber security tools.

SLPC follows the OPS guidelines for responsible use of Artificial Intelligence (Al). Where SLPC has greatly
benefitted from this technology is in:

Cyber Security
Report Writing

Information Technology Development
e Customer Service

Marketing and Sales

Financial Analytics

Process Automation

Future Development for the use of Al includes:

Data Analytics

Human Resources
Inventory Management
Fraud Detection

SLPC SPECIFIC PRIORITIES

In addition to government-wide priorities, the Minister also included five priorities specific to the St. Lawrence
Parks Commission.

Continue to identify revenue generating opportunities to support the quality and sustainability of operations,
and work to identify and capitalize on new revenue generation opportunities and enhance the visitor
experience.

SLPC will develop new approaches/tools to support revenue generation:

* Increase online booking capabilities for SLPC experiences to streamline and digitize the guest
experience.

* Expand market reach by tapping into new and diverse markets through targeted influencer
partnerships.

* Gain key insight and actively engage with the education market and cruise industry to further
establish these streams of business.

* Re-establish and build new relationships with National and International Tour Operators, and
Industry Partners to secure new group business for SLPC Historic Sites and introduce Parks and
Recreation opportunities.
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* Attend Rendez-vous Canada 2025, Bienvenue Quebec 2025, OMCA 2025 and NTA 2025 hosted by
Ottawa Tourism and work with select Online Tour Operators (OTAs) to leverage their sales reach
driving conversion.

* Enhance current education programs to align with current curriculum, along with a focus to
develop new programs enabling growth in the education market.

* Continue to grow the Teacher Access Pass program to increase brand awareness with the goal to
further grow student group visitation at Historic Sites.

Continue to work with the Ministry to continue to address St. Lawrence Parks Commission’s capital needs.
Preserve and safely showcase SLPC’s unique and rich tourism and heritage assets to visitors, driving tourism
and generating local jobs and economic growth for the communities of Eastern Ontario.

* SLPC will prioritize and implement critical capital projects to mitigate risks using newly updated asset
management data as it becomes available.

Continue to work with the Ministry of Transportation to explore appropriate delivery of services outside of
SLPC’s core mandate, such as highway management.

* SLPC will work in collaboration with MTO to build on the 2024 MTO announcement regarding
maintenance of the Thousand Islands Parkway and the development of a new agreement for the Long
Sault Parkway.

Continue to engage with Indigenous communities in delivering the St. Lawrence Parks Commission’s mandate,
including major capital projects, and consulting with any such communities where required.

* SLPC will continue to expand the narrative on Indigenous history. Upper Canada Village has been
actively working with the Mohawk Council of Akwesasne since 2023 and the Indigenous Experiences of
Ottawa in 2024 to incorporate Indigenous programming at the site. This will include a new Indigenous
exhibit at the Upper Canada Village Discovery Centre beginning in 2025.

* SLPC values the partnerships established with Indigenous communities beyond programming, for
example collaboration on the Great River Cleanup, an ongoing partnership with the Mohawk Council of
Akwesasne and the St. Lawrence River Institute will continue to be an important corporate initiative.

* Indigenous communities will continue to be engaged in meaningful consultation and where there is a
duty to consult, impacted Indigenous communities will be contacted regarding major construction
projects and land disposition plans.

Continue to collaborate with industry stakeholders and other agencies and attractions to promote the growth

of the tourism industry in Ontario.
Leveraging partnerships with industry to catalyze economic activity and job creation, SLPC will:

10
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* Discover new partnership opportunities and continue to forge and strengthen existing partnerships
with Destination Ontario, Regional Tourism Operators, Destination Marketing Organizations, sister
agencies and regional industry partners promoting SLPC attractions and experiences to grow
visitation and revenue across all SLPC sites.

* Create destination-sell itineraries for the group and fully independent traveller (FIT) markets to
further leverage partnerships with Industry stakeholders.

*  Work with industry partners inviting qualified operators on familiarization tours to experience
SLPC's Historic Sites programming.

* Create compelling product messaging through earned, owned, and paid media and grow
community through social listening.

* Drive conversion from social media channels, increasing web traffic and drive target audience to
purchase tickets online.

OVERVIEW OF CURRENT AND FUTURE PROGRAMS AND ACTIVITIES

BUSINESS UNITS | CULTURAL AND EDUCATIONAL
Upper Canada Village

Depicting life in a rural Canadian setting during the year 1866, Upper Canada Village is one of the largest living-
history museums in Canada. It was founded in 1961 and features more than 40 historic buildings, many of
which were moved to the Village from the “Lost Villages” to preserve them prior to the flooding for the St.
Lawrence Seaway development project. Core programming (which runs from May to September) features
talented historical interpreters bringing these buildings to life every day, recreating traditional trades, farming,
music and 19t century social life — creating an immersive guest experience that makes every visit to the Village
different from the last. Located in Morrisburg, Ontario, the Village also offers spring and fall walking tours,
experiential education programs for schools, Black History exhibit with accompanying school programming for
Black History Month, summer camps, in-season special events such as the Horse Lovers’ Weekend and the
1860s Fall Fair, and two very popular month-long shoulder season events: Pumpkinferno in the month of
October and Alight at Night in the month of December.

Fort Henry

Garrisoned by British soldiers until 1870 as a key site for the defense of the Rideau Canal and the Kingston
harbour, and abandoned by Canadian troops in 1891, Fort Henry fell into disrepair. In 1936, the Fort
underwent restoration and opened as a living history museum in 1938. Now a National Historic Site, Fort
Henry has seen millions of visitors pass through its gates, entering the realm of 19th century military life. Fort
Henry core programming (which runs from May to September) offers guests guided and self-guided tours,
scenic views, heart-pounding musical performances and precision military demonstrations by the Fort Henry
Guard, a highly disciplined group of student recruits trained as British soldiers from 1867. The Fort also offers
experiential education programs for schools, lighter fall programming, in-season special events, and annual

11
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standalone events including Cannonball Crush obstacle race and YGK Craft Beer Fest. The Fort also runs a long-
run fall event each October, with 2023-24 marking the return of its Fort Fright interactive scare experience
after two seasons of its own version of Pumpkinferno in Kingston.

Kingston Pen Tours

Kingston Pen Tours offer an in-depth look at life behind the walls of Canada’s oldest maximum-security prison.
A National Historic Site, the Kingston Penitentiary played a prominent societal role on a local and national
scale, from the time of its inception in 1835, to its principal role under the newly formed federal government
in 1867 to its final day of operations in September 2013 as a maximum-security level facility. Kingston Pen
Tours core programming (which runs from May to October) offers a variety of guided tours which include first-
hand accounts from retired corrections staff providing guests with a blend of the historic, architectural, and
criminological components of this storied institution, creating a one-of-a-kind experience. Kingston Pen Tours
offered a limited series movie night event and Pumpkinferno in the fall.

BUSINESS UNITS | RECREATIONAL
Campgrounds and Beaches

Parks of the St. Lawrence operates two scenic waterfront parkways, six sandy beaches and picnic areas, and
ten beautiful waterfront campgrounds. Campgrounds offer extended stay and transient camping between
May and October, and beaches and picnic areas are open weekends in May and June and then daily from late
June to Labour Day. In 2025-26, Parks of the St. Lawrence will increase the number of locations offering its
watersport rental program, focus on providing affordable accommodations in the face of inflationary
pressures on consumers, increase the number and range of accommodations offered, and extend the season
for camping.

Upper Canada Golf Course

Award-winning and routinely recognized as a top public course in Eastern Ontario, this 6,922-yard course
challenges both beginners and skilled golfers alike. Located in one of Canada’s most picturesque settings, the
course winds through evergreen and deciduous trees, sometimes alongside waterways, and offers glimpses of
natural beauty and wildlife like no other course. On-site driving range and putting green are available for
practice or clinics and the course’s clubhouse hosts a restaurant, bar, locker rooms and showers, and a Pro
Shop. Upper Canada Golf Course is conveniently situated close to other SLPC facilities, including Upper Canada
Village, Crysler Park Marina, and numerous campgrounds and day-use areas. Online tee times and seasonal
memberships are available. Upper Canada Golf Course continues to explore shoulder season business
initiatives, expanded food and beverage services and create a new tournament package and distribution plan
to increase the number of large corporate/charity tournaments hosted at the course.

12
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Crysler Park Marina

Crysler Park Marina is a charming full-service marina with 250 slips in a deep bay along the north shore of the
St. Lawrence River. One of Eastern Ontario’s premier marinas, Crysler Park Marina welcomes guests May
through October for the season or as a stopover. Located at Marker 72 between Montreal and the scenic 1000
Islands, the area boasts excellent fishing and cycling nearby. Crysler Park Marina offers docking, fuel and
watersport rentals, and nearby dining, shops, golf and world-class attractions Upper Canada Village and Battle
of Crysler Farm. Campsites, waterfront roofed accommodations and a golden sand beach border the Marina.
Premium indoor and outdoor storage is available for boats and recreational vehicles during the off-season.
Crysler Park Marina will undertake planning to explore new business growth opportunities for its marina,
camping and beach facilities, including expanded indoor and outdoor boat storage, camping expansion and
season extension, and roofed accommodations and beach enhancement including updated washroom
facilities, watersport rentals, and picnics and events.

RISK ASSESSMENT

RISK: AGING INFRASTRUCTURE

SLPC faces significant challenges due to aging infrastructure across its properties. This includes facilities, sewer
and water systems, mechanical and electrical systems, public access roads, bridges, scenic parkways, and
approximately 70 km of off-road trails and bike paths. Many of these assets are over 50 years old, raising
concerns about their reliability and safety.

Impact and Consequence

Any failure or closure of these infrastructures could severely impact service quality and jeopardize the safety
of both guests and staff at our attractions and facilities. Potential consequences include reduced attendance
and revenue, a diminished guest experience, and increased risk of injury claims against SLPC. Additionally,
such failures could lead to higher operational costs, negative environmental impacts, and potential site
closures.

Category

Delivery / Operational - Environmental / Infrastructure

13
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Risk Rating | High

Likelihood 5
Impact 4
Overall Risk Rating (Likelihood x Impact) 20
Mitigation Strategies

* Leverage the Ministry’s Capital Repair and Rehabilitation (R&R) program funding to prioritize and
address high-risk infrastructure needs.

» Diversify funding sources for infrastructure projects by strategically separating regular and major
capital projects and applying for alternative funding programs from the Provincial Government with
support from the MTCG.

* Implement a robust schedule of regular preventative maintenance to mitigate the risk of failures and
closures.

* Develop a comprehensive long-term capital plan to prioritize and budget for future infrastructure
needs.

* Seek additional funding sources such as grants and donations, including establishing a new charitable
foundation to generate funding for capital projects.

* Adopt best practices and tools for asset management, including condition assessments and
vulnerability evaluations.

* Provide training for staff to enhance their ability to identify and report infrastructure issues promptly.

* Collaborate with external partners and stakeholders to share best practices and resources for
infrastructure management.

RISK: ECONOMIC FACTORS AND RISING OPERATIONAL COSTS - IMPACT ON REVENUE AND PROFITABILITY

Impact and Consequence

Reduced revenue and profitability stem from a combination of challenges, including lower attendance, rising
operational costs, and decreased visitor spending as individuals face reduced disposable income and more
diverse leisure alternatives. Compounding these pressures, the mandatory salary adjustments under Bill 124
significantly increase expenses, while heightened compliance costs and persistent inflation further intensify
financial strain. Together, these factors create a challenging environment that undermines the organization's
ability to sustain financial stability and growth.

Category

Financial - Economic

14
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Risk Rating | medium-high

Likelihood 4
Impact 4
Overall Risk Rating (Likelihood x Impact) 16
Mitigation Strategies

* Review financial reports and key performance indicators monthly, comparing them with the budget
and industry benchmarks to identify signs of economic downturn.

* Adjust marketing campaigns and pricing strategies based on visitor feedback and market research to
enhance attendance and spending.

* Foster a culture of cost efficiency and lean management with clear targets across all business areas.

* Promote fee strategies and reciprocal programs to attract regular visitors and educators, with
increased efforts on home schooling, private schools, and boards unaffected by labour disruptions.

* Enhance product offerings through new programs and events.

* Continue to develop and invest in new products and enrich the product mix.

* Explore partnership opportunities for collaborative programming and site utilization.

RISK: CYBER SECURITY
Impact and Consequence

A cyber security breach or Al misuse could lead to significant financial and reputational damage, loss of
sensitive data, service interruptions, compromised employee and guest information, customer concerns, and
potential legal action.

Category

Delivery / Operational - Information and Information Technology

Risk Rating | Medium-high

Likelihood 4
Impact 4
Overall Risk Rating (Likelihood x Impact) 16
Mitigation Strategies

e Addressed all IT audit recommendations identified by Treasury Board in 2022.

e Provide a secure and compliant IT environment through annual risk assessments conducted by third-
party cyber risk assessment experts with ISO/IEC 27001 for all third-party cloud and on-premises digital
resources.

15
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e Utilize emerging technologies such as Al-driven email security, comprehensive endpoint protection,
biometric authentication, and next-generation intrusion prevention firewalls.

e Conduct an information technology risk assessment in 2024 to evaluate the benefits and drawbacks of
emerging technologies for cyber security.

e Design and implement a secure and resilient ‘Cloud First’ IT infrastructure strategy to withstand cyber-
attacks and minimize operational impacts.

e Enhance staff cyber hygiene through awareness training and email attack simulation campaigns.

e Develop product guides, knowledge bases, and standard operating procedures (SOPs) for staff.

e Participate in Cyber Security Ontario monthly meetings for the Broader Public Sector and utilize
available training and advisory resources.

e Use the Ministry’s R&R program funding to address the highest priority needs when feasible.

e Collaborate with the Community Services I&IT Cluster (CSC) to support SLPC in delivering IT security
enhancement projects.

e Leverage emerging Artificial Intelligence (Al) technology with Email and Network Security Detect and
Respond automation Al

e Public Alis not currently in use in public facing avenues to seek information as part of a process,
service or program

e In addition to Al best practices educational literature made available to staff, SLPC will Introduce a new
Data Security Posture Management Platform for internal Al activity providing easy-to-use graphical
tools and reports to quickly gain insights into Al use within the organization.

RISK: ENVIRONMENTAL RISKS
Impact and Consequence

Environmental risks, such as invasive species, natural disasters (e.g., floods, wildfires) and extreme weather,
and habitat degradation, can threaten the ecological integrity and operation of our assets. These risks can lead
to increased operational costs for remediation, serious damage to infrastructure, power outages, loss of
biodiversity, and diminished visitor experiences, ultimately affecting attendance and revenue.

Category

Delivery / Operational - Environmental

Risk Rating | Medium-high

Likelihood 4
Impact 4
Overall Risk Rating (Likelihood x Impact) 16
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Mitigation Strategies

e Implement regular environmental assessments to identify and address potential risks.

e Develop and enforce management plans for invasive species and habitat restoration.

e Invest in infrastructure improvements to mitigate the impact of natural disasters and extreme
weather, such as flood defenses, covered areas, and strong outdoor installations.

e Promote environmental education programs to raise awareness among visitors about conservation
efforts.

e Continue presale for rain or shine events.

e Partner with organizations such as the Frontenac Arch Biosphere and the 1000 Islands Watershed Land
Trust to reduce our carbon footprint through participation in carbon offset and Species at Risk
protection programs.

e Collaborate with other agencies such as the St. Lawrence River Institute and Pollution Probe to reduce
waste and plastics from the St. Lawrence River and participate in research programs.

e Improve business practices to obtain environmental certifications such as Clean Marine.

e Develop and update protocols and provide staff training.

e Maintain tools for emergency preparedness.

RISK: FUNDING DEPENDENCY
Impact and Consequence

Over-reliance on specific funding sources, such as government grants, can pose significant risks if those
sources become unavailable or are reduced. This dependency can lead to budget shortfalls, limiting the ability
to maintain operations, invest in new projects, or respond to unexpected challenges.

Category

Financial — Forecast

Risk Rating | Medium-high

Likelihood 3
Impact 4
Overall Risk Rating (Likelihood x Impact) 12
Mitigation Strategies

e Diversify funding sources by exploring alternative revenue streams, such as partnerships, grants, and
community fundraising initiatives.

e Maintain a reserve fund to provide a financial safety net during periods of reduced funding.

e Regularly review and adjust the budget to reflect changes in funding availability and operational needs.
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Engage with stakeholders to build support for funding initiatives and enhance community involvement.

RISK: STAFF SHORTAGES

SLPC is one of Eastern Ontario’s largest seasonal and student employers, with 64 full-time staff increasing to
over 500 during peak tourism season, primarily comprising students from post-secondary and secondary
levels. The tourism industry has faced challenges in recruiting and retaining staff over the past three seasons.
Staffing positions that require heritage trade skill sets such as carpentry, blacksmithing and horse driving has
become increasingly difficult.

Impact and Consequence

Staff shortages could negatively impact service quality and the availability of programming at attractions and
facilities, potentially leading to revenue loss depending on location and time of year.

Category

Delivery / Operational — Human Resources

Risk Rating | Medium-High

Likelihood 4
Impact 3
Overall Risk Rating (Likelihood x Impact) 12
Mitigation Strategies

* Realign staff to meet program needs and visitor patterns, incorporating succession planning and
integrated performance management.

* Develop learning plans to address the needs of a diverse skilled workforce.

* Create on the job training opportunities for existing staff to develop new skills.

* Maintain strong connections with communities that have an interest in heritage trades, ensuring they
are informed as job opportunities arise.

* |Initiate early recruitment and specialized outreach to known sources of strong candidates.

* Enhance current HR tools and strategies using innovative technology solutions and LEAN/Kaizen
activities, including improvements in recruiting, training, HR, and records management.

* Optimize the balance between high school and university students for coverage during opening and
closing seasons.

* Link workforce planning metrics to strategic business planning.
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RISK: AGING TREE CANOPY IN PARKS AND ON PARKWAYS
Impact and Consequence

As stewards of 7,000 acres of land, SLPC faces increasing risks from aging trees, particularly on parkways. This
poses potential hazards, including falling trees that could damage property (both SLPC-owned and guest
property) and create health and safety concerns, resulting in increased costs.

Category

Delivery / Operational — Environmental / Infrastructure

Risk Rating | Medium

Likelihood 3
Impact 3
Overall Risk Rating (Likelihood x Impact) 9
Mitigation Strategies

* Conduct ongoing hazardous tree removal and forestry management.

* Follow recommendations from professional tree risk evaluation reports completed by certified
arborists.

* Regularly review the tree canopy and remove high-risk trees as needed, along with pruning for
deadwood and weak attachments.

* Collaborate with the Ministry of Transportation (MTO) on a long-term tree canopy management
strategy for the parkways.

* Begin to reinstate tree canopy with disease-resistant species that can withstand the changing weather
conditions observed recently.

RISK: DIFFICULT RELATIONSHIPS WITH PLACES AND PROGRAMS FIRMLY ROOTED IN COLONIALISM
Impact and Consequence

Increased public awareness and recognition of BIPOC history may complicate perceptions of Upper Canada
Village and Fort Henry, potentially influencing attendance and affecting SLPC’s reputation and public narrative.

Category

Public Perception / Stakeholder — Reputation
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Risk Rating | Medium

Likelihood 3
Impact 3
Overall Risk Rating (Likelihood x Impact) 9
Mitigation Strategies

Incorporate more BIPOC voices into programming.

Continue implementing the Anti-Racism Action Plan.

Partnering with the Mohawk Council of Akwesasne on river cleanup initiatives through the St.
Lawrence River Institute.

Provide diversity training for frontline staff to effectively respond to guest inquiries regarding
colonialism.

Develop responsive messaging and positioning regarding efforts to address historical gaps.

RISK: DIFFICULTY ATTRACTING MULTILINGUAL STAFF, PARTICULARLY FRENCH

Impact and Consequence

The inability to recruit French-speaking staff may hinder the filling of designated positions and limit our
capacity to meet customer demands, especially in Guest Relations, where many inquiries are in French. The
recent strengthening of the French Language Services Act has heightened expectations across all business
areas, increasing the risk of non-compliance, guest complaints, and ombudsman reviews.

Category

Delivery / Operational — Human Resources

Risk Rating | MEDIUM

Likelihood 3
Impact 3
Overall Risk Rating (Likelihood x Impact) 9
Mitigation Strategies

Reach out to institutions and organizations which provide multilingual training and attracts
international students.

Allocate larger budgets for posting designated positions.

Offer remote work options to broaden the candidate pool.

Utilize census data on French speakers to better geo-target job postings.
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* Collaborate with recruitment experts to develop strategies for attracting French-language speakers.
* Provide language training for current staff who wish to enhance their language skills.

RISK: REGULATORY CHANGES
Impact and Consequence

Changes in government policies or regulations can significantly affect the operations of the SLPC. This may
include new environmental regulations, changing regulatory requirements, health and safety standards, or
changes in funding eligibility criteria. An example of these type of changes was with respect to SLPC’s drinking
water system licenses with local health units. Health unit changes to sampling requirements required SLPC to
undertake additional compliance sampling resulting in significant cost increases to SLPC. Non-compliance
could lead to legal repercussions, fines, or loss of funding, while adapting to new regulations may require
additional resources and time.

Category

Delivery / Operational - Compliance

Risk Rating | Medium

Likelihood 3
Impact 3
Overall Risk Rating (Likelihood x Impact) 9
Mitigation Strategies

* Stay informed about potential regulatory changes through regular monitoring of government
announcements and industry news.

* Engage with industry associations for favourable policies and share best practices.

* Develop a compliance framework to ensure readiness for new regulations, including staff training and
resource allocation.

* Establish relationships with regulatory bodies to facilitate communication and understanding of
upcoming changes.

* Where feasible convert systems with significant regulatory oversight, such as drinking water and
wastewater treatment, to municipal systems to reduce risk and burden to SLPC.
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RISK: CHANGING MEDIA LANDSCAPE AND NEWS OUTLET CONSOLIDATION/CLOSURES
Impact and Consequence

The closure of newspapers and layoffs of local journalists, along with restrictions on sharing news via social
media, have led to fewer news outlets. This increased competition for coverage may result in less earned
media exposure, with a smaller reach for any coverage obtained. Consequently, this could limit outreach to
the general public, necessitating larger budgets for paid outreach and potentially reducing the number of new
guests to our sites.

Category

Financial Forecast

Risk Rating | MEDIUM

Likelihood 4
Impact 2
Overall Risk Rating (Likelihood x Impact) 8
Mitigation Strategies

* Increase focus on owned media channels.

* Collaborate with partners on targeted media pitches.

* Further align communications and social media efforts for greater impact.
* Allocate more time for creative outreach initiatives.

ENVIRONMENTAL SCAN

The Commission undertook a STEEP (Social, Technological, Economic, Environment and Political) approach to
its environmental scan. This approach fosters the cultivation of external and strategic thinking. It involves
foreseeing potential business threats and taking proactive measures to prevent or minimize their impacts.

SOCIAL
Social and ethical trends shifting consumer sentiment and aspirations

e Increased awareness/Recognition/Reconciliation of BIPOC's place in history.
e Land acknowledgements.
e History interpreted from multiple viewpoints — Indigenous, American, Canadian/British, and so on.

Hyper-Personalization
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Today’s guests have grown to expect to be recognized and treated as individuals, one study
revealed that 71% of buyers expect personalized interactions. The problem for most businesses is
that they're still personalizing at segment level and customer expectation has moved far beyond
that in 2024, towards hyper-personalization.

Create highly customized one-to-one interactions with the guest by utilizing insights into customers
past browsing or buying habits to tailor their offers and promotions and automatically provide
services the individual is searching for.

Bleisure Travel & Workspaces

Working remotely has today become commonplace for many employees and is forecasted to
become more than just a passing trend. Bleisure travel is increasingly popular where workers are
combining business with leisure travel.

The opportunity lies in venues turning themselves into remote working hotspots for locals and
travellers alike. Businesses can adapt their offerings to meet the needs and wants of this emerging
segment: plug sockets, free high-speed Wi-Fi and great coffee are good starting points.
https://hospitalityinsights.ehl.edu/hospitality-industry-trends

Experience Economy & Essentialism

Customers request both extreme personalization and unique experiences. Travel guilt is real.
Travelers are decreasingly seeking lavish displays of wealth, preferring instead to spend wisely,
purposefully and make a positive impact on the world. Unique experiences that give back to local
communities in meaningful ways are in demand, as are niche properties, adventurous holidays, and
relaxation retreats.

Wellness tourism prevalent in Millennials (age 25-40), physical, mental and spiritual health, educational travel

75% of international tourists projected to be Millennials by 2025
Educational travel — ties into the piece about acknowledgement of individuals other than colonists

TECHNOLOGICAL

Digitalized Guest Experiences

While apps, digitization, and new technology may be the answer to offering better guest
experience, there is also the possibility that tourism may face competition from technological
advances, particularly virtual experiences. Museums, attractions, and historical sites can be made
interactive and, in some cases, more lifelike, through AR/VR technology that can enhance the
physical travel experience by reconstructing historical places or events.

Apps are increasingly important in the way tourism entities manage the services they provide to
their customers and can now control many aspects of the guest cycle and experience. The trend
towards digital and contactless services has gained new momentum. Traditional, customer-facing
services are being given an overhaul thanks to the more widespread use of technology-assisted
options, such as mobile check-in, contactless payments, voice control and biometrics.
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e Automation and digitization can also free up staff from attending to repetitive functions that could
be handled more efficiently via an app, Al software, chatbots and instead reserve the human touch
for roles where staff can add the most value. For instance, technology can help customer-facing
staff to provide a more personalized service.

Artificial Intelligence (Al)

e Chatbots have proven to be a customer service asset both during the booking process and in
responding to recurring questions. This is especially important in an industry such as tourism and
hospitality which is expected to be on 24/7.

e ChatGPT, a chatbot that uses the GPT-3 language model is adept at imitating human conversational
versatility when delivering answers. Think of it as a new smarter iteration of a search engine, one
that will do away with the endless blue links which require the user to open multiple tabs and sift
through the information to find the answer, but rather, interpret the users wants and needs and
bring back a succinct response that draws on all the information on the web.

e https://hospitalityinsights.ehl.edu/hospitality-industry-trends

e https://www.mckinsey.com/industries/travel-logistics-and-infrastructure/our-insights/future-of-
tourism-bridging-the-labor-gap-enhancing-customer-experience

ECONOMICS

Inflation
e The Bank of Canada projected in July 2023 that inflation would hover around 3% for about a year,
before creeping down to its 2% target by the middle of 2025.

e The annual inflation rate in Canada rose to 2.9% in March of 2024, roughly in line with the Bank of
Canada’s forecast of 3% in the first half of 2024.

e The Bank projects that inflation will stay around 3% into the second quarter of 2024, ease below
2.5% in the second half of the year and return to target in 2025.

e https://tradingeconomics.com/canada/inflation-cpi

Consumer Price Index

e The Consumer Price Index (CPI) rose 2.9% on a year-over-year basis in March, up from a 2.8% gain
in February. Gasoline prices contributed the most to the year-over-year headline acceleration, as
prices at the pump rose faster in March compared with February.

e Shelter prices increased 6.5% year over year in March, rising at the same rate as in February.

e The mortgage interest cost index rose 25.4% on a year-over-year basis in March, following a 26.3%
increase in February.

e Rent prices continued to climb in March, rising 8.5% year over year, following an 8.2% increase in
February. Among other factors, a higher interest rate environment, which can create barriers to
homeownership, put upward pressure on the index.
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Year over year, gasoline prices increased 4.5% in March, following an 0.8% rise in February. Higher
global prices for crude oil stemmed from supply concerns amid geopolitical conflict and continued
voluntary production cuts, leading to higher prices at the pump.

https://www.statcan.gc.ca/en/subjects-start/prices and price indexes/consumer _price indexes

Higher mortgage rates made things more difficult for potential homebuyers, leading to less
homeownership demand and weaker house price growth.

Higher interest rates made it challenging for builders and developers to get financing. This
immediately slowed the construction of smaller buildings such as single-detached homes.
Consumers were a significant driver of post-pandemic economic recovery, but their spending
capacity in 2024 will be constrained by high price levels and interest rates. Moreover, Canadians
who financed homes during the pandemic will renew their mortgages at higher rates throughout
2024 - 2027.

Because of the uncertain economy and people's net worth (relative to net income) dropping in
2023, households may spend less money. Reduced consumption has been masked by record
population growth stemming from immigration. Per capita household spending declined over the
last 3 quarters of 2023.
https://www.cmhc-schl.gc.ca/professionals/housing-markets-data-and-research/market-
reports/housing-market/housing-market-
outlook#:~:text=Housing%20starts%20prediction%3A%20Expecting%20lower,t%20reach%202021
%20%E2%80%93%202023%20levels.

Employment

Employment in Ontario grew slightly by 0.3% in March, as a small loss in full-time jobs was offset by
gains in part-time jobs.

The unemployment rate increased to 6.7% (+0.2 percentage points).

The accommodation and food services sector reported the largest losses in March, -3.0%. Industry
reports suggest while spending on hotel accommodations showed some signs of improvement, the
restaurant industry continues to face challenges due to inflation.
https://www.jobbank.gc.ca/trend-analysis/job-market-reports/on/job-market-snapshot

Chinese Travel Ban

Canada has been left out as China lifted a restriction on group tours.
More than 700,000 Chinese tourists travelled to Canada in 2018, according to a 2021 report by the
Canada China Business Council, with each visitor spending an average of C$2,600.
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ENVIRONMENT

Renewable Energy

A trend that is both current and a hallmark of recent years, sustainability again assumes its
position, with a focus on renewable energy. In recent years businesses have been making small
steps by prioritising the removal of disposable plastics, eliminating unnecessary paper consumption
thanks to opt-in receipts, and reducing food waste.

However more far-reaching ethical and environmental considerations are shaping decisions made
at the construction stage. Technology is beginning to play a role in this by enabling businesses to
track and reduce their energy and water usage.

Businesses are also looking at renewable energy sources such as: solar, wind, geothermal and
biofuels. The problem is that it takes considerable funding and often space to implement many of
these solutions. However, many are realising that not only is it the right thing to do
environmentally but with the volatile energy market we are currently experiencing, there is cost
saving incentive too.

Wildfires and Extreme Weather

Raging wildfires and smoky skies across much of Canada have put a damper on travel this summer
resulting in cancelled plans and closed businesses.

Tourism Industry Association of Ontario (TIAO) reports that many domestic and international
visitors have or are cancelling trips because of the smoky conditions.

The increased unstable weather is a contributing factor, with extreme high heat, droughts and
violent storms with lightning all contributing to the increased and lengthened wildfire season
across North America. How that will play out next year is a concern that needs to be watched and
planned for closely.
https://rdnewsnow.com/2023/06/09/wildfires-smoke-having-huge-impact-on-some-tourism-
operators-across-canada/
https://www.reuters.com/world/americas/canadas-record-wildfire-season-whats-behind-it-when-
will-it-end-2023-08-17/
https://ottawa.ctvnews.ca/a-look-at-ottawa-s-summer-of-heavy-rain-tornadoes-and-lightning-
strikes-1.6517577

HUMAN RESOURCES PLAN

SLPC's five-year Human Resources Plan (2021-2026) will support the emerging business priorities and
workforce challenges SLPC is facing, as well as the strategic directions of the SLPC Strategic Plan. The heart of
the Commission’s success is its people. This plan has been developed to support the dedicated team of fixed-
term, seasonal, and year-round staff who bring invaluable knowledge, expertise, entrepreneurialism, and
customer service excellence to work with them every day.
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VALUES

The values of the Ontario Public Service are inherent in the formulation and delivery of SLPC Human Resources
programs and services and will provide guidance on how this plan is advanced.

Inclusion - Integrity — Excellence

PLAN DIRECTION

Areas of focus over the next five years will support the strategic goal of Employee Investment and will include
strategies linked to organizational culture, health and wellness and the employee experience.

Strategies to ensure the acquisition, growth, retention, and succession of talent will be key to a strong and
engaged workforce and needs to be developed through a lens of Equity, Diversity, and Inclusion (EDI). The
SLPC Anti-Racism Action Plan (ARAP) is built upon these principles and will support these objectives in the
Human Resources Plan.

OBJECTIVES AND STRATEGIES
Organizational Culture

Aim: To create an environment that instils organizational pride and empowers staff to deliver exceptional
guest relations and treat co-workers with respect and empathy.
Strategies:

* Support education and training strategy for guest relations excellence by providing resources for staff
through corporate training budget both corporately and at the business unit level.

* Foster a diverse, anti-racist, inclusive, and respectful culture through refreshed education and
awareness campaigns.

Health and Wellness

Aim: To promote, encourage, and demonstrate a culture that prioritizes health, safety, and wellness.
Strategies:

* Promote safety-first culture by reinforcing root cause analysis to support incremental improvements in
staff and visitor incidents.

* Revitalize SLPC wellness initiatives, supporting positive workplace culture, mental health awareness
and work-life balance, promoting a balanced workload, as well as personal wellness tools and supports.

Employee Experience

Aim: To foster and inspire an employee experience where staff feel engaged and supported.
Strategies:

* Develop strategies to address the impact of COVID-19 including flexible work guidelines and resources.
* Create an action plan to directly address gaps outlined in employee experience surveys:
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o Organizational Communication: Better flow of essential information within the organization
o Performance Barriers: Strategies to relieve stress, decrease workload and adapt to change
o Learning and Development: Increase amount and quality of learning and development
opportunities for staff
o Career Growth and Advancement: Increase opportunities for career growth
* Ensure accessibility for people of all abilities remains at the forefront of the employee experience.

Talent Acquisition

Aim: To support the acquisition, growth, retention, and succession of talent through the lens of Equity,
Diversity, and Inclusion (EDI).
Strategies:

* Deliver on Anti-Racism Action Plan (ARAP).

* Conduct inclusive hiring practices audit of existing recruitment processes; develop new strategies and
standards that attract and secure diverse talent, including BIPOC and new Canadians.

* Train leaders on inclusive hiring practices.

* Deliver on tactics to recruit talent differently, ensuring as many barriers as possible are removed for
priority groups.

* Create a robust succession plan that supports diversification in leadership roles where at least 30% of
successors identified are from a priority group.

* Create multi-year training plan to support strategic plan.

Continuous Improvement

Aim: To maximize opportunities and embrace a culture of lean and continuous improvement.
Strategies:

e Support realignment of business structures that provides cost savings, efficiencies and outcomes that
align with SLPC's strategic directions.
e Continually improve HR automation systems through lean methodologies and end-user feedback.

FULL TIME EQUIVALENT (FTE) MANAGEMENT AND WORKFORCE DEMOGRAPHICS

SLPC is comprised of regular, seasonal, fixed-term, and student staff complements and is a multi-generational
workforce.

e 95% of workforce are unionized; bargaining units are OPSEU and AMAPCEO
e 47 — average age of workforce (excluding students)

e 41% of workforce is students

e 8 —average years in the workforce (excluding students)

SLPC STAFFING SUMMARY 2024-2025 2025-2026
Regular Full-time 63 63
Regular Part-time 1 1
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Seasonal (averaging 4-6 months per year) 189 196
Fixed term, Group 1 20 27
Fixed term, Group 2 108 46
Student (averaging 4 months per year) 269 295
TOTAL SLPC STAFFING LEVELS 650 628

The SLPC FTE cap is 64. While the number of regular full-time positions never exceeds the cap, the use of
temporary fixed-term contracts results in consistent overages throughout the season. Temporary fixed-term
contracts are necessary to complete capital work and support shoulder season events. SLPC continues to
explore opportunities to increase FTEs to grow critical areas of business and work with MTCG to work on
solutions regarding the count of temporary fixed-term contracts in the FTE numbers. Note: shoulder season
contracts have been removed from the staffing count.

PERFORMANCE MEASURES AND TARGETS OVER THREE-YEAR LIFE OF BUSINESS PLAN

The diverse nature of SLPC’s business portfolio and broad mandate, mixed with the need to achieve
government priorities, necessitates the use of a variety of performance measurement tools. The performance
results will be reviewed regularly by SLPC’s business unit managers, senior leadership team, and Board of
Commissioners. The following are Key Performance Measures that SLPC uses to monitor performance.

FINANCIAL AND ATTENDANCE ANNUAL TARGETS

Senior leadership conducts monthly financial reviews of key performance indicators, income statements, IRR
reports, capital reports, and activity (attendance) reports to evaluate financial performance versus budget and
prior year for the period, to identify trends and opportunities. We are committed to the continuous
improvement of these reporting systems, notably finding the best way to represent visitor activity.

S 2024-25 2025-26 2026-27 2027-28
Budget Budget Budget Budget

Activities (SLPC excl. Marina)* 583,465 608,022 626,263 645,051
Activities (Marina Only)? 1,651,136 1,696,199 1,747,085 1,799,498
Total Activities 2,235,000 2,304,000 2,373,000 2,445,000
Transfer Payment - Operating 7,122,800 7,122,800 7,122,800 7,122,800
Self-generated Revenue 19,301,957 20,726,524 21,887,210 23,112,894
Total Revenue 26,424,757 27,849,324 29,010,010 30,235,694
Expenses 25,674,757 27,378,630 28,160,108 28,964,032
Net Income (Loss) 750,000 471,000 850,000 1,272,000

I “Activities” for SLPC business units encompass the total number of admissions, rentals, camping nights, and

golf rounds.

2 “Activities” for the Marina refer to the daily measurement of docked and stored linear feet.
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GUEST SATISFACTION

A key driver of an improved financial outcome is optimal guest satisfaction levels. This can be achieved
through guest service standards, consistent monitoring of guest satisfaction levels and guest-centric decision-
making with regards to the guest journey.

SLPC will continue to undertake the following actions to pursue guest satisfaction:

e Enable guests to use social media for guest relations to expand connection points and reduce wait
times.

e ‘Listen’ to social media audiences to gain better understanding of online sentiment, mitigate
contentious issues, and assist through guest relations.

e Implement automated FAQ responses on social media channels that would be enabled during off-
hours.

e Explore other Al tools that would provide detailed, anytime-support.

e Implement a Parks of the St. Lawrence digital survey by way of ticketing system auto response.
Benchmarks for satisfaction ratings and response rates will be established in 2025.

Measurement 2024 Actual 2025-26 Target | 2026-27 Target | 2027-28 Target

Guest-reported post-
appointment service 4.1/5 4.0/5.0 4.0/5.0 4.0/5.0
satisfaction

Guest service standard
response timelines (same | 100% 100% 100% 100%
day/next day) *

Percentage of Guest
Relations services 85% 90% 90% 90%
delivered digitally

Service performance
feedback by way of 95 Surveys +10% +12% +15%
digital surveys

*Business Days

MARKETING & COMMUNICATIONS

As we strive to reach a wider audience via social and digital platforms, we are working to be more efficient in
the market with comparable lead targets. In 2025-26 we will continue to collect measurements and
benchmarking data to improve upon our targets relating to the following performance measures:
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2025-26 2026-27 2027-28

Measurement 2024 Actual
Target Target Target

Fort Henry
Users - 222,147

Upper Canada Village
Users — 486,326

Kingston Pen Tours
-11

Web traffic scores Users 9,585

+10% +12% +12%

Crysler Park Marina

Users — 20,671

Upper Canada Golf Course
Users - 24,316

Parks of the St. Lawrence
Users — 333,564

Fort Henry

32,469 Community Size

11M Total Social Impressions
76.3K Community Engagement
6.1K Post Link Clicks

Upper Canada Village

60,877 Community Size

Social audience, 26.1M Total Social Impressions
impressions, 282K Community Engagement
engagement and post | 13.8K Post Link Clicks +8% +10% +12%
link clicks
Kingston Pen Tours

21,589 Community Size

11M Total Social Impressions
96.8K Community Engagement
6.4K Post Link Clicks

Crysler Park Marina
2,587 Community Size
2.9M Total Social Impressions
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6.8K Community Engagement
2K Post Link Clicks

Upper Canada Golf Course
3,172 Community Size

948K Total Social Impressions
8.9K Community Engagement
517 Post Link Clicks

Parks of the St. Lawrence
28,413 Community Size

15M Total Social Impressions
132K Community Engagement
10.7K Post Link Clicks

Earned media

. 225 Earned Media Spots +5% +8% +10%
outreach activity
Tourism partner
marketin
g_ 16 Activations +8% +10% +10%
partnerships and
activity

Paid media campaign performance measures established in concert with Agency of Record e.g., Impressions,
Link Clicks, Video Completes, Video Plays, Video Click Through Rate (VCR), Click Through Rate (CTR), Cost Per
Click (CPC). Individual campaign reports provided by Agency of Record detail benchmarks and campaign
performance.

HUMAN RESOURCES AND HEALTH & SAFETY

Measurement and tracking through various forms such as surveys, direct feedback and industry indicators and
standards are a useful way for SLPC to understand the current state of its workplace to support business
priorities, as well as foster a culture that prioritizes health, safety and wellness, inclusivity and employee
growth and development. SLPC will continue to track the following performance measures:

e Regular service staff participation in OPS Employee Experience Survey
e Employee engagement index score

e Hires into management positions from priority groups

o Number of bilingual positions

e Annual WDHP activity

o Targeted decreases YOY in staff and guest incidents

e FTE maintenance at established cap
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Measurement 2024-25 2025-26 2026-27 2027-28
Actual Target Target Target
Participation rate in OPS 34% 100% 100% 100%

Employee Experience Survey
(regular service staff)

Employee Engagement Index 733 75-80 75-80 75-80
Number of bilingual positions 22 24 24 24
Annually reported WDHP 1 0-1 0-1 0-1
complaints

Annual incident rates (staff) 38 40 40 40
Annual incident rates (visitors) 36 35 35 35
FTE maintenance within cap 64 64 64 64

(regular service count)

*Participation rate in OPS Employee Experience Survey is not an accurate reflection of participation as many
surveys were sent to off-contract staff and were not completed.
** Targets may change based on approved FTE caps in the future.

ASSET CONDITION

SLPC's capital asset portfolio includes numerous items that have surpassed their anticipated useful life,
currently holding a net book value of zero. This indicates that while these assets are still operational, they
have been fully depreciated. To address this, SLPC is initiating an Asset Replacement Strategy within the
framework of its Long-term Capital Plan. The NBV targets for 2025-26, 2026-27, and 2027-28 will remain
consistent with current levels at $42,154,000 (see table below). The objective of this strategy is to enhance the
net book value and reduce the average age of the assets, ensuring a modernized and efficient asset base. The
following table delineates the condition of SLPC's assets as of March 31, 2024:

Asset Category Cost Accumulated 2024 2023
(figures are in thousands) Amortization | Net book Value | Net Book Value

Buildings and other structures S 21,284 S 8,234 S 13,050 S 13,680
Land improvements 18,037 7,454 10,583 9,557
Exhibits 7,414 7,247 167 217
Machinery, equipment and tools | 5,679 4,835 844 843
Vehicles 6,720 5,942 778 953
Computer systems and licences 3,805 3,489 316 284
Office furniture and equipment 1,996 1,833 163 145
Structures 16,038 9,259 6,779 6,821
Construction in progress 9,474 - 9,474 5,735
Total $ 90,447 S 48,293 S 42,154 $ 38,235
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Cost and accumulated amortization on March 31, 2023, amounted to $83,296 and $45,061, respectively.
FINANCIAL PLAN

This financial plan is intended to support SLPC’s core financial sustainability strategic goal through thoughtful,
accountable, and transparent progress toward improved overall financial performance and operational
sustainability.

RESOURCES NEEDED TO MEET BUSINESS GOALS AND OBJECTIVES

In alignment with the SLPC mandate, vision, mission, and strategic principles, the 2025-26 SLPC Business Plan
focuses on revenue generation and optimizing and balancing resources and income to move forward along the
road to incremental self-sufficiency.

SELF-GENERATED REVENUE AND EXPENSES

As we move forward in the fiscal year 2024-25, SLPC is currently trending slightly behind our budget target of
$750 thousand in net income. This situation arises primarily from several unforeseen factors, including
unplanned wage increases due to the Bill 124 repeal and the significant access limitations caused by the
LaSalle Causeway closure, which has impacted visitor numbers at our Kingston attractions. Although our
revenue is ahead of last year’s figures, it remains lower than our budgeted expectations. In light of these
challenges, we are actively implementing updated marketing strategies and rigorous cost management
practices to optimize our operations and strive to align as closely as possible with our budget goals.

For 2025-26, SLPC plans to self-generate $19.4 million in revenues, excluding transfer payment

and net of cost of goods sold, an 8% increase compared to the 2024-25 budget. Incur $26.0 million in total
expenditures excluding cost of goods sold, a 7% increase compared to the 2024-25 budget. Achieve an
operating net income of $0.47 million, including a forecasted operating transfer payment of $7.1 million,
consistent with previous years.

GOVERNMENT FUNDING (OPERATING AND CAPITAL)

The SLPC is currently operating under a budget that relies on the annual Provincial operating transfer payment
of $7.1 million, a figure that has remained relatively consistent for nearly 20 years. However, in light of
significant financial pressures—including increasing compensation costs, compliance expenses, and inflation—
this funding level is posing challenges. When adjusted for inflation, the transfer payment should be
approximately $10.3 million today (based on it being $6.6 million in 2004-05). To ensure operational stability,
effectively manage compliance costs, and continue essential projects that drive economic growth and job
creation in Eastern Ontario, an increase in this payment is crucial. Additionally, generating a sustainable net
income is vital, as it will allow us to reinvest in initiatives such as roofed camping accommaodations. This type
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of reinvestment will not only enhance our offerings but also contribute to a more sustainable future for the
SLPC and the communities we serve.

The Commission will work with the Ministry and is planning to undertake capital projects totalling
approximately $8.0 million in 2025-26 and $24.0 million over the next three years, and, additionally, a major
capital project budget totalling approximately $11.7 million in 2025-26 and $43.5 million over the next three
years. The capital budgets are based on the need to address the deferred capital maintenance projects.
Historically, the Commission receives approximately $5.0 million annually from the Repair & Rehabilitation
(R&R) program to address high-priority capital projects related to health and safety, code compliance, and
failing asset risks. In most recent years, SLPC has had some success securing additional funding for major
capital projects from the Province with the support of MTCG. The deferred maintenance poses a high risk of
potential emergency repairs that could result in additional funding being required in the future.
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Budget 2025-26 vs. Budget

Budget Budget 2024-25 Projection Projection
2024-25 2025-26 $ % 2026-27 2027-28
Operating Revenues:
Retail Sales 2,573,896 2,544,999 (28,897) -1% 2,687,519 2,838,020
Admissions 14,995,731 16,437,694 1,441,963 10% 17,358,205 18,330,264
Comp/Promo/Discount 25,186 19,426 (5,760) -23% 20,514 21,663
Rentals 469,666 451,569 (18,097) -4% 476,857 503,561
Concessions 484,500 466,409 (18,091) -4% 492,528 520,109
Sponsorship 69,000 35,000 (34,000) -49% 36,960 39,030
Investment Income 626,500 673,264 46,764 7% 710,967 750,781
Land Use 22,871 39,913 17,042 75% 42,148 44,508
Other Revenue 34,607 58,250 23,643 68% 61,512 64,957
Total Operating Revenue, SEP and Grants 19,301,957 20,726,524 1,424,567 7% 21,887,210 23,112,894
Operating Expenditures:
Salaries 14,807,416 16,183,008 (1,375,592) -9% 16,668,498 17,168,553
Benefits 2,955,355 3,219,298 (263,943) -9% 3,315,877 3,415,354
Sub-Total Salaries and Wages 17,762,771 19,402,306 (1,639,535) -9% 19,984,375 20,583,907
Marketing 452,703 785,573 (332,870) -74% 805,212 825,343
Transportation and Communication 233,018 241,031 (8,013) -3% 247,056 253,233
Supplies and Equipment 2,526,070 2,148,462 377,608 15% 2,202,174 2,257,228
Services 3,316,606 3,526,747 (210,141) -6% 3,614,916 3,705,289
Grants Paid in Lieu of Taxes 14,675 14,675 0 0% 15,042 15,418
Miscellaneous Expenditures 0 (79,292) 79,292 0% (81,274) (83,306)
Sub-Total Other Direct Expenditures 6,543,072 6,637,196 (94,124) 1% 6,803,126 6,973,204
COGS 1,368,914 1,337,128 31,786 2% 1,370,556 1,404,820
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Depreciation 0 2,000 (2,000) 0% 2,050 2,101
Total Expenditures 25,674,757 27,378,630 (1,703,873) 7% 28,160,108 28,964,032
Net income (loss) from Operations (6,372,800) (6,652,106) (279,306) -4% (6,272,898) (5,851,139)
Operating Transfer Payment (TP) 7,122,800 7,122,800 0 0% 7,122,800 7,122,800
Net income (loss) from Operations 750,000 471,000 (279,306) -37% 850,000 1,272,000
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FINANCIAL BUDGET AND PERFORMANCE

10 Year Financial Performance
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Image Description: The image above shows the 10-year financial performance of SLPC from 2018-19 to 2027-28. The graph has four trend lines

representing Self-generated revenue, Operating expenses, Transfer payment, and Net income (loss). The graph shows that SLPC self-generated
revenue is trending higher than operating expenses over the years, resulting in projected positive net income growth. The graph also shows that the
SLPC has received a consistent $7.1 million transfer payment from the government over the period. The image is a visual representation of the
financial data of the SLPC, which can help the Business Plan reader to understand the trends and patterns of SLPC’s financial performance.
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Maximizing Revenue — SLPC has strategically invested in smart business opportunities, partnerships, refreshing visitor experiences, and staying
attuned to guest demands. As a result, self-generated revenue from operations (excluding transfer payment and net of cost of goods sold) has
surged from $7.6 million in 2011-12 to a projected $19.4 million in 2025-26, marking a 155% increase. This growth has significantly bolstered SLPC’s
financial performance. However, recent insights from the Ottawa Tourism indicate that the tourism forecast for next year is not optimistic due to
rising living costs and other economic factors affecting disposable income. This potential downturn could impact our revenue projections,
underscoring the importance of continued innovation and adaptability in navigating these economic challenges.

10 Year Operating Expenses
2018-19to0 2027-28
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$27.4M SES'ET ----------- tam
$25.1M $257M et
$5.0M e et
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39



"9, ST. LAWRENCE PARKS COMMISSION
BUSINESS PLAN

Image Description: The image above shows SLPC’s operating expense actuals from 2018-19 to 2023-24 and operating expense budget from 2024-25
to 2027-28. The graph has a bar representing each year and a trendline for the 10-year period which gradually increases from 521.1 million in 2018-
19 to 529.0 million in 2027-28, except for a steep decline down to $12.7 million in 2020-21 during the COVID-19 pandemic. The image is a visual
representation of the operating expense data of the SLPC, which can help the Business Plan user to understand the trends and patterns of SLPC’s
financial performance.

Managing Expenses — Using Lean/Kaizen methods, our staff and management have successfully adapted to lower costs in response to various
challenges such as economic downturns, bad weather, health crises, and aging infrastructure. The graph illustrates a decrease in expenses from
2017-18 to 2019-20, reaching the lowest point in 2020-21 to mitigate revenue losses due to COVID-19. These cost-minimizing strategies helped
SLPC avoid a financial deficit during the pandemic. As SLPC recovers from COVID-19, expenses will gradually increase to support future growth and
then stabilize at a reasonable level. However, SLPC is currently facing significant financial pressures due to rising costs. Major contributors include
contractual compensation increases (e.g., Bill 124 Repeal), compliance costs, aging infrastructure, and inflation. These challenges underscore the
need for efficient cost management and innovative funding solutions to ensure long-term sustainability and growth. The impact of Bill 124 alone
has been substantial, with a $1 million retroactive expense in 2023-24, an additional estimated $0.5 million retroactive expense in 2024-25, and
expected ongoing yearly costs of nearly $2 million. This emphasizes the importance of smart business practices to minimize delays in achieving our
goal of financial sustainability.
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Revenue Generated per Dollar of Expense Spent
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Image Description: This is a graph that shows the revenue generated per dollar of expense from 2011-12 actuals to 2027-28 projection. It is a way of
measuring the profitability and efficiency of SLPC. The higher the ratio, the more revenue is generated for each dollar spent. Some points to note

from the graph are:
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e OQverall trend: The revenue generated per dollar of expense has been increasing over the
years, indicating that SLPC has been improving its profitability and efficiency.

e Highest and lowest points: The highest point on the graph is in 2027-28, where the
revenue generated per dollar of expense is forecasted to be 50.80. The lowest point on
the graph is in 2011-12, where the revenue generated per dollar of expense is 50.53.

e Variation: The graph shows some variation in the revenue generated per dollar of
expense in 2020-21 due to the impact of COVID-19 on operations.

Financial Efficiency - Despite the severe impact of COVID-19 on the tourism sector, SLPC has
improved its financial performance and outlook. The revenue-to-expense ratio increased from
$0.53in 2011-12 to $0.73 in 2023-24, indicating higher efficiency and profitability. This business
plan outlines the strategies and actions that will enable SLPC to overcome the challenges and
achieve financial sustainability in the future.

PROCUREMENT OBJECTIVES

e Operating goods and services totalling approximately $8.0 million. These are included in the
income statement above.

e Regular capital projects totalling approximately $8.0 million in 2025-26 and $24 million over
the next three years.

e Major capital project totalling approximately $11.7 million in 2025-26 and $43.5 million
over the next three years.

e Internally Restricted Reserve (IRR) projects totalling approximately $5-10 million in 2025-26.

REPAIR & REHABILITATION PROGRAM FUND

SLPC oversees 7,000 acres of land spanning a 200 km stretch from Kingston to the Quebec
border along the St. Lawrence River corridor. Our operations encompass three major historic
attractions, 10 campgrounds, 6 beaches, the 37 km Thousand Islands Parkway with its multi-use
recreational trail, the 11 km Long Sault Parkway, a bird sanctuary, an 18-hole championship golf
course, a marina, an eco-adventure course, and numerous gift and retail stores.

SLPC relies on an annual capital grant of approximately $5.5 million from the Province to
address a substantial number of projects necessary for the continued operation of our sites.
However, it’s crucial to recognize that many of SLPC's assets have exceeded their expected
lifespan, resulting in a funding shortfall to meet all requirements. Despite this challenge, SLPC
diligently maintains its assets within the available resources.
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The aging infrastructure has led to a growing list of deferred capital maintenance projects.
These critical initiatives include revitalizing aging septic systems and washrooms, restoring
beaches and seawalls, improving major electrical infrastructure, enhancing rural attraction
internet connectivity, maintaining roadways, rehabilitating forestry areas, and caring for docks.

According to data from the Ministry’s asset management information system, a significant
balance of deferred capital maintenance currently exists. This highlights the ongoing need for
investment to address the project backlog and ensure the long-term sustainability and
functionality of SLPC’s assets. SLPC is currently working with the Ministry and Infrastructure
Ontario to update its asset condition data.

SLPC remains committed to managing and prioritizing these deferred capital projects while
actively seeking additional funding opportunities. Our goal is to enhance the guest experience,
preserve our natural and cultural heritage, and sustain the value of SLPC’s assets for future
generations.
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Business unit Project 2025-26  2026-27  2027-28 iﬁf:.r
Parks Canada Restoration Commitment 250,000 300,000 300,000 850,000
Uniform Replacement 40,000 40,000 100,000 180,000
Plumbing/Heating Repairs/Replacement 40,000 40,000 50,000 130,000
Electrical Repairs/Replacements 60,000 60,000 50,000 170,000
Health and Safety 15,000 15,000 20,000 50,000
Equipment Repair and Replacement 250,000 60,000 40,000 350,000
Technology Equipment
Maintenance/Repairs/Replacement 30,000 30,000 35,000 95,000
Painting/Carpentry Repairs/Replacement 20,000 40,000 30,000 90,000

Fort Henry Building Maintenance and Repairs 100,000 30,000 40,000 170,000
Food Services Equipment Repair/Replacement 15,000 10,000 10,000 35,000
Signage 20,000 10,000 15,000 45,000
Fleet Vehicle Replacement with snow attachments 150,000 80,000 90,000 320,000
Kubota Replacement 0 60,000 60,000 120,000
Consultant for Future Indigenous Exhibit 25,000 10,000 75,000 110,000
Education Program Accessibility Improvements 10,000 10,000 5,000 25,000
Gun Carriage Replacement 20,000 100,000 20,000 140,000
Fort Henry Subtotal 1,045,000 895,000 940,000 2,880,000
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Business unit Project 2025-26  2026-27  2027-28 ?’TZ:::
Repairs to Sewage Infrastructure 22,000 23,100 24,255 69,355
Repairs and Upgrades to HVAC and Refrigeration 25,000 26,250 27,563 78,813
Plumbing/Electrical Repairs and Replacement 25,000 26,250 27,563 78,813
Water Systems Well Water Infrastructure 12,000 12,600 13,230 37,830
Food Services/Restaurant Restoration 16,500 17,325 18,191 52,016
Heritage Carpentry Repairs and Restoration 120,000 126,000 0 246,000
Battle Memorial Building Rehabilitation 75,000 0 0 75,000
Heritage Building Stabilization 100,000 105,000 110,250 315,250
Masonry/Chimney Repairs 16,000 16,800 17,640 50,440
Improvements to Accessibility, Surface Repair, and
Restoration 25,000 26,250 27,563 78,813
Roofing Repairs and Replacements 75,000 78,750 82,688 236,438

Upper Canada Machinery and Equipment Repairs and Replacement 50,000 52,500 55,125 157,625

Village Horse Training Facility 0 206,000 0 206,000
Christ Church Driveshed and Roadway Accessibility 0 0 200,000 200,000
Historical Metal Work 16,000 16,800 17,640 50,440
Washroom Reconstruction (Gender Neutral) 0 0 100,000 100,000
Montgomery House Relocation 0 0 100,000 100,000
Heritage Vehicle Repair 16,000 16,800 17,640 50,440
Animal Rail Fences 16,500 17,325 18,191 52,016
Treescape 7,500 7,875 8,269 23,644
Site-Wide Emergency Response Plan 25,000 0 0 25,000
Drainage Improvements 15,000 15,750 16,538 47,288
Mill Pond Retaining wall reconstruction 75,000 0 0 75,000
Screw Pump Replacement 200,000 0 0 200,000
Historical Wooden Window Sashes, Sills, and siding 40,000 42,000 44,100 126,100
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Business unit Project 2025-26  2026-27  2027-28 i;f:lr
Upper Canada Bridge Reconstruction 100,000 0 0 100,000
Village Upper Canada Village Subtotal 1,072,500 833,375 926,444 2,832,319

Maintenance Equipment Repairs and Upgrades 95,000 95,000 95,000 285,000
Building Repairs and Upgrades 100,000 100,000 100,000 300,000
Irrigation and Drainage 20,000 20,000 20,000 60,000
Upper Canada Golf Course Repairs and Upgrades 85,000 85,000 95,000 265,000
Golf Course Cart Replacement Programs 85,000 95,000 95,000 275,000
Roads and Pathways 100,000 100,000 100,000 300,000
Design and Engineering for Clubhouse and Facilities 75,000 35,000 0 110,000
Upper Canada Golf Course Subtotal 560,000 530,000 505,000 1,595,000
Dock Repair and Infrastructure 100,000 100,000 100,000 300,000
Washroom Revitalization and Refurbishment 150,000 0 0 150,000
Facility Repair and Upgrades 95,000 75,000 75,000 245,000
Equipment Repair and Upgrades 75,000 60,000 50,000 185,000
Crysler Park Roads, Pathways, and Parking Lot 100,000 100,000 100,000 300,000
Marina Recreational Equipment Repairs and Upgrades 25,000 25,000 25,000 75,000
Electrical and Plumbing Services 15,000 15,000 15,000 45,000
Information Technology Upgrades 25,000 20,000 15,000 60,000
Ongoing Remediation 15,000 15,000 0 30,000
Crysler Park Marina Subtotal 600,000 410,000 380,000 1,390,000
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Business unit Project 2025-26  2026-27  2027-28 i;f:lr
Design and Engineering 10,000 10,000 0 20,000
Facilities and Equipment 20,000 20,000 25,000 65,000

Skywood Roads, Pathways, and Parking Lot 50,000 50,000 50,000 150,000
Electrical and Plumbing Services 10,000 10,000 10,000 30,000
Information Technology Upgrades 25,000 25,000 15,000 65,000
Skywood Subtotal 115,000 115,000 100,000 330,000

Campgrounds . .

and :iaches Parks Ongoing Remediation 220,000 226,600 233,398 679,998
Vault Privy Construction 154,500 159,135 165,000 478,635
Recreational Equipment Upgrades and Repairs 25,000 25,750 26,523 77,273
Parks Building Repair and Upgrades 100,000 103,000 106,090 309,090
Water Systems 50,000 51,500 53,045 154,545
Electric Upgrades and Repairs 115,000 118,450 122,004 355,454
ESA - Buried Hydro Lines 150,000 154,500 159,135 463,635
Sewage Pumping and Repair 225,000 231,750 238,703 695,453
Parks Equipment and Tools 25,000 25,750 26,523 77,273
Parks Machinery - Replacement 85,000 87,550 90,177 262,727
Parks Machinery - Repairs 15,000 15,450 15,914 46,364
Noxious Weed and Nuisance Animal Remediation
Program 5,000 5,150 5,305 15,455
Campsite Revitalization 50,000 51,500 53,045 154,545
Assess and Demo or Reuse Obsolete Buildings 50,000 0 0 50,000
Guardrail Replacement - UCMBS 85,000 0 0 85,000
Trails, Boardwalk, and Dock Remediation 30,000 30,900 31,827 92,727
Hazard Tree Removal & Forestry Rehabilitation 80,000 82,400 84,872 247,272
Playground Equipment 100,000 103,000 106,090 309,090
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Business unit Project 2025-26 202627  2027-28 i;f:lr
Campsite Electrical Pedestal Repair, Upgrade and
Replacement 120,000 123,600 127,308 370,908
g::’:i;::g:s Radio Equipment 15,000 0 0 15,000
Firewood Storage Structures 50,000 51,500 53,045 154,545
Campgrounds and Beaches Subtotal 1,749,500 1,647,485 1,698,004 | 5,094,989
Buildings - Building and Repair 160,000 170,000 180,000 510,000
Buildings - Electrical Repairs and Replacement 60,000 70,000 80,000 210,000
Buildings - Tool and Equipment Replacement 30,000 20,000 20,000 70,000
Grounds - Fleet Replacement 275,000 275,000 275,000 825,000
Maintenance Grounds - Heavy Equipment Replacement 300,000 150,000 250,000 700,000
Grounds - Light Equipment Replacement 60,000 30,000 50,000 140,000
Grounds - Equipment Safety Repairs 100,000 100,000 100,000 300,000
Grounds - Roads and Grounds Repairs 130,000 110,000 110,000 350,000
Grounds - UCV Miniature Train Mechanical Servicing 6,000 6,000 6,000 18,000
Maintenance Subtotal 1,121,000 931,000 1,071,000 | 3,123,000
Signage 12,500 12,500 0 25,000
Environment, Great Lakes Cleanup Partnership with River Institute 28,000 29,000 0 57,000
Land Hazardous Waste Disposal 15,000 15,000 15,000 45,000
Planning, Sewage System Inspections - MECP Requirement 30,000 30,000 30,000 90,000
PMO Forestry Rehabilitation 50,000 50,000 50,000 150,000
Environment, Land Planning, PMO Subtotal 135,500 136,500 95,000 367,000
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Business unit Project 2025-26 202627  2027-28 ?’T:aalr
Cyber Security 50,000 50,000 50,000 150,000
User Devices Repair and Replacement 170,000 170,000 180,000 520,000
Website Developments 20,000 20,000 20,000 60,000
Information Network Infrastructure Repair and Replacement 260,000 100,000 250,000 610,000
Technology CCTV and Wireless Surveillance 60,000 60,000 60,000 180,000
Internet, Application, Network Delivery 200,000 100,000 200,000 500,000
ERP Test Environment and Access 20,000 20,000 20,000 60,000
Information Technology Subtotal 780,000 520,000 780,000 2,080,000
ERP Repair and Upgrades 20,000 20,000 20,000 60,000
SR Health and Safety, Compliance, and Asset Integrity
Projects 801,500 1,961,640 1,484,552 | 4,247,692
Corporate Subtotal 821,500 1,981,640 1,504,552 | 4,307,692
SLPC SLPC Total Regular Capital 8,000,000 8,000,000 8,000,000 | 24,000,000
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MAJOR CAPITAL PROJECTS AND REQUIRED FUND
Major capital projects are defined by the following criteria:

e Value: Projects estimated to exceed $500 thousand, as such expenditures would consume a
significant portion of the annual Ministry R&R Program funding, potentially leaving little or
no funding available for other initiatives.

e Duration: Projects that span more than one year.

e Management Needs: Projects that would benefit from the oversight of a dedicated project
manager.

e Specialized Expertise: Projects requiring specialized professional skills and knowledge.

e Professional Judgement: May be applied to classify a project as “major” even if it does not
meet all the above criteria.

Examples of major capital projects include significant road work, bridge construction, septic
system installations, washroom facilities, and forestry initiatives.

SLPC has identified a series of much-needed major capital projects such as the Mill Pond pump
system repair, washroom revitalization, youth programming facility, storage buildings, Brown’s
Bay Beach East seawall replacement, internet and intranet infrastructure, major road
maintenance.

SLPC has been collaborating with Infrastructure Ontario (10) for procurement, project
management, and execution assistance on several major capital projects, including the
revitalization of septic systems and washrooms, Brown’s Bay Beach, and the Morrisburg
Campus electrical system repair and replacement.

The Brown’s Bay Beach revitalization project is set to significantly boost local economic
development, contributing $7.2 million annually through visitor spending. This project will also
enhance revenue opportunities through camping and day use, improve safety and guest
experiences, and ensure compliance with environmental and accessibility standards.

Additionally, the Morrisburg Campus electrical project has a substantial economic impact, with
Upper Canada Village and the Morrisburg Campus generating approximately $27 million in
visitor spending and $5 million in revenue from 250,000 visitors annually. This project will
reduce operational costs, preserve approximately 175 jobs, and improve energy efficiency by
supporting renewable power generation options.
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Business unit Project 2025-26  2026-27  2027-28 i::lr
Youth Programs Facility 0 0 3,500,000 | 3,500,000
Upper Canada Mill Pond Pumping System Replacement 2,000,000 2,000,000 0| 4,000,000
Village Collections Storage Building 0 2,250,000 0| 2,250,000
Upper Canada Village Subtotal 2,000,000 4,250,000 3,500,000 | 9,750,000
Dock Replacement 500,000 500,000 500,000 | 1,500,000
Crysler Park . -
Marina Storage and Service Building 1,250,000 0 0 1,250,000
Crysler Park Marina Subtotal 1,750,000 500,000 500,000 | 2,750,000
Upper Canada Event and Recreation Infrastructure 250,000 250,000 0 500,000
Golf Course Upper Canada Golf Course Subtotal 250,000 250,000 0 500,000
Information Internet and Internal Application Delivery 425,000 425,000 0 850,000
Technology Information Technology Subtotal 425,000 425,000 0 850,000
Buildings - Service Building Roof Repair 550,000 0 0 550,000
Maintenance  Grounds - Forestry Aerial Truck Replacement 500,000 0 0 500,000
Maintenance Subtotal 1,050,000 0 0| 1,050,000
Picnic Tables and Fire Pits 250,000 250,000 250,000 750,000
Road Revitalization UCMBS 600,000 0 0 600,000
Campground  Shade Sails/Gazebos/Day Use Structures 250,000 200,000 150,000 600,000
and Beaches Splash Pad Design and Construction 309,000 318,270 325,000 952,270
Campsite Revitalization 200,000 205,000 210,000 615,000
Campground and Beaches Subtotal 1,609,000 973,270 935,000 | 3,517,270
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Business unit Project 2025-26  2026-27  2027-28 ?’T:aalr
Washroom at Crysler Campground 800,000 800,000 0| 1,600,000
Washroom at Crysler Beach 800,000 800,000 0| 1,600,000
McLaren Campground Small Washroom/Shower Building 800,000 800,000 0| 1,600,000

Environment, Woodlands Campground - 2 Small Washroom/Shower

Land Buildings 0 3,200,000 3,200,000 | 6,400,000
Planning, Woodlands Beach - Canteen/Washroom/Changeroom Building 0 1,500,000 1,500,000 | 3,000,000
PMO RS Cedar Campground - 2 Small Washroom/Shower Buildings 0O 3,200,000 3,200,000 | 6,400,000
Brown's Bay Beach East Seawall Replacement 1,500,000 1,500,000 0| 3,000,000
Ivy Lea Containerized Wastewater Treatment System 750,000 750,000 0 1,500,000
Environment, Land Planning, PMO Subtotal 4,650,000 12,550,000 7,900,000 | 25,100,000
SLPC SLPC Total Major Capital 11,730,000 18,950,000 12,840,000 | 43,520,000

52



ST. LAWRENCE PARKS COMMISSION
BUSINESS PLAN

INTERNALLY RESTRICTED RESERVE (IRR)

In 2011-12, SLPC and MTCG jointly established an IRR through a one-time, $2.5 million grant
from MTCG. The IRR serves as an investment fund that drives sustainable growth and reduces
reliance on government funding for SLPC. It is funded internally through unrestricted net
income and is utilized for new or expanded programs, enhancements to guest experience, and
initiatives aimed at generating cost savings.

The SLPC Board of Commissioners has established clear guidelines for the IRR. Projects seeking
funding from the IRR must meet one of the following specific criteria:

1. Variable Contribution Margin: Projects should generate a yearly variable contribution
margin of at least 50%.

2. Recurring Cost Savings: Initiatives must achieve recurring cost savings of at least 25%.

3. Lending Mechanism (Seed Funding): For SLPC projects that don't qualify under the
above criteria (1 and 2), the lending mechanism, repayment, and proposal details,
including borrowing terms, timeframe, conditions, and risk assessment, must be
reasonable and supported by all relevant parties.

SLPC receives an annual operating transfer payment for regular business operations, as well as
a separate transfer payment for capital infrastructure projects related to health and safety,
legislative and code compliance, and asset integrity. However, these transfer payments cannot
be allocated towards the development of new events, programs, or proactive initiatives aimed
at reducing costs. The IRR investment bridges this gap, allowing SLPC to strategically allocate
funds where needed positioning SLPC for success.

Contributed and Invested IRR History O Contributed

O Invested

$4.5M
$4.0M $3.9M

| P3IM o $3.6M 63.3m
zzm $23M2 M 3
$2.5M 225V »2.4M »2:5M ] $2.3M $2.3M
$2.0M $1.3M| | $1.8M —
$1.5M 1.1M $1.0M $1.4M $1.0M 0.4
51.0M O8M 0.5 $o.3§v| $0.9M
$0'5|v| $0.0M H H H H 0.1M 50.5M
$0.0M |_| M m/ 5 1M M
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Image Description: This is a graph that shows the contributed and invested IRR history from

2011-12 to 2023-24. Some points to note from the graph are:

Contributed IRR vs Invested IRR: The contributed IRR is the amount of money contributed

to the IRR, while the invested IRR is the amount of money that has been deployed. The
difference between the two reflects the timing and amount of cash inflows and outflows.
Overall trend: Both the contributed and invested IRR have been accumulating over the
years, indicating that the IRR strategy has been performing well.

Highest and lowest points: The highest point on the contributed IRR data is at 53.6M in
2021-22, while the lowest point is at 50.3M in 2020-21. The highest point on the invested
IRR data is at $3.9M in 2016-17, while the lowest point is at SOM in 2011-12 which was
the initial year. These show the growth and progress of the IRR over time.

Since its inception in 2011-12, SLPC’s unrestricted net income from operations has channeled
$24.8 million to the IRR and over $17.1 million has been re-invested in projects such as:

Long Sault Parkway Waterfront Campsite Repairs and Upgrades: Aimed to increase
guest satisfaction and provide more in-demand offerings.

Pumpkinferno: A critically acclaimed fall event attracting more than 45,000 guests at
Upper Canada Village and 22,000 at Kingston Pen Tours annually generating
approximately $872 thousand in revenue at Upper Canada Village and $460 thousand in
revenue at Kingston Pen Tours for the IRR.

Camper Cabins: These cabins yield more than $335 thousand in annual revenue.
Full-service Campground Upgrades: Enhancements that generate more than $320
thousand in annual revenue.

Electrical Efficiency Upgrades: Resulting in an estimated annual cost savings of $50
thousand.

The IRR remains a cornerstone of SLPC’s financial strategy, ensuring long-term sustainability
and fostering excellence in tourism experiences.

SLPC is currently managing several exciting projects funded through the IRR. These initiatives
encompass a wide range of areas, including:

Parks and Recreation Roofed Accommodations Expansion: Expansion of its roofed
accommodations to better serve the increasing demand from visitors. This initiative
aims to provide more comfortable and accessible lodging options, ensuring a
memorable experience for all guests.

Riverside Cedar Campground Upgrades: Design improvements are being developed for
the campground to enhance camper facilities and guest experience.
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e SLPC Foundation Development: SLPC is exploring the feasibility of establishing an
independent foundation to bolster our mission. This initiative draws inspiration from
successful models implemented by other MTCG agencies and government
organizations, aiming to create sustainable support for our programs and services.

e Campgrounds and Beaches Development: We are committed to investing in our natural
assets, focusing on the development of campgrounds and beaches. This investment will
enhance the quality of our outdoor spaces, promoting greater enjoyment and
accessibility for all visitors.

¢ Point-of-Sales System Implementation: Modernizing sales processes for better
efficiency and enhanced guest offerings.

REALTY

SLPC has become one of the largest tourism destinations in Eastern Ontario, extending 200 km
from west of Kingston to near the Quebec border. Our facilities include thousands of acres of
park land and attractions on the St. Lawrence Heritage Corridor that provide a major source of
recreational opportunities for residents and visitors to the Eastern Ontario Gateway to Ontario.
As the stewards of this land, it is SLPC’s responsibility to manage the land and preserve its
heritage for generations to come.

Understanding the complexity around the history of the various SLPC land holdings is critical to
the management of these important assets. This understanding starts with knowledge of our
history of our establishment and of our current mandate. Starting with International
cooperation along the St. Lawrence River, the Canadian government began to see the
advantages of a project that would improve navigation for large vessels along the waterway
and create significant quantities of hydroelectric power. The US and Canadian governments
approved a project known as the Seaway Project to build a dam at Cornwall, which would
create a massive head-pond for electricity generation and allow for the passage of large cargo
ships to and from The Great Lakes. Thousands of acres of land were to be flooded, and
hundreds of homes, families, businesses and farms would be displaced.

In 1951, Canada and Ontario’s governments signed a joint agreement to create a public
commission that would ensure safeguarding the historical importance and scenic beauty of any
lands affected by the project. By the time the Seaway project was complete in 1958, the
Commission was responsible for approximately 5,300 acres of land transferred to its care. The
historic sites, parks and attractions of the Ontario-St. Lawrence Development Commission were
to provide educational, natural, and leisure activities for the local population and serve as a
major feature in the economy of Eastern Ontario. By 1961, most of the features administered
by the Commission were open to the public. In 1955, an act to create the Ontario-St. Lawrence
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Development Commission received royal assent, with the duty of developing, maintaining, and
operating all the lands placed under its stewardship. The flooding of land was planned for 1958,
and the Commission had several pressing tasks in front of it, the most important being the
planning and development of scenic park areas along the new waterfront and the preservation
of the local history of the area.

In 2020, SLPC retained Infrastructure Ontario (I0) to conduct an information gathering
assignment with the purpose to provide an updated and accurate list of land holdings within
the SLPC portfolio. In 2023, 10 provided SLPC with an up-to-date land use inventory.

In 2024, SLPC was notified by the MTCG that during an Economic and Resource Policy
Committee meeting in 2024, the Ministry of Infrastructure’s (MOI) recommendation that SLPC
be exempt from having their realty authority centralized into MOI was formally approved.
There will be no legislative changes to SLPC's realty authority as a result of this approval.

In 2025-26, SLPC will continue to work closely with MTCG and IO regarding opportunities for
land management including potential land transfers to offset the municipal connections
project.

As a revenue-generating agency, SLPC’s land assets are managed in such a way as to help
maximize sustainability while providing a stewardship role. These assets often include
historically significant buildings and sensitive lands that are tied to our agency mandate and of
incredible importance to the local communities in which we operate.

SLPC continues to explore the benefits of a Land Trust. A Trust has potential to support and
advance the leasing and development of SLPC-owned lands to create leasehold revenue
opportunities that would contribute to self-sustainability, financially and operationally. SLPC is
also reviewing the potential of long-term leases within our current framework and will explore
this with MTCG.

INFORMATION TECHNOLOGY PLAN
INFORMATION TECHNOLOGY CYBER SECURITY AND ELECTRONIC SERVICE DELIVERY PLAN

The SLPC Information Technology Team’s vision to improve Cyber Security and digital service
delivery through the development of reliable and secure infrastructure resulting in improved
application delivery, high-capacity internet and network resources improving customer and
end-user experience will continue to be implemented in 2025-26.
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Cyber Security

To address cyber security assessment recommendations, SLPC will ensure its cyber security
posture through re-occurring attack simulation email campaigns, mandatory and elective cyber
security learning resources offered in the SLPC Learning Management System (LMS).

To strengthen desktop and laptop security, in addition to SLPC’s endpoint protection and the
current multi-factor authentication requirement measures in place, SLPC will be researching
biometric security technologies for laptop, servers and desktop devices.

Policy and cyber security enforcement will be automatically deployed through device
management through a single management portal.

Al Artificial Intelligence

At this point in time SLPC does not have an avenue for the public to seek information in a
service, process or program. Internally, SLPC is planning to implement a Data Security Posture
Management system for Al providing graphical tools and reports to gain insights into Al use
within your organization

Electronic Service Delivery Plan

In 2019-20 SLPC transitioned their Enterprise Resource Planning (ERP) software solution to a
cloud-hosted model. In 2025-26, SLPC will ensure cloud hosting complies with the most current
cloud hosting security standards in accordance with the Ontario government and/or
international standards.

Information Technology Services

The IT department continues to support operations with these functional areas: Cyber Security,
Network Infrastructure Services, Application Services, Helpdesk Services, cloud services and
Internal Communications Systems Services.

As part of the plan, the revitalization of a high-speed internet infrastructure to the
campgrounds along the Long Sault Parkway commenced in 2023-24 and will run until 2025-26.
This will give staff and visitors an improved Wi-Fi guest experience and improved staff access to
internal applications.

Additionally, improved internet access will enhance smart technologies such as security

surveillance, parking gate sensors, and Internet of Things (loT) to improve SLPC's operational
efficiencies.
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IT will also address the need for additional desk space and hybrid office requirements through
the new development and retrofitting of current IT infrastructure.

FINANCIAL REPORTING MANAGEMENT SYSTEM INTEGRATION (AUTOMATION)

To design and implement processes that take siloed systems or services from beginning to end
and deliver a complete functional solution with or without third-party resources. SLPC IT will
fulfil these objectives with the following actions:

Provide technical requirements and serve as ‘Subject Matter Experts’ for the
procurements of new business management systems (historic site ticketing, marina, and
golf admissions.

Manage and sustain the operation of the SLPC cloud-hosted productivity platform
ensuring security, unified communications, mobile device management, enhanced
security, business units, departmental websites, and storage resources.

Streamline back-office processes through Artificial Intelligence and Business Intelligence
development to the SLPC ERP system.

Strategize ‘Cloud-First’ Infrastructure as a Service (laaS) and Software as a Service (Saa$)
provider regulatory compliance.

Further develop methods of internal corporate communications and messaging through
the use of SaaS and laaS

Reduce overall IT footprint for all remaining on-premise systems at all functional and
business unit’s systems through migration to a cloud-hosted or SaaS model.

EXPAND IT INFRASTRUCTURE AND ACCESSIBILITY

The implementation of physical IT infrastructure to facilitate access to ‘Anywhere
Infrastructures,” ‘On-demand Infrastructures,” and cloud computing ‘SaaS’ supporting corporate
business services and business units with the following actions:

Providing access to enterprise information technology services and resources without
boundaries supporting hybrid work arrangements.

Developing much needed digital infrastructure and workspace capacity to support the
‘Return to Office’ mandate

Enhancing customer service with availability of rural Wi-Fi infrastructure and expansion
of internet infrastructure to areas of demand.

Contributing to improved service uptime, sustainability, and borderless accessibility to
enterprise resource delivery through cloud-based and hosted server infrastructure.
Bridging building “silos” to the SLPC network through wireless infrastructure, supporting
application delivery and automation.

Supporting business automation through cloud-hosted ’laaS,” ‘SaaS,’ and virtualized
server environments, allowing quick deployment and scalability on demand.
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Providing support for a multi-year Repair and Rehabilitation Fibre Optic and Microwave
Wireless Infrastructure Revitalization Plan and Major Capital Plan jointly developed with
MTCG.

Providing subject matter support for procurements and implementations of point-of-
sales, reservation, admissions, retail and ticketing systems, and websites.

PRIVACY & SECURITY

To ensure a secure IT environment at SLPC, intellectual business resources, IT policies and
guidelines are aligned with SLPC and Ontario Public Service (OPS) IT policies. Staff are required
to use SLPC information technology resources with the understanding of IT best practice
standards. This initiative also supports the Employee Investment strategic goal.

Follow SLPC IT policies and IT best practice standards training for employees.

Secure access and integrity of corporate intellectual resources through two-factor
authentication; strengthen perimeter defense systems, network access rules, intrusion
detection, and intrusion prevention systems (IDS/IPS).

Implement archive and disaster recovery strategy aligned with OPS retention and
archive policies utilizing dual resources simultaneous local and cloud backup storage
resources.

Access controls safeguarding SLPC intellectual properties through current two-factor
authentication and group policies.

Secure in-office and remote network access, employee confidentiality, email, and
documents through the use of mobile app, SMS and voice calls as a second factor of
authentication.

Email and data protection plans model a cloud-to-cloud backup and comprehensive
cloud-managed Autonomous Threat Protection and advanced endpoint security
systems.

Periodic attack simulation campaigns through email.

Employee awareness and training resource offered in SLPC LMS.

Biometric computer authentication and threat prevention.

Al-driven email protection that automatically responds to cyber threats in real time. This
self-learning technology detects and analyzes anomalies in network activity.

Annual Information Technology risk and audit assessment adhering to international
standards, OPS I&IT policies and procedures.

IT SUPPORT SERVICES

To effectively provide technical support services to the functional units, business units, guests,
and vendors. Sufficient data is collected during business planning to ensure that stakeholders
are understood, and an action plan is in place to address common gaps. The SLPC IT Service
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Strategy is based on collected data, help desk ticket reports, and other requests from
stakeholders. This data is then transitioned into client needs and a mitigation strategy.

Create efficiencies and improve employee onboarding through the use of hardware
preparation automation and policy deployment.

Take proactive actions to mitigate common issues reported based on help desk
statistics.

Augment initial parks staff reservation system and end-user training by providing on-site
operational resources and follow-up training within first two weeks of every season.
Implement a new online SLPC ITSM (Asset Management/Incident Response), to deliver
value to staff and stakeholders, as well as to improve performance and capabilities.
Offer secure remote support access to all SLPC-issued devices from any location with
internet access.

Improve disaster recovery plan and strategies with the implementation of internet
service failover backup devices and emergency backup power devices.

Ensure instant notification of all SLPC outages, IT ticket requests, or security events
directly to IT team 24/7/365.

CORPORATE COMMUNICATION AND EMPLOYEE ENGAGEMENT

To effectively communicate corporate information to facilitate employee, departmental,
business unit, and external collaboration. The following areas support this SLPC IT pillar:

Strengthen Ministry connections through regular engagements, work with Ministry on
best practices for technology, procurement, policy, and compliance.

Centralized mobile device management system to manage and secure iOS, Android,
Windows, and macOS devices.

A corporate-wide customer relationship management (CRM) system to effectively
manage SLPC's interactions with guests while simultaneously monitoring and collecting
retail and admissions statistics.

Unified communications bridging the SLPC collaboration system, Cloud PBX corporate
telephone environment, Guest Relations, and all extended areas of the organization.
Dashboards, virtual meeting rooms, and visual update mechanisms to communicate
amongst internal and external participants.

Assist MCG with updating and development of webserver, websites, hosting, and
managing domain registration and SSL Certificate management.

Work with MCG to design and implement a corporate SharePoint employee portal
allowing for the creation, sharing, and management of content and the collaborative
use of resources.
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GREEN INFORMATION TECHNOLOGY

Computers and telecommunications are used in a way that maximizes positive environmental
benefits and minimizes externalities. SLPC Green IT is focused on reducing the environmental
impact through improving end-user working practices, creating energy-efficient offices,
including work-from-home environments, and reducing data centre energy consumption.

e Reduce paper costs and carbon dioxide emissions through the elimination of
photocopiers/fax machines and the use of digital documents and services.

e Adapt digital documentation and cloud storage shares through SLPC cloud storage
resources and implement a future document management system reducing the need for
physical document storage facilities.

e Introduce secure shared digital file storage resources for external parties.

e Downsize data centres, cooling, and reduced power consumption through power
management policies, laptop use, and continue transition from on-premises servers to
cloud services.

e Develop and adapt an innovative e-waste strategy for managing electronic waste no
longer in production.

e Continue working towards 100% paperless environment through digitization of
processes, the implementation of records information and document management
systems, and digital signature systems.

e Reduce daily travel footprint by leveraging remote work technologies.

e Provide storage and modify backup retention policies in accordance with the RIM
initiatives.

INITIATIVES INVOLVING THIRD PARTIES

SLPC operates several entities with the collaboration of third parties. Third-party initiatives are
reviewed annually for performance and allow SLPC to create beneficial partnerships and
develop economic opportunities for local communities, while successfully operating attractions
and facilities. They follow a business model that generates revenue for SLPC in a fiscally
responsible and sustainable manner.

OPERATION LICENSE AGREEMENTS OF SLPC PROPERTIES
Treetop Trekking 1000 Islands (Formerly Skywood Eco Adventure)

In 2022-23, Treetop Trekking was selected as the successful vendor to assume maintenance and
operations of SLPC’s Skywood Eco Adventure facility. Treetop Trekking is a Canadian company
that operates similar adventure parks in Ontario and Quebec and has established itself as North
America’s leader in zipline, aerial games and unique forest adventures. The decision to license
Skywood followed a thorough review of the business and an evaluation of several potential
business models. Under the licensing agreement, SLPC retains the asset and generates
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guaranteed revenue through annual licensing and a percentage of gross revenues. SLPC
remains responsible for the oversight and administration of the contract with Treetop Trekking.

Grenville Park Campground

Grenville Park Campground in Johnstown, Ontario has been operated by a third-party operator
for more than 30 years. Currently, SLPC’s licensing agreement for the maintenance and
operation of Grenville Park Campground is with 1436605 Ontario Inc. Under the licensing
agreement, SLPC retains the asset and generates guaranteed revenue through annual licensing
and a percentage of gross revenues. SLPC retains all rights with respect to the park and has the
right to implement or set standards for all marketing, customer surveys, advertising, and visual
identity programs at the park as well as to require compliance.

Charlottenburgh Park Campground

Since 2006, SLPC has had a licensing agreement with Raisin Region Conservation Authority for
the maintenance and operation of Charlottenburgh Park Campground in Summerstown,
Ontario. Under the licensing agreement, SLPC retains the asset and generates guaranteed
revenue through annual licensing and a percentage of gross revenues. SLPC retains all rights
with respect to the park and has the right to implement or set standards for all marketing,
customer surveys, advertising, and visual identity programs at the park as well as to require
compliance.

LICENCES TO OPERATE NON-SLPC PROPERTIES
Fort Henry | Parks Canada

The operating relationship between Parks Canada and SLPC began in 1999 when the ownership
of the national historic site was transferred from the Department of National Defence to Parks
Canada. The Government of Ontario has operated Fort Henry as a living history museum with
almost continuous programming being offered since 1938, with SLPC operating the attraction
since at least 1965. SLPC operates the Fort Henry living museum under a lease agreement with
Parks Canada.

Kingston Pen Tours | Correctional Service Canada & City of Kingston

Kingston Penitentiary is owned by Correctional Service Canada (CSC). In 2023 the City of
Kingston leased the property from April to November and had a licence agreement with SLPC to
operate tours and conduct other revenue-generating activities. The City also engaged in
agreements with other parties for the delivery of additional tourism and community activities
during those months, concurrently with SLPC offerings. To date, the SLPC agreement has been
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negotiated for a one-year term at a time. Operations for the 2025 tourism season are currently
being discussed.

The operation of Kingston Pen Tours by SLPC started in 2016 and have continued since then
through annual agreements involving multiple levels of government and community
partnerships. The tours promote economic growth for the region through the delivery of quality
tourism and cultural experiences at the site, and further establishes the City of Kingston as an
internationally recognized tourism destination.

Services Vendors
FOOD SERVICES, BYTOWN CATERING

SLPC has service agreements in place with ByTown Catering to provide food and beverage
services to Upper Canada Village and Fort Henry. The contracts were awarded, and the
agreements were entered into as a result of two separate procurements, one for each site.
Each procurement was conducted through Supply Chain Ontario due to the overall value of the
contracts. Under the agreements, ByTown Catering operates and maintains on-site restaurant
facilities and pays a percentage fee based on gross revenues each year of the term to SLPC.

MAINTENANCE SERVICES

SLPC has agreements in place for operational dependent services (including Stinson fuel
delivery and GFL Waste Management) and supplementary maintenance services with various
providers/contractors. The range of supplementary services includes specialized trades (HVAC,
water testing, etc.) as well as emergency after-hours work (sewage pumping, plumbing,
electrical). Utilizing highly qualified third-party service providers with up-to-date equipment
and training allows SLPC to operate safely and efficiently, and to comply with legislation and
regulations, while supporting the local economy with business for local contractors.
Accountability of third-party partners is developed and maintained through positive relations
and best business practices.

IMPLEMENTATION PLAN

SLPC has identified the following key strategic projects and initiatives to be undertaken in this
planning cycle that support SLPC's Strategic Plan and thoughtful movement towards
operational self-sustainability.
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REVITALIZE INFRASTRUCTURE, IMPROVE FACILITIES AND THE GUEST EXPERIENCE
Municipal Connections

Infrastructure is the foundation that enables quality visitor experiences and protects SLPC
assets for future generations. SLPC has a significant accumulation of aging and beyond useful
life infrastructure. We are focused on continuing to work closely with MTCG towards the
ongoing critical need for revitalization and new investment in infrastructure to support
operations, ensure the health and safety of our sites and maximize positive guest experience
and operational sustainability.

Connecting to municipal facilities for water and wastewater represents a long-term and
sustainable solution for SLPC, leverages municipal capacity and expertise, and would support
upgraded infrastructure for neighboring municipalities. It also reduces regulatory oversight and
environmental risk for SLPC operating private sewage and drinking water supply systems
and aligns with Provincial Planning Statement and SLPC’s Letter of Direction to risk
manage and mitigate agency risks. These connections will give SLPC the ability to revitalize
recreational business units with increased revenue opportunities that support the goal of
financial self-sustainability.

SLPC continues to work closely with MTCG, Infrastructure Ontario, and local municipalities to
chart a path forward for this project.

Revitalization of Key Areas in Campgrounds and Beaches

A completely revitalized Brown’s Bay Beach and Picnic area was officially reopened in 2024, and
included accessible facilities, gender-neutral washrooms, improved amenities and a new
canteen, enhancing competitiveness and the guest experience. Building on this success, funded
by Board approved Internally Restricted Reserve (IRR), SLPC began a multi-year project in 2023
to increase campground occupancy, profitability and improved guest access to enjoy the
activities along the St. Lawrence River while staying at SLPC campsites.

The project focused on the waterfront sites that had the most potential for short-term return:
Mille Roches on the Long Sault Parkway, the Upper Canada Migratory Bird Sanctuary and the
rebuild and revitalization of sites at the newly renovated Brown’s Bay site. The revitalization
work included leveling sites for better camping access, clearing waterfront vistas, tree work,
planting, electrical work and upgrades to basic camping amenities.

Invasive shoreline vegetation has had a major impact on the usability of the waterfront in the

vast majority of our waterfront campsites. In consultation with the local conservation authorities,
removal of this vegetation to increase customer enjoyment of the sites combined with partnered
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projects for shoreline stabilization and tree planting are a major focus for the upcoming season
throughout our parks.

This work will continue into 2025 at these locations and will include a partnership with St.
Lawrence College to build custom firepits for our campsites.

At Skywood, we are excited to embark on the planning and development phase of a unique
camping experience. This facility will feature an eco-niche campsite combined with roofed
accommodations utilizing the natural surrounding of the park. This four-season offering will
ensure that guests can immerse themselves in nature year-round, while a range of adventure
options and partnered experiences will cater to diverse interests. The integration of technology
will enhance the guest experience, allowing for seamless access, reservations and bookings.

Capital Washroom Project

As part of replacing aging infrastructure, SLPC has identified outdated washroom facilities that
need to be replaced to ensure more hygienic conditions, accessibility, safety, and overall guest
satisfaction.

This project will include the design and construction of three new washroom buildings. One at
Treetop Trekking 1000 Islands (Skywood site), one at Mille Roches and the other at Glengarry
Campground, with the first construction taking place at Glengarry Campground in 2025.

Oversight and Management of Parkways

SLPC will continue to collaborate closely with the Ministry of Tourism, Culture and Gaming
(MTCG) and the Ontario Ministry of Transportation (MTO) to ensure efficient and effective
long-term service delivery of the Thousand Islands and Long Sault Parkways wherein MTO
would assume greater responsibilities for maintenance, capital investment and policy support
to ensure these provincial assets continue to be protected and managed for public use.

Fort Henry Paving Project

The East Road from Lundy's Lane to the East Gate of Fort Henry National Historic Site supports
year-round vendor, maintenance, and staff vehicle access. This road has experienced extensive
damage over time as a result of drainage issues creating washouts, cracks and potholes.

SLPC is seeking to repair the East Road by repaving the road surface. This work will include

investigation and detailed engineered drawings to identify the repair or removal of failing
drainage features proper grading and integrate new drainage solutions.
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Additionally, SLPC is working with Parks Canada to make improvements to the pedestrian path
and main visitor entrance to the north. This work is anticipated to be completed in time for the
Summer 2025 operational season.

FINANCIAL SUSTAINABILITY - GROWING REVENUE OPPORTUNITIES
Long Term Sustainability Plan for Historic Sites

During the next business cycle, Historic Sites will work to maximize revenue opportunities with
existing programming. This means exploring new opportunities within the existing cost
footprint of special events and core programming.

Staff will explore strategies to drive greater attendance, analyze pricing and align with the
current demand in the market. The review will include:
e Reuvisiting programming to address topics of greater relevance in today’s climate and to
tell the stories that have been missed in previous programming.
e Reinventing activities to make a visit to SLPC’s Historic Sites a more compelling “must
do” activity for tourists.

Roofed Accommodations

SLPC will expand their highest occupancy accommodations across the Parks and Recreation
business unit in 2025-26 to accelerate revenue growth, supporting the SLPC’s goal of financial
sustainability.

Globally, glamping and roofed accommodations are seeing expanded interest, resulting in
increased activity and revenue growth. According to market research the roofed
accommodation/glamping industry worldwide will continue to grow. This business segment’s
industry valuation in 2021 was $2.35 billion with expectation to increase to $2.8 billion over the
next few years. !

This project will have a phased approach to expand the roofed accommodation offerings
available throughout SLPC completely funded by SLPC Internal Restricted Reserve (IRR). The
first phase will focus on required assessments, engineering, and construction and upgrades to
supporting infrastructure. A number of new roofed accommodation offerings with varied
amenities including destination campers and modular cabins will be available throughout the
Parks and Recreation. Sites being considered for development include Crysler Park, Skywood,
Brown’s Bay and sites along the Long Sault Parkway.

1 Source: Grand View Research -GVR Report cover Glamping Market Size, Share & Trends Analysis
Report
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Travel Trade and Expanded Education Markets

In 2025-26, SLPC will further expand and build upon their networks to increase reach and sales
opportunities and utilize the travel trade and education portal to share SLPC product offerings
and experiences with travel trade operators, educators and the emerging cruise market.

Participation in tourism industry conferences will improve overall financial sustainability by
identifying and developing new markets, strengthening existing SLPC partnerships and build
new relationships with prospective National and International Tour Operators showcasing SLPC
sites on both a domestic and international stage.

SLPC recognises the potential to increase group ticket sales by further developing the education
market. Work has begun to identify how and where updates to current programs are needed to
align with current curriculum, along with a focus to develop new programs enabling growth in
this stream of business.

Several tiers of educational programming are offered at historic sites. Many schools within a
driving distance of up to 2 hours away have a history of visiting one or both sites regularly. SLPC
has established a strong reputation in the education sector of providing reliable, quality
edutainment experiences. A key tactic to grow this market was the reinstatement of the
Teacher Access Pass. This program directly targets the educator audience inviting teachers,
Principals and Vice-Principals to visit Upper Canada Village and Fort Henry during the season.
Data collected through surveys and program sign up will allow data driven program decisions
and the opportunity to communicate directly with the teachers after they have visited. Email
marketing will be a useful tool in keeping SLPC attractions top of mind.

SLPC will continue to work closely with Destination Ontario and Destination Marketing
Organizations to engage the Travel Trade and Education market with the goal of increasing
visitation to SLPC sites and the province of Ontario.

International Exhibit Sales and Leases

The success of SLPC’s Pumpkinferno product has grown considerably from its inception in 2012.
It has seen expansion within SLPC, from Upper Canada Village to Fort Henry and the former
Kingston Penitentiary site as well as successful lease/sale agreements with Dynamic Earth
(Science North) an Agency of the Province and Discovery Harbour (Huronia Historical Parks) an
attraction operated by MTCG.

SLPC is capitalizing on this success and is now pursuing international sales and lease
opportunities to showcase the successful Pumpkinferno brand. The first of these international
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opportunities is an exhibit lease agreement with the Arizona Science Center (ASC) on a trial
exhibit for 2024.

In 2025-26 SLPC will work to solidify the business relationship with ASC as well as continue
strategic discussions on future sales opportunities. Solidifying this new business relationship
will include assessing ASC satisfaction, strengthen relationships, gather feedback for future
sales strategies, and to explore potential expansion and upsell opportunities throughout the
United States of this very successful exhibition.

Parking Solutions

During the next business cycle, SLPC will engage with industry to understand innovative
solutions that exist for parking programs that improve guest experience and enhance health
and safety. Solutions will be explored that have potential to offset operational costs and
increase revenue for our sites. Knowing that a one size fits all approach is not practical or
efficient, SLPC will procure experts to provide a needs analysis and environmental scan to
determine the best options for the Commission.

SLPC Foundation

Working with MTCG, SLPC has initiated the process to establish an independently operated,
(arm’s length) Foundation as a registered charity to support core strategic projects and
current/future operating and capital funding requirements.

The Foundation will support the delivery of SLPC's mandate to provide, preserve and advocate
for its parks, heritage assets and environment through operations and partnerships that
contribute to an exceptional guest experience and economic prosperity in the region.

In 2025-26, SLPC will refine and strengthen a comprehensive business case for the Ministry,
preparing it for submission to the Treasury Board Secretariat for approval.

MODERNIZATION

SLPC has responsibility for operations that are less aligned with its business objectives and
tourism focus, and that challenge its enforcement capabilities, such as permitting
and regulation of activities within its lands.

As part of ensuring a strong governance framework and fulfillment of the obligations under the
Memorandum of Understanding, SLPC will establish a Governance Committee in 2025.
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One of the first mandates for this Committee will be to lead a review of the SLPC Act and Reg.
1023 with a view to modernization; better aligning the current legislation and regulations with
the service delivery needs of SLPC attractions.

ENVIRONMENT

The goal of SLPC’s Environmental Plan (EP) is to integrate environmental sustainability into daily
actions across the organization, helping SLPC become a leader in sustainable tourism and move
towards the goals outlined within SLPC’s Strategic Plan 2021-2026 in an environmentally
sustainable manner.

SLPC has entered into a number of partnerships with organizations including Parks Canada, The
St. Lawrence River Institute (SLRI), the Frontenac Arch Biosphere (FAB), The Thousand Islands
Watershed Land Trust, Pollution Probe and others. Through these partnerships and their
expertise, SLPC will explore opportunities to implement new or expand existing environmental
sustainability initiatives across the Commission. SLPC has also engaged these organizations to
initiate new projects within and near SLPC sites which work on protecting and rehabilitating the
natural ecosystems of the St. Lawrence River lowlands.

SLPC is developing a plan to increase natural habitat within SLPC properties. The project focuses
on minimizing the impacts of climate change by reversing stress-use of the lands under SLPC
stewardship. The project along with others that focus on improving the habitat within and
around SLPC sites focuses on providing aid to the species in the region that have been impacted
due to anthropological reasons.

EXPANDING THE NARRATIVE — INDIGENOUS AND BLACK HISTORY

SLPC has started the journey to share the stories and experiences of Indigenous peoples and
Black communities in Eastern Ontario in the 1860Q’s that have previously been
underrepresented or absent from the SLPC programming narrative.

SLPC celebrated the official opening of the Black History Exhibit at Upper Canada Village in May
2024, and launched the first Emancipation Day celebration on Aug 1, 2024, marking the 190t
anniversary of this important date. Both the exhibit and the celebration were planned and
launched in partnership with Black communities from the Eastern Ontario region. Programming
has been developed for the education market to be delivered at the Black History Exhibit.

Upper Canada Village has been working with Akwesasne since 2023 and Indigenous Experiences
of Ottawa in 2024 to incorporate Indigenous programming at the site. The inclusion of special
additions to existing programming provided new voices and perspectives for guests. Through
continued efforts, these additions will be more robust and grander in years to come. In 2025, a
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new Indigenous exhibit will appear in the Village’s Discovery Centre, replacing the current
colonial display.

MARKETING & COMMUNICATIONS PLAN
MARKETING, COMMUNICATIONS & GUEST RELATIONS GOALS & STRATEGIC DIRECTION

In 2024-25, Marketing, Communications and Guest Relations (MCG) progressed along its
journey of transformation, strengthening capacity within the team to support building capacity
throughout the wider organization. In 2025-26 we will continue to transform the way we work,
building on our previous successes. Marketing is committed to documenting processes and
procedures and improving them throughout the process; to organizing and automating
workflow processes; to streamlining the way things are done and to using digital tools and
processes as much as possible across all business lines in the unit and to try new approaches to
marketing to see what yields results.

The primary focus of MCG is always on driving attendance to attract revenue. We do this
through creating compelling product messaging through earned, owned, and paid media and by
exploring partnership opportunities.

We want to better leverage data and results to improve our return on investment. The social
and digital team will practice social listening and analysis to continue to produce consistent
content that builds SLPC’s online communities and audiences and experiment more with new
media to test what works. Our paid media will focus on result-based mediums that drive
awareness, visitation and conversion through targeting the right audience for each experience
to efficiently maximize budget and reach.

MCG will continue to leverage the expertise of the Agency of Record and continue to
strengthen relations and follow communications processes with Ministry partners, Destination
Ontario, Destination Canada, Regional Tourism Organizations, municipalities, and tourism
partners to leverage outreach opportunities, develop paid and organic partnerships and to
create synergies in the marketplace.

MCG will continue to champion the guest experience to make sure that we attract new guests
and create returning ones.

OBJECTIVE

Increase revenue for the SLPC through smart marketing, storytelling, and excellent guest and
community relations.
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BRAND VISION
A strong collection of brands that make SLPC a unified leader in tourism and a steward for
environmentally sustainable tourism.

Prioritize digital delivery of marketing, communications, guest communications and service
and operational products

Strategically build creative assets to allow for multi-channel distribution

Introduce a centralized digital platform for media, partners, and stakeholders, providing
easy access to high-quality, up-to-date promotional assets to streamline collaboration
and enhance external marketing efforts for SLPC's attractions and events

Improve curation and sharing of promotional content and communications to external
community, Travel Trade and Education partners and staff

Collect and analyze data from business unit systems and surveys to help inform
marketing and programming decisions

With the rise of mobile usage by SLPC guests, continue to prioritize and optimize the
building of social media and web content that is mobile first

Continue to prioritize digital accessibility for guests

Discover Al capabilities to improve service delivery and maximize guest relations output

Build networks to increase reach and sales opportunities

Strengthen relationships with Ministry partners, Destination Ontario, Destination
Canada, Regional Tourism Organizations, municipalities, tourism partners and
Indigenous partners

Continue to build relationships in the Travel Trade community

Develop education strategy and communication list

Support Commission’s revenue goals

Develop and execute comprehensive earned and paid media campaigns to support
programming and special events

Enhance the utilization of video to increase organic exposure and engagement while
highlighting SLPC attractions and experiences

Leverage User-Generated Content to increase engagement and organic exposure of
SLPC attractions to strengthen social communities

Continue to manage online reputation as guest reviews and comments lead the list of
most influential sources for making purchasing decisions

Build on cross-promotional success and learnings to promote SLPC experiences across
various owned channels
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Maintain focus on the guest experience in all aspects of marketing, communications and
guest relations
e Streamline Guest Relations agents’ availability by documenting information to maximize
guest service
e Continue to exceed guest service standards through positive guest experience and
personalized online interactions, strengthening SLPC’s brand image and reputation
e Streamline delivery of communications through social and digital media
e Facilitate guest bookings with a focus on digital delivery

COMMUNICATION PLAN

GOAL
To support SLPC implementing its strategic plan and achieve the plan’s desired results.

OBJECTIVES
e Drive attendance at parks and facilities
e Develop new markets
e Sow and grow a public narrative that SLPC is a regional tourism leader
e Highlight SLPC’s infrastructure, environment, and community work
e Improve guest communications for a better guest experience

APPROACH
Our approach to public and stakeholder communications is drawn from our core values.
e Strive to communicate transparently, so that our guests and the communities we serve
know what to expect at our facilities
e Remain adaptable in our communications so that we can proactively and
conscientiously respond to guests, stakeholders, community members and issues that
require our attention
e Collaborate on communications approach wherever possible, recognizing that good
communications require listening and discussion and that working together with
partners and communities can elevate us all

COMMUNICATION STRATEGIES AND TACTICS
Develop and execute comprehensive earned media campaigns to support programming and
special events.
e Develop integrated communications campaigns, including media relations, web and
social media, paid media, frontline and issues management support, for programming at
historic sites and parks and recreation facilities to help drive attendance
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e In the changing landscape of traditional media, a strategic multi-faceted approach to
communications will focus on influencer marketing and will leverage the power of
influencers and expand reach, enhance brand awareness, and drive engagement across
various digital and social platforms

Increase efficiency of program communications to maximize output
SLPC will document annual communications programs and seek out lower-input
communications methods to increase the amount of output in a manageable way.
e Work from established templates for annual campaigns
e Develop and execute more story pitches and itineraries
e Build more relationships with Ottawa-area media and prioritize potential partnerships
with influencers

Develop New Media and External Relations Strategies in the Face of Media Consolidation

e Increase use of direct communications and owned media through social media

e Mine and develop meaningful and newsworthy content from SLPC’s properties, people
and projects

e Leverage partner communication vehicles

e Connect with media personalities and influencers in new ways

e Develop more creative pitches and outreach and tap into new and diverse markets
through targeted partnerships

TRAVEL TRADE SHOWS

Date Location Sales Mission

Rendez-vous Canada (RVC) Travel Trade

May/ June 2025 Winnipeg, MB
Showcase

Riviere-du-Loup,

October 2025
ctober Quebec

Bienvenue Quebec

Ontario Motor Coach Associati
November 2025 Markham, ON ntario otor Loac ssoclation

(OMCA)

National Tour Association (NTA) Travel
November 2025 Ottawa, ON Exchange | in Partnership with Ottawa

Tourism
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I APPENDIX A ORGANIZATION STRUCTURE

GENERAL MANAGER AND CEO — HOLLEE KEW

Oversight from Deputy Minister of Tourism, Culture and Gaming, Nancy Kennedy

Oversight from St. Lawrence Parks Commission Board of Commissioners Chair, Hon. Bob

Runciman

REPORTS TO GENERAL MANAGER AND CEO

Executive Administrative Assistant to GM & CEO, Shannon Moulton (A)
Chief Financial Officer, Al Adibi

Director, Parks and Recreation, Tim Robins (A)

Director, Historic Sites, Geoff Waycik

Director, Marketing, Communications & Guest Relations, Krista Doyle

REPORTS TO CHIEF FINANCIAL OFFICER, CORPORATE SERVICES

Director, Environment, Facilities and Capital Planning, Greg Faaren
Manager, Human Resources, Amanda Veltheim (A)

Manager, Finance, Drew Smith

Manager, IT, William Wong

REPORTS TO DIRECTOR, ENVIRONMENT, FACILITIES AND CAPITAL PLANNING

Manager, Maintenance & Operations, Stephan Parisien

REPORTS TO DIRECTOR, PARKS AND RECREATION

Manager, Regional Parks Operations, Lyle Harper
Manager, Recreation and Leisure, Brad Speck (A)

REPORTS TO DIRECTOR, HISTORIC SITES

Manager, Upper Canada Village, Tracey Ogilby
Manager, Fort Henry, Kathryn Lowe
Manager, Kingston Pen Tours, Greg Gouthro (A)

REPORTS TO DIRECTOR, MARKETING, COMMUNICATIONS & GUEST RELATIONS

Manager, Guest Relations and Corporate Communications, Dana Running (A)

UNIT PORTFOLIOS
PARKS & RECREATION

Parks and Campgrounds
Leased Parks (Grenville Park, Charlottenburgh Park)
Third-party operated park - Treetop Trekking 1000 Islands
Recreation and Leisure Attractions

o Crysler Park Marina
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o Upper Canada Golf Course
HISTORIC SITES

Upper Canada Village
e Programming and Education
e Operations
e Operational Responsibility for Retail and Special Events
e Facilities and Property Maintenance

Fort Henry
e Programming and Education
e Operations
e Operational Responsibility for Retail and Special Events
e Facilities and Property Maintenance

Kingston Pen Tours
e Programming and Education
e QOperations
e Operational Responsibility for Retail and Special Events

MARKETING, COMMUNICATIONS & GUEST EXPERIENCE
e Marketing and Guest Experience Strategy
e New Business and Revenue Generation
e Paid Media and Travel Trade
e Website
e Digital and Social Media
e Graphic Design
e Corporate Communications
e Guest Relations

CORPORATE SERVICES
e Financial Services
o Accounts Receivable
o Financial Planning and Analysis
o Pay and Benefits
o Procure-to-pay (Accounts Payable and Procurement)
e Information Technology
o Cyber Security and Policy Compliance Management
Network Infrastructure Management (Local and Cloud)
Internal and External Communication Systems Management
Application Delivery
Solutions Architect Services

o0 O O O
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System Administration and Design

Information Technologies Project Management
Information Technologies Subject Matter Services
Process Improvement and Al Support and Development

e Human Resources

@)
©)
©)

Core Human Resources Operations
Organizational Design and Development
Strategic Labour Relations

e Environment, Facilities and Capital Planning

(@]

@)
®)
©)

Capital Project Management
Maintenance and Operations
Environmental Planning and Compliance
Land Use Oversight and Permits
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