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Canadian organizations are facing increasing pressure from the 
widespread labour shortage and are more likely to look for new 

talent outside Canada than they were two years ago according to 
a study of Canadian and American Human Resources professionals.

This trend is likely to continue, with 75% of respondents noting 
they will most likely or probably hire a foreign national in the next 
year. The study found that this is particularly the case in larger 
organizations or in industries such as the sciences, technology and 
engineering.

A report released today by the Canadian Council of Human 

Resources Associations (CCHRA) and the Society for Human 
Resource Management (SHRM), “2008 Global Talent Sourcing in 
the U.S. and Canada,” examines how and why foreign workers are 
recruited in both countries.

The number one reason cited for recruiting beyond Canada’s 
borders was an inability to find citizen or landed immigrant workers 
with the necessary skills. Another common reason was difficulties 
finding citizen or landed immigrant workers willing to do the work.

“Human resource professionals value the local labor pool but 
know that sometimes the most highly qualified talent is found in 

the foreign workforce,” said Susan Meisinger, president and chief 
executive officer of SHRM.
A diverse workforce can mean integration is a challenge for employers.

More than half of respondents said their organization provides 
orientation or onboarding programs to help foreign national workers 
acculturate. Yet only about one third (33%) said their organizations 
provide training to managers and supervisors to help them 
understand cultural issues in working with foreign national workers.

“A tightening labor market is forcing organizations to increasingly 
rely on immigration as a source for new talent. Governments and 
corporations alike must ready themselves to take on this challenge,” 
said Lynn Palmer, CCHRA CEO.

This is precisely the goal of the CCHRA’s 2008 National HR Forum, 
held March 26th, 2008. Under the theme “Integrating New Canadians 
into Canada and the Workforce: Maximizing Potential,” the Forum 
brought together some of the country’s top HR professionals, 
key government representatives and experts from the immigrant 
employment sector to discuss these challenges.
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and to clearly demonstrate the 
commitment and leadership 
of the Government of Canada 
to foster respect, equality and 
diversity.

 
The Racism-Free Workplace Strategy

The Labour Program's Racism-Free Workplace Strategy promotes 
a fair and inclusive workplace, free of discriminatory barriers to the 
employment and advancement of members of visible minorities and 
Aboriginal peoples. It focuses primarily on workplaces under the 
jurisdiction of the Employment Equity Act and the Federal Contractors 
Program.

Canada's Action Plan Against Racism represents a horizontal 
approach across the federal government to combat racism, and is being 
led by Canadian Heritage in partnership with the Labour Program of 
Human Resources and Social Development Canada, Citizenship and 
Immigration Canada, and Justice Canada.

The Strategy is educational in nature. It fosters public recognition 
of the principles and objectives of employment equity, facilitates the 
dissemination of tools, best practices, success stories and business 
cases, and brings together employers and designated groups to work 
on innovative partnership approaches to training, recruitment and 
retention.

It also recognizes Canada's changing demographics: aging Canadians; 
declining birth rates; a growing immigrant and visible minority 
work force; and a fast-growing, young and working-age Aboriginal 
population. The supply of skilled labour is a critical factor in Canada's 
economy, which is increasingly knowledge-based and human-resource 
focused. It is therefore crucial to eliminate discriminatory barriers that 
prevent us from maximizing the utilization of all available human 
resources.

So far in 2008, nine racism prevention officers have been hired in 
different regions across Canada. They will assist employers to create 
racism-free workplaces, and work with other stakeholders by delivering 

awareness sessions to promote inclusive work environments, building 
networks and providing practical tools.

Jean-Pierre Blackburn, Minister of Labour and Minister of the 
Economic Development Agency of Canada for the Regions 

of Quebec, visited Halifax to meet with community groups and 
stakeholders to promote the Government of Canada's commitment 
to creating racism-free workplaces.

"As Canadians we expect more-more of ourselves and more of our 
society. We all have a responsibility-as workers, as employers and as 
citizens-to take a stand against racial discrimination," said Minister 
Blackburn. "Providing equal access to employment opportunities 
makes Canada a more diverse country than ever before, and we are 
richer for the experience."

The Minister of Labour is responsible for the Employment Equity 
Act. The purpose of this Act i s to remove employment barriers 
faced by women, persons with disabilities, Aboriginal peoples and 
members of visible minorities. Implementation of the Act, and 
initiatives such as the Racism-Free Workplace Strategy, strive to 
create workplaces where competence and qualifications are the most 
important criteria for employment, retention and advancement in 
the workplace.

Minister Blackburn delivered a speech to the Millbrook Band and 
participated in an interactive lecture at Saint-Mary's University on 
the elimination of racism. He also met with his provincial counter-
part, Mark Parent, as well as with the Lieutenant Governor of Nova 
Scotia, Mayann E. Francis.

The visits reaffirm the Minister's commitment to creating racism-
free workplaces. They coincide with the International Day for the 
Elimination of Racism. The campaign aims to heighten 

awareness of the 
harmful effects 

of racism on 
a national 

scale, 
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The Government 
of Canada takes 
action to address 
Canada's need for 
skilled labour

North American Ministers 
of Labour Renew their 
Commitment to Improving 
Trade and Working Conditions

and retention issues and broadening the 
Construction Sector Council's outreach 
initiatives.

"Government can't address labour market 
problems by itself, but private sector and 
government partnerships are working," 
said Minister Solberg. "Today's investment 
in the Construction Sector Council is an 
example of the strategic partnerships our 
government develops to ensure that Canada 
has the best-educated, most-skilled and 
most flexible work force in the world. We are 
supporting one of Canada's largest industries 
so that construction jobs can be filled with 
employees who have the right skills."

The Government of Canada is providing 
$4.5 million to the Construction Sector 
Council's Labour Market Information 
Program. This will allow the construction 
industry to respond effectively and efficiently 
to the industry's demand for decision-
making tools to help address human 
resources issues in a timely manner. It will 
also enable decision makers to evaluate the 
magnitude of construction labour shortages 
in specific regions, so that action can be 
taken.

A second contribution of $258,000 will 
allow the Construction Sector 
Council to explore the potential 
of retaining older workers to 
improve the sustainability 
of the construction labour 
force. As well, the Council 
will use this funding 
to get the most from 
all available labour 
pools and target 
specific audiences 
such as Aboriginal 
people, women, 
older workers, 
immigrants and 
temporary 

The Honourable Monte Solberg, Minister of 
Human Resources and Social Development, 
announced new support for the Construction 
Sector Council to address skilled labour 
shortages in the construction industry.

Speaking on the federal government's plan 
to meet Canada's labour market challenges 

Canada, the United States and Mexico have 
reaffirmed their commitment to the North 
American Agreement on Labour Cooperation 
(NAALC), as an important tool for protecting 
basic labour rights.

The Honourable Jean-Pierre Blackburn, 
Minister of Labour and Minister of the 
Economic Development Agency of Canada 
for the Regions of Quebec, the Honourable 
Elaine L. Chao, US Secretary of Labour, and 
the Honourable Javier Lozano Alarcón, 
Secretary of Labour and Social Welfare of 
Mexico, held the Eighth Ministerial Council 
meeting under the NAALC in Ottawa.

"The meeting provided a great opportunity 
for the three of us to work together on issues 
that make a practical difference to improving 
the lives of workers," explained Minister 
Blackburn. "Through labour cooperation and 
trade, we are ensuring that people in all three 
countries enjoy a higher standard of living 
and decent, fair working conditions."

This meeting provided the three Council 
members with a unique opportunity to 
discuss priorities for the North American 
Commission for Labour Cooperation, 
identifying topics such as expanding youth 
employment, improving mine safety and 
protecting freedom of association.

The Council members also agreed on 
a joint declaration to address, through 
cooperation, the resolution of a public 
communication concerning freedom of 
association, the protection of the right to 
organize, and the right to bargain collectively 
in the Mexican state of Puebla. They also 
agreed to continue working together to 
expeditiously resolve pending consultations 
on public communications between Mexico 
and the United States on protection of 
migrant workers, freedom of association and 
protection of the right to organize, minimum 
working conditions and the elimination of 
discrimination in the workplace, and any 
future public communications "complaints".

foreign workers. Finally, new funding of 
$829,000 will allow the Council to continue to 
expand its role as the national focal point for 
work force development in the construction 
industry, and to increase its outreach to 
partners at all levels—local, regional, national 
and even international.

"The Construction Sector Council 
appreciates the Government of Canada's 
continued commitment to the construction 
industry's work force development," said 
Mr. George Gritziotis, Executive Director of 
the Construction Sector Council. "Thanks to 
this contribution, the Council will be able 
to take on a new project to better serve the 
construction industry, while exploring new 
solutions to upcoming skills shortages, and 
broadening our outreach activities to build 
and maintain partnerships in Canada, and 
across the world."

Sector Councils play a vital role in helping 
to strengthen the labour market, thereby 
contributing to the productivity and 
competitiveness of the economy and the 
standard of living of all Canadians. They bring 
together government, business, labour and 
educational stakeholders in key sectors to 
share ideas, concerns and perspectives about 
work force issues. Canada's sector councils 

have been successful 
at meeting emerging 

skills requirements, 
addressing skills 

and labour 
shortages, 
and building 
essential 
skills in the 
workplace as a 
foundation for 
continuous 
learning.

at the Canadian Building and Construction 
Trades' Legislative Conference, Minister 
Solberg announced new investments totaling 
more than $5.5 million over the next three 
years. This funding will help the construction 
industry by providing increased labour 
market information, addressing recruitment 

"The benefits of free and fair trade are 
clear and this meeting provided an excellent 
opportunity to further improve working 
conditions and living standards for millions of 
North American workers and their families" 
said Secretary Chao. "Through the NAALC, 
we are launching many cooperative efforts to 
ensure that workers' rights are protected, and 
that the prosperity created by our growing 
trade relationship is shared by all."

"In the same way that NAFTA has 
contributed to tripling trade, and has 
stimulated investment and the creation 
of millions of jobs, the North American 
Agreement on Labour Cooperation has been 
a permanent forum on labour topics among 
the three countries. It is a mechanism for the 
promotion of labour principles through the 
exchange of successful experiences such as 
innovative practices to promote freedom of 
association and transparency with the use of 
technology, new ways of inclusive dialogue 
with organizations, and novel mechanisms to 
develop public labour policies in the federal 
and state levels in matters related to safety 
and health in the workplace," added Secretary 
Lozano Alarcón.

Under the NAALC, a side agreement to 
NAFTA, Canada, the United States and Mexico 
work together to share best practices in 
the field of labour law, and to ensure the 
application of existing legislation to protect 
workers' rights.

The NAALC came into effect in January 
1994. The Ministerial Council meetings provide 
the three governments with an opportunity 
to oversee the implementation of the NAALC, 
discuss the Agreement's progress and 
establish priorities for future action.

Given the importance of the NAALC, 
Ministers agreed to convene future meetings 
of the Ministerial Council on an annual basis 
and to focus their discussions on the priorities 
established during the session.
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More Companies Reveal Goals in 
Executive Comp Plans

Funding helps persons with 
disabilities in Saskatoon to 
enter the work force

incentive plans." In 2007, just over half (54 
percent) of such companies disclosed these 
goals.

Under new Securities and Exchange 
Commission (SEC) rules, this information 
should be provided "unless providing it 
would result in competitive harm," Watson 
Wyatt explained.

"With more companies disclosing their 
goals, it is easier to determine if pay 
programs are rewarding executives for 
maximizing shareholder value," Ira Kay, 
global director of compensation consulting 
at Watson Wyatt., said in a press release 
announcing the survey results. "The SEC 
wants to give shareholders the ability 
to determine if goals are too easy or too 
hard and if executives are focused on the 
right things. Without disclosure of specific 
financial goals--for example, earnings per 
share growth of 10 percent--shareholders 
will have difficulty determining if their 

disabilities to prepare for, obtain, and 
retain employment or self employment. 
The Opportunities Fund for Persons 
with Disabilities works in partnership 
with organizations, including the private 
sector, to support effective and innovative 
activities for people with disabilities.

As part of the federal government's 
commitment to help those who need care 
and support, Budget 2008 announced $110 
million for the Mental Health Commission 
of Canada to support innovative 
demonstration projects to help Canadians 
facing mental health and homelessness 
challenges.

Other measures that the Government 
of Canada is undertaking for people with 
disabilities include:
● the Registered Disability Savings Plan
● the Enabling Accessibility Fund
● the Working Income Tax Benefit

Job protection for Reservists is now the law

Jean-Pierre Blackburn, Minister of Labour 
and Minister of the Economic Development 

company follows its pay-for-performance 
philosophy."

Watson Wyatt further found that only 56 
percent of companies provided a detailed 
description of how total pay earned by 
executives during 2007 tied to company 
performance. And, while the SEC had 
requested that companies provide an 
analysis of how well they performed versus 
their industry peers, just 36 of respondents 
reported that they provided this analysis, 
according to the survey.

"Most companies have a very positive 
pay-for-performance story to share, yet a 
surprisingly large number are not taking 
the opportunity to tell it," said Steve 
Seelig, executive compensation counsel 
at Watson Wyatt. "Showing how executive 
pay varies with performance and compares 
to the competition would go a long way in 
addressing the concerns of shareholders and 
critics of the U.S. executive pay model."

Agency of Canada for the Regions of Quebec, 
confirmed that members of Canada's 
Reserve Forces will have their civilian jobs 
protected under the Canada Labour Code 
and the Public Service Employment Act, now 
that Bill C-40 has received Royal Assent and 
has come into force.

"I am very proud of the fact that the jobs 
of our reservists are now protected while 

they are serving 
our country, 
whether at 
home or abroad," 
said Minister 
Blackburn. "It 
is a question of 
fairness for our 
reservists and 
their families, 
and now that 
fairness is 
enshrined in 
law."

The new 
legislation 
provides job 
protection 
for reservists 
who work for 
employers 

in federally regulated industries and the 
federal public sector. It also provides relief to 
student reservists who have loans under the 
Canada Student Loan Program.

The bill received Royal Assent and an Order 
in Council was issued to ensure amendments 
to the Canada Labour Code (Section 1) and 
the Public Service Employment Act (Section 
6) take effect immediately to protect the 
jobs of the reservists. The benefit created 
by the amendments to the Canada Student 
Loans Act and the Canada Student Financial 
Assistance Act is scheduled to be in place as 
soon as regulations are adopted.

The new legislation is part of a 
comprehensive reinstatement strategy for 
the Canada Reserve Force. 

A new survey has found that more than 
two-thirds of large, publicly-traded U.S. 

companies disclosed the specific 
goals used in their executive 

compensation plans 
in their 2008 proxy 

statements.

Watson Wyatt 
Worldwide, a global 
consulting firm, 
found that 68 percent 
of the companies 
it surveyed had 

disclosed "the 
actual goals on 

which they 
based their 

rewards 
under their 

2007 
annual 

Carol Skelton, Member of Parliament for 
Saskatoon-Rosetown-Biggar, on behalf of 
the Honourable Monte Solberg, Minister of 
Human Resources and Social Development, 
announced support that will help people 
with mental illness develop employment 
skills and obtain work placements.

Through the federal Opportunities Fund 
for Persons with Disabilities, the Crocus Co 
operative will receive $93,306 for its Feed 
and Fuel with Food project.

"The Government of Canada is committed 
to creating the best educated, most skilled 
and most flexible work force in the world," 
said Mrs. Skelton. "This project will help 
people with mental health disabilities get 
the skills and support they need to gain 
employment in the food industry and 
become more independent."

In Crocus Co-operative's project, there 
will be two 17-week training sessions with 
four participants in each. Participants will 
learn work readiness skills and participate in 
workshops on kitchen familiarity and food 
safety. Following the workshops, project 
facilitators will help participants find work 
placements.

"Crocus Co-op is a non-profit, charitable, 
member-guided organization that works 
on behalf of people recovering from mental 
illness," said Ms. Patricia Hanbidge, Executive 
Director. "This funding supports our mandate 
to help our members to grow through 
vocational and educational programming. 
Crocus is a place where people find 
companionship, understanding and support; 
a place to learn, work and heal."

The Opportunities Fund for Persons 
with Disabilities supports a wide range 
of employment activities for people with 
disabilities who are not normally eligible 
for such benefits under the Employment 
Insurance Act.

With an annual budget of $30 million, 
the Opportunities Fund helps people with 

Industry News
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3) Maine 
4) Indiana 
5) Utah 
6) Virginia 
7) Iowa 
8) Vermont 

9) Colorado 
10) Kansas

According to ILR, for 
the seventh consecutive 

year, Delaware ranks first 
among all 50 in the fairness 
of its litigation environment.

       10 Worst States 
41) Texas 

42) Florida 
43) South Carolina 
44) California 

45) Hawaii 
46) Illinois 
47) Alabama 
48) Mississippi 
49) Louisiana 
50) West Virginia

ILR reports that "although its raw score in the study 
has improved," West Virginia is ranked 50th for the 
third consecutive year, the rankings deem the state's 
legal climate as "the worst in the country."

The U.S. Chamber of Commerce's Institute for Legal 
Reform (ILR) has released its latest annual study 

identifying the best and worst legal environments for 
businesses. The 2008 State Liability Systems Ranking 

Study was conducted among in-house general 
counsel and other senior 

corporate litigators 
to determine 

the fairness and 
reasonableness 

of state court 
liability systems 

in America.

Less than 
half (41%) of 

respondents rated 
the reasonableness and 

fairness of state court systems as 
"Excellent" or "Pretty good" while 55% 

rated them as "Fair" or "Poor." Meanwhile, 
a majority (63%) of respondents report that the 

litigation environment in a state is likely to impact 
important business decisions at their company, such 

as where to locate or do business.

Here are the best and worst states in terms of 
"Lawsuit Climate" for 2008:

       10 Best States 

1) Delaware 
2) Nebraska 

The Honourable Jean-Pierre Blackburn, Minister of 
Labour and Minister of the Economic Development 
Agency of Canada for the Regions of Quebec, 
recognized Canadian workers for their key role in 
giving Canada the foundation to be a global success 
as part of International Worker's Day.

"International Workers' Day is the perfect occasion 
to recognize workers' remarkable contribution to 
making Canada one of the best countries in the world 
in which to live," said Minister Blackburn. "Canadians 
work hard for their pay cheques and today provides 
us with an opportunity to say thank you for a job well 
done."

International Workers' Day, which was celebrated on 
May 1st, marked workers' efforts and achievements.

The objective of the Labour Program is to promote 
fair, safe and productive workplaces and cooperative 
workplace relations. Through its programs and services, 
the Labour Program assists workers and employers, 
and supports, innovative flexible workplaces.

Study Identifies Best and 
Worst States for Business

Minister 
Blackburn 
honours 
Canadian 
workers on 
International 
Workers' Day
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Growing Your Business

number of new prospects your salespeople 
are meeting with each week.  This doesn’t 
need to be a complicated process; it just 
needs to be useful. So take a little time to 
identify the indicators you would most like to 
monitor, and then begin tracking them on a 
monthly basis.  The information you gather 
will be priceless.

Also, don’t be afraid to share the results 
with your employees.  Involving them in this 
way will help motivate them to reach the 
weekly or monthly quotas needed to ensure 
you grow profitably.

A Business Calendar is where you can 
track the annual cycles of your business. For 
example, there may be times of the year 
when you want to run various marketing 
campaigns, review your budgets, hold 
employee reviews, etc. If your 
goal is to grow profitably, 
it’s important to 
organize these 
priorities so 
they don’t 
fall through 
the cracks.  
Planning in 
this way also 
encourages 
you to continue 
to think 
strategically 
about your 
business, which 
is critical for 
growth.

So if your 

growth is at a standstill, take a look at yourself 
with honest eyes.  It might actually be you 
that’s getting in your way.  If so, take a step 
back and get your business in order.  Before 
you know it, you’ll be well on your way to 
running the enterprise of your dreams. 

Mark Wardell is President of Wardell 
Professional Development Inc. (www.
wardell.biz) an advisory group 
specializing in growth 
management for owner-
managed companies. 
Questions for Mark? 
Email him at info@
wardell.biz; http://
www.wardell.biz

Following are four basic tools you can use 
to help give your business the independence 
it needs to grow profitably.  Put a little time 
aside each week to work on these and you’ll 
soon be on your way to sustainable, profitable 
growth.

A Business Manual functions much like 
an operations manual does for your car.  It 
houses your strategies, your policies, your 
systems, and any other information you need 
to run your company. The value of a well-
documented Business Manual is significant.  
Not only does it help smooth out the daily 
management of your operation, it gives 
everyone involved piece of mind that things 
are being done according to a plan. 

Employee Manuals, though not 
uncommon, rarely provide the value they 
should.  A good Employee Manual should 
serve double duty as a Training Manual.  In 
other words, it should show your employees 
not only what is expected of them, but how 
to do it as well.  The goal is first to make the 
process of bringing in new employees as 
smooth as possible and then to educate and 
empower individuals to take ownership of 
their work.

An Analysis Manual is where you keep all 
the relevant numbers to be reviewed on a 
regular basis concerning the status of your 
business. So if growth is important to you, 
this is where you’ll measure your progress.  
Certainly this manual includes your financial 
statements, but those aren’t the only numbers 
that are important.  For example, you may 
want to track the amount of overtime your 
employees are putting in per month, or the 

Answer: 

The goal of every business is to become 
more profitable. But not many consistently 
pursue increased profitability in a strategic 
way. If your business has reached a plateau it 
may be time for you to take a step back and 
honestly consider the factors that could be 
standing between you and your goals.

After years of helping people build their 
companies, I’ve come to realize that growing 
a business comes down to two main things 
- people and time.  When these work in 
harmony, it’s a beautiful thing.  But if you’re an 
entrepreneur, you know that in the real world 
of business, this is a rare occurrence.

Why?  Because most business owners spend 
far too much time working in their companies, 
focused on all the daily tasks that need to get 
done, and far too little time planning for the 
future.  Most become entrapped by the belief 
that “if you want something done right, you’ve 
got to do it yourself”.  

But an environment where the boss steps in 
at every turn fosters a culture of dependence 
and makes employees unclear about their 
roles and responsibilities.  The solution is for 
the owner to re-design their business so that 
it functions as independently as possible from 
themselves.

Question: “I own a mid sized company and I’ve reached a bit of a plateau 
with regards to the growth of my business. Can you suggest some 
tangible advice I can begin to utilize, to help me grow profitably?”

by Mark Wardell

HR Management
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Prior to the Employee’s Arrival 

Ensure the new employee’s workstation is clean, 
prepared and stocked with basic supplies. 

Make sure the new employee has been given clear 
instructions regarding the location she or he is to report 
to, the time she or he is to arrive and the name of the 
person who will greet the employee. 

 Advise other members of the work unit that a new 
employee will be joining the unit. 

 The First Day 

The supervisor is the key player in getting the new 
employee off to a good start. The first weeks on the 
job are the best opportunities to set the tone of the 
employee's entire period of employment. For this 
reason, Human Resources recommends that you use the 
following guidelines in orienting a new employee to your 
department. 

 On the first day you should arrange to meet with 
the new employee immediately upon her or his arrival. 

If presented with the statement typically uttered by a 
CA, “I’m here to Change how you do things.” no rational 
person will gleefully respond “Okay! Do what you have 
to do!” Instead we immediately try to get specific and 
respond (retaliate?) with a simple question, “Why should 
we change?” This in turn, is immediately tagged as 
resistance, and even as a mild form of insubordination.

If the statement, “People resist Change” is true, then it 
is true in the same sense that Newton’s 1st law of Motion, 
The Law of Inertia is true. 

 Newton's First Law of Motion: 

The Law of Inertia.

An object at rest tends to stay at rest, and an object 
in motion tends to stay in motion with the same speed 
and in the same direction unless acted upon by an 
unbalanced force.

Like a stone unconsciously (literally) following 
Newton’s Law, we will continue doing what we’re doing, 
until we’re presented with a reason to do something else.

When we ask “Why should we Change”, we’re not trying 
to annoy or frustrate anyone, we’re merely following 
a fundamental law of the universe. We’re just seeking 
the reason we find necessary before we’re willing to do 
something differently.

The CA’s handicap is not only that they’re here to 
Change us, for reasons as yet unexplained, but they’re 
here to Change us regardless of how we feel about it. 
Remember, the task of the CA is to “Make this Happen” if 
they don’t, they fail. Their task is not usually presented as 
“Make this happen, if they want it to happen.”

So, the CA must Change us, otherwise they fail. 
This flies in the face of how we decide whether or not 
Change is necessary. Even worse, it ignores our earlier 
observation, “People don’t resist Change, they resist 
being changed.” 

Not only is the Change Agent’s task a threat, but the 
very title isn’t conducive to a participatory environment. 

Ensure that the receptionist is aware of the name of the 
new employee and to whom this person is to report. At 
this initial meeting you should do the following: 

 ●  Review the employee’s job description to 
ensure that she or he understands the duties and 
responsibilities. Where a formal job description is not 
available, the supervisor will still need to review the 
duties and responsibilities of the job.
●  Explain the importance of the job and where it fits 

into the departmental organization. 
●  Discuss the level of performance expected and note 

mutually agreed upon goals and expectations. 
●  Discuss the fact that the employee will be on 

probation for a predetermined amount of time (the 
appointment letter will have specified the length of 
probation) and that you will be conducting periodic 
reviews including the completion of two Probationary 
Review Reports. 
●  Provide information pertaining to hours of work, 

breaks, time off for holidays (annual leave), sick leave, 
special leave, and so on. 

Change AGENT… brings to mind James Bond 007, 
secret AGENT – license to kill you… oops… license to 
CHANGE you. Not exactly a warm and fuzzy title. 

When a Change Agent is appointed, the decision to 
Change is fait accompli. Nothing anyone has to say has 
any bearing on the matter. They do, in a very real sense, 
have a license to change us. 

There’s an alternative approach to this problem, 
even if there’s no generally accepted term for the role. 
Perhaps the term, “Change Coordinator” would work 
better? It suggests that at worst the person is assigned 
the task of coordinating the efforts, decisions and the 
Changes of others, rather than inflicting them with a 
predetermined Change?

Our desire for Change arises either from the need 
to respond to a threat or an opportunity, “We must do 
something about this!”, where “this” is a visible problem, 
or a perception that there is a better way of doing 
things, “We could do this in order to achieve a specific 
additional benefit!”

If this is true, that Change is driven by perceived 
threat, or perceived opportunity, then a Change Co-
ordinator could still bring Change about by highlighting 
the change. Or, by making the opportunity visible and 
then inquiring from the target audience how they 
think we should respond to the threat, or seize the 
opportunity.

The term “Change Agent” has accumulated far too 
much negative baggage, and isn’t conducive to the 
notion that real Change is not mandated, but instead 
grows out of a common understanding that it is 
necessary, for specific reasons, to respond to a growing 
threat, or to seize upon a potential future opportunity.

© 2008, Peter de Jager – Peter is a keynote speaker, 
writer and consultant you can read more of his work and 
contact him via www.technobility.com

●  Provide information on the overall structure of the 
University and how your unit fits into the structure. 
●  Introduce the employee to her or his colleagues. 
●  Ensure the new employee is familiar with the office 

equipment and is shown how to use it. 
●  Give the employee a tour of the immediate work 

area 
●  Identify a member of staff who can answer the 

new employer’s general questions and assist her or him 
throughout the initial weeks of employment. 
●  Take the employee to lunch or arrange to have 

someone have lunch with the new employee. 

 WORKING WITH YOUR NEW EMPLOYEE 

 Follow-Up 

Make sure you take time for the next several days, 
to meet with the new employee to answer questions 
and to assess how things are going. You should then 
establish regular review periods. Let the employee know 
that you will be meeting regularly during the course of 
the probationary period to review performance.  

The Change 
Agent’s Handicap

Carleton University's Guidelines to: 

GETTING THE NEW EMPLOYEE STARTED 

by Peter de Jager 

HR Management

While there are other ways to define the role of 
a Change Agent (CA), the CA’s most commonly 
assigned and practiced mandate is to bring about a 
pre-determined Change within a community. A CA is 
typically assigned the task, “Make this happen!” and it is 
their responsibility to force/cajole/steer/entice/motivate 
etc. etc. the community to move towards a specific 
destination. The CA fails in their task if ‘this’ doesn’t 
happen exactly as envisioned by those who assigned 
them to their role of CA. In the real world, the CA typically 
does not have a lot of wiggle room in their assignment.

Regardless of the specific task assigned to a CA, all CAs, 
without exception, must function within the context 
of how people respond to Change in general. It is this 
fact (obvious observation?) which spawns the Change 
Agent’s unavoidable handicap.

How do people respond to “Change in General”? The 
most honest and accurate answer is that we don’t, or 
rather we can’t, respond to Change “in general”. We can, 
and do, respond to specific Changes. We evaluate each 
Change according to its individual degree of necessity 
and then, and only then, do we choose an appropriate – 
from our perspective - response.

This observation doesn’t stop us from making 
generalized statements about Change, here’s one, “The 
only constant is Change”. While this is cutely true (if I’d 
meant ‘acutely’ I’d have typed it) and ancient in origin, 
a more useful and more accurate observation is that 
“People don’t resist Change, they resist being changed.”
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The future of Group Benefits 
management:  Open, 
Collaborative and Client Centric

our solar system.  The beauty of this model is that the CLIENT can be any participant: 
Carrier, Sponsor, Advisor, health service or product provider, members, etc.  The 
CLIENT is the owner of the information and he is the one that decides who will be the 
other participants. Every participant becomes an active part of this COLLABORATIVE 
solution.  Each will have a controled access to share and make contribution based on 
their unique “role(s)” and “rights”.  One single plateform, one single data base and each 
participant will acces the information within a customized and optimized interface.

CCaarrrriieerr((ss))
CCoonnssuullttaannttss//AAccttuuaarriieess

EEmmppllooyyeeeess
SSeerrvviiccee PPrroovviiddeerrss
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CCLLIIEENNTT

It is easy to understand how, this new COLLABORATIVE, OPEN, CLIENT CENTRIC, WEB 
model will allow major simplification of processes and cost reduction.  Although I am 
proud to say that such technology exist today in very limited number, IBM foresees 
that it may take up to year 2020 for every participants of the industry to have moved 
into this new model.  

Why will it take 12 years to get there?  Most will wait because we are conservatives.  
We accept pain and punishment because we are familiar with them.  For most carriers 
and major industry participants (“The current operational mode among the majority of 
carriers is deeply rooted in the past” extract from IBM report), the question is: why rock 
the boat?  After all, as long as the sponsors will continue to foot the bill, why take the 
risk of changes? 

“The problem is that we are now in an era in which technology can transcend 
nagging industry problems and change the game” dixit again IBM and those early 
adopters will get the early benefits of the change while putting pressure on the others.

Although we did refer you to this link last month, please allow me to do it again 
as I truly think it is important in order to fully grasp the concepts and the profound 
need for changes.  The analogy of TODAYS Group benefit management model to the 
fictional break up of financial card standard access is available through this URL web 
link:

http://www.c-surance.ca/C-SURANCE/newsletter_nov04_en/index.asp?c=1

To become the CLIENTS of such a model, one will need to be medium to large 
sponsors, professional advisor/actuary, TPA/TPP and/or Carrier.  The smaller sponsors 
(under 150 members) as well as any other participant with limited group benefit 
expertise should access this platform through a qualified and certified professional 
advisor/actuary, TPA/TPP or carrier.

To be truly UNIVERSAL this platform needs to provide access to ALL the needed 
services:  Administrative tools to insure billing as well as employer/employee 
contributions, links with HR or payroll services, claims management and automatic 
adjudication services as well as all the needed tools to simplify market evaluation.

As an employee benefit administrator responsible for the management and cost of 
your current group insurance you will become a major driver of this evolution.

Now that the table is set, we will be able to dig deep into the specific daily activities 
of managers.  Next month we will explore the Administrative responsibilities of HR 
manager.  We will look at the E&O risks, how to limit duplication of information and 
task and simplify your processes.

Richard Sirois

President & CEO 

www.C-surance.ca

rs@c-surance.ca 

Specialist in process optimisation, C-surance.ca provides WEB tools 
to simplify process and reduce cost of managing Group Insurance and 

Employee Benefits.

industry

–  Beyond IT standards

–  Intelligent intellectual property 
reform

o  The world revolves around the 
primacy of the individual.

 These concepts can help form the basis 
of an innovation plan for a company that 
is committed to achieving more than just 
optimization.”

 To get your free copy of this full study; 
simply send us your e-mail address to:

rs@c-surance.ca

In layman terms, IBM recognizes the 
current insurance technologies are 
“Closed, Isolated and Product Centric”.  
Most participants are working in silos, 
reinventing the wheel and sharing access 
to information within the organisation or 
client only.  

The new model needs to look at 
Web 2.0 trends, where the consumer/
participant can access, share and 
COLLABORATE to the evolution of the 
information.  Web services such as 
Wikipedia, YOUtube, social network, blogs 
and many other community WEB services 
popularity is not a fad, but a major 
trend.  Consumers, whether individual or 
corporate, want to be in on the action.  
They want to share responsibilities, be 
part of the decision making and mostly 
get access to the information when they 
need it.  

The insurance industry is no 
different, consumers want to buy the 
right insurance service, they want to 
understand the costs and products 
and they want to be able to access the 
right information when they need it.  
Insurance information will need to be 
CLIENT CENTRIC, OPEN and access to be 
UNIVERSAL.

My personal vision is that the solution 
to Group Benefit management need to 
mimic what the ATM revolution did to 
banking.  

Here is my blueprint of the UNIVERSAL 
CLIENT CENTRIC COLLABORATIVE WEB 
solution that guarantees group benefit 
insurance saving by simplifying the 
management processes perfectly 
reflecting the new model of 
businesses proposed by IBM. 

Graphic wise, we will replace 
the complex web model of the 
current inefficient model that 
we presented last month by 
one that become CENTRAL 
to the CLIENT.  The C that 
stands for Client, 
Collaborative and 
Centric become 
the center of 

Last month we reviewed the 
inefficiency of the current business 
model.  We understood clearly that unless 
we go through a major paradigm shift, we 
will continue to spend uselessly billion$ in 
management fees.

Fortunately forward thinkers have 
looked into the future and have created a 
new model.

The « Insurance 2020: Innovating 
beyond old models » report written by 
The IBM Institute for Business Value Study 
presents the ideal model for managing 
employee benefits. 

Here are extracts of that analysis:

“The aggregate capabilities of current 
technologies and the unexplored 
potential of emergent ones almost 
guarantee that the next several years 
will mark a fundamental change in the 
insurance industry. The question is how 
can insurance carriers profit from these 
changes? How can consumers be better 
served?”

 The IBM analysis identified four large-
scale trends that will likely confront 
insurers in the year 2020:

 • Active and informed consumers 
across demographic groups reward non-
traditional operators

• Technology virtualizes the value chain 
and lowers barriers to entry 

• Innovation will be required 

• Old modes of thinking threaten the 
industry's ability to innovate 

• Interlopers will increasingly disrupt 
traditional insurance operations 

• Industry leadership will require 
experimentation in operating models, 
processes, products and customer 
relationships 

• Strategic investment in innovation 
today is critical to success in 2020 

Then IBM comes to suggest this model:

 “To develop new business and 
operational models, companies must 
encourage experimentation and establish 
a rugged, but not too rigid, process for 
innovation. IBM established the following 
innovation lessons from the 2004 Global 
Innovation Outlook initiative:

o  Innovation is increasingly:

–  Open

–  Collaborative

–  Multi-disciplinary

–  Global

o  New business designs emerging that 
thrive on collaborative innovation

o  Standards must take hold in every 

HR Management
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Rage. Blame. Resentment.  
Overcome them all with Mediation by Creative Outcomes.

Workplace disputes happen every day, and occasionally they unravel to become flared tempers, 

pointed accusations – even lawsuits. Avoid the courtroom cost and pain with professional 

mediation services or mediation training from one of Canada’s most experienced dispute 

resolution professionals.  

Call Sarah Gayer at Creative Outcomes 416-656-7524 or learn more about mediation in 

the workplace with articles and podcasts at www.creativeoutcomes.ca.

 Low-cost ways to motivate  
           your employees

According to a recent report by an international 
employee recruitment firm, Generation Y (ages 18 – 25) 
employees expect employers to challenge them and 
give them ample opportunities to grow professionally. 
As well, 36% of these employees don't see themselves 
in the same job 2 years down the road.  Meeting the 
demands of this new generation of employees is now 
at the top of the agenda for small and medium-sized 
businesses, particularly with a Canadian labour shortage 
on the horizon. As an entrepreneur, you'll have to 
motivate employees to stay loyal to your firm with more 
satisfying jobs, ongoing training and anything else that 
makes you stand out from your competitors.   Yet despite 
the popular belief that wooing employees is a costly 
venture for small businesses, the reality is that employee 
motivation can involve little or no cost.   Here are a few 
pointers:  

Make the job motivating 

Pressed for time, few entrepreneurs prepare written job 
descriptions. However, experts agree that improvising is 
not a winning strategy. The more accurate and realistic 
you are about specifications and job requirements for 
the position, the more likely that your people will feel 
motivated to do a good job. It's important to:

- Get your employees involved in writing their job 
descriptions, so they feel they have genuine input.
- Put the emphasis on active, engaging verbs such as 

"analyzes", "sets up" or "operates."
- Build in clear goals so that employees can see visible 

progress and results.
- Ensure that the work is challenging enough for the 

employee: don't hire somebody with too many skills for 
the job. Generation Y employees don't like jobs that feel 
trivial.
- Give your employees enough leeway to be 

independent, which encourages personal and 
professional development.
- Compensate your employees based on their 

performance.

Give employees feedback 

Feedback allows your employees to evolve, improve 
their skills and do more for your company. And 
that's why it's important to assess your employees' 
performance regularly and fairly. For starters, make sure 
they understand why performance feedback is necessary. 
Frank discussions will help obtain the best possible 
results but it's also vital to be diplomatic and flexible. Be 
open to suggestions that could improve the efficiency of 
your company's operations. Ensure that you:

- Be systematic about performance evaluation for 
every employee, no matter what level in your company.
- Link the performance evaluation to your 

compensation program, so that employees take it 
seriously.
- Give feedback often - both praise and constructive 

criticism.
- Mention positive aspects first, then difficult points, 

finishing with a solution or mentioning a positive action 
that may help.
- Encourage your employees to evaluate themselves. 

This gives you an accurate picture of how they view their 
performance. It can also reveal where improvement is 
needed.
- Establish realistic performance objectives for your 

employees and make sure they understand and agree.
Rely on simple, ongoing feedback techniques, such as:
- personal congratulations for a job well-done
- personal notes from managers to mark a good 

performance
- recognizing employee performance and promotions 

in vehicles such as internal newsletters
- showing your team confidence so that even average 

performers feel motivated to give more

Manage your top performers

Your star performers may be a little more demanding 

than your average performers. They tend to leave 
companies if they feel they're not getting enough 
attention. Factor these points in:

- Give your top performers some leeway. Avoid 
micromanaging and give them the room to do their best.
- Get their input often. If you don't seek their ideas, 

they'll stop giving them to you.
- Reward excellent performance with extra perks. 

However, be modest and be careful not to create an 
atmosphere of resentment with massive bonuses, for 
example.
- Point out where they need to improve; you want to 

encourage even your best performers to strive harder.
- Praise top performers when they excel. Don't assume 

that they know they're doing a good job.

Give employees innovative perks

 In today's demanding business world, many 
employees are looking for perks beyond monetary 
compensation, stock options and profit-sharing.

- Consider options such as flexible hours.
- Give employees "downtime" when they've worked 

hard. Employees tend to want perks such as more time 
off rather than more money.
- Allow employees to work at home.

Reinforce team spirit

 The fact is motivated employees, who sing from the 
same song sheet, contribute their best. Keep these ideas 
in mind in order to reinforce team spirit.

- Encourage people to interact outside the office 
environment, i.e., dinners or sports events.
- Put employees at ease by holding informal 

gatherings at your home.
- Assign a buddy for new employees to help them 

during orientation.
- Avoid creating hierarchy by assigning perks such as 

more office space and free parking.
- Ultimately, your employee motivation strategies can 

be built into a sound human resources plan.

HR Management
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Attendance 
Management 
P r o g r a m

of varied communication channels is useful 
in gathering information and to an extent, 
in confirming it. Effective communication in 
itself can effectively reduce absenteeism.

2. Information Testing

Once communication networks are 
established, information on perceived 
problems from employees will be bountiful. 
Before taking action on any issue, no matter 
what the source of information, it should be 
confirmed.

A simple and effective way to check 
whether a specific issue truly affects 
absenteeism is by finding correlations 
through using attendance records. If it is 
suggested, for instance, that absenteeism is 
increasing due to employee dissatisfaction 
with their workload, all one need do is 
match the attendance records during 
a period of "high" workload to a period 
of "normal" workload. If absenteeism is 
found to be significantly higher during 
increased workload periods, then it has been 
confirmed that actual workload "is related 
to" absenteeism levels. If no correlation 
exists it may be that employee perception 
of workload affects absenteeism. In this 
case the importance of the employee 
perception could be confirmed through 
staff development meetings. In any case two 
different problems have been distinguished 
which require different types of attention.

Attendance records also should be used to 
monitor attendance trends. Are long term or 
short term absences more common? What 
percentage of employees have excessive 
absences? The answers to these questions 
trigger attention to individual employees 
when their absences become excessive.

Attendance record forms are designed to 
facilitate the determination of whether or not 
absenteeism patterns exist.

3. Taking Appropriate Group Action

The best way to handle any given situation 
is to handle it on its own merits and within 
the guidelines of the goals one is trying to 
achieve. 

In summary, to run an effective attendance 
management program it is important to:

●  develop ways for each and every 
employee to feel free to contribute ideas 
and suggestions even though these may be 
outside the scope of their job responsibilities
●  make each employee aware that they are 

a valued member of the “team”, that they play 
an important role in your organization and 
that their attendance is critical
●  hold regular meetings, keep your staff 

informed and involved
●  know your employees; without prying 

show an interest in their personal lives
●  be aware of problems that may effect 

employee attendance or performance
●  familiarize yourself with community 

programs which you can recommend to an 
employee if he/she has a need for assistance 
(i.e. Marital or financial counselling)
●  awareness, commitment and involvement 

by all levels of staff
●  positive motivation should be the 

main body of any attendance management 
program because it produces the best results. 
If an employee's experiences in the work 
place are pleasant, if he/sh feels valued and 
appreciated, if supervision is fair but firm, that 
employee will be more motivated to attend 
work regularly.

be very helpful in attendance management 
and should be encouraged if possible.

Formal communications networks such as 
regularly scheduled department meetings 
are an excellent way not only to hear 
employee perceptions and concerns but 
also to communicate organizational goals. 
When employees are encouraged to make 
a difference they are less likely to withdraw 
their participation through absenteeism. 
Employees must not only be heard, they must 
be answered in such ways as to assure them 
their input is worthwhile. Staff development 
meetings are important in moulding company 
ideals with employee needs. They are also 
important in developing a sense of team spirit 
among coworkers. Full participation in such 
meetings is to be encouraged if they are to be 
effective.

Informal communications are also very 
effective in identifying and dealing with 
employee needs and perceptions. Informal 
communication involves all levels of managers 
and supervisors. Supervisors are especially 

important because of their hands-on 
approach and contact with employees. An 

employee's relationship with their 
supervisor can greatly influence 

their feelings about their work, 
their coworkers and thus their 

attendance at work.

Insight, intuition, creative 
thinking and listening 
are all powerful ways 
of finding areas which 
affect attendance. Ideas 
and information should 
be encouraged from all 
sources. The establishment 

1. Information Communication Systems

The first step of an effective attendance 
management program is to identify specific 
areas which are affecting attendance. The best 
way to find which specific areas are affecting 
absenteeism in a specific work environment 
is to develop open communication between 
managers, supervisors and employees. 
The reason for this is that it is not really 
the physical realities of the work place that 
influence employees willingness to work but 
rather their perceptions of these realities. 
For example, workload is only a problem if 
it is thought to be one. It is important that 
employees are encouraged to voice their 
concerns so their perceptions of the work 
place are clear and can be dealt with. This type 
of communication is especially important 
in unionized environments as employees 
often tend to communicate only with their 
union representatives. The result is that vital 
feedback necessary for 
effective management 
is lost. Cooperation 
with union 
representatives 

can 

An attendance management program can be split into three basic parts:
1. Development of information/communication systems
2. Information Testing
3. Taking appropriate group action

HR Management
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New Training Partner provides 
investment opportunities in India

Academy of Learning Career and 
Business College specializes in career 
and business training for those who 
want to get ahead in their life and 
provides their clients with the skills 
for today as well as for tomorrow.  The 
first Academy of Learning College 
was launched in Canada in 1987.  
The company has now expanded to 
nearly 90 locations in Canada as well 
as international locations including 
Australia, Barbados, Saudi Arabia, and 
the United States. 

Project was presented to his 
Excellency Mr. Satish Mehta, Indian 
Consulate in Toronto who has been 
very receptive to this joint venture, 
and is encouraged at the possibility 
of seeing investment dollars flow 
from investors in the established India 
population of Canada back to India. 
He sees this as a great opportunity to 
enhance skills for Indians to contribute 
to the growing Indian economy.   

In Mr.  Mehta view the learning & 
development industry need to focus 
on the design & delivery so as to cover 
the population at the bottom of the 
pyramid and ensure that no person is 
left behind.

This in his view, should be done by 
offering the most relevant programme 
at the most optimum cost to reach 
every strata of society, including the 
less privileged ones.

The objective is to prepare the 
youth for a vocation of their choice 
and thereby reduce un-employability. 
Training and development also reduces 

the cost of operations by enhancing 
productivity.

Academy of Learning’s unique 
Integrated Learning™ System offers an 
approach to learning that shifts away 
from teaching in the traditional lecture 
format to an on-site, facilitated, learning-
by-doing method.  

In today’s business world, where 
quality training is not only important 
but essential to career success, Academy 
of Learning continues to stand out as a 
training provider relied on by students, 
employers, and government agencies.  As 
approaches to learning continue to be 
developed, Academy of Learning always 
remembers that the student comes first.

Mr. Deepak Manchanda Operation 
manager Academy of Learning 
mentioned that both Academy of 
Learning and Crux Management Services 
(P) Ltd. are excited about this new 
partnership and the opportunities it will 
bring to both the citizens of India and 
those individuals who wish to invest in 
India.

To find out more about investing in the 
business opportunity of a franchised 

training campus in India, please contact 
Deepak Manchanda at 

    India@academyoflearning.com.

of businesses by providing skilled 
manpower.

Brian Rosenberg CFO and Vice President 
Operation of Academy of Learning added 
that this joint venture further provides 
exciting opportunities for individuals who 
are interested in investing in a franchised 
training campus in India.  Investors will 
be an integral part of the development of 
a training infrastructure and the training 
of people to be business-ready in order 
to find employment in the job market.  
This project is very attractive for even first 
time investors because of the competitive 
fair rate of investment, quick turn-around 
time for the set up of training campus, the 
established infrastructure of Academy of 
Learning, and the fact that the investors 
will be contributing to the overall growth 
of India.  Investors should be able to see 
a positive return within 24 – 30 months 
from their initial investment.

Mr. Singh believes that these training 
campuses will provide the citizens of 
India with the opportunity to receive 
skills training in their home country 
rather than having the financial burden 
of travelling overseas to learn what they 
need for their local job market.  This 
project will contribute to the economy 
of India and to the personal growth of 
individuals moving into urban areas from 
rural areas.  Individuals who join Academy 
of Learning - India will have the have 
the advantage of earning a diploma or 
certificate in Retail Management, Finance 
and Insurance, Information Technology 
(IT), Office Administration, International 
Hospitality Management and Business 
Administration.

LaunchLife International Inc., the 
Franchisor of the Academy of Learning 
Career and Business College is pleased to 
announce a major business joint venture 
with Crux Management Services (P) Ltd. 
to develop franchised training campuses 
in India.  Once opened, these campuses 
will have the advantage to be able to 
provide Academy of Learning’s successful 
Integrated Learning™ System 

Ben Shtang, Chairman Academy of 
Learning said that “This partnership will 
provide training opportunities for people 
in India to prepare them with the proper 
skills to be job ready for skilled entry 
level positions”. It will also provide a key 
opportunity for former citizens of India to 
be able to use their investment dollars in 
the ever growing training and education 
market within their home country” .

Crux Management Services (P) 
Ltd. is one of the largest integrated 
Human Resources, Training and BPO 
organizations in India.  They are an 
ISO 9000 certified organization which 
provides their customers with a “total” 
solution and assist in identifying and 
enabling job opportunities. Academy of 
Learning Career and Business College 
is a multinational training organization 
with over 20 years of experience in 
providing quality skills to people so they 
will be employment ready for entry level 
positions.  This venture will be joining two 
well established companies who have 
a common goal of contributing to the 
need for training in India said Vikas Singh 
President Crux Management.  

 The market for training in India is 
growing at an exceedingly fast rate.  
According to a McKinsey study, the 
need for human resources in India is 
now considered to be as important 
as government and fiscal policy, 
infrastructure, and finance. As we all 
know, the population of India is over 
1 billion, of which 54% is under the 
age of 25.  This huge sector will create 
a continual funnel of people who will 
require training and education to meet 
the demands of employment in this 
strong, vibrant and dynamic country.  
Companies are also now realizing that 
education and training is a strategic tool 
that will provide a sustainable advantage 
over their competitors.

As stated in a Gartner study, India’s 
service industry will be experiencing a 
50% shortage of business-ready people 
by 2010.   Even now they have found 
there is an inability for the formal sector 
and institutions to meet the every 
changing demand of business-ready 
people.  

The development of training 
campus in India will enhance the 
employability of people through 
learning and development, prepare 
youth for a vocation of their choice, 
build a formidable workforce, reduce the 
unemployment rate by enhancing the 
skills and competencies of the workforce, 
reduce the cost for businesses to train 
workers, and enhance the productivity 
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SUPER BOOKKEEPERS
A NEW BREED

Survey of Earned 
Doctorates

engineering," accounted for over 75% of 
Canadian doctoral graduates. In the United 
States, this category accounted for 68%.

Even though female graduates neared 
parity with men, there were wide gaps 
between the sexes within certain fields of 
study.

Engineering remained the most male-
dominated field, while psychology became 
the most female-dominated. Women 
represented less than one-fifth of graduates 
in engineering, but nearly four out of every 
five in psychology in 2004/2005.

Some of the gains made by women came 
in traditionally male dominated fields. In 
computer and information sciences and 
mathematics, as well as in physical sciences, 
the numbers of female graduates grew much 
faster than the number of male graduates.

Between the 2003/2004 and the 2004/2005 
academic years, the proportion of women 
graduating from computer and information 
sciences and mathematics increased from 
20% to 30%.

Profile of new graduates: Nearly one-
quarter planned on living outside Canada

On average, doctoral graduates were 36 
years old in 2004/2005. They took an average 
of 5 years 9 months to complete their 
doctorate.

The international mobility of graduates 
is important because of the international 
nature of academic research. Nearly 23% of 
doctoral graduates in 2004/2005 planned to 
live outside of Canada on completing their 
degree, slightly higher than the proportion of 
21% in the previous year.

Almost 6 out of every 10 (59%) students 

The number of students graduating from 
Canadian universities with a doctorate has 
remained stable since the mid 1990s, but 
there are signs that this may change.

Canadian universities awarded PhDs to 
about 4,000 students in the 2004/2005 
academic year, according to new data from 
the Survey of Earned Doctorates.

Over three-quarters of these graduates 
completed their studies in a science or 
engineering field; the most popular was 
biological sciences.

Although the number of graduates in 
recent years has not varied substantially, 
enrollment in doctoral programs has 
increased.

Between 2000 and 2004, enrollment grew 
at an average rate of almost 7% a year. In 
2004/2005, more than 34,000 students were 
enrolled in all years of doctoral programs. 
This suggests there should soon be a 
commensurate increase in the number of 
earned doctorates.

The Association of Universities and 
Colleges of Canada attributes the growth 

graduated without any debt related to their 
graduate studies. The proportion of students 
without any debt from either their graduate 
or undergraduate studies also improved from 
the previous year; 50% of graduates were 
debt-free in 2004/2005 compared with 46% in 
2003/2004. About 65% of students said they 
received a fellowship or scholarship through 
their university, 63% reported receiving a 
teaching assistantship, and 32% reported 
receiving a research assistantship.

Almost three-quarters of doctoral graduates 
had firm plans for their future when they 
graduated. Graduates of social sciences and 
life sciences were the most likely to have 
established plans.

The majority of doctoral graduates found 
employment in research and development, or 
teaching. Almost 38% of graduates intended 
to work in research and development, while 
33% planned to teach.

Participation in doctoral education has been 
encouraged by the availability of financial 
support and by strong income expectations.

Nearly two-thirds (64%) expected to 
earn more than $55,000, up from 60% in 
2003/2004.

Furthermore, for graduates who were 
continuing their studies, most chose post-
doctoral programs with a focus on research 
and development.

Canada continued to be a desired 
destination for foreign doctoral students. 
Nearly 23% of doctorate earners were foreign 
or visa students, and a majority of these 
students planned to remain in Canada. Over 
42% of engineering graduates were foreign or 
visa students.

in enrollment to two 
factors. The first is an increase in the 

number of faculty at Canadian 
institutions, which has increased 

the institutional capacity for training 
graduate students.
The second is an increase in the level 

of funding for graduate students through 
student financial assistance and research 
grants from both governments and 

universities.
Although PhD graduates accounted for 

roughly 0.4% of the population, Canada lags 
behind many other Organization of Economic 
Co-operation and Development countries 
in this regard. The proportion in the United 
States was 0.7%.

Survey data also showed there was a more 
equitable distribution between the sexes 
among doctoral grads in 2004/2005. About 
46% of graduates were women, up from 43% 
in the previous year.

The survey was administered to all students 
graduating from a doctoral program at a 
Canadian university. The 2004/2005 survey 
was the second edition.

Field of study: One-fifth enrolled in 
biological sciences

About one-fifth of the 2004/2005 graduates 
(21%) were enrolled in biological sciences. 
Engineering and humanities each accounted 
for over 10% of graduates.

As was the case in 2003/2004, about 
9% graduated from both psychology and 
education, and 8% from social sciences.

Physical sciences, life sciences, social 
sciences, and engineering, which together 
constitute the broad category of "science and 

men and women who have the skills and 
training for these important positions. Many 
individuals will become

self-employed in their own bookkeeping 
practice.

As essential members of the organization, 
they are involved in many aspects on a daily 
basis.  Their commitment and contribution 
generate opportunities for themselves and 
their organizations.  

Today’s professional bookkeepers are 
constantly facing new challenges in a rapidly 
changing business environment.  The CIB 
professional development program offers 
a variety of courses to provide the skills to 
meet these challenges.  Academic courses 
provide in-depth knowledge of bookkeeping 
practices; computer applications offer the 
basis for solid practical experience.  

Courses are completed at local Community 
Colleges across Canada. Many courses 
are offered on-line. Some exemptions are 
available based on work experience.  Upon 
completion of all courses, members receive a 
Certificate of Accomplishment to recognize 
their academic achievement.  

In addition, there is a three-year work 
requirement in which a member must 
demonstrate proficiency in bookkeeping.  
This work requirement can be done before, 
during or after the academic program.   When 
both the academic and practical experience 
requirements are met, the member obtains 
the designation - Certified Bookkeeper.  
All members are governed by a Code of 
Professional Conduct. Complete information is 
available at

www.cibcb.com.

According to the PricewaterhouseCoopers 
Global Economic Crime Survey 2005, 
approximately fifty-five percent of Canadian 
companies surveyed reported being a victim 
of economic crime, a nine percentage point 
increase from 2003.

As a consequence, businesses are now 
demanding the services of well-qualified 
bookkeepers.  And this new breed, Certified 
Bookkeeper, arises from the efforts of the 
Canadian Institute of Bookkeeping.  

The bookkeeping profession today, unlike 
the accounting profession, is completely 
unregulated.  There are no criteria for 
educational requirements or for professional 
conduct. Virtually anybody with little training 
or education can advertise as a bookkeeper. 

This lack of standards has often had 
unfortunate consequences for individuals and 
businesses using the services of an unqualified 
bookkeeper.  For the first time, bookkeepers 
will now have the opportunity to complete 
a professional development program and 
become members of a recognized profession.

The Canadian Institute of Bookkeeping is a 
national non-profit organization having the 
following objectives: to establish educational, 
professional and ethical standards in the 
bookkeeping profession; and to change the 
general perception toward bookkeeping 
and bring public recognition to Certified 
Bookkeepers.  

Certified Bookkeepers can be employed in a 
wide variety of positions.  They are in demand 
as bookkeepers, accounts receivable/payable 
supervisors, administrative assistants, payroll 
administrators, office managers, budget 
co-coordinators and accounting assistants. 
Employers are always looking for ambitious 
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IS YOUR OFFICE 
A SAFE AND 

HEALTHY PLACE?
What are the health and safety factors 

to consider in office design?  What are the 
consequences of failing to consider these 
factors, and who needs to oversee their 
correction?  There’s an easy acronym to review 
these – “PEMEP”, meaning People, Equipment, 
Materials, Environment, and Process.

PEOPLE: 
o   Have you the right people in the right 

numbers, physical and mental capabilities 
and training to do the work? There should be 
enough ‘stress’ to make the work inviting and 
challenging, without causing ‘distress’ because 
there is too much work for too few people, or 
because the job scope is not large or varied 
enough to be stimulating. Work/life balance is 
the aim. 

o   Is someone always available who is 
trained in First Aid and CPR?  Why not take a 
course for your own interest? 

o   Is there a Joint Health and Safety 
Committee (JHSC), or, in a small workplace, 
management and worker Health and Safety 
Representatives meeting regularly?  

Human Resources personnel need to 
be empowered to make decisions that 
strategically affect this element of the 
business, as legislatively dictated. 

No matter whether your office is at home 
or at a workplace, large or small, your work, 
environment and enjoyment of it will improve 
without hidden unsafe or unhealthy features. 
How would you identify them?  Looking both 
inward and outward are ways of discovering 
these, with the added goal of improving your 
productivity in a safe place.  What do you feel 
as well as observe? 

With the emphasis on ‘getting the work 
done’, many offices have been set up with little 
consideration for health and safety factors.  
Until now, not much has been taught in high 
school, college or university courses that give 
management personnel the knowledge they 
need to ensure worker safety and healthy 
environments.  That is changing, with the 
efforts of the Workplace Safety and Insurance 
Board (WSIB), Minerva Canada (http://www.
safetymanagementeducation.com/), the 
Institute for Work and Health (IWH), the 
various Safety Associations, and government 
sponsored sites such as the Canadian Centre 
for Occupational Health and Safety (CCOHS). 
See the web links below if you have an interest 
in more details.

EQUIPMENT: 
o   In an office this would relate to all the furnishings and electronics used to get the work 

done. Are the computers set up correctly? The chairs ergonomically correct? The use of phones 
not causing discomfort? 

o   Are there muscular injuries or disorders 
occurring? There is a wealth of material on this 

by Liz McGroarty

Continue   ....................................   page 16
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Black Holes in Organizations

There exists an opposing force of incredible strength 
and obscurity within organizations. This opposing force, 
known as black holes in organizations, is defined as:

An area of an organization where there is, 
unbeknownst to management, an abundance of 
undesirable activities or a lack of desirable activities, 
both of which destroy organizations.

Black holes are created by a breakdown of basic, 
usually repetitive, activities of the organization at the 
“micro” level. Several micro-level failings can lead to the 
creation of a black hole that absorbs the potential of 
the organization. However, management generally pays 
very little attention to failings at the micro level. Such 
failings are allowed to stack up and choke the potential 
of employees within the organization and the potential 
of the organization itself.

As the definition above states, management might 
be aware of problems that are caused by black holes; 
however, management is definitely unaware of the 
root cause of the problems—the black hole-creating 
issues. The fact that it is so difficult to detect a black hole 
festering away within an organization is one reason why 
a black hole is so harmful. It is also why management, in 
trying to solve the result of a problem and not the root 
cause of the problem, does not take effective action or 
takes incorrect action. 

It is easy to understand management’s misdirected 
energy because the presence of black holes makes it 
difficult to distinguish the cause of a problem from 
the result, due in part to the long, interrelated chain 
reactions involved between cause and effect.

Human Potential Frustrated

Black holes frustrate human potential because they 
act as an opposing force. They thwart the achievement 
of desired outcomes that employees are trying to realize 
for the organization they serve. Often they thwart the 
achievement of personal objectives too, such as earning 
a bonus or completing a job on time instead of working 
overtime.

Almost any department in an organization—
such as pricing, service and installation, shipping, 
production, storehouse, inspection, marketing, contract 
administration, data entry, estimating, or purchasing—
can have black holes. Black holes within departments 
can create larger black holes that permeate the 
organization. The pervasiveness and hidden aspect of 
black holes spidering throughout an organization, below 
management’s radar, multiplies their ability to frustrate 
staff and management.

Treasury might use up the line of credit and need to 
seek additional financing because black holes hurt sales. 
Suddenly, a grand initiative management was about 
to launch must go on hold until the cash flow issue is 
resolved. An accounts payable clerk can be frustrated by 
demands to keep accounts payable within the discount 
periods vendors grant if the data feeding into the 
accounts payable sub-ledger is erroneous. In such a case, 
the clerk is required to continuously investigate and sort 
out issues. There are many other examples of black holes 
at work frustrating the work and potential of employees 
and thereby limiting or even destroying the potential of 
the organization.

A better, more powerful person—employee in this 
case—is of increased value to the organization he helps 
when he is able to unleash his constructive human 
potential. But that is only half the story of human 
potential.

Many people apply effort, sometimes tremendous 
effort, thoughtful ingenuity, and other resources to 
develop their human potential. Doing so often produces 
solid gains for the individual and any party he is 
assisting. However, there is a second half to the human 
potential equation. The other half resides in the person’s, 
or in this case employee’s, environment.

Environments Affect Potential

If a cyclist wants to cycle between two cities as 
quickly as humanly possible, he would likely plan to 
cycle on a day that he would not be riding into a strong 
headwind. The ability to judge the environment and 
its affect on a desired outcome factors into human 
potential. A swimmer who desires to swim across Lake 
Ontario would likely try to avoid a heavy chop and 
would grease his body to slow heat loss to achieve the 
desired outcome. The environment one is dealing with 
must be considered, either to remove barriers or to 
take advantage of opportunities, to maximize human 
potential.

Employees who have improved their knowledge 
base, speed of calculation, memory retention and recall, 
decisiveness, judgement, confidence, contact base, 
communication skills, and other attributes can still 
find themselves bucking a headwind or swimming in a 
choppy sea. An employee’s environment can be a rough 
place in which to excel. For example, a sane, orderly, 
predictable environment—where the participants 
are working toward a common goal or at least share a 
common interest that brings them together—nourishes 
potential. On the other hand, a hostile, conflicting, 
confusing environment squelches it.

Examples of Opposing Forces

For sales personnel, competition between 
organizations provides an opposing force as competing 
sales teams try to lure customers into buying their 
organization’s products or services. Competition for 
capital can likewise provide an opposing force whereby 
investors with capital invest in Company B, in opposition 
to the chief financial officer of Company A who is trying 
to raise capital that will enable Company A to expand 
or survive. Many brilliant ideas never get off the ground 
because of opposing forces.

If these external opposing forces were to be minimized 
or removed, it might be easy to conclude that human 
potential could be increased—if we define human 
potential as achieving a desired outcome. However, 
opposing forces are not always external.

Facilitating Human Potential

Sometimes, to compensate for the build-up of 
frustration, management will give speeches or issue 
newsletters meant to inspire employees. The benefits 
gained from such hype are extremely temporary, if any 
benefit truly exists at all. A pep talk or a rallying of the 
troops might last the afternoon. Reinforced several times 
it might last a week or two before old habits return—if 
they are even broken since the root cause of the 
problem remains.

Repeated attempts to keep the players “juiced” is like 
trying to hold a twenty-pound lead ball in the air. It takes 
energy and is wearing. On the other hand, if a defined 
barrier can be removed the benefit to human potential 
can remain in existence for as long as that barrier 
remains removed. When black hole-creating items are 
terminated at the level of root causes, employees have a 
far better opportunity to achieve desired outcomes.

If steps were taken so that the data feeding into the 
accounts payable sub-ledger was correct, then the 
accounts payable clerk would be able to keep accounts 
payable within the discount periods vendors grant. 
The clerk would be more productive and valuable to 
the organization and the organization would achieve 
lower cost benefits. If other steps were taken that reduce 
expenses, boost sales and improve cash flow, treasury 
would not use up the line of credit and would not 
need to seek additional financing. The grand initiative 
that management was about to launch could go 
ahead on time, further improving the potential of the 
organization.

Identifying and removing barriers to potential is gold 
to an HR specialist who is entrusted with managing 
the organization’s human resources. Being able to 
identify and remove root causes of black holes, hence 
maximizing the potential of human resources, can move 
an HR specialist out of an administrative role and into 
the executive suite.

Conclusion

There can easily be a dozen, or even hundreds, of black 
hole-creating items affecting an organization of modest 
size. This frustrates human potential of individual 
employees. More importantly, it also diminishes the 
potential dynamic of the group or organization itself. 
After all, an organization is little more than a group 
of individuals working towards a common goal. On 
the other hand, decisive elevation of human potential 
via the eradication of black holes in turn elevates the 
potential of the entire organization.

Ron Lutka, CMA, ACIS, P.ADM., CorpS is the president of 
Corporate Streamlining Company Inc. based in Richmond Hill, 
Ontario and author of Black Holes in Organizations (www.
blackholebook.com). Ron’s articles have appeared in Canadian 
Treasurer magazine, To Your Credit, AccountingWorld, and as 
a feature article in CMA Management magazine and Corporate 
Governance Quarterly. Ron can be contacted at  
        author@blackholebook.com.

Black Holes & 
Human Potential

By Ron Lutka
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Figure 1 represents a diagram of a typical attack.

 

The first attacks using phishing were primarily 
aimed at gaining access to AOL accounts in order 
to obtain credit card information.  Hook messages 
exploited the naivety of the users who believed they 
were receiving an automated message from the email 
company.  As shown in figure 1, a fraudulent Email 
would ask the user to click on a link.  This would lead 
them to a fraudulent company site in order to enter 
their user name and password.

Another method which was very widespread 
consisted in sending a message that alerted the user 
about a database corruption or a material failure at 
the defrauded company.  This failure had supposedly 
generated an error and a corruption in the personal 
or confidential data of the contacted users.  These 
users seeing an apparently official message resigned 
themselves easily to the will of the hackers since the 
message in question had a serious tone and that 
it seemed to offer assistance.  Moreover, the users 
were requested to quickly answer in order to avoid a 
serious problem, like the cancellation of their account 
for example. 

In the earlier days, hackers often acted alone 
or in small unsophisticated groups to deceive 
unsuspecting Internet users.  Literature from that 
period also mentions that the first hackers to use 
phishing techniques were teenagers who wished to 
recover information from personal accounts in order 
to cause electronic vandalism and to make long 
distance calls. They were not necessarily part of any 
criminal organizations.

 

Today, the hackers’ preferred strategy is to use 
phishing to send faked emails (emails seeming 
to come from recognized companies) to the 
greatest possible number of users and then wait for 
unsuspecting users to react to these Emails quickly 
and without thinking.  The attacker hopes that the 
victims will be misled into sending sensitive data to 

Information Technology 
Security – Phishing
            (Part Two)

How does that work, why and whom for? 

HR Technology

an illegitimate site, which is an exact replica of the 
genuine company’s web site but is controlled by 
the hackers themselves.  Generally, hackers prefer 
constructing fake Emails and web sites of credit 
cards companies, well established banks as well as 
electronic goods merchants to entice their victims.  
The phishing emails display a very high degree of 
resemblance to the originals, which does nothing but 
increase the chances to trap the targeted users.

The hackers who counterfeit a company image 
particularly (a bank or a known merchant) often don’t 
have information regarding the customers dealing 
with them; therefore don’t know which could be 
more receptive to any particular bait.  Hackers who 
use phishing generally possess databases containing 
several millions of valid and active email addresses. 
A user who receives an email with the effigy of his 
bank is likely to use the hyperlinks contained within 
if he does not suspect the Email to be fraudulent. 
Once connected to the hackers website, all that 
remains is to entice the user into entering his personal 
information.

Hackers illegitimate techniques

In order to improve the chances that the users will 
believe that the email sent is legitimate, the hackers 
can use a number of related techniques in order to 
improve quality of their swindles:

• By using an IP address instead of a domain name 
in the hyperlinks which direct the users towards 
the illegitimate site.  Several innocent victims will 
not check (or do not know how to check) that an IP 
address is recorded and assigned with the company 
concerned and of which the illegitimate site said to 
represent,

• By recording similar DNS domain names or 
approaching very close to the name used by the 
company aimed and hoping that the users can 
mistake between the true domain name of the 
company towards which they are maliciously 
directed, 

• By encapsulating the hyperlinks in a HTML code 
which the counterfeits email consists so that the 
users’ Internet navigator can make the majority of 
HTTP connections to the company true Website 
with a minimum of connections to the illegitimate 
Website.  If in this case the user’s navigator supports 
the automatic interpretation of the email contents, 
the user in question will then be constrained to be 
directed towards the illegitimate Website as soon as 
he opens the email,

• By encoding or returning the distorted URL 
address obscure.  Dependently of the method used, 
several users will not realize or will quite simply not 
understand that the hyperlinks were faded and will 

assume whereas they are legitimate.  An alternative 
to this technique is the use of hyperlinks in the 
Unicode format, which is seen in the navigator as 
the concerned company’s original website address, 
but which directs the users towards the illegitimate 
Website using a very different address,

• By trying to exploit an unspecified weakness in 
the user’s Internet navigator, in order to mask the 
true nature of the contents of the message.  Microsoft 
navigator (Internet Explorer) and Outlook applications 
were particularly vulnerable to this technique; we will 
talk about later in this article,

• By configuring the illegitimate Website to capture 
and record the data entered by the user then by 
redirecting this one, subtly, towards the true Website.  
This action will cause surely an error message 
(invalid password, PLEASE try again) or being again 
completely transparent. In both cases, the hacker will 
have obtained what he wanted, 

• By configuring the illegitimate Website so that it 
can act as proxy (or router) for the real Website, which 
will then be able to capture and record the trapped 
users’ significant data which are not encrypted 
(using SSL), or sometimes even by deciphering them 
by using a valid SSL certificate for the illegitimate 
domain, 

Written by Q.A analyst, R&D department, Above 
Security.  
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What is E-learning?

correct as they stretch their dollars to find 
space they can afford.  A balance of healthy 
activities, including shared positive work 
results during healthy meals together can 
offset less than ideal conditions.  

The highest management levels need 
to work with rental agents and property 
management teams to ensure that building 
code standards for health and safety are met.  

PROCESS: 
o   Organization of work from beginning 

to end is important, and made so much 
easier with computers and printers being 
able to deliver product without moving 
from our desks.  But herein lies a problem. 
Humans weren’t meant to be stationary 
at desks for a whole day, I think. This can 
lead to overweight, lack of the good blood 
circulation that you get from physical 
exercise, and lack of mental stimulation due 
to solitude.  

o   Do you plan for healthy work breaks? 
A fun recommendation seen lately is the 
equation of 20 minutes of work to every 20 
seconds of stretching or movement, and 
looking away from the computer screen to a 
distance of at least 20 feet.  

Human Resources and management 
should examine the employee benefit 

IS YOUR OFFICE A SAFE AND HEALTHY PLACE?
topic, including a recent research report 
by the Institute for Work and Health that 
shows there is economic value in effecting 
a full ergonomic program that is continual 
and ongoing.  One report concluded that 
multi-component programs are best, 
and the other gives information about 
the components of a successful program. 
See these reports at: www.iwh.on.ca/sr/
wi_ipc_programs.php  and www.iwh.on.ca/
sr/wi_pe_implementation.php
The CFO and IT manager, along with the JHSC 
or representatives can make a big difference 
here.  

MATERIALS: 
o   Paper products, staplers, pens and 

pencils wouldn’t seem to be hazardous 
things, but a lack of supplies in sufficient 

The term e-learning refers to the use 
of information and communication 
technologies to deliver training 
products and services. The definition 
of e-learning comprises both distance 
learning as well as the provision of 
technology enhanced learning within 
the traditional classroom learning 
environment. Canada's world class 
telecommunications infrastructure 
has enabled Canadian training service 
providers and multimedia companies 
to work with content suppliers to build 
leading edge e-learning applications. 
Learners can access training through a 
number of vehicles:

internet / intranet / extranet networks
web conferencing
E-mail
CD ROMs
DVDs
teleconferencing
broadcast television
wireless technologies
video and film

According to the Conference Board 
of Canada study E-Learning for the 
Workplace: Creating Canada's Lifelong 
Learners: "By leveraging workplace 
technologies, e-learning can bridge 
the gap that has traditionally separated 
learning from work. Learning can be 
integrated into work more effectively 
because employees will use the same 
tools and technology as they do for 
work".

Does E-Learning Help Companies 
Save Money and Improve 
Productivity?

According to the Conference Board 
of Canada, by improving Canada's skills, 
innovation and knowledge base, and by 
leveraging our capacity in information 
and communication technologies, 
e-learning will be a key to productivity, 

competitiveness and prosperity. Despite 
the initial costs involved with using new 
technologies, companies tend to see a 
rapid return on their investments.

A survey by the International Data 
Corporation (IDC) of 100 Canadian 
companies identified e-learning as 
one of the top 10 company priorities. 
35 percent of respondents said it 
addresses productivity improvements 
and 30 percent said it improves their 
competitiveness.

U.S. firms are reporting savings of 50 
to 70 percent when replacing instructor-
led training with e-learning.

What employees said about 
e-learning (from the Conference Board 
of Canada's Study: E-Learning for the 
Workplace: Creating Canada's Lifelong 
Learners):

●   83 percent said it increased 
productivity

●   82 percent said it improved job 
performance

●   98 percent said it contributed to 
personal development

Employees respond better to 
e-learning:

●   when it is promoted well in 
advance, and they feel prepared

●   when they feel they have the 
necessary technical, subject matter and 
managerial support

●   when they can see the value of 
what they will learn 

Implement and benefit from web-
based training

Imagine a group of people e-learning. 
What sort of picture comes to mind? 
Young people in khakis at a hip 
information technology firm? Managers 
in business suits studying the latest in 
sales skills? Doctors learning about new 
treatments?

When we think of 
e-learners, we think of 
gardeners. The image may 
initially strike you as a bit odd; 
that was our reaction too when a 
recycling agency with the District 
of North Vancouver approached 
us about developing an on-line 
composting course. But as we (and 
if you'll pardon the pun) dug deeper, 
we could see that e-learning would help 
the agency meet some of its marketing 
and educational goals — objectives that 
are similar to those of many public and 
private sector organizations. The agency 
wanted to:

●   Attract more community members 
by offering quality educational 
programs, that accommodated their 
busy schedules 

●   Reduce the length of classroom 
workshops and make composting 
information more readily available 

●   Position the agency as cutting 
edge in its use of technology

To meet those objectives, Ingenia 
developed a Web course with facilitated 
discussion groups that worked in 
combination with classroom training. 
The online course, which learners had 
two weeks to complete, focused on 
the theory of composting. Then, in a 
half-day classroom session, participants 
learned hands-on techniques and 
created compost. Finally, learners 
were given two weeks to interact and 
network online, sharing information 
and asking questions that arose as they 
were working on their compost.

Who were these participants? They 
were 15 members of the public, ranging 
in age from 24 to 60. Their level of 
computer experience varied greatly, but 
they all knew how to operate e-mail and 
browser programs. No one had taken an 

 online course before. This profile 
mirrors that of many users in businesses 
across Canada-just because people have 
computers on their desks, it doesn't 
always mean they're expert with them!

So, how did it go? Eighty percent of 
the participants completed the online 
and classroom sections of the course. All 
of these people said that based on their 
experience, they would take an online 
course again.

If you're thinking of developing your 
own e-learning course or program, here 
are some of the keys to success — and 
benefits that you'll reap from your 
investment.

Keys to Success

Have a plan — E-learning introduces 
change. Determine if your organization 
is ready for e-learning, and develop a 
basic strategy for implementing it.

Pilot first — Developing courses for 
the web is different than developing a 
classroom course, or computer based 
training with CD-ROMs. Like the agency, 
you'll have far greater success if you 
pilot a few courses first, before plunging 
in whole hog.
Build a community — Take a few 
well-named discussion groups, mix in 
some judicious facilitation, give people 
something to talk about and, voila!-you 
have the beginnings of a viable online 
community. Your staff have a great deal 
they can teach each other.

numbers can be stressful when the work 
needs to get done. Lifting heavy boxes of 
supplies could present a back injury hazard. 

o   When someone gets injured, is there a 
First Aid box, adequately stocked and readily 
available? Who is in charge of ensuring this?  

A word about the value of an ice pack 
here…….  Have you ever bumped your 
shin against the lower filing drawer when 
it’s open and had a cut or welt spring 
immediately?  Take a break for 10 minutes, 
with an ice pack on that spot and you’ll be 
surprised how fast that will heal, if it shows 
up again at all.  Likewise, taking care of that 
back muscle ache or stiff neck with ice for 10 
minutes morning and afternoon will chase it 
away quickly.  Simple ‘first’ aid is so effective 
– if the time is taken to do it as soon as the 
injury occurs. There is access to a poster 
about this on my website, adapted from the 
Ontario Medical Association and First Aid 
instructor materials.

ENVIRONMENT: 
o   Good lighting, good air supply, clear 

emergency exits and spaciousness should 
be evident; a lack of which will cause health 
and distress problems.  For some non-profit 
companies, these factors are difficult to 

programs to ensure preventive incentives 
are there to promote higher activity 
levels.  Employees should take personal 
responsibility for this element in their lives. 

At the beginning, I stated that inward 
and outward looks are necessary to affect a 
healthy and safe workplace.  By that I meant 
that everyone needs to be a contributor in 
this effort.  Looking inward to discover what 
health and safety expectations you have or 
need to develop, what practices you need 
to incorporate in your work-life balance, as 
well as outward looks to learn more from the 
safety professionals and communicate and 
share with others, can be a key to having a 
safe and healthy office.

Some links to explore for “office safety” 
programs: the Ontario Service Safety Alliance: 
http://www.ossa.com, Canadian Centre for 
Occupational Health and Safety: www.ccohs.ca

Liz McGroarty, RN, COHN(C), CRSP(R), 
CHRM, is the principal consultant of Myriad 
Services, (www3.sympatico.ca/liz.mcg), 
offering health, safety and human resources 
consulting and services in the Greater Toronto 
Area. She can be reached at  
        liz.mcg@sympatico.ca

HR Technology
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HR Software and Effective Collaborations
 Collaboration as a methodology was 
originally touted to encompass areas 
like project management, human 
resources and knowledge management 
within the organization. But how does 
collaboration link the various processes 
and workflows in different departments 
within the organization?
Linking processes
To ensure that a company stays 
competitive and operates at optimum 
production levels, it is imperative that 
effective collaboration between all 
business lines and processes exists and 
grows. The goal is to make knowledge 
workers more efficient. In addition 
to managing a role that is specific 
to a knowledge area or worker, it is 
necessary to manage the information 
that is trapped within a process. 
Processes and methods that occur and 
reside inside an individual's head are 
usually lost forever, not just because 
they are undocumented but also 
because they usually are inherent part 
of applications that don't talk to each 
other.
Process automation or workflows 
entail managing moving data in the 
correct and proper order. It also means 
providing easy to use visual interfaces 
for binding processes together and 
creating intelligent workflow models.
Systems need to share information 
with one another in an orderly and 
efficient manner. Process automation 
or workflow management operates 
at the level in an organization, where 
automation tools and workflow 
engines exist and where the methods 
of information management and 
exchange are defined. It exists at the 
EAI (Enterprise Application Integration) 
level and encapsulates data levels, 
application, and user interface levels.
Enterprise application integration tools 
that claimed to support integration 
have so far achieved integration at a 
level that is best described as elegant 
and manageable. Attempts to deliver 
information at all levels and improve 
collaboration within the organization 
began with composite applications 
- specifically web-based composite 
applications using EAI technologies. But 
even they deliver what they promise 
only to a certain extent and fail to 
account for business process integration 
and appropriately timed information 
delivery.
Tools that manage business processes 
and manage information applications, 
including workflow and project 
management already exist as stand-
alone entities, but their value cannot 
be realized at the levels they originally 
promised. Workflow management is 
usually not integrated with project 
management and vice versa. To 
intelligently source out the information 
that is trapped within an enterprise 
and then integrate it with existing 
applications we need something more 
than stand-alone tools. Collaboration 
is achieved when applications 
integrate with processes, projects and 
information in real-time across the 
virtual enterprise.

EAI and workflow technology solutions 
were designed to do just that. They 
define rules, procedures and interfaces, 
and automate them even at the 
management level. Automating a 
purchase order or a customer request 
frees up employees to focus on 
more strategic tasks, thus improving 
corporate efficiency in real-time. 
EAI was designed to bring together 
heterogeneous systems and share their 
applications. Ultimately, what both do is 
streamline an organization's operations 
for greater success.
Simultaneous delivery of the integrated 
information at the right time and 
within an EAI framework is the new 
collaboration model that supports the 
following requirements:
●   A web-based composite application 
view to deliver information on a 
knowledge portal
(enterprise information portal)
●   Online meetings, real-time design 
and peer-to-peer task management 
activities that offer 
collaboration on business projects
●   Present multiple tasks to 
collaborative knowledge workers in a 
common view
●   Facilitate process-oriented event 
execution

The market for collaborative 
applications incorporating people and 
processes is potentially huge. Forrester 
Research says that the enterprise 
collaboration market will exceed $64 
billion in a few years. And the solutions 
with greater potential are those 
that include the ability to integrate 
with other applications and other 
information management resources. 
Employees, business partners and 
customers dynamically collaborate, thus 
allowing enterprises to deliver greater 
value to customers by synchronizing 
and optimizing events and activities 
among a dynamic set of business 
partners.
Collaboration enables greater speed 
in delivery, quality and consistency in 
services and products. In addition to 
this, they are leveraging the knowledge 
and information resident in their 
employees, customers and partners to 
gain a competitive edge. Application 
users in today's scenario are not just 
the ones directly connected to the 
enterprise, but also include the virtual 
enterprise network and its players. In 
addition to the new work economy and 
its needs, the shift from EAI (Enterprise 
Application Integration) to Business 
Process Integration (BPI) will provide 
another impetus for this change.
Drilling down to workflows within 
an organization, we can boldly label 
workflow as the key enabler of the 
adaptive, responsive organization. 
Reengineering business processes 
within an organization is a sign 
of a mature organization and 
process automation takes it there. 
Automating workflows and following 
a set of processes when documents, 
information and tasks are routed from 
one participant to another in the most 

proficient method possible.
What are the kinds of workflows?
Administrative or ad hoc workflow: 
The most generic type that automates 
numerous different processes and relies 
on email for transport.
Transaction-oriented workflow: 
Revenue-generating category that can 
involve complex business processes 
like mortgage application processing, 
insurance claims writing and the like.
Collaborative workflow: Automate 
business critical processes that are not 
transaction oriented. Collaborative 
process management and workflow 
enabling requirements like document 
sharing and management.
Reasons to consider workflow 
management
●   encourage higher workload capacity
●   reduce process time and improve 
process quality
●   eliminate elapsed time between 
tasks
●   monitor the current state of 
workflow and it's progress against the 
project plan
●   efficient task delivery
●   timely delivery of information
●   tighter control over the distribution 
of work
●   eliminate duplication of tasks
●   alerts to warn tasks that are slipping
●   discourage function-based activities 
and encourage critical business thinking 
with the entire organization in mind

Deploying workflows
Workflows model business processes 
and control tasks in a correct sequence. 
The workflow engine monitors and 
controls all the defined work processes, 
links all the necessary tasks and 
applications. It coordinates processes 
involving real-time conditions, events, 
messages and users.
Traditionally, all disparate applications 
worked separately and this impeded 
homogeneous processing. All the 
information was locked up in individual 
applications and was of no use to 
anyone else. This 

also 
led to 

devastating 
results when 
applications hung in the middle of 
an execution. Previously installed 
applications possess their own 
intelligence and storage logic. 
Therefore, the communication between 

the workflow engine and the existing 
applications is a complex one.
An enterprise portal infrastructure 
combines multiple software 
applications into a B2B solution. By 
reducing application clutter and 
combining processes into a single 
interface, a portal aggregates all like 
and related functions into a single 
interface.
Modern enterprise applications like 
ERP (Enterprise Resource Planning), 
CRM (Customer Relationship 
Management) and SCM (Supply Chain 
Management) can be described as 
islands of automation designed to 
deliver optimum results within their 
realm.   The Internet and B2B concepts 
demand building bridges across these 
islands. EAI solutions focus primarily on 
the movement of data from application-
to-application as part of a business 
process.
With the mutual use of middleware 
and EAI (Enterprise Application 
Integration), even tasks that occur 
outside the workflow management 
system can be controlled securely and 
reliably. The advantage here is that 
complete integration of the process 
management with existing application 
software and all the information located 
within, irrespective of the platforms is 
also possible. Such improved control 
mechanisms and customer-oriented 
access to information increase efficiency 
and productivity.
Rapid response is a common 
expectation of customers, suppliers 
and partners and the deployment of 
workflow automation is vital to this 
response.   Integration of people-to-
people workflow and application-
to-application automation of EAI 
on a unified platform is what drives 
heterogeneous business process 
management (BPM).
Widening the scope of workflow
The Internet widens the scope of any 
concept. Workflow concentrates on 
managing and controlling internal 
business processes. Through the 
Internet, organizations can afford a 
low-cost opportunity to extend their 
internal processes and make them 
transparent to the outside world. 
Organizations can extend their services 
to all connected users, and in the case 
of extending workflows outside the 
enterprise; an organization can offer 
suppliers and partners' access (limited) 
to their internal systems. Workflows can 
then be deployed across organizations 
and multiple enterprises.

Enterprise collaboration is a 
process where a collaborative 

workspace becomes 
a platform for the 
efficient development of 

collaborative applications 
that can enrich a company's 

relationships. Combining collaboration 
and application-to-application 
integration fuses business space into 
a single podium where the entire 
business relationship can be created 
and nurtured.

HR Technology
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TERAGO NETWORKS 

Location: Thornhill, ON, CANADA

Company Url: http://www.terago.ca 

Email your resume: terence.anton@terago.ca 

Responsibilities include:

   Working independently and in tandem with the line Managers, Directors and 
other organizational stakeholders on business planning and organizational issues.

   Recruiting - managing agency relationships, interviewing, negotiating

   Developing and delivering the onboarding process

   Identifying and communicating to client groups, as a knowledgeable HR 
practitioner, on organizational trends, issues, best practices, recruitment and 
selection, employee relations, salary administration and other related disciplines.

   Consulting on issues related to legal and procedural compliance, employee 
relations, strategies and performance management.  Assisting and coaching cli-
ent groups to acquire skills and knowledge for effectively handling and resolving 
employees¿ issues and managing change.

   Developing, coaching, guidance and support relevant to the needs of client 
groups in areas such as; leadership skills and models, performance management, 
diversity and workplace policies and effective teamwork. 

   Assist in developing the framework for effective HR reporting

   Assist in development of streamlining HR process

   Focus on compensation analysis, recommendations and development of 
programs

   Focus on recognition and retention strategies

   Partnering with client groups to improve HR practices, process decisions and 
programs.  Assisting clients in building effective practices to meet business and 
employee needs in such areas as staffing, compensation and rewards, communi-
cation, employee problem resolution and health and safety.

   Assisting in the development and execution of long term business and proj-
ect plans.

Qualifications: 

   Minimum 5-7 years progressively responsible Human Resources experience

   Post secondary education with concentration in business and CHRM/CHRP.

   Additional experience with Employee Relations, Organizational Development, 
Compensation and Recruitment and Selection preferred.

   Superior interpersonal and communication skills (written and verbal), often 
dealing with confidential/sensitive information. 

   Sound analytical, problem solving and negotiation skills with an ability to 
understand broad Human Resources issues and to resolve conflict situations.

   Computer literacy in Microsoft Office applications.

Human Resource Manager

Employment

Study: The year in review in manufacturing
Soaring industrial product prices 

and robust demand for resource-
based goods offset declines in some of 
Canada's key durable goods industries 
in 2007. Overall, there was little change 
in both the volume and value of 
manufacturing sales.

Manufacturers posted a modest 
0.4% increase in sales to $613.4 billion, 
according to a year-end review, 
published in the Analysis in Brief series. 
In constant dollars, factory sales were 
essentially flat, following a lackluster 
2006 in which sales edged down.

Manufacturers had a mixed year in 
other respects in 2007. Employment 
fell by an estimated 55,300 jobs and 
total hours worked declined 2.9%. 
However, labour productivity in the 
sector increased 1.9% last year, nearly 
four times the gain for the economy as a 
whole. Operating profits also increased, 
halting two consecutive years of 
declines, but capital investment slid.

As in previous years, manufacturers 
faced several major challenges, 
including the rising exchange value 
of the Canadian dollar and the weaker 
export market in the United States. The 
Canadian dollar surpassed parity with 
its US counterpart by late September, 
making Canadian-manufactured goods 
more expensive south of the border. 
In addition, events in the United 
States, such as the ongoing sub-prime 
mortgage situation and declining 
consumer confidence, weakened 
demand for Canadian-made goods in 
this market. However, exports to other 
countries increased.

The food industry was still Canada's 
largest manufacturing industry last 
year in terms of sales. However, the 
petroleum and coal products industry 
surpassed motor vehicles for the first 
time to become the second largest.

On the negative side, sales by 
manufacturers of wood products 
plunged to their lowest level since 1996. 
Manufacturers of automobiles and 
trucks also continued to sputter, posting 
lower sales compared with 2006.

Central Canada's dominance as the 
manufacturing heartland continued to 
weaken ever so slightly, as the western 
provinces capitalized on strong demand 
for their high-priced resources.

Higher prices significant factor in 
boosting sales in two key industries

Higher prices have been a significant 
factor in boosting the value of sales in 
two key industries during the past five 
years. Between 2003 and 2007, prices 
for both petroleum and coal products 
and primary metals have soared about 
65%.

Excluding these two price-inflated 
industries, total manufacturing sales 
would have declined 1.1% in 2007, after 
a 1.4% drop in 2006.

Petroleum and coal products 
manufacturers recorded the largest 
growth of all manufacturing sectors in 
dollar terms, reaching $66.4 billion in 

2007. The increase was fueled mainly by 
higher petroleum product prices. As a 
result, this industry increased its share 
of total manufacturing sales to 10.8%.

Canada's primary metals industry was 
the second biggest gainer last year as 
its sales rose to $53.8 billion, buoyed 
by escalating prices and international 
demand. Hence, the industry 
maintained its fourth place standing 
among the largest industries.

On average, the industrial price of 
primary metals rose just over 10% in 
2007, following unprecedented price 
gains since 2004. The industrial boom in 
China and India has fortified prices for 
such commodities as nickel, gold and 
other primary metals.

The food industry remained the 
largest industry as factory sales of food 
rose 2.9% to $74.2 billion, following a 
healthy 6.8% gain in 2006.

On the flip side, the biggest decline 
among all manufacturing industries 
occurred in sales of wood products, 
which plunged 15.6% to $24.9 billion, 
the lowest level since 1996.

Motor vehicle manufacturing, the 
largest industry in the transportation 
equipment sector, continued to sputter. 
Sales by manufacturers of automobiles 
and trucks declined a sharp 2.7% to 
$60.8 billion last year. It was the third 
consecutive decline, although it was 
well off the 6.5% drop in 2006. Overall, 
manufacturing sales of motor vehicles 
have fallen by over 22% from their peak 
of $78.3 billion in 1999.

The provinces: Slow westerly shift in 
share of sales

Central Canada's dominance as the 
manufacturing heartland continued to 
weaken ever so slightly, as the western 
provinces continued to capitalize on 
demand for their high-priced resources.

Manufacturing activity in the West 
rose a moderate 0.6% in 2007, after 
three years of strong growth. As a result, 
sales west of Ontario accounted for 22% 
of the national total, up from 19% in 
2003.

Ontario remained the leading 
manufacturing province in Canada, 
accounting for almost 48% of the 
national sales total, but this was well 
below the proportion of 55% in 1999.

In Ontario, factory sales fell 1.1% to 
$293.4 billion, the lowest level since 
2001. Steep declines in the motor 
vehicles and parts, wood products and 
chemical products industries were 
partially offset by gains at the province's 
refineries, and an upturn in the 
manufacturing of telecommunications 
equipment.

In Quebec, factory sales rose 2.1% 
to $150.4 billion, in the wake of strong 
gains in primary metals, food and 
aerospace. The province accounted for 
about 25% of national sales in 2007.

An expansion in non-durable goods 
manufacturing contributed to a boost 

in the share of total sales held by the 
four Atlantic provinces. In 2007, they 
accounted for a little more than 5% of 
sales nationally, up from 4% in 1999.

Manufacturing job losses mount

An estimated 55,300 factory jobs were 
cut in 2007, a 3.0% decrease from 2006, 
according to the Survey of Employment, 
Payroll and Hours. It was the largest 
annual drop since the recession of the 
early 1990s.

On the other hand, productivity in the 
sector surged 1.9% in 2007, nearly four 
times the 0.5% gain in productivity for 
the economy as a whole.

This was due mainly to a decline 
in the number of hours worked, 
which fell more than twice as fast as 
manufacturing output. Real gross 
domestic product in manufacturing 
edged down 1.1% in 2007, while the 
number of hours worked dropped 2.9%, 
reflecting the sector's job losses.

Operating profits halted a two-year 
downward trend last year, rising 5.4% 
to $45.0 billion, the highest level since 
2004. In fact, manufacturers' profits 
outperformed the 5.0% growth in 
profits seen by Canadian non-financial 
corporations as a whole.
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Positions available in: 

Oshawa, Pickering, Whitby, Ajax, North York, Woodbridge, Vaughn, 
Markham, Thornhill, Richmond Hill, Aurora, Newmarket, Scarborough, 
Brampton & across the GTA.

We are looking for people with: 

  Previous direct sales experience (a de�nite asset) 
  An outgoing and enthusiastic personality that thrives on 

        customer interaction 
  A mature, reliable & results oriented attitude

We o�er:

  Opportunity to earn a signing bonus and employee 
       bene�ts after 3 months

  Flexible schedules with full & part-time positions 
       (great opportunity for students)

  Excellent compensation, bonuses & incentive programs
 

Please apply on-line at http://www.actv8.net/ctfs/apply  OR for more 
information on the position call 1-877-714-9090 ext 1 and speak with 

our Canadian Tire HR Recruiter. 

actv8 marketing provides professional �eld services to blue chip leaders in the 

Canadian banking and �nancial services industry. We are currently searching 

for dynamic & self-motivated Sales Professionals to represent our client & 

promote their �nancial services.

F i e l d - M a r k e t i n g  R e p r e s e n t a t i v e s

s e r v i n g  t h e  g r e a t e r  t o r o n t o  a r e a

p h o n e :  9 0 5 - 7 9 0 - 8 3 0 2

t o l l  f r e e :  1 - 8 7 7 - 7 9 0 - 8 3 0 8

e m a i l :  i n f o @ j o b p a p e r . c a

w w w . j o b p a p e r . c a

www.jobpaper.ca
your best way to hire your best Employee

 
R e a d  J o b P a p e r  N e w s p a p e r  

Looking to hire talented personnel?

   A c coun t i n g
   Adm in i s t r a t i v e
   A r t s  a nd  Med i a
   B i o t e chno l o g y
   C ompu t e r
   C on s t r u c t i o n
 E - commerce  and  I n t e r ne t
   E duca t i o n
   E ne r g y  
   E n g i nee r i n g
   E n t r y  L e v e l
   E xecu t i v e
   F i n ance
   G r aph i c  De s i g n
   Hea l t h ca r e

E m p l o y m e n t  L i s t i n g  C a t e g o r i e s :

   Ho sp i t a l i t y
   Human  Re sou r ce s
   I n s u r ance
   L e g a l
   Ma r ke t i n g   
   Med i a
   Nu r s i n g
   Pha r maceu t i c a l
   Pr oduc t i o n  and  O pe r a t i on s
   Re t a i l
   S a l e s
   S c i ence
   S k i l l e d  Tr ade s
   Teach i n g
   Te chno l o g y

Location: Edmonton, AB, CANADA
Company Url: http://corporate.sobeys.com
 
We are growing and require a Human Resources Manager to join 
our team!
Reporting to the Director, Human Resources, you will provide advice, training and guidance 
to management and staff on human resources (HR) concerns for retail stores in the assigned 
region.  You will also maintain up-to-date knowledge of provincial employment and labour 
law.
You will participate in all functions within HR including employee relations, training, 
recruitment and occupational health and safety.  Utilizing your excellent communication 
skills, you will actively promote positive relationships with all stakeholders.  You will 
identify HR issues affecting business operations while recommending resolutions.  
Whether you are connecting with customers or coming up with innovative ways to do 
business better, working with us is always rewarding.  Sobeys is not only a place to shop and 
work, it is a place to GROW!

Knowledge and Skill Requirements:
•	 Extensive	experience	as	an	HR	generalist	
•	 Bachelor’s	degree	with	concentration	in	HR	or	recognized	HR	certificate	/	HR	designation	
•	 Superior	communication,	problem	solving	and	consulting	skills	
•	 Demonstrated	ability	to	learn	new	concepts,	multi	task	and	work	collaboratively	with	all
  levels of the organization 
•	 Self	starter,	strategic	thinker	and	customer	focused	
•	 Travel	throughout	the	area	is	required	

Please forward resume (MS Word format) to:
Human Resources
Sobeys - Points West
17220 Stony Plain Road
Edmonton,	Alberta,	T5S	1K6
Fax: 780-444-3438
E-mail: west.resumes@sobeys.com 

Human Resources Manager

Employment
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