
ACCESSIBILITYACCESSIBILITY  
EEnabling change in nabling change in 
Ontario’s workplacesOntario’s workplaces

A L S O :  I N T E R N A L  T R A N S I T I O N S  |  N I C K  B  O N T I S  O N  C O L L A B O R A T I O N  |  F L E X I B L E  W O R K

Five steps to compliance
Bill 168:  

T H E  M A G A Z I N E  O F  H U M A N  R E S O U R C E S  T H O U G H T  L E A D E R S H I P  |   M AY / J U N  E  2 0 1 0 

PROFESSIONAL

 



In the wake of double-digit cost increases, it’s not surprising many 

Canadian companies are struggling with retiree benefits. Contact 

us today to learn more about how we can help your retirees gain 

the crucial health and dental coverage they need, so they can 

enjoy the same type of security they enjoyed while working – while 

  htiW .uoy rof seitilibail erutuf dna noitartsinimda nalp gnitanimile

only a few years left before Canadian Baby Boomers – over 30%  

of the population – start to retire, it may be one of the most  

informed decisions you’ll ever make.

And one more thing. When you call during regular business hours, 

a real human being will pick up the phone. We care enough about 

the healthcare insurance needs of your company and employees 

to answer each call personally. By helping your retirees make the 

right healthcare choice, you’ll gain the peace of mind of knowing that 

after all they’ve done for you, you’ve done the right thing for them. 

And, your bottom line.

When you say farewell to a retiree, it doesn’t  
have to mean that their healthcare benefits end. 

Goodbye.”“

Toll-free at 1- 800-667-0429 or 416-601-0429 in Toronto
Visit us at 4benefits.ca or email us at general@4benefits.ca

THE EXCLUSIVE PARTNER FOR GREEN SHIELD CANADA’S 
PRISM® HEALTH AND DENTAL PROGRAMS
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Experience Experience 
Counts.Counts.

Referrals respected and appreciated.  

 

Employment and Labour Lawyers

Shields O’Donnell MacKillop LLP

416.304.6400
www.djmlaw.ca

65 Queen Street W, Suite 1800, Toronto, Ontario Canada  M5H 2M5
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E D I T O R ’ S 
L E T T E R

Ontario’s Accessibility Standards for Customer 

Service are the first in a series of mandatory 

standards set by the Accessibility for 

Ontarians with Disabilities Act, 2005 (AODA) 

aimed at making the province accessible to 

all citizens by 2025. Through training and implementing 

accessibility policies and procedures, the standards will 

create an environment where persons with disabilities can be 

full participants.

Much of the public sector has already made 

signifi cant customer service changes in their 

workplaces to comply with the AODA deadline 

of January 1, 2010. While the private sector, 

including non-profi t, still has some breathing 

room on its compliance deadline of January 

2012, a lack of urgency is misguided. 

You may face major changes that will take 

the full two years to implement. Writer Duff 

McCutcheon talks to two organizations who 

have met the standards to illuminate potential 

pitfalls and highlight best-practices on their 

journey to accessibility, on page 24.

Violence in the workplace
Also on subject of legal compliance, Bill 168 becomes law 

on June 15. HRPA’s board chair, Antoinette Blunt, weighs 

in on the implications of Bill 168 for strategic HR thinkers 

beyond June 15, on page 11; and to help you prepare, 

Malcolm MacKillop and Alison Adam from Shields O’Donnell 

MacKillop LLP outline the fi ve most signifi cant requirements 

and how they will affect your workplace, on page 17. 

Enjoy the issue,

Meredith
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or

When it comes to employee rewards, while the thought does count,
the thought alone won’t help you make a tasty panini.

With over 400 Sears stores across Canada, easy access to online and 
catalogue shopping, endless travel options, and more merchandise and 

service choices, there’s something for everyone® at Sears.

1 866 297 5306
www.searsincentives.ca

incentives@sears.ca

WITH OVER 35,000 PRODUCTS, YOU CAN REWARD THEM WITH WHAT THEY REALLY WANT.
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REBECCA SCHALM 
Rebecca Schalm, PhD, RPsych, is a practice 

leader for RHR International, an executive and 

organizational development fi rm in Calgary. 

She writes about managing internal leadership 

transitions, on page 41.

MICHAEL EDDENDEN 
HR 101 is one of HR Professional’s most popular 

features in large part to the illustrations of 

Michael Eddenden. This month he lends his 

artistic talents to the subject of fl ex-work 

policies, on page 47. 

ALISON ADAM 
Alison Adam, a lawyer at Shields O’Donnell 

MacKillop, co-authored an article on what 

employers need to do now to prepare for Bill 168 

when it becomes law on June 15. Read about it 

on page 17.

DUFF MCCUTCHEON 
Duff McCutcheon is communications special-

ist at the Human Resources Professionals 

Association and frequent contributor to HR 

Professional. He investigates the obligations of 

employers under the AODA, on page 24.
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* CGI Payroll Services Centre Inc. is the sole supplier of payroll processing solutions and services marketed under the brand name Nethris®, of which the National Bank of Canada 
acts solely as distributor. Nethris® is a registered trademark of CGI Payroll Services Centre Inc.

1-800-361-8688 (ext. 0721)    nbc.ca/payroll

Managing your payroll is overwhelming and consumes valuable time 
you could be spending with your employees. It’s a problem that’s been 
going on for a while. A long while. 

National Bank off ers you a complete range of payroll and human 
resources management solutions*. Simple, effi  cient and aff ordable, 
they make your work day that much easier. It’s almost as though 
your payroll takes care of itself! 

 Find new ways to spend time with your employees
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Last year, during the collapse of the North American auto sector, Mila Lucio, MBA, 

CHRP, SHRP, vice president of HR at Windsor auto parts supplier A.P. Plasman Corp, 

led a painful restructuring to align her organization’s human capital needs with the new 

realities of the auto market. 

Thanks to her commitment to ongoing open and transparent communication, 

employees supported these diffi cult changes—even during layoff announcements.

Mila’s professionalism, empathy and transparency in the face of crisis are what set 

her apart as a Senior Human Resources Professional (SHRP)—a senior HR 

designation for proven, high-impact leaders.

Find out if you’ve got what it takes to be a SHRP: www.hrpa.ca/shrp

GREAT COMPANIES 
ARE BUILT THROUGH 
GREAT LEADERSHIP

Mila Lucio, VP HR

A.P. Plasman Corp

The Human Resources Professionals Association (HRPA) is Canada’s HR thought leader with more than 19,000 members in 28 chapters across Ontario. 

It connects its membership to an unmatched range of HR information resources, events, professional development and networking opportunities and 

annually hosts the world’s second largest HR conference. In partnership with the Financial Post, it produces FP HR—Canada’s only national business 

page devoted to human resources. In Ontario, HRPA issues the Certifi ed Human Resources Professional (CHRP) designation, the national standard for 

excellence in human resources management and the Senior Human Resources Professional (SHRP) designation, reserved for high-impact HR leaders.

SHRP_Ad.indd   1 3/11/10   11:00:11 AM
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FUTURE IMPLICATIONS OF BILL 168

In December, the Ontario Legislature 

passed Bill 168—An act to amend the 

Occupational Health and Safety Act with 

respect to violence and harassment in 

the workplace and other matters. Bill 168 

expands the definition of what constitutes a safe 

workplace and clearly defines what we must do 

as employers to comply with this new law. 

This bill, which comes into effect June 15, will 

signifi cantly impact organizations and HR 

departments across the province. (For details on 

what will be required from your workplaces, see 

page 17). 

In a nutshell, the bill requires all Ontario 

employers to prepare policies regarding work-

place violence and workplace harassment, review 

them annually and develop programs to assess, 

identify and control risks of workplace violence 

and harassment. The bill also provides author-

ity to make regulations including designating a 

workplace co-ordinator with respect to violence 

and workplace harassment; a new dimension of 

the role of the human resources professional. 

Proactive measures
As human resources professionals, we should 

be considering a broad scope of preventative 

measures in addition to achieving the legislative 

requirements of Bill 168. We need to consider the 

importance of relationships and communications 

in the workplace; develop required standards for 

all employees in these critical areas, and ensure 

employees are advised of the requirements. 

We must also make sure they receive adequate 

training. 

The dynamics of most workplaces are complex 

and with multigenerational employees, multi-

cultural employees and other diverse workforce 

characteristics, effective relationship manage-

ment and communication skills are challenges. 

To facilitate compliance with the legislation, 

position descriptions for all employees should 

include the responsibility for promotion of a safe 

workplace and understanding of the obligations 

set forth in the Occu-

pational Health and 

Safety Act. In addition, 

all employees should be 

required to demonstrate 

exemplary conduct and 

personal integrity. It is 

also important to engage 

in effective communica-

tions with others in the 

organization as well as 

external stakeholders one 

deals with in the course 

of one’s employment. This means respecting and 

valuing others, actively listening and facilitat-

ing healthy relationships. 

When recruiting new employees, human 

resources professionals should make a point of 

emphasizing the importance the organization 

places on effective relationships and communica-

tions. This should be a component of all orienta-

tion programs. In addition, as issues arise in the 

workplace, they should be dealt with immedi-

ately. Early intervention can help prevent work-

place violence. 

The awareness of the potential for domes-

tic violence will also be challenging for many 

employers. Human resources professionals must 

ensure employees understand their need to be 

aware of the potential for domestic violence so 

they can take reasonable precautions to protect 

employees. 

If human resources professionals have 

developed effective relationships and communi-

cations with employees, those employees will, 

in turn, feel comfortable coming forward and 

seeking out HR when they see the potential for 

domestic violence. This is a very sensitive and 

personal area for most employees and disclosure 

will only happen if there is a trusting relation-

ship between HR and employees. Trust is earned 

through behaviour.     

Antoinette Blunt is chair of HRPA’s board of directors.

L E A D E R S H I P 
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EVICT NON-PAYING THOUGHTS

What’s taking up space in your head and not paying rent?

Write down everything on your mind.    

 Take a look at your thought list.  

KEEP thoughts that bring you positive energy and joy.

EVICT thoughts that are taking up valuable space and 

not paying rent.
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PACE Cards © BJ McCabe - Idein Rise  www.ideinrise.com

P ay Attention

On January 26, 2010, HR Professional was 

there when Canadian HR Reporter and the 

Human Resources Professionals Association 

hosted the second annual HR Summit 

Awards gala recognizing HR excellence.

The awards celebrate HR thought leader-

ship by honouring individuals who have 

contributed to the profession and Canadian 

business community through innovative HR 

programming and practices.

In February, the New Brunswick government tabled 
Bill 35, an act to amend the Public Service Labour 
Relations Act, which will allow casual and part-time 
civil servants to join the union immediately after 
being hired. 

If it becomes law, public sector employers will 
have to ensure these groups of workers, including 
seasonal employees and students, have access to 
union rights such as grievance and right of recall 
and are paid a minimum of 80 per cent of the 

classifi cation in which they work. This will mean a 
rise in public sector payroll expenditures.

Currently, civil servants in N.B. must wait six 
months to gain union rights but in many cases these 
employees would be laid-off before they reached 
the qualifying date. The public sector union feels the 
exclusion is contrary to the freedom to associate in 
the Canadian Charter of Rights and Freedoms.

If passed, the bill will come into force in June.
Source: HRinfodesk.com

ATLANTIC CANADAATLANTIC CANADA

Recognizing Excellence

PUT EMPLOYEES 
THROUGH THEIR 
PACES C OL L E CT I V E  BA RGA I N I NG I N  N.B.

2009 Winners:
Toronto Star HR Professional of the Year
Brenda Brown, SVP, HR, 

Compass Group Canada

Carswell Rising Star Award
Heidi Hauver, CHRP, HR manager, 

Canadian Internet Registration Authority

Right Management HR Academic 
of the Year 
Deborah Zinni, PhD, associate pro-

fessor, Brock University

Teva Novopharm Overall Talent 
Management 
Andrew Miller, SHRP, director of train-

ing, Sysco Foodservices Canada

Export Development Canada Innovation in 
Employment Branding
Guilherme Dias, director, strategic tal-

ent management, Pitney Bowes Canada

GlaxoSmithKline Innovation in 
Total Rewards
Sandi Channing, director, total 

rewards, Compass Group Canada

TD Meloche Monnex Corporate Governance
Sandra Cain, director, HR shared services, 

Pitney Bowes Canada

B R E N D A  B R O W N  ( L E F T )  P I C T U R E D  W I T H  D E B  G A L L A N T  F R O M  T H E 

T O R O N T O  S T A R .

NEVER THOUGHT YOU’D 
ENCOURAGE YOUR 
EMPLOYEES TO PLAY 
CARDS ON THE JOB? NOW 
YOU HAVE GOOD REASON. 
WORKPLACE LEARNING 
CONSULTANT BJ MCCABE 
HAS DEVELOPED A DECK 
OF 52 CARDS DESIGNED 
TO IMPROVE IN-HOUSE 
INNOVATION. 

BASED ON FOUR 
PRACTICES, PACE STANDS 
FOR PAY ATTE NTION: 
TO ENGAGE REFLECTIVE 
THINKING; A CT: TO 
MAKE THINGS HAPPEN; 
COMPASS ION: TO LEAD 
WITH INSPIRATION; AND 
EXPRESSIO N: TO COL-
LABORATE AND SHARE. 

EACH OF THE CARDS 
FEATURES AN ACTIV-
ITY EMPLOYEES CAN 
UNDERTAKE WEEKLY TO 
BUILD ON EACH OF THESE 
COMPETENCIES ON ONE 
SIDE AND AN IMAGE TO 
PROMOTE DISCUSSION 
BETWEEN TEAM MEMBERS 
ON THE OTHER.

THE CARDS SELL FOR 
$18.95 AND ARE AVAIL-
ABLE THOUGH WWW.
IDEINRISE.COM.
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W E B S I T E  |  T E C H NOL O GY |  BY  T H E N U M BE R S

Taking video interviewing to the next level, 
Minavox Inc., a web-based video software 
provider, launched mobileSavi at HRPA’s Annual 
Conference and Trade Show in January.

mobileSavi builds on Minavox’s hrSavi, which 
allows organizations to conduct interviews, 
training programs and employee surveys online 
with the ability to capture and review participants’ 
responses using video, audio and text. 
Participants can respond freely and spontaneously 
to scripted questions and the questions can be 
customized to respond depending on the answers 
of the participant. For example, if candidate 
answers Question A one way, he or she jumps to 
Question C. This eliminates interviewer bias and 
allows organizations to fi lter and sort a wider base 
of candidates. 

The mobileSavi application enables any mobile 
phone user to utilize this functionality on any 
Smartphone. This further streamlines the process 
and saves HR professionals time on reviewing and 
sending videos.

EXPAT RESOURCE

Video Interviewing

POACHING
PEOPLE

HR usually spends an inordinate amount 
of time culling together information for the 
expats they hire or transfer to another coun-
try. If this weren’t time consuming enough, 
ensuring the info is up-to-date and reliable is 
another hurdle. 

To meet this need, ExpatInfoDesk.com 
features online guides for workers and HR 
departments, written by expats for expats 
who live in the cities they write about. 

Created by George Eves, who has worked in 
fi ve different countries in the last six years, 
and knows fi rst hand that there are few 
resources available that tackle the issues of 
relocating to a new city. 

The site offers free resources on inter-
national relocation, including tips to negoti-
ating a contract, a blog and global calendar 
of expat events. Comprehensive guides to 
more than 30 cities—including Toronto, New 
York, Hong Kong, London and Dubai, Van-
couver—on fi ve continents can be purchased 
for £22.25. These guides, featuring city-
specifi c info and resources including child 
care, legal requirements, mobile service pro-
viders, shopping, customs, language, accom-
modations and cost of living are written and 
updated by expats living in those cities.

For more information, visit 
www.ExpatInfoDesk.com.

T O E NSU R E 
S MO O T H L A N DI NG

A NEW STUDY 
ON COMPETITIVE 
RECRUITING BY 
THE INSTITUTE 
FOR CORPORATE 
PRODUCTIVITY FOUND 
NEARLY A QUARTER OF 
COMPANIES REPORT 
THEY RECRUIT NEW 
TALENT BY CONTACTING 
THEIR COMPETITORS’ 
EMPLOYEES DIRECTLY.

THOUGH A MAJORITY 
OF ORGANIZATIONS USE 
EXTERNAL RECRUITING 
FIRMS, ONE-QUARTER 
OF RESPONDENTS 
SAID THAT USING 
HEADHUNTERS DAMAGE 
A COMPANY’S BRAND.

MOST COMPANIES 
POLLED USED THE 
SEARCH FIRMS 
SELECTIVELY. 

WHEN ASKED, WHAT 
POSITIONS THEY USED 
EXTERNAL SEARCH 
FIRMS FOR, THEY SAID: 

66% SENIOR 
LEADERSHIP POSITIONS

44% WHEN TALENT IS 
HARD TO FIND

40% TO FILL HIGH-
SKILLED POSITIONS
Source: i4cp
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Two-thirds of employees in North America 

did not take all their vacation time in 2009, 

according to a survey by Right Management.

Responding to the question, have you 

taken all your vacation time this year:

67% No
33% Yes

Pent-up fears of job insecurity may be the 

cause, says Bram Lowsky, general manager 

at Right Management. “Using vacation time 

is key to staying well and productive. Not 

taking vacation time can increase stress and 

create health issues, which interfere with 

work,” resulting in increased turnover, reten-

tion and decreased productivity, says Lowsky.

Source: Right Management 

American Express Canada recently launched 
aXcentis, a travel management program for small 
to mid-sized companies. The program focuses on 
reducing waste by evaluating a company’s travel 
planning process and how effectively it spends its 
budgeted travel dollars. Each organization has a 
dedicated client management advisor who offers 
suggestions for savings opportunities. 

Additional benefi ts of the program include an 
automated travel manager suite that allows clients 
to manage expenses online; traveller tracking and 
budgeting tools, access to exclusive negotiated 
deals with suppliers, and the ability to recover 
unused airline tickets. 

For more information, visit corp.americanexpress.
com and search “business travel Canada.”

CHIP CONLEY, CEO OF JOIE 
DE VIVRE HOSPITALITY, 
CALIFORNIA’S LARGEST 
BOUTIQUE HOTEL 
COMPANY AND AUTHOR 
OF PEAK: HOW GREAT 
COMPANIES GET 
THEIR MOJO FROM 
MASLOW, SPOKE TO HR 
PROFESSIONAL ABOUT 
CREATING SERVICE 
EXCELLENCE:

“A COMPANY THAT IS 
REALLY GOOD AT PAYING 
AND RECOGNIZING PEOPLE 
IS DOING GREAT THINGS 
BUT THEY ARE RELYING 
ON EXTERNAL MOTIVA-
TORS. WHEN YOU CREATE 
A SELF-ACTUALIZED 
EMPLOYEE, THEY FEEL THE 
SENSE OF INTRINSIC OR 
INTERNAL MOTIVATION 
AS A MEANING OF WHAT 
THEY DO OR WHAT THE 
ORGANIZATION DOES OR 
BOTH. WHEN YOU CAN 
TAP INTO THAT, YOU 
HAVE TAPPED INTO THE 
MOST POWERFUL HUMAN 
MOTIVATING FORCE.”
For more of Chip Conley’s inter-

view with the editor, visit www.

HRProMag.com.

SKIPPING VACATIONSKIPPING VACATION

New Travel 
Management Tool

EMPLOYEE EMPLOYEE 
ENGAGEMENTENGAGEMENT

417841_kroll.indd   1 2/26/10   9:22:46 AM



An evolving global economy demands a background screening partner with worldwide 

capabilities, so you can get crucial information on your candidates no matter 

where they’ve lived. But you also need insight from locally-based professionals who 

understand the particular challenges of background screening in Canada. Working 

with Kroll means you never have to sacrifice one for the other. 

We cover the world from our Canadian headquarters.

888 or 416 956 5000
www.krollbackgroundscreening.com

Global Reach. Local Expertise.

Are you concerned about how your 
organization will comply with Bill 168? 

Kroll can help - contact us today.

417841_kroll.indd   1 2/26/10   9:22:46 AM



RECRUITING >> HIRING >> BENEFITS >> PAYROLL >> REPORTING >> COMPENSATION >> RETIREMENT

Choose the true end-to-end solution for strategic HR, payroll, 

and talent management: UltiPro from Ultimate Software. 

UltiPro delivers a comprehensive suite of powerful business  

tools for human resources, recruiting, onboarding, performance 

management, salary planning, bene ts, payroll, analytics, 

and more. All built around a human capital management portal 

that provides self-service convenience to people at every level 

of the organization.

460489_TheUltimate.indd   1 12/20/09   3:58:43 AM
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In recent years concerns regarding work-

place violence and harassment have escal-

ated. Extreme incidents such as the 2005 

murder of nurse Lori Dupont by her ex-

boyfriend Dr. Marc Daniel at the Hotel 

Diê u Grace Hospital in Windsor have raised pub-

lic awareness of workplace violence, not only in 

Ontario, but across Canada.

On December 9, 2009, the Ontario government 

approved Bill 168: An Act to amend the Occupa-

tional Health and Safety Act (OHSA) with respect 

to violence and harassment in the workplace and 

other matters. It received Royal Assent on Decem-

ber 15, 2009, and the amendments will take effect 

on June 15. 

Bill 168 amendments both add new provisions 

to the current OHSA and extend existing dut-

ies to cover situations of workplace violence and 

harassment. These amendments impose complex 

new obligations on employers. 

Requirements for employers
With the amendments outlined in Bill 168, the 

OHSA will now require employers with more 

than fi ve regularly employed workers to take 

positive steps to prevent violence and harass-

ment in the workplace. The most signifi cant new 

requirements include:

1. Risk assessment 
Under the new legislation, employers 

are required to conduct a risk assess-

ment to determine the risks of workplace violence 

that may arise from the nature of the workplace, 

the type of work or the conditions of work. The 

results of the assessment will be reported to the 

Occupational Health and Safety Committee where 

one exists and otherwise to the workers. The 

employer is required to reassess the risks in the 

workplace as often as necessary to ensure that 

workers are protected from workplace violence. 

2. Written policies and implementation 
programs
The Bill 168 amendments to the 

OHSA require employers to develop policies 

and programs with respect to both workplace 

violence and workplace harassment. First, 

written policies must be developed and posted. 

Second, employers must design programs to 

implement those policies.

With respect to workplace violence, once the 

risks inherent to a particular workplace are 

identifi ed, employers must develop and post a 

workplace violence policy and create a program 

to implement that policy, which must include the 

following elements:

• Measures and procedures to control the risks 

identifi ed in the required assessment;

•  Measures and procedures to summon 

immediate assistance where workplace 

violence occurs or is likely to occur; 

•  Measures and procedures to allow workers 

to report incidents or threats of workplace 

violence to the employer; and 

• The procedure the employer will follow 

to investigate and deal with incidents of 

workplace violence.

With respect to workplace harassment, 

workplaces will be required to develop and 

FIVE PRACTICAL WORKPLACE 
APPLICATIONS OF BILL 168

L E G A L  B Y  M A L C O L M  M A C K I L L O P  A N D  A L I S O N  A D A M

BILL 168 DEFINITIONS
WORKPLACE HARASSMENT:
Engaging in a course of vexatious comment or conduct 
against a worker in a workplace that is known or ought 
reasonably to be known to be unwelcome. 

WORKPLACE VIOLENCE:
The exercise of physical force by a person against a 
worker in the workplace that causes or could cause 
physical injury to the worker; an attempt to exercise 
physical force against a worker in a workplace 
that could cause physical injury to the worker; or a 
statement or behaviour that is reasonable for a worker 
to interpret as a threat to exercise physical force 
against the worker in a workplace or that could cause 
physical injury to the worker.

460489_TheUltimate.indd   1 12/20/09   3:58:43 AM
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post a policy regarding 

workplace harassment and 

create a program to implement 

that policy. The program to 

implement the workplace 

harassment policy must include 

measures and procedures for 

employees to report incidents of 

workplace harassment and set 

out the way in which employers 

are to investigate incidents of 

workplace harassment. 

3. Extension of 
existing health and 
safety obligations to 

workplace violence
Bill 168 amendments extend 

the obligations contained in 

Section 25 of the OHSA, which 

requires employers to provide 

information and training, 

and Section 27 of the OHSA, 

which imposes on a supervisor 

the duty to advise workers of 

any potential hazard, to apply 

in situations of workplace 

violence. 

Additionally, the right 

to refuse work has been 

extended under the legislation. 

Currently under Section 43 

of the OHSA, an employee 

has the right to refuse unsafe 

work. The modifi cations 

contained in Bill 168 extend 

the right to refuse unsafe 

work to an employee who 

has reason to believe that 

workplace violence is likely 

to endanger him or her. It 

should be noted that the right 

L E G A L

‘‘The OHSA will now require employers 
with more than five regularly employed 
workers to take positive steps to prevent 
violence and harassment in the workplace.’’
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4. Domestic violence in 
the workplace
Ontario is the fi rst 

Canadian province to specifi c-

ally address domestic violence 

in the workplace. As a result of 

the amendments to the OHSA, 

if an employer is aware or 

ought to be aware that domes-

tic violence will likely expose 

to refuse work has not been 

extended to cover a situation of 

workplace harassment. 

Under Section 52 of the 

OHSA the employer must now 

notify the Ministry of Labour if 

a worker is disabled from his or 

her regular duties, or requires 

medical attention, as a result of 

workplace violence. 

a worker to physical injury in 

the workplace, the employer 

must take every reasonable 

precaution to protect the 

worker. 

5. Disclose risks 
of violence to 
employees

The new amendments require 

employers to provide informa-

tion, including personal infor-

mation, related to a risk of 

workplace violence from a per-

son with a history of violent 

behaviour if the worker can 

be expected to encounter that 

person in the course of his 

or her work; and the risk of 

workplace violence is likely to 

expose the worker to physical 

injury. Employers are limited 

to disclosing only personal 

information that is reason-

ably necessary to protect the 

worker from injury. 

Preparing for the new 
requirements
Prior to June 15, employers 

must develop and implement 

programs that will comply 

with the amendments to 

the OHSA. Many employers 

already have workplace dis-

crimination and harassment 

policies that will need to be 

evaluated and adapted to meet 

the new requirements of the 

OHSA. 

In addition, employers must 

now also address workplace 

violence. This process begins 

with an assessment of the 

risks inherent to the indi-

vidual workplace. Employers 

must then develop a workplace 

violence program that includes 

policies, procedures and 

implementation.     

Malcolm MacKillop is a partner and Alison Adam is an 

associate at Shields O’Donnell MacKillop LLP, a boutique 

employment and labour law firm.

L E G A L
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‘‘Member communication 
practices may be falling short 
due to the gap between good 
intentions and actual results.’’

Several surprises emerged from 

Mercer’s 2009 Global DC Survey. 

Responses from more than 1,500 

plan sponsors, including 193 

Canadian respondents, relate to the 

shift from defined benefit (DB) to defined contri-

bution (DC) plans, plan sponsor views of their 

role in DC plans, evolving DC plan governance 

practices and concerns regarding the low level of 

member understanding resulting from current 

member communication practices.

Shift from DB to DC 
According to the survey results, the shift from 

DB to DC plans is well under way globally. In 

Canada, approximately 10 per cent of DC plans 

have been set up in the last three years, and more 

than 50 per cent indicated they have closed their 

DB plans to new hires.

No doubt DC plans have been very effective at 

shifting risk and responsibility to plan members, 

but they have not done as well in providing mem-

bers with the support they need to properly plan 

for retirement. 

Governance practices
There appears to be some movement by global 

multinationals toward more centralized DC plan 

management. Nearly half stated their DC plans 

are managed and overseen by either global com-

mittees or individuals in the corporate head 

offi ce. Another 13 per cent centralize DC plan 

management at the regional levels. Canadian 

multinationals appear to favour centralization to 

an even greater degree. 

The aspect most likely to be centralized is DC 

plan design, with more than 70 per cent of multi-

national respondents playing an active role in 

setting the DC plan contribution rate. Provider 

selection and selection of investment options tend 

to be handled locally, likely because differences in 

local market conditions and requirements make 

centralization of these aspects more challenging. 

Member communication
After the market downturn, member understand-

ing is seen as an even greater challenge than poor 

investment returns. Three in four Canadian survey 

respondents identifi ed limited member understand-

ing as one of the top three challenges facing their 

DC plans. An overwhelming number of respond-

ents indicated that addressing these challenges is 

a key area of focus in the next 24 months. 

Member communication practices may be fall-

ing short due to the gap between good intentions 

and actual results. While seven in 10 plan spon-

sors indicate that their goal in communicating 

with members is to empower them to make good 

retirement planning decisions, most respond-

ents continue to rely on the generic member 

communication materials provided by suppli-

ers. Less than 10 per cent report undertaking 

targeted member communication in response to 

what members are actually 

doing in the DC plan. 

If plan sponsors see them-

selves as facilitators, they 

should do more to engage 

members such as putting 

their stamp on member edu-

cation, designing member 

communication and educa-

tion with behavioural out-

comes in mind, conducting 

research to identify the barriers and challenges 

that members face, and ensuring that member 

communication materials are fun and relevant. 

Ultimately, if members do not understand the rel-

evance of the information provided, they will not 

use it.

In addition, sponsors also need to look to other 

means of helping underengaged members to 

achieve retirement readiness including auto fea-

tures and investment solutions such as target date 

funds.    

Oma Sharma is national partner and leader of Mercer’s DC investment consulting business 

in Canada. 

C O M P E N S A T I O N  B Y  O M A  S H A R M A

MERCER’S 2009 GLOBAL DC SURVEY
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Two employers reveal what it takes to lead change 
and inclusiveness in Ontar io’s workplaces

B Y  D U F F  M C C U T C H E O N

POP 
QU I Z

A CANDIDATE ARRIVES AT YOUR HR OFFICE 
FOR A JOB INTERVIEW. SHE HAS VISION 
IMPAIRMENT AND USES A LONG WHITE CANE 
TO HELP HER NAVIGATE HER SURROUNDINGS. 
WHEN YOU COME TO ESCORT HER TO THE 
INTERVIEW ROOM, DO YOU:

A) SAY, “I’M OVER HERE, PLEASE FOLLOW 
MY VOICE.”

B) GRAB HER ARM AND GUIDE HER TO THE 
ROOM.

C) A S K  H E R  I F  S H E  N E E D S  A N Y 
ASSISTANCE.

ACCESSIBILITY
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I
f you or your employees don’t 

know how to answer this ques-

tion (it’s “C”), you soon will, 

thanks to the Ontario govern-

ment’s Accessibility for Ontarians 

with Disabilities Act, 2005 (AODA), 

legislation that aims to make the 

province accessible to all citizens by 

2025. 

The act’s fi rst mandatory access-

ibility standard—customer service—

came into force for public sector 

organizations on January 12, 2010 

(private sector organizations must 

comply by January 12, 2012). 

When Ontario first announced 

the new customer service require-

ments for public sector organ-

izations a few years ago, the 

Thunder Bay Regional Hospital 

put an Accessibility Advisory Team 

together and then reached out 

to the city’s disability groups for 

guidance.

“We sponsored a conference with 

local disability groups, including 

the Canadian National Institute 

for the Blind (CNIB), the Canadian 

Hearing Association, Persons 

United for Self-Help in Northwestern 

Ontario, among others and it was 

very useful,” says Don Halpert, chief 

human resources offi cer at the hos-

pital. “They discussed barriers they 

face at the hospital, and how staff 

and physicians can assist people to 

overcome those barriers.”

The meeting provided the plat-

form from which the hospital 

developed its training, policies and 

procedures to meet (and exceed) its 

AODA customer service obligations.

CUSTOMER 
SERVICE TRAINING
The biggest piece to meeting these 

obligations was (and is) training 

staff and a key part of the hospital’s 

training regimen is its People First 

brochure—an overview of how to 

deal with persons with disabilities 

targeted at hospital staff, volunteers, 

doctors and interns. In keeping 

with the AODA’s customer service 

training requirements, it covers 

what disability is, general communi-

cation tips and a guide to serving 

customers with different disabilities 

(hearing and vision loss, mobil-

ity disabilities, developmental dis-

abilities and mental health). “Every 

employee received this brochure, as 

do new employees when they come 

on board,” says Halpert. (View the 

brochure at www.HRProMag.com.)

On the other side of the prov-

ince at Kington, Ont.’s Queen’s 

University, Jeanette Parsons, the 

school’s full-time accessibility co-

ordinator, worked with the Council 

of Ontario Universities to develop 

a university-specifi c training pro-

gram to educate staff on customer 

service standards.

“With funding from the Ministry 

of Social Services’ EnAbling Change 

Partnership Program, the council 

hired an elearning fi rm, and collab-

orated on an online course on the 

customer service standards,” says 

Parsons. Again, in keeping with the 

AODA’s compliance requirements, 

certain topics were covered off, “but 

Queen’s has been dealing with dis-

ability issues for decades and we 

wanted to use this training as a 

way of leveraging some of those 

ongoing issues. The fi nal product 

was a mix of both—it looked at cus-

tomer service standards from a uni-

versity environment.”

For example, what do you do if 

you’ve got a person with a service 

animal seated beside someone with 

a dog allergy? (Answer: In keep-

ing with accessibility for all, you 

must accommodate both disabilities, 

therefore you would move the two 

individuals far from one another.)

A NEW WAY 
OF THINKING
Sometimes issues aren’t as clear 

cut, especially since accessibility 

must be guided by the accessibility 

 ‘‘The biggest piece to meeting these 
obligations was (and is) training staff.’’

DISABILITY AND HANDICAP HAVE TWO VERY DIFFERENT MEANINGS.
DISABILITY REFERS TO A RESTRICTION IN A PERSON’S ABILITY TO
PARTICIPATE IN A SPECIFIC ACTIVITY. 

HANDICAP REFERS TO AN ENVIRONMENTAL OR ATTITUDINAL 
BARRIER THAT PREVENTS THE PERSON WITH A DISABILITY FROM 
PARTICIPATING TO THEIR MAXIMUM POTENTIAL.

What is a disability?
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principles of independence, integra-

tion, equality of opportunity and 

dignity. For example, many profes-

sors ban laptops in the classroom 

because they feel it takes away 

students’ attention. However, some 

persons with hearing disabilities 

require computers or personal-

assistive devices to fully participate. 

Barring most students from using 

laptops but making an exception—

singling out—for a person with a 

disability is an accessibility no-no.

“AODA is all about removing 

barriers so people with disabilities 

don’t have to raise their hand and 

say, ‘Hi, I’m different, do something 

different for me.’ It’s about creating 

an equal opportunity environment 

where they can participate without 

having to draw attention to them-

selves. As soon as you introduce 

a rule like that and don’t consider 

the accessibility implications, you 

revert back to what we’ve always 

done—creating special considera-

tions for those with disabilities,” 

says Parsons.

It’s a way of looking at access-

ibility that’s new to most people, 

many of whom saw it previously 

in terms of installing wheelchair 

ramps or allowing access to ser-

vice animals to accommodate per-

sons’ disabilities. “Accessibility has 

always been kind of low priority in 

this province, but this legislation—

and the training requirements—

is changing that,” says Parsons. 

“Now you’ve got a lot more people 

aware of accessibility issues than 

they ever were before. For example, 

we’ve had 2,900 Queen’s staff 

take the training so far. During 

the training we ask their opinions 

about the content: 92 per cent said 

they found it informative; 88 per 

cent said the content was useful in 

their work; and 83 per cent said it 

stimulated their interest in disabil-

ity issues.”

POLICY AND 
PRACTICE
Back in Thunder Bay, Halpert and 

his accessibility team are build-

ing an accessibility culture around 

understanding, caring and enquir-

ing how to meet peoples’ needs. 

It’s a perfect fi t with the hospital’s 

Patient and Family Centred Care 

Model of service delivery and its 

prompted policy and practice chan-

ges around how it deals with per-

sons with disabilities. 

One simple example is providing 

persons with hearing disabilities 

in the emergency room with visual 

pagers to alert them when it’s their 

turn to see the doctor. “The pagers 

light up when it’s their turn,” says 

Mary Jane Kurm, nursing unit 

manager and chair of the hospital’s 

Accessibility Advisory Team. “Being 

in ER is stressful for anyone, but 

if you’re deaf and can’t hear your 

name called, it’s that much worse. 

This makes a huge difference to 

these folks.

“Another simple practical change 

is when we identify a deaf per-

son, we place a sticker on their 

chart so medical staff understand 

they’re dealing with a person with 

Tips for implementing the customer service standards

Communicate: Get out and talk to the disability groups in your 
area. They’ll provide input on the barriers they face and how your 
organization can best overcome them. 

Plan: Prepare an action plan highlighting what you want to 
accomplish with customer service training. Identify groups who are 
taking the training and try to match training needs to their specific 
needs. For example, a customer-facing employee will require 
different training than someone in maintenance. 

Manage: Take a project management perspective and look at all 
requirements, identifying all the steps you need to achieve. 

Answer the question: Who do we need  to consult to build policies 
and implement them? 

Allocate: If you think you have plenty of time to meet the 2012 
deadline, think again. “You’re going to need the full two years, 
especially big organizations,” says Queen’s Jeanette Parsons. “Get 
started now.” 

Focus: Ensure you’re always looking at this from the perspective of 
people with disabilities.

Collaborate: If you can find a group of likeminded organizations that 
serves a similar public, pool your resources and work together.

‘‘Accessibility has always been kind 
of low priority in this province, but 
this legislation—and the training 
requirements—is changing that.’’

Taking action
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1.85 million 
or one in seven people in Ontario have 
a disability 

40% 
of Canadians over age 65 report having 
some form of disability

70% 
of all persons with disabilities report 
needing support with daily activities

1.03 million 
Ontarians’ with disabilities can work

1.5 million 
adult Canadians report having some 
form of vision loss and over a million 
report some form of hearing loss— not 
corrected by eyewear or hearing aids

57% 
of adults with disabilities require some 
type of aid or device

One in five 
Ontarians will be 65 or older by 2025

CAPITAL 
REQUIREMENTS
Accessibility isn’t cheap. Jeanette 

Parson at Queen’s is a full-time 

employee, with all the costs around 

that. But she says the biggest cost 

is the time it takes to train staff. 

“If you’re training more than 

4,000 people at about one hour and 

15 minutes per head, that adds up 

to a lot of people hours,” she says. 

And in Thunder Bay, Halpert and 

his team have identifi ed $160,000 

per year in costs that are tied to 

accessibility, including a $20,000 

operating budget for produ-

cing brochures and developing 

programming. 

Luckily, both Queen’s and the 

Thunder Bay Regional Hospital 

belong to broader associations 

(the Council of Universities and 

the Ontario Hospital Association) 

a disability and can arrange for a 

pocket-talker device or a sign-lan-

guage interpreter.”

Thunder Bay has also taken a 

collaborative approach to creating 

accessibility policy (also required 

under the AODA customer service 

obligations) around things like 

service animals, use of personal-

assistive devices, support people 

and temporary service disrup-

tions. It belongs to an umbrella 

group —Access ible  Thunder 

Bay—made up of other local pub-

lic organizations like the City of 

Thunder Bay, Lakehead University 

and Confederation College, among 

others, who’ve banded together to 

to meet AODA obligations. They 

share best practices and policies, 

most of which can be tweaked 

to fit an organization’s unique 

circumstances. 

that partnered with the Ministry 

of Community and Social Service’s 

EnAbling Change Partnership 

Program, which provided funding 

to develop training modules.

But ultimately, both organiza-

tions are committed to welcoming 

the full participation of persons 

with disabilities. “The changes 

we’re making really improves the 

experience of persons with disabil-

ities at Queen’s—can you put a dol-

lar value on that? Sometimes these 

kinds of investments are necessary 

to achieve that,” says Parsons.

Halpert agrees: “Accessibility 

fi ts squarely into the services we 

provide and it’s the right thing to 

do to be inclusive. Starting now, 

accessibility is a priority.”    

For a  full range of web resources 
on AODA, visit HRProMag.com.
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Source: Canadian Council in Social Development and 

Accessibility for Ontarians with Disabilities Act , 2005 (AODA), 

 its Purpose and Goals, a webinar available at 

HRPA.ca/aodawebinars.
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Aboriginal Human Resource Council
708 - 2nd Ave. North
Saskatoon, SK S7K 2E1
Phone: 306.956.5360
Fax: 306.956.5361
E-mail: contact.us@aboriginalhr.ca
Web: www.aboriginalhr.ca
Location:  National head office in 
Saskatoon, S.K. The council provides 
employers across Canada with inclusion 
tools, training, and professional 
development/connections and events 
that help them build strategies and 
create partnerships to advance 
Aboriginal recruitment, retention, 
advancement, procurement and career 
development.  Products and services 
include: workshops, publications, 
national recruitment fair/professional 
development event, regional discussion 
forums, national Aboriginal online job 
site and a career development program 
that is a valued resource for both 
Aboriginal and non-Aboriginal youth and 
adults.
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Adler International Learning
890 Yonge St.
Toronto, ON M4W 3P4
Phone: 416.923.4419
Fax: 416.923.9017
E-mail: info@adlearn.net
Web: www.adlerlearning.com
For twelve years, Adler International 
Learning has offered in-depth coach 
skills training internationally, in 
affiliation with OISE/U of T. We offer 
our ICF-accredited coach certification 
program, along with customized 
corporate programs that targets teams, 
leaders, and HR professionals, fostering 
coaching cultures that make a difference 
worldwide. Go to www.adlerlearning.
com to register for a free Information 
Session.
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Allstate Insurance Company 
of Canada
27 Allstate Parkway, Ste. 100
Markham, ON L3R 5P8
Phone: 877.737.4859
E-mail: groupinsurance@allstate.ca
Web: www.allstate.ca
With quality products, competitive rates, 
helpful advisors, 24/7 claims service 
and guaranteed repairs, You’re in Good 
Hands with Allstate®. Through Allstate’s 
Good Hands Group Insurance® Program, 
your employees can save 15%* on home 
and auto insurance. Contact us today 
about making our voluntary, no cost 
program available to your employees.  
They’ll be thankful you did. *For qualified 
applicants. Terms and conditions apply. 
May vary by region. 

ARIANNE Relocation Canada
1600 Notre-Dame West, Ste. 312
Montreal, QC H3J 1M1
Phone: 514.482.2200
Fax: 514.937.0137
E-mail: info@ariannerelocation.com
Web: www.ariannerelocation.com
“Our move to Canada was our ninth 
relocation in 23 years. It was without 
a doubt the smoothest and happiest 
to date because ARIANNE’S amazing 
professionalism and attention to detail. 
Their personal touch, fantastically human 
staff and genuine care for every member 
of the family— from five years to nearly 
50 — meant that all four of our children, 
my husband and I all had the happiest of 
arrivals and relocation to our new life in 
Montreal.”— Deborah Kemball, Artist. 
Spouse of Benjamin Kemball, President 
& CEO of Imperial Tobacco Canada.
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Britton Management Profiles Inc.
265 Port Union Rd., Ste. 15516
Scarborough, ON M1C 4Z7
Phone: 416.286.6668
Fax: 416.283.9392
E-mail: info@
brittonmanagement.com
Web: www.brittonmanagement.com
Contact: Marty Britton 
Britton Management Profiles is a 
Canadian company. It has over 35 years 
of experience and is one of the founders 
of pre-employment background checks.  
We offer a wide range of services to 
assist organizations to build an inclusive 
profile of a candidate. We cater to 
small, mid-size and large organizations 
in a variety of sectors.  As a partner 
in hiring, we are committed to helping 
organizations hire the right people. 

C

Canada Law Book, A Division 
of the Cartwright Group Ltd.
240 Edward St.
Aurora, ON L4G 3S9
Phone: 800.565.6967
Fax: 905.841.1745
E-mail: sales@canadalawbook.ca
Web: www.canadalawbook.ca
Canada Law Book has been a leading 
Canadian law publisher since 1855. 
With publications relating to human 
rights, workplace violence, employment 
standards, conducting investigations, 
conflict management, employee 
relocation, occupational health and 
safety, compensation and dismissal, and 
pension law issues, we are committed 
to delivering timely and valuable 
information that makes a difference to 
the way you work.  

Atlas Van Lines (Canada) Ltd.
485 North Service Road East
Oakville, ON L6J 5M7
Phone: 905.844.0701
Fax: 905.844.7236
Toll-free: 800.267.3783
E-mail: cdavis@atlasvanlines.ca
Web: www.atlasvanlines.ca
Atlas Van Lines works closely with many 
of North America’s largest corporations 
and their transferring employees. We are 
sensitive to the special nature of these 
relocations and view our relationship 
with our clients as a true partnership. 
Integrity — Quality—Solutions....  Atlas 
Van Lines—your move management 
specialist. 
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BackCheck
Ste. 200 - 19433 96th Ave.
Surrey, BC V4N 4C4
Fax: 866.786.5616
E-mail: info@backcheck.ca
Web: www.backcheck.net
Contact: Andy Kroen 
BackCheck is Canada’s largest and 
leading provider of pre-employment 
background checks. We employ over 400 
university-educated people, utilize world-
class technology housed in Canada, and 
have flexible yet efficient processes. 
We’ve screened over two million 
people (that’s one in 15 Canadians), 
and over a third of Canada’s largest 500 
employers choose BackCheck for their 
pre-employment screening needs. We 
are now pleased to introduce www.
myBackCheck.com – the only end-to-end 
paperless criminal record check solution 
in Canada.  
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The Canadian Payroll Association
1600 - 250 Bloor Street East
Toronto, ON M4W 1E6
Phone: 416.487.3380
Fax: 416.487.3384
Toll-Free: 888.729.7652 
Web: www.payroll.ca
Contact: Certification: certification@
payroll.ca, ext. 272; Payroll Infoline: 
infoline@payroll.ca, ext. 773; 
Membership: membership@payroll.
ca, ext. 118. 
The Canadian Payroll Association (CPA) 
has represented employer payroll 
interests since 1978 through its mission 
of “Payroll Leadership through Advocacy 
and Education”. As the authoritative 
source of Canadian payroll knowledge, 
the CPA influences the operational, 
legislative, compliance and technology 
processes of payroll service bureaus, 
software providers, and hundreds of 
thousands of small, medium and large 
employers, as well as federal and 
provincial tax authorities. The CPA 
delivers certification, professional 
development programs, products and 
services that enhance organization’s 
payroll management and practices. 
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The Compensation Company
39 Strathmore Dr.
Markham, ON L3P 6J7
Phone: 905.294.6394
Fax: 905.294.6367
E-mail: pallinson@
hrcompensation.ca
Web: www.hrcompensation.ca
The Compensation Company provides 
consulting services to clients in order to 
successfully attract, retain and reward 
highly competent employees. This 
includes strategy development, salary 
policy review, planning, in-depth analysis 
and project management in the areas of 
Salary Program Design, Job Evaluation, 
Variable Pay, Pay Equity & Performance 
Management. We also provide HR 
generalist consulting services to clients 
as shown on our website.
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DLGL Ltd.
850 Michelle-Bohec
Blainville, QC J7C 5E2
Phone: 450.979.4646
Fax: 450.979.4650
E-mail: info@dlgl.com
Web: www.dlgl.com
V.I.P. Integrated System - Human 
Resources, Payroll, Time Capture 
& Scheduling, Pension, Talent 
Management, Self-Service Portals 
Employees and Managers. Business 
Intelligence Metrics. Recruitment. 
Workforce Management. Time & 
Attendance. Benefits. Compensation 
& Bonus Rewards. Expense Account. 
Health Management. Workflow. 
Agenda. Applicant Tracking. Investment 
Plans. Training. Labour Relations. 
Absenteeism. WCB Claims. Skill 
Inventory. Succession Planning. Pay 
Equity. Organization Charting. V.I.P. is 
North American. Bilingual. Distributed 
and Web Architecture. Oracle. Unix. 
Implementation and Modifications 
supported by D.L.G.L. directly.
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Durham College
2000 Simcoe St. North, P.O. Box 385
Oshawa, ON L1H 7L7
Phone: 905.721.2000
Fax: 905.721.3195 
Web: www.durhamcollege.ca/coned
Endless possibilities with over six 
hundred online courses to meet you 
educational needs. Learn when most 
convenient to you. Diploma programs 
such as Early Childhood Education, 
Educational Assistant, Library and 
Information Technician and Police 
Foundations. Certificate programs 
in Applied Criminal Investigative 
Techniques, Home Inspection, Mental 
Health, Records and Information 
Management and Technical Support 
Analyst.

F
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First Health Care
7030 Woodbine Ave., Ste. 102
Markham, ON L3R 6G2
Phone: 905.305.9551, Ext. 228
Fax: 905.477.1956
Toll-Free: 877.305.9551
E-mail: lnudelman@
firsthealthcare.ca
Web: www.firsthealthcare.ca
Contact: Lisa Nudelman 
Eldercare Select is a national 
corporate-focused benefit program of 
FIRST Health Care.  We provide direct 
eldercare solutions so employees can be 
productive at work when faced with the 
challenge of caring for aging parents. 
Our program includes: complimentary 
personal eldercare consultations, 
personal medical home monitoring at 
discounted rates and access to our 
national nursing and personal support 
home care program. Our goal is to help 
employers reduce absenteeism by 
providing hands-on eldercare solutions.  

First Reference, Inc.
50 Viceroy Rd., Unit #1
Concord, ON L4K 3A7
Phone: 905.761.7305
Fax: 905.761.7306
E-mail: info@firstreference.com
Web: www.firstreference.com
First Reference Inc. provides small to 
medium size Canadian businesses with 
the following essential resources: The 
Human Resources Advisor outlines 
legal obligations by HR management 
functions and offers practical advice; 
HR PolicyPro provides policy and 
procedure requirements and an easy 
way to build a manual; HRinfodesk is 
an online database of over 12,000 items 
for compliance-based HR solutions, and 
much more; HRtrack is an HRMS to track 
employee data, benefits, reviews and 
evaluations, absenteeism and vacations, 
training and education information.

E
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Emond-Harnden LLP
707 Bank St.
Ottawa, ON K1S 3V1
Phone: 613.563.7660
Fax: 613.563.8001
E-mail: atremayne@
emondharnden.com
Web: www.emondharnden.com
Emond Harnden is Eastern Ontario’s 
largest firm with a practice restricted 
to advising employers on all aspects of 
employment and labour law. Our lawyers 
have a wide range of expertise to offer 
managers in unionized/non-unionized 
settings, and we can serve our clients in 
either French or English. Our lawyers are 
assisted by specialized bilingual research 
staff skilled in the latest computer 
search techniques. For more information 
please visit www.emondharnden.com or 
contact atremayne@emondharnden.com.  

Know Why Your Best People Are Leaving
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ExitCheck
Ste. 200 - 19433 96th Ave.
Surrey, BC V4N 4C4
Fax: 866.786.5616
E-mail: info@exitcheck.net
Web: www.exitcheck.net
Contact: Andy Kroen 
ExitCheck provides professional, 
impartial, detailed exit interviews 
to assist in the development of an 
employee retention strategy. Departing 
employees possess valuable information 
about the working conditions of your 
organization; understanding their 
reasons for leaving provides actionable 
information that will prevent further 
attrition. ExitCheck saves organizations 
the time consuming and costly process of 
scheduling, interviewing, and compiling 
data. Our comprehensive reporting 
packages provide useable information in 
an easy to read format. 
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FSEAP (Family Services 
Employee Assistance Programs)
2 Carlton St., Ste. 1005
Toronto, ON M5B 1J3
Phone: 416.585.9985
Fax: 416.585.9608
Toll-free: 888.765.8464
E-mail: info@fseap.com
Web: www.fseap.com
Contact: Orysia Boytchuk
FSEAP is a different kind of EAP. We 
think clients deserve personal attention, 
not just a referral to a Web site. We 
believe the EAP should help people 
make positive changes in their life and 
workplace, not just on paper. We focus 
on high-impact, in-person services and 
professional consultation. We know our 
approach is more effective because our 
outcomes far exceed larger competitors. 
Unlike any other provider, our proceeds 
support community programs. Now 
we’re talking!
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Futurestep
181 Bay St., Ste. 3320
Toronto, ON M5J 2T3
Phone: 877.342.5182 / 416.342.5182
Fax: 416.365.3248
E-mail: stephen.mill@futurestep.com
Web: www.futurestep.com
Contact: Stephen Mill
Futurestep is the industry leader in 
strategic talent acquisition, offering 
fully customized, flexible solutions 
to meet specific workforce needs of 
organizations around the world. Our 
portfolio of services includes Strategic 
Recruitment Process Outsourcing, 
Project-Based Recruitment, Mid-Level 
Recruitment, and Consulting Services. 
Our customized solutions integrate 
talent acquisition strategy, global 
recruiting resources, competency-based 
methodologies, and a flexible service 
delivery model that enable you to 
identify, attract and retain top talent. 
Offices in Toronto, Montreal, Calgary, 
Vancouver.

G
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Garda
36 Scarsdale Rd.
Toronto, ON M3B 2R7
Phone: 416.915.9500, Ext. 3799
Fax: 416.391.1294
Toll-free: 800.353.2049, Ext. 3799
E-mail: infopreemployment@
on.garda.ca
Web: www.gardaglobal.com
Garda is a leader and one of the most 
trusted pre-employment screening 
firms in Canada. Garda can assist you 
in managing risks, losses, and security 
while giving you the key information 
you need to select the best possible 
candidates. We provide you with 
tailored services such as employment 
verifications and comprehensive reports 
on an applicants’ references, criminal 
records, financial information, academic 
background and complementary 
information. 

Garf inkle, Biderman
Barristers & Solicitors
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Garfinkle, Biderman LLP
1 Adelaide St. East, Ste. 801, 
Dundee Place
Toronto, ON M5C 2V9
Phone: 416.869.1234
Fax: 416.869.0547 
Web: www.garfinkle.com
Garfinkle, Biderman has been providing 
advice to large and small corporations, 
and individuals for over 60 years. 
Practicing in all areas of employment 
law including wrongful dismissal, 
employment and independent contractor 
agreements, employment policy 
manuals, claims for breach of fiduciary 
duty, and breach of trust actions. We 
also assist clients in dealing with 
complaints under the Employment 
Standards Act, Human Rights Code, 
the Employment Insurance Act, and the 
Income Tax Act.
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Hire Performance, Inc.
3075 - 14th Ave., Ste. 213
Markham, ON L3R 0G9
Phone: 905.946.9696
Fax: 416.946.1340
Web: www.hireperformance.ca
Hire Performance Inc. is a Canadian 
background screening company 
specializing in providing criminal, credit 
and reference checks. Hiring the best 
people is integral to the success of any 
organization and we provide relevant, 
timely, high-quality information that will 
support you in making complete, well 
informed hiring decisions and avoid 
risks such as resume fraud, criminal 
convictions and past terminations. We 
offer customized solutions designed with 
your input to meet your corporate needs 
and objectives.  
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HRWARE
5B Conestoga Dr.
Brampton, ON L6Z 4N5
Phone: 905.840.2521
Fax: 905.840.7432
Web: www.hrware.com
We help our clients take full advantage 
of our 15 years of expertise in Human 
Resources, Payroll, Time and Attendance 
and Workforce Management. Our 
solutions offer a unique combination 
of Best Practices and Industry Leading 
Technology that impact our clients’ 
bottom line, streamlining processes, 
reducing operational costs and 
increasing efficiencies. We can help 
your organization develop the right HR 
strategies and tactics to complement 
your current and future corporate 
initiatives. Visit www.hrware.com for 
more info. 
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Green Shield Canada
5140 Yonge St., Ste. 2100
Toronto, ON M2N 6L7
Phone: 416.221.7001
Fax: 416.221.0350
Toll-free: 800.268.6613 
Web: www.greenshield.ca
Green Shield Canada is a benefit 
specialist. It’s what we do. We take a 
closer look at each customer’s specific 
issues to find answers that lead to 
real, bottom-line savings and practical 
business solutions. Innovative cost 
containment strategies, advanced 
technology, exceptional customer 
service: it’s all part of the package.

H
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Hbc Gift Card
8925 Torbram Rd.
Brampton, ON L6T 4G1
Phone: 866.461.2323 / 905.595.8721
E-mail: hbcgiftcard@hbc.com / 
andrew.noonan@hbc.com
Web: www.hbccards.com
Contact: Andrew Noonan, Gift Card 
Manager
Hbc Gift Cards provides companies 
with the perfect solution for employee 
gifting, recognition and incentives. 
Available standard or customized with 
your corporate image, the cards can be 
personalized to each recipient. The card 
is among the top selling gift cards in 
Canada. Recipients can choose from over 
1,000,000 products at 400 locations of 
the Hbc family of stores coast-to-coast: 
The Bay, Zellers, Home Outfitters. With 
a huge selection and unlimited choice, 
there’s always something for everyone. 
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Human Solutions
Ste. 1600, 355 Burrard St.
Vancouver, BC V6C 2G8
Phone: 888.689.8604
Fax: 604.689.9442
E-mail: busdev@humansolutions.ca
Web: www.humansolutions.ca
Human Solutions™ is a recognized 
industry leader and pioneer in 
organizational health and wellness 
programs. We assist companies from 
the ground up, beginning with selecting 
the right employees and forming a 
culture that focuses on wellness to 
providing a comprehensive Employee 
and Family Assistance Program (EFAP) 
and Integrated Disability Management 
Programs.  At Human Solutions, we 
want to ensure employers get everything 
they can from their workplace wellness 
investment.
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Humber - The Business School
3199 Lake Shore Blvd. W. 
Central Receiving/North Campus
Toronto, ON M8W 1K8
Phone: 416.675.6622, Ext. 3223
Fax: 416.675.1609
E-mail: pierrepascal.gendron@
humber.ca
Web: www.business.humber.ca
Contact: Pierre-Pascal Gendron, 
Program Coordinator
Our Bachelor of Applied Business - 
Human Resources Management program 
focuses on applied, professional, human 
resources practices and solutions. 
You have the first two years of the 
program in which to choose your field, 
and the next two years to complete 
your specialization. You’ll learn from 
experienced faculty and a network 
of industry professionals. Visit 
www.business.humber.ca today for more 
information.
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I Love Rewards
190 Liberty St., Ste. 100
Toronto, ON M6K 3L5
Phone: 888.622.3343
Fax: 416.531.5855
E-mail: rob.catalano@
iloverewards.com
Web: www.iloverewards.com
I Love Rewards is the leader in results-
driven online employee rewards and 
recognition solutions. We work with 
organizations across North America to 
launch and sustain successful programs 
that help build a culture of recognition 
and drive the behaviours most important 
to business success. Our on-demand 
technology allows organizations to fully 
outsource their employee rewards and 
recognition programs, which are tailored 
and branded to look and feel like their 
own. To learn more visit
www.iloverewards.com. 

Ideas At Work!
#10, Creativity Corner
Egremont, AB T0A 0Z0
Phone: 780.736.0009
Cell: 780.707.0189
E-mail: bob@ideaman.net
Web: www.ideaman.net
Canadian ideaman, Bob Hooey helps 
engage, equip and motivate leaders 
and their respective teams to grow 
and to win. He is also the creative lead 
for a number of speaker joint venture 
promotional websites. He believes 
in the creative power of leverage for 
his clients and his colleagues. Please 
visit our sites: www.AlbertaSpeakers.
com, www.TorontoSpeakers.com, 
www.VancouverSpeakers.com, www.
CalgarySpeakers.com and www.
EdmontonSpeakers.com for more 
information on how to engage these 
speakers for your next conference, 
meeting or event.

L

Lannick Group, Inc.
77 King Street West, Royal Trust 
Tower TD Centre
Toronto, ON M5K 1J5
Phone: 416.340.1500
Fax: 416.340.1344 
Web: www.lannick.com
With deep expertise in executive 
recruitment and staffing, Lannick Group 
of Companies partners with human 
resources professionals to find just the 
right candidate for contract, permanent 
and temporary roles. Building on our 
reputation as Canada’s premier recruiter 
of finance and accounting professionals, 
our areas of specialization also 
include legal, government, executive 
administration, and technology. Lannick 
Group’s singular focus on getting the 
right fit quickly and professionally 
has helped our clients and candidates 
succeed for 25 years. 
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Mosaic Research Solutions, Inc.
62 MacPherson Ave.
Toronto, ON M5R 1W8
Phone: 416.840.4992
Fax: 866.223.0350
E-mail: info@mosaicresearch.ca
Web: www.MosaicResearch.ca
Mosaic offers flexible, efficient survey 
services. Work with your survey text, or 
outsource development to us. Collect 
data online, on paper, or through 
interviews. Choose online stats, 
printed detailed analysis, or perform 
your own analysis with your raw data. 
Our expertise spans many HR areas, 
including Multisource Feedback (360’s), 
Employee Engagement, Integration and 
Exit Interviews, Training ROI Analysis, 
and more. We work with state-of-the-
art, secure, Canadian-based technology. 
Referral programs available for 
consultants.

Independent Mobile 
Assessment Centre
1448 Lawrence Avenue East, Ste. 19, 
P.O. Box 62012
North York, ON M4A 2W1
Phone: 416.704.1136
Fax: 416.444.2142
Toll-free: 877.704.1136
E-mail: info@mobileassessment.com
Web: www.mobileassessment.com
Since 1997, Independent Mobile 
Assessment Centre has been at the 
forefront of providing the best evaluative 
and health management services to 
our clients. We provide the highest 
quality service within all sectors of 
file management, health and safety, 
and medical evaluative services. Our 
established research-based, peer-
reviewed protocols, state of the art 
equipment for work capacity evaluators, 
and clear, concise reporting provide our 
clients with the answers they need, 
when they need them.  
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Informed Hiring
251-401 Consumers Rd.
Toronto, ON M2J 4R3
Phone: 416.499.9936
Fax: 416.499.9703
E-mail: info@informedhiring.com
Web: www.informedhiring.com
Contact: Cindy Cathcart
As Canada’s premier background 
screening provider, our comprehensive 
suite of services allows you to make 
hiring decisions with confidence. 
Offering background screening solutions 
since 1972, we have a solid reputation 
for researching criminal records, 
references, education as well as a host 
of other services both international and 
domestic. Quality. Service. Integrity. 
Make the Informed Hiring decision.
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Njoyn®: Applicant Tracking 
Recruitment System
150 Commerce Valley Dr., 2nd Floor
Markham, ON L3T 7Z3
Phone: 877.427.7717
Fax: 905.695.6547
E-mail: info.sales@njoyn.com
Web: www.njoyn.com
Njoyn is a recruitment and applicant 
tracking solution based on a Software-
as-a-Service (SaaS) business model that 
solves the issue of efficiently managing 
the hiring process. It streamlines and 
automates a three-step recruitment-
and-hiring process: Hiring Management, 
Resume Management and Process 
Management. Visit www.njoyn.com 
or contact us to find out how new 
technologies and Njoyn can increase the 
productivity of your recruiting activities 
and help you select the best candidates. 
Njoyn is a registered trademark of CGI 
Payroll Services Centre Inc.

469221_North.indd   1 3/8/10   12:03:36 PM

NorthgateArinso
215 St-Jacques, Ste. 1000
Montreal, QC H2Y 1M6
Phone: 514.499.3655
Fax: 514.499.1105
E-mail: Bastien.Theriault@
northgatearinso.com
Web: www.northgatearinso.com
NorthgateArinso is a global HR 
Services Partner offering innovative 
HR business solutions to the world’s 
largest employers. NorthgateArinso 
is dedicated to HR Excellence through 
Outsourcing, Integration Services and 
Payroll Solutions. We currently employ 
over 6,000 staff and have offices in 31 
countries. Canadian offices are situated 
in Toronto, Montreal and Vancouver. 
Please see www.northgatearinso.
com for more details or contact us at: 
514.499.3655.

O
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Organizational Solutions, Inc.
2025 Guelph Line, #253
Burlington, ON L7P 4X4
Phone: 905.315.7179, ext. 2226/2231
Fax: 905.315.7945
E-mail: lscott@orgsoln.com/
myoung@orgsoln.com
Web: www.orgsoln.com
Contact: Liz Scott/Mary Young
OSI, recognized for their success 
in reducing disability costs, ensure 
employees return to work through early 
intervention and assistance, access to 
treatment and prompt return-to-work 
planning to minimize the human and 
financial impact of disability. OSI has 
a suite of services, including non-
occupational and occupational disability 
management, C/PDAs, attendance 
enhancement, health promotion, and 
audits. Our focus is on return to function, 
by “the RIGHT care, at the RIGHT time, 
for the RIGHT outcome.”
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Queen’s University IRC
Policy Studies Building
Kingston, ON K7L 3N6
Phone: 613.533.6000
Fax: 613.533.6812
E-mail: hilary.sirman@queensu.ca
Web: www.irc.queensu.ca
Queen’s University Industrial Relations 
Centre is Canada’s leading management 
development unit for practitioners in 
HR, OD and LR. It’s three-to-five-day 
open enrollment and custom programs–
ranging from Change Management and 
Advanced HR to Negotiation Skills and 
Dispute Resolution–are highly engaging 
and designed to make a lasting and 
measurable impact. The IRC offers 
coveted certificates in OD and LR and it’s 
website is home to a library of related 
papers and case studies.
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recruitlogic corp.
26 Colborne St.
Cambridge, ON N1R 1R2
Phone: 877.50LOGIC
E-mail: info@recruitlogic.ca
Web: www.recruitlogic.ca
recruitlogic corp. offers busy Human 
Resources professionals a variety of 
outsourced services including direct 
hire and contract staff recruitment, 
research and support, resume screening 
and search coordination, assistance in 
major hiring projects or start ups, as 
well as contract staff for tradeshows 
and career fairs. recruitlogic corp. 
assists organizations across Canada 
within a variety of industries, tailoring 
our services and targeting the efforts 
of our specialized team to fit our client 
organizations’ hiring needs.
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Renascent
1900-365 Bloor Street East
Toronto, ON M4W 3L4
Phone: 866.232.1212
E-mail: info@renascent.ca
Web: www.renascent.ca
Renascent is a Canadian leader in 
the field of addiction treatment. For 
over 40 years, employers have trusted 
Renascent to help their employees get 
well and stay well through Renascent’s 
proven treatment programs. Renascent 
provides: Immediate Admission, Client 
Progress and Compliance Reports and 
Comprehensive Return-to-Work Support. 
Renascent will be there for the long 
haul, helping employees protect their 
sobriety and your investment. 
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Quikcard Solutions
17010-103 Ave, 200 Quickcard Centre
Edmonton, AB T5S 1K7
Phone: 780.426.7526
Fax: 780.426.7581
Web: www.quikcard.com
Quikcard offers innovative benefits 
solutions employees want at a price 
employers can afford. Quikcard’s 
innovative approach starts with a Health 
Spending Account to cover everyday 
health care costs, which have low, 
fixed administration fees on claims and 
provide online account management 
with no sign up or transaction fees. 
To manage expenses for more serious 
circumstances, a full range of group 
insurance products are available. 
Quikcard also has specialized benefits 
available for customized group plans.
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RBC Global Asset Management 
Group Financial Services
20 King Street West
Toronto, ON M5H 1C4
Phone: 877.633.2425
Fax: 416.955.7679
E-mail: GFSnationalaccountrep@
rbc.com
Web: www.rbcgfs.com
Group Financial Services (GFS) delivers 
Group Savings Plans, Group Banking 
Packages and other group programs to 
help build and retain a productive and 
motivated workforce. With GFS, you get 
the expertise of a business consultant 
with the security, resources and depth 
of knowledge of RBC. This ensures your 
employees receive the best possible 
experience and that you generate the 
greatest value from the programs you 
establish, all at low or no cost to your 
organization.
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Right Management
2 Bloor Street East, 19th Floor
Toronto, ON M4W 1A8
Phone: 416.926.1324
Fax: 416.961.9634
E-mail: meredith.evans@right.com
Web: www.right.com/ca
Right Management (www.right.com/ca) 
helps clients win in the changing world 
of work by designing and executing 
workforce solutions that align talent 
strategy with business strategy. Our 
expertise spans Talent Assessment, 
Leader Development, Organizational 
Effectiveness, Employee Engagement, 
and Workforce Transition and 
Outplacement. With offices in over 50 
countries, Right Management partners 
with companies of all sizes. More than 
80 per cent of Fortune 500 companies 
are currently working with us to help 
them grow talent, reduce costs and 
accelerate performance.

S
Sapphire Consulting Associates
47 Bow Valley Drive, Ste. 201
Toronto, ON M1G 3J4
Phone: 416.431.5034
E-mail: Info2@sapphireconsulting.biz
Web: www.sapphireconsulting.biz
Our Bill 168 consulting group provides 
information, support and guidance 
to organizations in complying with 
recent Health & Safety legislation 
amendments: including policy and 
program development; risk assessments; 
employee and supervisor training; 
and investigation. Also offer Human 
Resources consulting, Alternate Dispute 
Resolution services and Sensitivity 
Coaching/Training.
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Smartbox Experience, Inc.
4428, Saint-Laurent Blvd., Ste. 300
Montreal, QC H2W 1Z5
Phone: 866.693.7815
Fax: 514.288.1622
E-mail: adele.camozzi@
smartbox.com
Web: www.smartbox.com
Contact: Adele Camozzi, 
647.203.1603
Smartbox has explored our vast and 
exciting nation to find the most unique 
and fascinating experiences for all to 
discover! Divided into three themes; 
one-night getaways, adventures and 
spas, the ‘gift of choice’ presents the 
coolest incentive or reward available 
today. Finally something worth working 
hard for. Smartbox, the experience gift-
certificate.
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Stargarden Group
300-3665 Kingsway
Vancouver, BC V5R 5W2
Phone: 604.451.0500
Fax: 604.451.0578
E-mail: info@stargarden.com
Web: www.stargarden.com
StarGarden is a fully integrated web-
based Human Resources, Payroll and 
Work Planning solution designed to meet 
the needs of structured, position-based 
organizations with complex pay and 
benefit issues. StarGarden maintains 
substantial detailed information 
about your organization, its structure, 
compensation and benefits plans, 
accruals/balances, employees, and 
payroll. Visit www.stargarden.com or 
call 800.809.2880.

W

WATMEC
550 Parkside Dr., Unit B9
Waterloo, ON N2L 5V4
Phone: 800.265.9726
Fax: 519.886.4789
E-mail: watmec@watmec.com
Web: www.watmec.com
Contact: Carol Scott
For over 35 years, WATMEC has been 
providing clients nation-wide with highly 
integrative training and development 
solutions. We have moved from offering 
only public seminars to a full service 
learning solutions provider and address 
the whole business continuum through; 
assessments, consulting, coaching, 
design/development of train-the-trainer 
materials, blended e-learning solutions 
and face-to-face workshops. WATMEC 
also offers educational speakers for 
corporate meetings and sales events 
through our newest division, Speakers 
for IMPACT.
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The Williamson Group, Inc.
225 King George Rd.
Brantford, ON N3R 7N7
Phone: 519.756.9560
Fax: 519.756.5773
E-mail: sevans@
williamsongroup.com
Web: www.williamsongroup.com
Contact: Steve Evans
The Williamson Group is an innovative 
solutions provider specializing in 
delivering sustainable Employee Benefit 
strategies to employers.  We offer 
services and consulting for Employee 
Benefits, Pension Plans and Plan 
Member Education, Executive Benefits, 
TPA, and Corporate Wellness Strategies. 
We are Canada’s Global Benefit 
alternative to the major consulting 
houses. The Williamson Group has 
developed a nationally-recognized 
Disability Management program and 
Administration/Claims Payment system, 
which has significantly reduced our 
clients’ disability benefit costs.

T
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Trans-Logic Executive Search 
Group Ltd.
26 Colborne St.
Cambridge, ON N1R 1R2
Phone: 866.212.2005
E-mail: info@trans-logic.ca
Web: www.trans-logic.ca
Trans-Logic Executive Search Group 
Limited specializes in the direct hire 
and contract employment of executive 
and mid to senior level professionals 
within the Supply Chain, Logistics and 
Transportation industries across North 
America. Our expertise and experience 
in these industries enable our team to 
clearly resource and deliver a superior 
level of executive search services.  
Trans-Logic is experienced, professional 
and committed to excellence. Our 
dedicated team of recruitment 
professionals are ready to help your 
team today.

Try That{!} - The Experience 
Company
Ste. 818, 80 Bradford St.
Barrie, ON L4N 6S7
Phone: 705.722. 6881
Fax: 705.733. 2747
Toll-free: 888.WOW DAYS 
(969 3297)
E-mail: dave@trythat.ca
Web: www.trythat.ca
Try That{!} provides a wide range of 
one-day experiences across Canada, 
ranging from Introductory Flying Lessons 
and Race Car Driving to Wine Tours and 
Spa Escapes. Our rewards and incentive 
clients benefit from the high perceived 
value of our Experiences, plus the 
lasting positive association that their 
staff and customers associate with their 
organization. Make ordinary rewards a 
thing of the past and give the gift of an 
experience that will provide a lasting 
memory.
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Workwell Training Videos
9 The Queensway North
Keswick, ON L4P 1E2
Phone: 905.476.1170
Fax: 905.476.1172
Toll-free: 800.300.9323
E-mail: workwelltraining@
rogers.com
Web: www.workwelltrainingvideos.
com
Contact: Jennifer Trollope-Fevreau
Workwell Training Videos produces and 
distributes quality, up-to-date, affordable 
DVD and video training programs that 
are Canadian or include Canadian 
content. We offer a free 10-day preview 
of our library for you to evaluate the 
contents of the programs! And upon 
purchase, you will receive a leaders’ 
guide that includes a short questionnaire 
that tests on the content of the program. 
Please call or visit our website for more 
information.
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100% dedicated to home and auto group insurance, The Personal has the 
knowledge and expertise to bring an exceptional benefit to your employees. 
They'll love the privilege of extraordinary service and savings on their home and 
auto insurance.
 
Our proven program is hassle free and no cost to you. Over 560 of Canada's 
leading organizations agree. It's rewarding to partner with The Personal. To find 
out how, give us a call now. It will be our privilege to bring this valuable benefit 
to your organization

1 888 246-6614
www.thepersonal.com

Bring an exceptional group 
benefit to your employees...
simply PARTNER 
with The Personal
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® Registered trademark owned by Desjardins Financial Security

* 70% of Canadian companies intend to maintain or improve their employee benefi ts, especially during a recession.
Source: Health is Cool! A 2009 survey by Desjardins Financial Security.

desjardinsfi nancialsecurity.com/solutions

Group Insurance

1-800-263-9641
Group Retirement Savings

1-866-565-3145

WE CAN HELP YOU CROSS THAT 
BRIDGE, EVEN IN DIFFICULT TIMES.
Our employee benefi ts experts can help you build a solid foundation for your 
employees. So they can keep you on the side of success. Because, like you,
we understand that employee benefi ts can benefi t us all.

To fi nd out how you can benefi t from giving your employees better benefi ts, 
call Desjardins Financial Security, one of Canada’s leading insurance companies 
with over 100 years of experience. 

Desjardins Financial Security is a member of the Desjardins Group, which has 
nearly $160 billion in assets.

I’VE HEARD THAT

70%
OF CANADIAN
EMPLOYERS WANT TO 
MAINTAIN OR IMPROVE 
EMPLOYEE BENEFITS.*
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Meet Top
Talent

Recruiters and job seekers look to Globe Careers 
to introduce them to the best candidates and 
employers. That’s because we have a track record 

of matching influential, well-educated and highly-
qualified readers with the country’s top employers.

When you’re looking to meet top talent in Canada, 
place your advertising where your best prospects are 
just a handshake away – The Globe and Mail’s print and 
online Career options.

Call 1 800 387 9012 or email
recruitment@globeandmail.com 

or visit globelink.ca/careers
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Don’t let looks deceive you –  
get the whole story  

Completed Masters in Computer  
Science (with honors)  

Clear Criminal Record  

Promoted to a higher position with his 
employer (in record time)  

Looks can be 
deceiving

416.915.9500 ext. 3777 | 800.353.2049 ext. 3777
 preemployment@garda.ca

gardaglobal.com

 

What we do:
criminal records . credit reports . ID verifi cation
international security . education verifi cation 
professional accreditation . employment history
driving abstract . references . immigration 
exit interviews . bankruptcy
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Companies have invested consider-

able time and resources over the 

past decade to strengthen their 

talent management capability. It 

began with the looming threat of 

the war for talent and has insinuated itself into 

the fabric of organizations. Even boards have 

pressed management to address succession 

planning in a more strategic way. This trend 

has been good for everyone. But what if we’ve 

overlooked a critical piece of the succession 

planning puzzle? 

Recent studies by the Institute for Executive 

Development (2008) suggest the failure rate 

of internal transfers and promotions is about 

25 per cent. Considering all the work we’ve 

done to identify and develop talent, that’s not 

encouraging. 

In-depth interviews with more than 150 senior 

leaders globally cast some light on why inter-

nal transitions fail. The research revealed these 

transitions take too long and too many leaders 

are at risk of derailing long after organizations 

think they have integrated. 

Six key success factors leaders need to 
manage were identified.
Role clarity and alignment. Everyone assumes 

the new leader knows what they should be doing 

but understanding expectations and how to 

deliver results is one of the biggest challenges 

internal transfers face.

Re-contracting relationships. Internals over-

look the need to renegotiate relationships with 

key stakeholders and struggle to quickly gain 

infl uence.

Adapting to a sub-culture. Every team, func-

tion, level in an organization has its own 

culture. 

Early wins. Internals ride their reputation and 

overlook the importance of earning credibility 

early on.

Accelerated learning. Just because you have 

been part of the organization does not mean you 

know everything. There is a lot of learning to 

do, often at the same time as the leader is doing 

two jobs—their old one and the new one.

Targeted development. Many months into the 

new job leaders realize they lack the capabilities 

required to be successful. Higher-level leader-

ship and business skills show up as consistent 

gaps.

What HR can do
Defi ne the role. Before hiring someone from the 

outside, clearly defi ne the role and the criteria 

for success. 

 Assess thoroughly and objectively. Most organ-

izations use multiple assessment methods for 

selecting a new external hire: multiple inter-

nal interviews, psychometrics and third-party 

leadership assessment. In a recent poll (RHR 

International, 2009), only 20 per cent of HR lead-

ers said they apply the same selection processes 

to both internal and external hires.

 Make sure everyone is on board. Forcing some-

one to take a role benefi ts no one and if the boss 

does not support the decision, trouble is lurking.

 Provide feedback. Your assessment process will 

reveal what the leader needs to develop in order 

to be successful in the new assignment. 

 Support the transition. Identify what support 

the leader will need to increase the likelihood of 

their success.

 Monitor progress. Internal transfers often fi nd 

themselves struggling well past the six-month 

mark. 

Proactively managing internal leadership 

transitions has been a gap in talent manage-

ment, but is one organizations can close. Consist-

ently applying robust selection and onboarding 

practices, or putting those in place if they don’t 

exist, can signifi cantly increase the probability 

that leaders will be successful, and the succes-

sion plan will be realized.     

Rebecca Schalm, PhD, RPsych, is a practice leader for RHR International in Calgary, an 

executive and organizational development firm.

MANAGING INTERNAL 
LEADERSHIP TRANSITIONS

TA L E N T 
M A NA G E M E N T  B Y  R E B E C C A  S C H A L M
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 Bottleneck | When demand exceeds supply causing a chokepoint and there isn’t enough 
capacity to effectively respond.

Senior managers focused on getting 

work out the door may dismiss or 

overlook the signs of a bottleneck. 

They chalk it up to personality 

clashes and breakdowns due to 

changes in process, equipment or procedures. 

In addition, managers may not realize that 

what seem like minor complaints from one 

department are also shared by other depart-

ments that aren’t speaking up. Yet underneath 

the surface an explosion is brewing because the 

bottleneck affects others up and down the line. 

They compensate or tolerate it until one day 

they just can’t put up with it any more.

Be on the look out for these bottlenecks:

 Authority and decision-making. Decision 

making authority is concentrated in the 

hands of too few senior players. 

 Information. Information needs to be shared 

and updated strategically across departments 

up and down the line to make timely decisions 

and alert employees to potential consequences. 

 Staffi ng and resources. Unintended bottle-

necks will occur when resources aren’t 

adequate to get the job done when demand is 

highest.

Problems aren’t solved at the level 
they are first expressed 
When things are going wrong in a get-it-

done-right-the-fi rst-time-and-keep-moving 

environment, there’s an understandable ten-

dency to look for fast solutions. When problems 

are solved at the level at which they are fi rst 

expressed, we rarely get to the bottom of the 

problem’s cause, much less the solution. The 

result is winding up at the wrong end of a 

bottleneck—the dreaded moment in time where 

demand for a product, process or service exceeds 

the ability to respond. Before you know it, the 

blame starts fl ying and one department points 

the fi nger at another but the problem isn’t usu-

ally a department’s lack of dedication. It is often 

a failure to communicate clearly and be heard 

about what’s not working, why and what could 

make it work better. 

Take an enforced pause
You begin to shift the culture of blame to 

constructive, time-saving problem-solving 

when you embark on a “break the bottleneck” 

process. Starting with a bottleneck meeting, 

create an environment of safety by suspending 

the blame game and secure participation from 

senior managers and the CEO. Teach them 

tools to enable them to ask different questions 

and embody a mindset that sheds new light on 

solutions without triggering people’s defenses. 

Some of those questions are:

• What’s working and why? 

• What’s not working and what’s the 

assumptive cause? 

•  What are we missing?

•  What is your complaint and what is your 

request?

•  How do we begin to make things work better?

•  What new solution could we try?

Successful bottleneck meetings often result in 

improved collaboration among departments—

a positive result that quickly translates to the 

bottom line and helps your managers build the 

communication intelligence skills needed to 

identify, resolve and prevent confl icts and work 

stoppages.     

Nance Guilmartin specializes in increasing communication intelligence and problem 

prevention skills, and is the author of The Power of Pause: How to Be More Ef fective in 

a Demanding, 24/7 World. 
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‘‘If the IT manager likes, 
trusts and respects you, 
she’s more apt to come to you 
first rather than dumping 
technology at your doorstep.’’

TEN TIPS TO CONTROL HR TECH PURCHASES

The IT department might be well 

meaning when it purchases a cool 

new employee tool and passes 

it along to HR to implement. 

Unfortunately, what is cool to 

IT may not be useful for HR. The IT group 

can help with evaluating security and the 

purchasers can help with the contracts, but 

HR should lead the way in determining needs, 

seeking vendors and evaluating options because 

it is ultimately responsible for the success or 

failure of the new technology. With this in 

mind, the following 10 tips will ensure HR is 

prepared to take the lead in all upcoming HR 

technology purchases.

1)  Become an expert in HR technology. Keep 

up with legacy systems, current technology 

and future trends. Learn the pros and cons 

of each system and its vendor’s performance 

record. 

2)  Develop an HR technology road map. Include 

both short- and long-term goals, a brief 

summary for each technology with the value 

and expected return on investment. Share 

with senior management and IT.

3)  Start a technology cheat sheet. Keep a 

running list of all the vendors in the HR 

space, both large and small. As you hear 

positive feedback from peers about vendors 

and their products, make notes on your 

sheet. 

4)  Keep your ear to the ground. Listen for 

information on problem vendors, technology 

that doesn’t live up to expectations and 

vendors struggling fi nancially. Make notes.

5)  Network with your peers. Develop and 

maintain a network of HR professionals in 

person and online. Talk with your colleagues 

about technology, vendors and lessons 

learned. 

6)  Nurture relationships internally. Develop a 

good relationship with your IT department. 

If the IT manager likes, trusts and respects 

you, she’s more apt to come to you fi rst 

rather than dumping technology at your 

doorstep. 

7)  Nurture executive relationships. Develop 

a good relationship with your CEO and 

other senior leaders. They must feel 

confi dent in your skills and abilities when 

it comes to employee-related matters. Your 

CEO shouldn’t consider making an HR 

technology decision without you.

8)  Participate in the HR technology discussion. 

Use blogs or social networking sites to learn 

from others and share your expertise. If you 

don’t use technology, those outside of HR 

assume that you are afraid of it. 

9)  Speak up. Summarize what you learn at 

an HR technology conference or provide a 

F O C U S  B Y  B E T H  C A R V I N

write-up of your most and 

least favourite vendors. 

Talk about HR technology 

successes from peer 

companies. If executive 

and IT managers view you 

as knowledgeable, they are 

more likely to include you 

in the conversation when a 

vendor calls.

10)  Be direct. Pre-empt being 

kept out of the loop by 

directly asking IT and 

senior managers to 

include you in discussions on HR/workforce 

programs. Provide a specifi c list with all 

types of HR programs. Be aware that some 

vendors may intentionally call HR-related 

programs something that sounds less like 

HR technology in order to keep HR out of 

the loop.    

Beth Carvin is CEO of Nobscot Corporation, a global technology firm focusing on key areas 

of employee retention and development. 

466990_BackCheck.indd   1 3/4/10   10:09:07 AM



4 6   M a y / J u n e  2 0 1 0  H R  P R O F E S S I O N A L

466969
QUEENS UNIVERSITY

1/2h
m/red
p.46

468804
STITT FELD

1/2h
B&W
p.46

Next
Generation HR

For a complete list of all 2010 programs or to register 
call toll-free 1-888-858-7838 or visit: irc.queensu.ca 

This Spring, let Queen’s University IRC professional
development programs help you champion change, resolve
disputes, and develop your talent.

Organizational Development
Foundations
Vancouver, May 11-14, 2010 

Change Management  
Toronto, May 18-21, 2010

Labour Arbitration Skills 
Kingston, May 30-June 3, 2010

Organizational Design
Kingston, June 1-3, 2010

Change Management 
Victoria, June 7–10, 2010  

Negotiation Skills
Kingston, April 11-16, 2010

Organizational Design 
Toronto, April 21-23, 2010

Labour Relations Foundations
Victoria, April 26- 30, 2010

Advanced HR
Toronto, April 27-29, 2010

Dispute Resolution Skills 
Kingston, May 2-7, 2010

Essentials of Organizational Strategy 
Kingston, May 10-12, 2010

NEW 

466969_Queens.indd   1 2/10/10   3:16:16 PM

468804_Stitt.indd   1 2/24/10   1:10:09 PM



w w w . H R P r o M a g . c o m   M a y / J u n e  2 0 1 0   4 7

The concept of flexible work isn’t 

new but it remains a hotly debated 

workplace issue. A 2010 Georgetown 

University Law Centre study found 

that 80 per cent of workers want 

flexible work arrangements, but 67 per cent of 

employers do not allow most employees to alter 

their start and finish times. Further, 54 per 

cent do not allow job sharing and 61 shun com-

pressed work weeks. 

HR Professional talked to three experts: Shawn 

Hall, senior communications manager at Telus; 

Pam Aikman, director of community and family 

health at Vancouver Coastal Health; and Dan 

Ondrack, PhD, HR management professor at Rot-

man School of Management about the benefi ts 

of a fl exible work program, how to maximize its 

effectiveness and avoid common pitfalls. 

Productivity
Before rolling out it’s Flexible Work Styles pro-

gram, Telus ran a pilot with a few hundred profes-

sional employees and call-centre agents working 

from home offi ces on a full- or part-time basis and 

studied the impacts to the environment, morale, 

productivity, etc. “Productivity skyrocketed for our 

call-centre agents because they were working in a 

quieter environment and could focus on each call,” 

says Hall. In turn, their morale and job satisfac-

tion went up. Hall also notes the environmental 

impact. “Many of our employees in the pilot com-

mute to downtown Vancouver, which is an hour 

each way. Taking them off the road was a major 

reduction in emissions,” he says.

At Vancouver Coastal Health, increased pro-

ductivity has also been a big benefi t. “Our com-

munity-based nurses and health care workers 

IMPLEMENTING FLEXIBLE WORK PROGRAMS 

H R 1 0 1  B Y  M E R E D I T H  B I R C H A L L- S P E N C E R
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no longer have to travel to the 

offi ce before they go out to visit 

patients,” says Aikman, “which 

means they can see more 

patients in a day.” 

Dollars and sense
The adoption of this program at 

Vancouver Coastal Health was 

born out of a need to expand. 

“We were looking to lease space 

to accommodate staff growth, 

which was going to cost a sub-

stantial amount,” says Aikman. 

“We did a business case of the 

cost savings of reconfi guring 

the space and basing nursing 

and community health work-

ers from home we discovered 

the money spent on the project 

would pay itself back over the 

course of few years by mitigat-

ing the leasing costs,” says 

Aikman. An added bonus: by 

reconfi guring their offi ce they 

created more meeting space and 

in turn saved themselves the 

costs of renting event space—to 

the tune of $35,000 per year.

It’s not just employers who 

see a cost savings, however. 

Ondrak says to consider 

what fl ex-work might mean 

to employees’ out-of-pocket 

expenses. “If your employer 

pays for your Internet connec-

tion, you don’t need to commute 

on transit, you don’t buy coffee 

because you can make it, etc., 

you could save up to $300 in 

after-tax income. The savings 

go up to $360 per month for in-

car commuting,” says Ondrak. 

“That’s defi nitely going to bol-

ster employee satisfaction.”

Roles and responsibilities
So where do you begin? Ondrak 

recommends analyzing all job 

functions and determine how 

each type of work gets done. 

After that, HR can begin policy 

creation and developing train-

ing programs to make the 

H R101
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transition, and liaising with IT 

and operations about facilitat-

ing the technical requirements.

All experts agree the man-

ager’s role is critical to suc-

cessful implementation. “Some 

managers trusted their staff 

fully and didn’t care where their 

team was as long as they got 

the right results,” says Aikman. 

“Then we had other managers 

who had greater discomfort with 

that. As a result, we had incon-

sistencies. We had to shift some 

of the managers, who by virtue 

of their management style were 

inhibiting the success of this 

program,” says Aikman.

With 35,000 people across 

eight business units and 18,000 

of those eligible to work from 

home, Telus simplifi es by leav-

ing it up to the managers to 

decide who can work remotely. 

“They are in the best position 

to determine the right mix for 

their team,” says Hall.

Pitfalls
One common pitfall is the 24/7 

workday culture. Hall says that 

technology-induced burnout is a 

challenge but communication is 

critical to understanding where 

employees can draw the line. “If 

e-mails are fl ying around after 

hours and it’s not critical, you 

need to impress upon staff that 

they don’t have to respond. To 

that end, use a variety of com-

munication vehicles that work 

for people in different business 

units. The technical people, who 

aren’t at a computer all day, 

get a letter from the CEO that 

goes out online and in print 

every week or two,” says Hall. 

Telus also uses Team Vision, an 

internal TV program, an intra-

net and social media tools for 

communication.

The other major hurdle to a 

fl ex-work program’s success 

is worker alienation. At Telus, 

managers have been specifi cally 

trained in managing remote 

teams and managers do site vis-

its to make sure those lines of 

communications are open. It also 

brings its teams together once 

a month for in-offi ce meetings 

where staff catch up on new 

products and services, required 

training and social activities. 

Call-centre agents have a dedi-

cated instant messaging service 

to replicate the collaboration and 

information sharing over client 

concerns that happens when the 

agents are in the offi ce together.

Ondrak advocates bringing 

people in and socializing them 

into the culture fi rst before let-

ting them fl y solo, “you must lay 

the foundation for people to be 

good emissaries for the organ-

ization. After that you have to 

provide support and encourage-

ment,” he says.

The only emotional issue 

isn’t connectivity, however; 

resentment by offi ce-based 

workers can stoke the fi re of 

discontentment. The solution, 

says Ondrak, lies in facing the 

issue. “Outline what is required 

of the job and where it’s located 

at the onset—either during the 

transition process or initial 

interview,” says Ondrak. “It 

may be that a person starts in 

an offi ce based job but gradu-

ates to a work-from-home 

arrangement.”

One fi nal but very important 

consideration when changing 

how and where your employees 

work is to “engage the union 

and necessary labour relations 

staff very early on,” says Aik-

man. “Don’t forget to consider 

how these changes affect col-

lective agreements.”     

Telephone: (613) 563-7660
info@emondharnden.com

advice for unionized and non-unionized employers

wrongful dismissal

restructuring

employment contracts

workplace policies

labour board proceedings

collective bargaining

human rights

labour arbitration

occupational health and safety

workplace safety and insurance

privacy compliance
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HR Professional caught up with 

Nick Bontis, PhD, at the Human 

Resources Professional Association’s 

annual conference and trade show 

in January. The professor of strat-

egy and knowledge management at McMaster 

University is a leading expert on intellectual cap-

ital and its impact on business performance. He 

spoke about why collaboration within organiza-

tions is essential to innovation.

HRP: How can HR facilitate collaboration?

NB: HR really needs to spend more time devoting 

resources to all four processes in the S.E.C.I. model 

as opposed to just one. S.E.C.I. is a model of how 

organizational knowledge is created and it stands 

for socialization, externalization, combination and 

internalization.

 Socialization is the fi rst process. Technology stops 

us from doing the simple things when we social-

ize, such as looking into someone’s eyes. Really, the 

only people that are socializing in the company are 

the smokers outside. It’s very important for HR to 

re-emphasize socialization opportunities within the 

organization. It becomes too easy to not put a face 

to someone’s e-mail request and ignore it. When we 

communicate in person, we use so many varying 

degrees of emotion.

The second step, externalization, means we have 

to automate processes in HR so that we have it in 

organizational memory. This is a problem I see 

more in smaller organizations where one or two 

people are doing all the HR functions and they don’t 

have the technological infrastructure like HRIS and 

PeopleSoft available to them. A huge amount of the 

HR knowledge is resident in that person’s brain and 

the risk is that when they leave, that knowledge is 

gone. So what we have to concentrate on is getting 

HR people to codify what they know.

The next process is combination. This is where 

knowledge starts coming together. There is room 

for improvement here because HR sometimes 

doesn’t get called into meetings they should be 

STRATEGIC MANAGEMENT CONSULTANT 
AND BUSINESS SCHOOL PROFESSOR, 
NICK BONTIS, PHD, TALKS ABOUT HR’S CRUCIAL 
ROLE IN ORGANIZATION COLLABORATION
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in. Let’s use the development 

of the company intranet as an 

example. The intranet is typ-

ically the domain of the IT folks. 

What they might do is bring in 

someone from fi nance to talk 

about expenditures and someone 

from compliance to talk about 

legalities, but they rarely bring 

in someone from HR to discuss 

the culture of that organization, 

what motivates people to share 

information with one another, 

and how this may impact the 

incentive and compensation 

structures of the fi rm. That’s 

partly because HR has never 

expressed itself as having any IT 

competence, per se. If you know 

that technological or collabora-

tive types of initiatives are going 

on in the organization, you need 

to put up your hand and say 

HR needs to be a part of this 

conversation.

The fi nal step is internaliza-

tion. HR plays a signifi cant role 

in the dichotomy of the learn-

ing and unlearning that goes 

on in an organization. During 

the annual strategic planning 

process, HR should be articulat-

ing the things that didn’t work 

in the previous fi scal cycle. Very 

rarely do I come across a fi rm 

that has formalized the idea of 

fi nding out what didn’t work so 

they don’t do it again. 

HRP: Out of these four pro-

cesses, you said that socializa-

tion is the hardest. Why?

NB: It’s just too much work. If 

you think of externalization 

and combination, we all have 

the tools available for us to use. 

Internalization is easy because 

we do it naturally—people will 

always talk and we constantly 

internalize their feedback. 

Socialization, on the other hand, 

takes effort because you have to 

take your bum out of your seat 

and engage with someone face-

to-face. We have to get back to 

the old school way of talking to 

each other. It would clear up a 

lot of issues. 

HRP: If HR is to be the catalyst 

for innovation, do we have to 

institutionalize more face-to-face 

time?

NB: Absolutely. HR can mani-

fest this through offi ce fur-

niture and design, employee 

events and annual conferen-

ces—all three of which got shut 

down in many organizations 

in the last few years because 

of the fi nancial crisis. But it’s 

those three things that impact 

collaboration, socialization and 

rapport, which are all critical 

for innovation. Coming out of 

I N T E R V I E W
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NB: When I was growing up, 

in school we learned that the 

one thing on earth you could 

see from space was the Great 

Wall of China. When a Chinese 

astronaut fi nally got to go up 

into space, he tested the hypoth-

esis but when he looked down at 

earth, he couldn’t see it. Why? 

It turns out it’s not true and it’s 

fi nally been invalidated. 

the fi nancial crisis, we have 

to appreciate that we have not 

invested heavily in the social 

fabric of our organizations and 

HR’s role is to get out the needle 

and start weaving that fabric 

together.

HRP: You mentioned the concept 

of unlearning. What is it exactly 

and why is it critical?

The problem with organiza-

tions is that some of them don’t 

test the hypothesis, and, more 

importantly, are so wedded to 

it because of some associated 

cost—fi nancial, reputational, 

emotional—they don’t want to let 

it go. But at some point HR has 

to step up and say this method 

or theory has been invalidated, it 

does not work, let’s unlearn it.

HRP: How do you go about 

measuring what your organiza-

tion needs to unlearn?

NB: That’s the million dollar 

question. When asked this by 

my consulting clients, I couch 

the answer in terms of the stra-

tegic planning process. During 

that process, organizations use 

templates for the strategy plan 

and accompanying SWOT—

strengths, weaknesses, oppor-

tunities, threats—analysis. They 

incorporate budgeting, variance 

and competitive analysis into 

that plan. I’d like to make a new 

supplemental section of that 

plan: to list what we did last 

year that didn’t work, so we don’t 

repeat those same mistakes. 

HRP: You talked about know-

ledge obsolescence, can you 

explain what it is?

NB: Knowledge obsolescence is 

directly correlated to the rate of 

change in an industry. In some 

industries, software for example, 

the rate of obsolescence is huge. 

In others, such as construc-

tion, the change is not as quick. 

When there is a fast rate of obso-

lescence, HR must ensure it is 

adjusting its training budget to 

refl ect that rate. If you are in a 

business that is going to be fun-

damentally changed by the con-

version from the GST to the HST, 

for example, you need to do some 

extra training to compensate for 

the increase in the knowledge 

obsolescence rate and adjust the 

budget accordingly.         
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and frameworks in strategy and strategic management.

Human Capital: attracting, retaining and getting the most out of
your company’s most important asset—the employees.

THE NEXT OFFERING OF APHRM STARTS SEPTEMBER 13, 2010

FOR INFORMATION OR TO APPLY, CONTACT:

Lisa Bigioni
Email: Lisa.Bigioni@rotman.utoronto.ca
Website: www.rotmanexecutive.com/humanresources
Telephone: 416.978.8815

(APHRM), offered by Executive Programs at the Rotman School 

leading HR Certificate Program:

ADVANCED PROGRAM IN
HUMAN RESOURCES

MANAGEMENT

468900_University.indd   1 2/25/10   11:37:38 AM
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‘‘Being a fierce 
leader requires the 
capacity to connect 
with colleagues and 
customers at a deep 
level.’’

Fierce Leadership: 
A Bold Alternative to the Worst 
“Best” Practices of Business Today
Broadway Business Press, 2009

By Susan Scott

Susan Scott’s newest book, 

Fierce Leadership, is an 

engaging read that debunks 

various leadership “best 

practices.” Scott believes 

the recent recession can be 

squarely levelled at those 

leaders who refused to 

acknowledge the true 

state of their compan-

ies, making the collapse 

look like a sudden event 

rather than a gradual 

slide. If these execu-

tives had found out 

what their employees 

knew and had the 

courage to make the necessary 

changes, the outcomes might have been differ-

ent, she argues. 

Scott tackles six current best practices and 

challenges leaders to adopt a fi erce leadership 

style. The six best practices include 360-degree 

feedback, hiring for smarts, accountability, 

employee engagement, customer centricity and 

legislated optimism. For each practice, Scott 

draws from her extensive background coach-

ing Fortune 500 execs to illustrate how these 

practices are no longer viable and provides a 

step-by-step process to adopt a fi erce practice.

Being a fi erce leader requires the capacity to 

connect with colleagues and customers at a deep 

level. Using a mixture of invitation and bullying, 

Scott directs leaders to listen and ask good ques-

tions. It’s not helpful for leaders to simply give 

directions, set strategy or unleash their wrath; 

leaders need to have the courage to “interrogate 

reality” in order to fi nd out what is actually 

going on and get a wide variety of perspectives 

from employees across the organization. 

Human connectivity, says Scott, is the next 

frontier for exponential growth and the only 

sustainable competitive edge. Her book provides 

humourous examples of how leaders have gotten 

this wrong and how leaders at any level of the 

organization can keep human connectivity front 

and centre. 

Employee Performance 
Scorecards: Creating a Win-Win 
Formula For Your Organization
Carswell, 2009

By Les Dakens

Told more as a 

story rather than a 

primer, Employee 

Performance 

Scorecards by Les 

Dakens, retired 

senior VP of 

people at CN 

and contribut-

ing author of 

SwitchPoints, 

relates the 

experience of 

the HR team 

implementing 

a new performance 

appraisal process for 18,000 union-

ized employees in a large Canadian transporta-

tion company.

Dakens takes us through the entire process 

from its inception by the CEO in 2005 to its 

delivery by the HR team one year later. Daken s 

outlines many of the obstacles the HR team 

encountered during the project, from uncovering 
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O F F  T H E  S H E L F  B Y  A LY S O N  N Y I R I ,  C H R P

an a

yee

Les 

d 

ance 

ss for 18,000 union-

By Susan Scott

Susan 

Fierce 

engag

variou

pract

the r

squa

lead

ack

sta

ies

lo

ra

s

t

courage to

changes, the outcomes m



5 8   M a y / J u n e  2 0 1 0  H R  P R O F E S S I O N A L

gaps in the SAP system to 

managing the logistics of 

delivering in-person apprais-

als to 18,000 employees spread 

out across Canada and the U.S. 

For many employees, these 

appraisals were the fi rst time 

they had met their supervisors 

in person. 

Dakens is honest about the 

problems uncovered during 

this project, such as the behav-

iours management wanted 

to see and reward were not 

outlined at the outset, HR did 

not capture adequate data on 

supervisory lines and manage-

ment had the false perception 

that unionized employees had 

little interest in their jobs or in 

the business. 

With little more than 

a vision at its inception, 

Employee Performance Score-

cards demonstrates that per-

formance appraisals add value 

(uptake in the stock purchase 

plan increased to 70 per cent 

from 30 per cent by unionized 

employees) and engage union-

ized employees in their jobs 

and the business. Employees 

do matter and it is possible to 

personally engage each and 

every employee.    

O F F  T H E 
S H E L F

6519-B Mississauga Road, Mississauga, ON  L5N 1A6 

905-567-7198; 1-888-279-2777  Fax: 905-567-7191 
info@bcrsp.ca www.bcrsp.ca 

Board of Canadian Registered Safety Professionals 
Conseil canadien des professionnels en sécurité agréés 

Looking to hire an oh&s professional? 
See “Careers” page at www.bcrsp.ca 

432144_Board.indd   1 5/29/09   4:30:56 PM

www.brittonmanagement.com

OVER 30 YEARS OF PROFESSIONAL REFERENCE CHECKING EXPERIENCE

Our services include:
 

• Employment References 
• Education & Professional designation verification

• Credit Checks • Criminal Checks 
• Driver’s Abstracts • Exit Interviews

We can custom design a reference checking process to meet your needs

416-286-6668     info@brittonmanagement.com

456338_Britton.indd   1 11/27/09   2:36:53 PM

Get Bill 168 Compliant!
Translate Legislative Requirements

into Active Compliance
SECURaGLOBE’s unique business model Virtual Security Director (VSD®) 
delivers customized security and investigative solutions that are infinitely 

scalable in size and scope to protect your people, property and information 
at a fraction of the cost of comparable in-house resources.

Compliance and 
Security Services through 
an easy-to-use interface
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• Employee Anonymity  • 24 x 7 Incident Reporting
• 800 Multi-Lingual Hotline  • Web Intake
• Interview Specialists • Electronic Reports

• Employee Kits  • Letters, Brochures and Wallet Cards
• Location/Posting Materials

• Incident Management  •Web Portal  • Centralized Database  
• Built-in Task Management  • Oversee all Investigations
• Facilitate Collaboration  • Benchmark Industry Data

• Best Practises Library

• Real-time remote surveillance of security cameras
• Highly trained intervention specialists

• Utilize existing camera systems; no replacement required
• SpotCheck: a random brief, remote visual

inspection every hour

458394_SecuraGlobe.indd   1 3/1/10   11:28:16 AM
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Looking to hire? Toronto 
CFA Society’s employment 
posting service gives you 
access to over 6,000 
investment professionals.

Our career centre has 
become the job source 
for investment employers. 
Why not join us?

For more information, see 
our contact info below.

Tel: (416) 366-5755 option 4

Email: jobs@torontocfa.ca

Website: www.torontocfa.ca

Want access to highly 
qualifi ed investment 
professionals?

Setting a higher standard for the 
Toronto investment community
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www.fmc-law.com/employment_labour

Michael Horan dominates a squash match from the rst serve, to the nal rally. 
But at Fraser Milner Casgrain LLP (FMC), he’s getting matters settled before they 
reach the courts. Specializing in labour relations, Michael represents employers in 
negotiations, and before all labour boards and administrative tribunals in Canada. 
Just one of the many services offered by Fraser Milner Casgrain’s National 
Employment & Labour Group – a multi-faceted team providing responsive, 
effective advice to HR professionals across the country.

M O N T R É A L •  O T TAWA •  T O RO N T O •  E DM O N T O N •  CA L GA RY •  VA N C OU V E R

REAL PEOPLE. 
EXPERIENCED COUNSEL. 
WICKED BACKHAND.
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We Practise At the 
CUTTING EDGE

We Practise At the 
CUTTING EDGE

You are a human resources professional.
You have an important matter which requires

representation you will be confident with. 

Kuretzky Vassos Henderson LLP is widely recognized as
one of Canada’s leading employment and labour law
boutiques. We practise at the cutting edge assisting a

wide spectrum of clients ranging from major corporate
employers through to individual plaintiffs. Our practice

includes employment contracts, wrongful dismissal,
collective bargaining, labour board applications,

arbitrations, adjudications, employment standards,
health & safety, human rights and ADR.

To discuss what we can do for you or your client, call 
Kuretzky Vassos Henderson LLP at (416) 865-0504.

KURETZKY VASSOS
HENDERSON LLP
Suite 1404, Yonge Richmond Centre

151 Yonge Street, Toronto, Ontario M5C 2W7
Telephone (416) 865-0504  Facsimile (416) 865-9567

www.kuretzkyvassos.com

355142_Kuretzky.indd   1 11/24/07   1:17:59 PM
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GUIDING MANAGEMENT DECISIONS

H ere’s a typical comment from an 

HR professional who was not 

seen as a strategic partner by the 

executive team, “Our division’s 

had recurring cycles of leader-

ship development and 

culture change initiatives. 

We’re constantly setting 

strategies and new action 

plans. But we seldom 

see anything through to 

completion before they 

launch yet another new 

initiative.”

It’s an all too common 

problem. HR profession-

als and/or the executive 

team implement large 

scale initiatives such 

as compensation and 

benefi ts programs and 

competency models, for 

example, but often don’t connect the programs 

and HR pieces together. 

The heart of this disjointed and piecemeal prob-

lem is a management team bolting-on rather than 

building-in these initiatives to the way they man-

age the organization. Here are some signs of a 

weak management team providing disjointed or 

contradictory leadership:

Leadership lip service: Managers are talking 

about the need for the HR program but don’t 

change how they make decisions or actually 

use the tools being taught to everyone else.

Management (IQ) > leadership (EQ): Top man-

agers actually use the “hard” approaches of 

command and control, systems, budgets or pro-

cesses while just talking about the “soft skills” 

of coaching, team building and supporting.

Confusing information and communication:

Managers use e-mail to dump information and 

tell rather than having face-to-face, two-way 

conversations. 

Cowardly conversations: Managers discour-

age honest feedback while avoiding tough con-

versations about diffi cult issues.

Inconsistent pruning: The management team 

adds more “priorities” to everyone’s to-do lists 

without applying the same energy to “stop-

doing” lists.

Guiding your top management team
The most effective HR professionals challenge, 

cajole, counsel and guide their top management 

team. Here’s how:

Balance technical, management and leader-
ship: Many managers aren’t aware of how 

unbalanced their focus has become or they 

need help changing dysfunctional habits.

Courageous conversations: Are you a model 

of a courageous leader who steps up to tough 

conversations and coaches top managers on 

initiating and hearing tough discussions?

Facilitate two-way communication: No one 

wants more e-mails in their overfl owing in-

box. Yet more communication is a desperate 

cry in every organization today. Are you per-

petuating the problem?

Integrate critical organizational goals: 

Show how programs like performance 

management or succession planning need 

to interconnect with leadership and cul-

ture development to help the team reach its 

objectives.

Think holistically about HR issues: Use 

pain points like absenteeism, customer service 

levels, turnover as opportunities to help the 

management team dig deeper into the under-

lying organizational issues.

Model fl exibility and adaptability: 

Leadership needs to be seen as action, not a 

position. It’s what we do, not the role we’re in 

that determines whether or not we’re a leader. 

Many HR professionals are good at executing 

the strategies and programs their top man-

agement team gives them to implement. Some 

are excluded from the top management team 

because they’re seen as tactical or administra-

tive supervisors delivering HR programs and 

policies. The truly strategic and highly valued 

HR partners coach and guide the unit, division, 

or organization’s top manager and his or her 

team. Which one are you?    

Jim Clemmer is a keynote speaker, workshop leader, and management team developer 

on practical leadership. His new book is Growing @ the Speed of Change: Your Inspir-

actional How-To Guide For Leading Yourself and Others through Constant Change.

T H E  L A S T  WO R D  B Y  J I M  C L E M M E R

I L L U S T R A T I O N :  B R I A N  F R A Y
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HUMAN RESOURCES

MANAGEMENT
BACHELOR OF APPLIED BUSINESS

business.humber.ca

A 4-year business degree that will
launch your career in the influential
world of Human Resources.

Become:
Human Resources Manager

Labour Relations Officer

Training Co-ordinator

Compensation Analyst

Health & Safety Specialist

Benefits Administrator

Apply now!
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Find your best new employee today!  

Visit gbcareers.georgebrown.ca

George Brown College’s online job posting 

tool, GBCareers, gets you your next candidate 

easily and quickly and at no cost to you.  

Connect with workplace-ready students, 

recent graduates, and experienced alumni 

who are:

CRITICAL THINKERS

EFFECTIVE COMMUNICATORS 

ADAPTABLE 

TEAM PLAYERS
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with

The ADP logo is a registered trademark of ADP , Inc. 

Your role has changed dramatically over the last year. Today, you’re 
expected to accomplish more in less time and with fewer resources.

With ADP, reaching your full potential doesn’t have to mean breaking your budget. Get the reliable 
support you need to rise to the challenge. Whether you’re focused on automating administrative 
processes, ensuring compliance or putting best practices in place, you can count on ADP to help 
you fi nd the time and resources you need to succeed in this new economy. And, if you ever need 
expert help, you know it’s just a call away. 

1.866.228.9675  adp.ca 



The ADP logo is a registered trademark of ADP , Inc. 

You’re the one they turn to. The one they depend on to make everything right.
Get the reliable support you need to build trust in your organization. With payroll, HR and time 
& attendance solutions that provide peace of mind and better manage your workforce, you can 
count on ADP to help you create a business environment where your people can focus on being 
their very best. 

1.866.228.9675  adp.ca 

Count
on

ADP to 
help
build Trust



Training for Trainers
plus  Professional Certification

Your Road to Success begins here:

“ Langevin Certification has raised our 
departmental performance by 40%. We 
not only lowered expenses and raised overall 
pr
design and deliver an important course 
because of the credibility of having Langevin 

Kristina Carden
Certified Master Trainer

Verizon
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The World’s Largest Train-The-Trainer Company

Hi there,

Here is your chance to WIN $3000 
in Langevin workshops or products. 

Simply visit the exclusive website at:

Take a few minutes for a chance 
to WIN $3000 to invest in your 
training career.

It's that simple.

www.langevinoffer.com/2010

Ralph Langevin

Our Newest 
Train-The-Trainer Product

This kit is designed especially for trainers, 
facilitators, and other professionals who 
need a one-stop resource to deal with 

difficult participants.

38 Antares Drive, Suite 1200
Ottawa, ON  K2E 7V2
1-800-223-2209
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Price:
•   Special Promotion! Mention HR Professional Magazine while 

registering and receive the ICSA member discount: $249 per 
person or $899 for a group of 4.

Speakers & Topics
•   Corey Atkinson, Cutting Edjj Consulting – Teamwork of Tomorrow: 

Growing Yourself and Others Around You

•  Stephen Gaskin, Scotiabank – Employee Engagement 2010

•   Panel Discussion: Amar Sidhu, Trader; Lorna Ferguson, CIBC; 
Eric Esguerra, Staples Advantage – Top Customer Service Issues of 
2010, open Q&A format

•   Alexandra Gellman, Guru Wellness – Maximize Your Potential, 
Personally and Professionally

•   Jack Green, Cutting Edjj Consulting – Customer Service/Contact 
Centres: Failure to Thrive...Watch for the Traps!

•   Trevor Thomas, TMP Worldwide – Recruiting Through Social Me-
dia...Are you Ready?

•   David Soock, North Roads Consulting – Leadership Rocks...New 
Innovative Method to Creating Leaders for the Future

Giveaways, vendors, networking, lunch provided, free parking, and much, 
much more!

Who Should Attend? Anyone who has customers (internal and external) 
and wants to keep them! (Managers, directors, VPs in a customer service 
department or contact centre.)

Seats are limited to 120. OVER 80% SOLD!

Click here to download your copy of the conference brochure. 

Contact us for more details:
905-477-5544
www.icsa.on.ca
info@icsa.on.ca
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Gold

In-kind
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RBC Insurance
Callaway
Suncor
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Icynene

Tim Hortons
Hubbell Canada

Acco Brands
Thane Direct Canada

Staples Advantave
Scotiabank

SNC Lavalin O&M
Gay Lea

PartyLite
You could be here too!

International Customer Service Association Canada
presents the 13th Annual Customer Service Conference

May 14th, 2010 at RBC in Mississauga, ON

Visit our website for more details, www.icsa.on.ca

Boston Scientifi c

http://www.icsa.on.ca/Events/ICSAEvent-2010317143738834.pdf


Is your organization committed to:

1. Keeping and attracting customers?

2. Keeping a fully engaged workforce?

3. Optimizing delivery of customer service?

4. Offering world class customer experience?

If you answered no to one or more of these questions, we have the answers you need!
Join a 2,500-member organization and network with like-minded professionals.

Free 3-month membership if you respond by April 30, 2010.

Why should you join?
✓  Customer Service Certifi cation Programs (public, onsite and online sessions)

Over 5000 professionals certifi ed!
✓  Special Events: Conferences, Staff Appreciation Night
✓  Seminars and Webinars
✓  Affordable, Customized Consulting Solutions
✓  Public Recognition & Awards
✓  Certifi ed Customer Service Operational Assessments
✓  Networking
✓  Wide Range of Customized Training Solutions Delivered by Recognized Industry Leaders

Contact us for more details. Membership, sponsorship, training, speaking and council
opportunities available!

905-477-5544
www.icsa.on.ca

info@icsa.on.ca

Testimonials
“The Service that Sells Certifi cation Program hit home from a contact centre standpoint. It 
helped us upsell in a non-agressive, customer service way instead of a sales way. It was per-
fect for what we needed.”

- Eric Esguerra, Staples Advantage

“We were very pleased to have ICSA trainer Corey deliver the 2 days of training. All the
feedback from the participants was positive with regard to his level of energy, ability to keep
them engaged and make the training fun and informative. It was obvious to me that Corey 
was able to connect with everyone in the room and I believe this was a contributing factor in 
the overall success of the Seminar.”

- Tia Levan, Medisys

Some of our 
Members

Suncor

Scotiabank

Hershey’s

Icynene

RBC

FedEx

Callaway

Town of 
Newmarket

MPAC

Hubbell Canada

College of Nurses 
of Ontario

Staples Advantage

OREA

Boston Scientifi c

LoyaltyOne

CIBC

Trader

Heritage Education 
Funds

TSSA

http://www.icsa.on.ca/new_training.aspx

