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Valuing Ontario
In Ontario, there are more
than 5 million properties
representing $2.96 trillion
in property value. It’s
MPAC's role to assess and
classify every property,
supporting the collection
of nearly $21 billion in
municipal taxes annually.
This report provides an overview of the
work we undertook throughout 2019 to
support municipalities and stakeholders,
meet service level standards, and deliver
an updated and stable assessment roll.

2019 by the numbers*
5.36 million
properties assessed
and classified in Ontario

Representing

$2.96 trillion
in property value

Delivered more than

800,000

Delivered more than

$37 billion

Property
Assessment Notices

in new assessment
to municipalities across the
province. More than 85% of
new assessment was processed
within one year of occupancy.

Supported the collection
of nearly $21 billion in
municipal taxes annually

Completed just
over 15,000
Requests for
Reconsideration

Completed

25,927
appeals

Met

Our Municipal
and Stakeholder
Relations team
participated in 18
municipal sector
conferences
across Ontario

91%

of our Municipal
Service Level
Agreement
objectives

*As of October 31, 2019
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Building and
strengthening
municipal
partnerships

In

early 2019, we made a strategic
change so that we could serve you
better. Under the leadership of
Carmelo Lipsi, Vice-President and Chief
Operating Officer, our municipal relationship
experts joined the same business unit as our
assessors. This integration has strengthened
our collective knowledge and understanding
of your communities, how we can support
you, and enabled us to be more efficient
in our customer service.
We welcomed many new municipal
elected officials after the October 2018
elections and, in 2019, we have enjoyed
orienting these new leaders about who
we are, what we do and how we can
support municipalities. We continue to
do this through Council presentations,
meetings with local municipal partners
and informational materials.
We are committed to keeping these
conversations with you going, especially
as we prepare to deliver the 2020
Assessment Update.

Partnerships in action
We’re proud of the municipal partnerships we’ve developed
and are working hard to demonstrate our value to you, to
listen to you and to continuously improve. These stories from
the field highlight some of the ways we’re doing just that.
Supporting the City of Ottawa
through spring flooding
MPAC continues to review properties during
non-Assessment Update years, and will update an
assessment if a change occurs. But what happens
if these changes are due to damage from natural
disasters like flooding, tornados or other extreme
weather events? In this case, property owners of
buildings damaged to the point of being unusable
might contact their municipality asking about a
property tax reduction or refund.
When these unfortunate situations happen,
municipalities can rely on MPAC to provide the
information they need to make informed decisions about
tax applications and process the applications quickly.
“Many properties along the Ottawa River experienced
flooding this spring, creating uncertainty and stress
for many of our residents,” says Mishele Joanis,
Program Manager, Customer Accounts Branch, City of
Ottawa. “We were again impressed with MPAC’s highly
collaborative approach to managing the situation.
Together, we were able to find solutions so that property
owners got the information they needed faster.”

Delivering exceptional
customer service to
Tarbutt Township
Whether presenting at a Council
meeting, looking into a property
owner’s concern, or sharing information with municipal partners
at industry conferences, MPAC’s
knowledgeable and professional
employees are committed to delivering exceptional customer service.
“In a time where customer service
seems to be lacking, I think MPAC
has achieved a high customer service
standard,” explains Caryn Orchard,
Deputy Clerk-Treasurer, Tarbutt
Township. “From the dealings that I
have had with your employees, they
have been nothing short of kind,
helpful and knowledgeable. I feel that
going forward with MPAC and the
culture that it is trying to represent,
you have some excellent staff to get
you there.”
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Partnering with the Town of
Lakeshore to find solutions
When there are bumps in the road, your local
Municipal and Stakeholder Relations team is ready
to help by bringing together the right people and
resources to find a solution.
A web service submission feature recently
had a system error that was causing building
permits submitted by the Town of Lakeshore to
be rejected. The local Account Manager quickly
arranged a meeting with Lakeshore's IT, finance
and building department staff, the municipal
vendor, and MPAC’s IT and Central Processing
Facility experts.
“As soon as we brought the issue forward, our
Account Manager proactively reached out to all the
relevant parties and organized a series of meetings
where we isolated the cause and fixed the problem,”
says Michelle Heslop, Supervisor of Revenue, Town
of Lakeshore. “It’s that kind of proactive customer
service that makes MPAC a valued partner.”

“This year marks our 20th anniversary as Ontario's
property assessment agency. As a customer-focused
organization, we're committed to continually
innovating to keep your trust.”
Nicole McNeill, President and CAO
2019 AMO Conference, Ottawa
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What’s next?

W

ith delivery of the
2019 assessment roll on
December 10, 2019, we are
shifting focus to the province-wide Assessment Update in 2020, when we update the
assessed value of every property in Ontario.
We understand how important early engagement is to you so you can understand the
assessments in your community, and we know
that you want to be part of the conversation.

You’ll hear more about opportunities
for engagement in early 2020. We look
forward to your insights and feedback
as we work toward this next milestone
together. Your local Municipal and
Stakeholder Relations team is available
to support you with any of our products
or services. Please contact your Regional
Manager or Account Manager, if you have
any questions about this report.

Connect with us For information and timely updates
Follow Us:
@MPAC_Ontario
MPAC on LinkedIn
MPAC on YouTube

➜ Read InTouch,
our monthly
newsletter
➜ Join the
conversation
at our monthly
webinar

See us at
municipal
conferences
in 2020!

Have a question?
Visit mpac.ca/municipalities to find your local representative
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About MPAC
The Municipal Property Assessment Corporation (MPAC) is an
independent, not-for-profit corporation funded by all Ontario municipalities,
accountable to the Province, municipalities and property taxpayers through
its 13-member Board of Directors. Our role is to accurately assess and
classify all properties in Ontario in compliance with the Assessment Act
and regulations set by the Government of Ontario. We are the largest
assessment jurisdiction in North America, assessing and classifying more
than 5.3 million properties with an estimated total value of $2.96 trillion.

Si vous avez des besoins d’une copie de cette material en français, veuillez contactez-nous.

