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Have you met Carly Fleishman? If you visit 

Facebook or YouTube at all, or watch the 

news on ABC, CNN, or Canada’s CTV 

or daytime talk shows such as Ellen,

it’s almost impossible not to have heard 

“Carly’s Voice.” Although, in fact, Carly doesn’t say much. 

Autistic from birth, Carly was isolated in her own non-

verbal world until she was 11, despite years of therapy 

offered by diligent parents and specialists. Suddenly, one 

day she started typing on a laptop keyboard; she hasn’t 

stopped since. The world is hearing from this intelligent, 

articulate young woman through Facebook postings, her 

own website and, now, along with her father, in the new 

book, Carly’s Voice. 

The point is: how often have we dismissed a potential 

employee, or pool of employees, because we didn’t think 

they could fi t in or offer our organization value? What 

opportunities have we lost as a result? Recent statistics 

demonstrate that populations of so-called Western 

countries are not being maintained by birthrates. Growth 

is coming via immigration; sustainability must focus on 

the better use of available, but as yet not fully utilized, 

talents such as those of people with disabilities. 

As writer Susan Stanton discovered when researching 

her article on page 22 of this issue, making your 

workplace accessible is not just about the “bricks and 

mortar,” but about policies, practices and attitudes. 

Working to identify gaps and opportunities in these areas 

will likely provide rewards we haven’t even begun to 

contemplate. 

As always,  I’m interested in hearing your points of view 

and comments, so send me note at lblake@naylor.com. Or, 

visit our website www.hrpromag.com or “like” us on 

Facebook at www.facebook.com/#!/HRProfessionalMag.

Cheers,
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an affordable solution 

and for employers who 

see the resultant drop 

in productivity that this 

kind of stress can have 

in the workplace.

Going back to the 

survey results, in terms 

of managing caregiver 

leave, respondents from 

small to medium-sized 

businesses expressed 

concerns: 66 per cent said their organization could 

manage, but with diffi culty. Suggestions included 

provisions for smaller workplaces to be granted 

discretion to deal with the leaves on a one-off basis; 

relying on fl exible work arrangements; short work-

weeks and shared leave among family members.  

Another idea included work-at-home provisions 

to provide some continuity between the employee, 

their colleagues and the work being done during 

the leave.  

The non-profi t sector is particularly impacted. 

Many HR professionals in this sector are respon-

sible for managing both paid and unpaid resour-

ces. In the 2007 Statistics Canada report on giving, 

volunteering and participating, it was reported 

that over 12.5 million Canadians—representing 

about 46 per cent of the population—volunteered 

their time in support of non-profi t organiza-

tions. As the need to provide caregiver solutions 

increases, the expectation is that the number of 

available volunteer hours will diminish, leav-

ing volunteer management programs depleted of 

critical human resources.

In summary, the one recurring theme in 

respondents’ answers was that regardless of who 

pays or how it’s managed, failure to address this 

issue will result in turnover, loss of productivity, 

increased claims for short-term disability, sick 

leave and stress leave that will be equally, if not 

more, expensive over the long term. 

And, with a rapidly aging population, it’s an 

issue that’s only going to get bigger.   

Daphne FitzGerald is chair of the Human Resources Professionals Association (HRPA).

 I n March, the Human Resources 

Professionals Association (HRPA) and 

Canadian HR Reporter  released a Pulse 

Survey report examining HR profession-

als’ opinion on the Ontario government’s 

proposed Family Caregiver Leave Act.

Support for the legislation, which would allow 

Ontario workers to take up to eight unpaid weeks 

off work to care for family members with serious 

medical conditions, was almost unanimous. Ninety-

fi ve per cent of respondents approved of the legisla-

tion, either fully (57.1 per cent) or in part (38.5 per 

cent). Almost a third of respondents reported they 

were either currently caregivers themselves, or 

have been in the past. The written comments in the 

survey refl ected this number, with many respond-

ents answering with a candor that shows how per-

sonal an issue this is for many Canadians.

Where opinion diverged was around who pays 

for the leave: employer, employee or government. 

A third of respondents (33.6 per cent) said unpaid 

job-protected leave provides enough support, but 

over half (55.3 per cent) said the leave would have 

to be paid, if it was to be of any real assistance. In 

the comments, some respondents believed the leave 

should be paid for in full by the government; some 

did not want to see leave paid for by public funds; 

while others argued that employers should not have 

to pay. (If the legislation passes, Ontario Premier 

Dalton McGuinty says he will pressure the federal 

government to provide employment insurance bene-

fi ts to employees who take family caregiver leave.)

The survey results should come as no surprise 

to those of us who work in HR. As more and 

more people live longer the need to provide care 

increases. But people are also working longer as 

more and more employees start to push back their 

retirement plans either due to economic pressures 

or because with the abolishment of mandatory 

retirement they can continue in their chosen fi eld 

for a longer period. So just as the need for care 

increases, the number of available family mem-

bers able to provide it is on the decline. The pres-

sure to fi nd a solutions hits hard at the individual 

level, which likely contributes to greater health 

problems for those employees struggling to fi nd 

FAMILY CAREGIVER LEAVE

L E A D E R S H I P 
M AT T E R S  B Y  D A P H N E  F I T Z G E R A L D ,  C H R P,  S H R P
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TIME MANAGEMENT |  HRPA EDGE |  D IVERSITY 

TIME=MONEY=TIME=MONEY=
LESS HAPPINESSLESS HAPPINESS
A STUDY FROM THE ROTMAN 
SCHOOL OF MANAGEMENT 
SHOWS PEOPLE WHO PUT 
A PRICE ON THEIR TIME ARE 
MORE LIKELY TO FEEL IMPA-
TIENT WHEN THEY’RE NOT 
USING IT TO EARN MONEY, 
WHICH HURTS THEIR ABILITY 
TO DERIVE HAPPINESS DUR-
ING LEISURE ACTIVITIES.

RESEARCHERS BASED 
THEIR CONCLUSIONS ON 
THREE EXPERIMENTS. 
IN EACH, A GROUP OF 
PARTICIPANTS WAS PRIMED 
TO THINK ABOUT THEIR 
TIME IN TERMS OF MONEY. 
SUBJECTS SHOWED GREATER 
IMPATIENCE AND LOWER 
SATISFACTION DURING LEI-
SURE ACTIVITIES. HOWEVER, 
WHEN THEY WERE PAID DUR-
ING ONE OF THOSE ACTIVITIES 
(LISTENING TO MUSIC) THEY 
REPORTED MORE ENJOYMENT 
AND LESS IMPATIENCE.

THE EXPERIMENTS’ RE-
SULTS DEMONSTRATE THAT 
THINKING ABOUT TIME IN 
TERMS OF MONEY “CHANGES 
THE WAY YOU ACTUALLY 
EXPERIENCE TIME,” SAYS RE-
SEARCHER SANFORD DEVOE. 
“TWO PEOPLE MAY EXPERI-
ENCE THE SAME THING, OVER 
THE SAME AMOUNT OF TIME, 
YET REACT TO IT VERY DIF-
FERENTLY.”

WITH GROWTH OVER THE 
LAST SEVERAL DECADES IN 
JOBS PAID BY THE HOUR, IT’S 
IMPORTANT FOR PEOPLE TO 
BE AWARE OF THE IMPACT 
THIS CAN HAVE ON THEIR 
LEISURE ENJOYMENT.

Despite their good intentions, Canadian employ-
ers have been slow to embrace diversity. A new 
study of Internationally Educated Professionals 
(IEPs) found that fewer than half (49 per cent) work 
in companies that have policies welcoming new 
Canadians. 

The study, “PROGRESS: IEP’s Experience Mat-
ters,” focuses on the experience of mid-career 
IEPs, or those with six to 15 years’ experience in 
the workplace. A total of 560 IEPs were surveyed, 
of which 238 are employed and 322 unemployed. 

A total of 24 Toronto region employers in small, 
medium and large public, private and non-profi t sec-
tors were also surveyed. 

The study found that IEPs and employers have 
different views on how well diversity programs are 
working: 

34% of working IEPs said their employers do not 
have the resources to address workplace cultural 
and new Canadian issues.

71% of employers say their diversity programs 
have been successful or very successful.

Only 45% of employers have a method of 
assessing credentials, including interviews, testing, 
World Education Services evaluation of credentials, 
skills and background and reference checks. 

The study also found that the more regulated the 
industry the more likely IEPs were to fi nd work. For 
example, credentialed health-care workers were 
twice as likely to fi nd work in their fi elds compared 
to workers with business, fi nance and administra-
tion backgrounds. 
Source: Progress Career Planning Institute & CNW Newswire

HRPA Introduces New HR 
Internship Matching Program

Newcomers F I N DI NG DI V E R S I T Y 
POL IC I E S  A R E N ’ T  WOR K I NG

The Human Resources Professionals Associa-

tion (HRPA) has introduced HRPA Edge—a 

new HR internship program that matches Cer-

tifi ed Human Resources Professional (CHRP) 

candidates with short-term HR internships at 

participating host employers. 

CHRP candidates looking for HR experi-

ence can sign up to  HRPA Edge to search 

and apply for paid internships ($11,000 for a 

six-month internship) at participating organiz-

ations where they can get practical HR experi-

ence to put on their resumes and that may help 

fulfi ll their CHRP experience requirements. 

Employers who sign up as an HRPA Edge 

organization get access to qualifi ed recent 

human resources graduates who can help 

solve many HR challenges without adding 

headcount.

The new service is open to 

CHRP Candidates who have 

completed their college or uni-

versity education and passed the 

National Knowledge Exam 

(NKE) beginning in 2009. 

HRPA Edge is administered by 

Career Edge Organization (CEO), 

a national not-for-profi t that has 

partnered with over 1,000 organizations to 

place close to 11,000 interns since 1996. HRPA 

provides the talent, Career Edge takes care of 

the details, including advertising internship 

opportunities, pre-screening intern applicants 

and providing ongoing administrative and 

technical support—including payroll and taxes.

To learn more about HRPA Edge, visit 

www.hrpa.ca/fi ndyouredge.
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WHAT WORKERS WHAT WORKERS 
WANTWANT
WANT TO KNOW THE WAY 
TO EMPLOYEES’ HEARTS? 
SOME 38% OF PROFES-
SIONALS INTERVIEWED BY 
STAFFING SPECIALIST OFFI-
CETEAM IDENTIFIED WORK/
LIFE BALANCE AS THE TOP 
CONTRIBUTOR TO THEIR JOB 
SATISFACTION. OPPORTUNI-
TIES TO LEARN AND GROW 
CAME IN SECOND, WITH 20% 
OF THE RESPONSE. 

FIVE TIPS MANAGERS CAN 
USE TO HELP THEIR TEAMS 
ACHIEVE WORK/LIFE BAL-
ANCE ARE: 
1. BE FLEXIBLE. IF IT’S PRAC-
TICAL FOR YOUR BUSINESS, 
OFFER ALTERNATIVE WORK 
ARRANGEMENTS SUCH AS 
MODIFIED SCHEDULES OR 
JOB SHARING. 
2. REDUCE THEIR COM-
MUTE. GIVE PERSONNEL 
WHOSE JOBS CAN BE DONE 
REMOTELY THE OPTION OF 
WORKING FROM HOME ONE 
OR MORE DAYS A WEEK. 
3. WATCH THE CLOCK. AVOID 
CONTACTING STAFF OUTSIDE 
OF OFFICE HOURS UNLESS 
THE MATTER IS URGENT AND 
CANNOT WAIT UNTIL THE 
NEXT BUSINESS DAY. 
4. TAKE A BREATHER. 
REMIND WORKERS TO TAKE 
BREAKS AND VACATIONS. 
SET A GOOD EXAMPLE BY 
DOING SO YOURSELF. 
5. BRING IN REINFORCE-
MENTS. ENCOURAGE 
EMPLOYEES TO SEEK HELP 
WHEN THEY ARE OVER-
WHELMED WITH PROJECTS. 
USE TEMPORARY PROFES-
SIONALS, WHEN NECESSARY, 
TO ALLEVIATE WORKLOADS. 
Source: OfficeTeam

BEST  DIVERSITY  |  EMPLOYEES ’  SATISFACTION

Canada’s Best in Diversity 
Recognize Business Benefi ts

“We are seeing a signifi cant expansion 

in the range of inclusiveness initiatives 

that leading employers offer,” says Richard 

Yerema, managing editor of the Canada’s Top 

100 Employers project at Mediacorp Canada 

Inc., which oversees the selection process. 

“Employers with well-established diversity 

programs are moving beyond the groups that 

traditionally have been covered.”

Companies with sustainable inclusiveness 

initiatives have a competitive advantage in a 

globalized economy, says Ernst & Young, one 

of this year’s best diversity employers. 

“Diversity of thought and experience can 

help lead to improved problem-solving, the 

ability to take advantage of global opportun-

ities and the avoidance of groupthink”, says 

Fiona Macfarlane, chief inclusiveness offi cer, 

Ernst & Young. “By ‘stirring up the pot’ in 

positive ways, diversity can encourage intel-

lectual debate and confl ict, which helps lead 

to innovation, potentially putting a company 

ahead of its competition.”

Macfarlane fi nds more and more business 

leaders are making inclusiveness a prior-

ity. Referring to a recent Ernst & Young 

report “Winning in a Polycentric World,” 

she notes that 53 per cent of business lead-

ers agree that diversity of teams and experi-

ence improves both reputation and fi nancial 

performance. 

Another winner, Stikeman Elliott LLP, 

takes a grassroots approach with each offi ce 

committed to incorporating diversity initia-

tives in areas such as recruitment, men-

toring and client engagement, “to ensure 

that all our fi rm members are supported and 

respected,” says fi rm chair Pierre Raymond. 

However, there is still more work to be 

done. Macfarlane stresses that to really 

engrain inclusiveness in your corporate 

culture, you’ve got to set the tone from the 

top and implement strategies that teach by 

example.

Source: CNW Newswire

The winners of this year’s Canada’s Best 

Diversity Employers competition, sponsored 

by BMO Financial Group, recognize 50 

organizations that lead the nation in creating 

diverse and inclusive workplaces. 

The program recognizes employers from 

across Canada with exemplary diversity 

initiatives in fi ve employee groups: women; 

members of visible minorities; persons with 

disabilities; Aboriginal peoples; and lesbian, 

gay, bisexual and transgendered/transsexual 

peoples. 
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Two in 10 (19%) employ-

ees in 24 countries 

would be “very likely” 

to take a full-time job in 

another country for two 

to three years with a 

10% pay increase, fi nds 

a new poll conducted 

by global research com-

pany Ipsos on behalf of 

the Canadian Employee Relocation Council. Those most 

likely to say they would relocate internationally were 

from Mexico (34%), Brazil (32%), and Russia (31%). Just 

one in 10 or (10%) of Canadian employees in the survey 

say they would take a full time job overseas. 

When asked to indicate their top reasons for why 

they would relocate, 38 per cent say they would do so 

because of better pay. Other reasons employees give for 

their interest in moving abroad include: better living 

conditions, international experience as a good career 

move, a new adventure and time for a change. 

When asked why they would decline the relocation 

opportunity: 36 per cent said that a 10% pay increase is 

not enough of an incentive for such a move and, under-

scoring previous research by CERC, almost one-third 

say they don’t want to leave their friends and family 

behind; two in 10 say their partner has a job preventing 

a transfer, and 13 per cent say they don’t want to 

uproot children from schools and friends. 

There are some incentives that employers could 

offer workers to encourage a move to that new inter-

national job. One-third of employees in 24 countries, 

including Canada at 34%, report that a guarantee to 

be able to move back to their current role after two 

years with further relocation assistance would make 

them “much more likely to take the job.” Three in 10 

say relocation is much more likely if their immediate 

family members would each get one round-trip airfare 

per person to travel back home or have two round-trip 

tickets. 

The Canadian Employee Relocation Council (CERC) 

is Canada’s business authority on talent mobility. As a 

non-profi t organization of employers, CERC represents 

the interests of leading organizations across Canada 

that relocate their employees for employment purposes 

both domestically and internationally.

 CANADIAN EMPLOYEES ARE LESS LIKELY 
TO TAKE FOREIGN TRANSFERS

EMPLOYMENT TRANSFERS  |  C IT IZENSHIP

Citizenship I S  MOR E T H A N YOU T H I N K 

National public opinion research reveals that Canadians believe 
citizenship is more than having a passport and obeying the law. 

While these things are important, when asked what makes 
someone a good citizen, Canadians also emphasize: 
• treating men and women equally (95%); 
• accepting those who are different (82%); 
• protecting the environment (80%); 
• respecting other religions (65%); and, 
• actively participating in one’s local community (51%). 

In addition:
• A majority are comfortable with citizenship requirements, with 

most endorsing the current residency (69%) and language 
(86%) requirements. 

• Two-thirds (65%) believe citizenship in Canada today strikes 
the right balance between rights and responsibilities. 

• Canadians expect newcomers to adapt to become good 
citizens (obeying the law, learning about history and culture, 

accepting Canadian values), 
but many (44%) also believe 
society needs to do more to help 
newcomers. 

• Most do not feel Canadian 
citizenship is threatened by 
globalization. Clear majorities 
believe living abroad is a good 
thing (64%) and that dual 
citizenship should be allowed 
(70%). 
Canadians on Citizenship is 

the result of a collaboration between the Environics 
Institute, the Institute for Canadian Citizenship, the Maytree 
Foundation, the CBC and RBC to further the national 
dialogue on citizenship (join the conversation on Twitter 
#goodcdncitizens).
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Implications for Employers
In recent years, employers have been using various 

methods to gather information about prospective 

or current employees. These include using social 

media to conduct background checks, monitoring 

the use of workplace computers and using private 

investigators to conduct surveillance on employees 

suspected of malingering or disability fraud. 

Most employees in Ontario 

work for private sector, prov-

incially regulated employ-

ers; Ontario does not have 

private sector privacy legis-

lation. The only remedy for 

an employee who feels her 

privacy has been invaded 

by an employer using these 

methods is to sue for “intru-

sion upon seclusion.” Employ-

ers should, therefore, examine and adjust the way 

they gather information to protect against inva-

sion of privacy claims. The diffi culty is that Jones 

v. Tsige leaves unanswered a number of import-

ant questions for employers.

1. What is an employee’s “private affair”? 
The answer will impact employer use of 

social media (such as LinkedIn or Facebook) 

for background checks. At fi rst blush, it seems 

logical that information an individual makes 

‘‘Employers should examine 
and adjust the way they gather 
information to protect against 
invasion of privacy claims.’’

NEW TORT OF “INTRUSION UPON 
SECLUSION” MAY IMPACT EMPLOYERS

L E GA L  B Y  H E N D R I K  N I E U W L A N D

In Jones v. Tsige, 2012 ONCA 32, the 

Ontario Court of Appeal recognized for 

the first time a tort called “intrusion 

upon seclusion.” This new tort may have 

important implications for employers. 

In that case, Jones and Tsige both worked at a 

bank. Tsige became involved with Jones’ former 

husband and used her workplace computer to 

access Jones’ personal account information at 

least 174 times. Jones learned of Tsige’s miscon-

duct and sued for breach of privacy.

The Court of Appeal allowed the action and 

awarded Jones $10,000 in “symbolic” or “moral” 

damages (since Tsige’s actions did not cause 

Jones any fi nancial loss), saying that the law 

had to evolve to recognize the need to protect 

individuals from unreasonable intrusion into 

their private lives. The court described the tort of 

“intrusion upon seclusion” as follows: 

 One who intentionally intrudes, physically 
or otherwise, upon the seclusion of another 
or his private affairs or concerns, is sub-
ject to liability to the other for invasion of 
his privacy, if the invasion would be highly 
offensive to a reasonable person.

The Court of Appeal explained some of the 

key features of this new tort: (1) the defendant’s 

conduct must be intentional or reckless; (2) the 

defendant must have invaded, without lawful 

justifi cation, the plaintiff’s private affairs; (3) a 

reasonable person would regard the invasion as 

highly offensive causing distress, humiliation or 

anguish; and (4) the plaintiff can recover dam-

ages even if there is no actual fi nancial harm 

caused by the invasion of privacy, but capped 

these “symbolic” or “moral” damages at $20,000.
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L E G A L

publicly available online cannot be considered 

private. But the information and privacy com-

missioners for BC and Alberta recently released 

guidelines that strongly caution such background 

checks may violate their respective Personal 

Information Protection Acts (PIPA). It is worth 

noting, however, that both Acts allow for the col-

lection and use of employee information in an 

electronic publication that is available to the pub-

lic, which arguably would include social media.

2. When does an employer have “lawful 
justification” to invade an employee’s 

privacy? 
The recent Ontario Court of Appeal decision in R. 

v. Cole, 2011 ONCA 218, suggests that employees 

can have a reasonable expectation of privacy in 

their workplace computers absent a policy saying 

otherwise. Employers who want “lawful justifi ca-

tion” to conduct electronic workplace monitoring 

are well advised to have a policy that makes it 

clear that employees have no reasonable expecta-

tion of privacy on their workplace computers. 

When examining whether invasion of privacy 

is justifi ed, it is also expected that Ontario courts 

will be guided by “justifi able” collection and use of 

information in privacy legislation such as PIPA. 

For example, B.C.’s PIPA allows employers to collect 

and use employee information if obtaining consent 

would compromise the information and the infor-

mation is reasonably required for an investigation 

or proceeding.

3. When is an employer’s invasion of 
privacy “highly offensive”? 

Using a private investigator is one of the most 

effective methods of gathering information 

about employees suspected of malingering or 

disability fraud. 

In the case Davis v. McArthur, 17 D.L.R. (3d) 

760, the B.C. Court of Appeal concluded that 

retaining a PI did not violate B.C.’s Privacy Act 

because the PI was used for a legitimate pur-

pose, was not motivated by malice and acted with 

“circumspection.” 

To protect against offensive invasions of privacy, 

Ontario employers should retain PIs for objectively 

reasonable purposes (like a fraud investigation) 

and should ensure the PI retained is well trained 

and professional since the employer could be liable 

for the PI’s misconduct.  

Hendrik Nieuwland practises employment law with the firm Shields O’Donnell MacKillop LLP 

of Toronto. For more information, visit www.djmlaw.ca. 
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BENEFIT AUDITS: UNDERSTANDING 
THE COST OF YOUR BENEFITS

It’s frustrating to watch 

your company’s benefit 

costs rise year after 

year. The increas-

ing cost of claims far 

outpaces inflation without a 

plausible explanation and, gen-

erally, without examination. 

Somewhere between the benefit 

promise made to employees and 

the actual payment of claims, 

the potential for errors and 

fraud exists. Benefit plan spon-

sors are unable to verify the 

adjudication of claims due to 

privacy legislation. However, 

they have a powerful and 

insightful tool at their dispos-

al—the benefit audit. 

Audits are a very familiar tool 

to fi nancial professionals. Yet, 

auditing benefi t claims is far 

from the norm despite the 

fact that the cost of 

benefi ts is a rising 

and signifi cant 

component 

of an 

B E N E F I T S  B Y  S A R I  S A N D E R S

organization’s compensation 

expense. Whereas benefi t claim 

audits have been popular in the 

United States and regularly 

used as a cost-control and risk-

management tool, they are only 

recently gaining momentum in 

Canada. A benefi t audit allows 

the plan sponsor to under-

stand how its benefi t plan is 

being managed and whether 

it’s being adjudicated properly 

and according to underlying 

contracts.

The advent of privacy legisla-

tion in Ontario in 2004 inhib-

ited a plan sponsor’s ability 

to obtain 

detailed information relating 

to claims in their benefi t plan. 

More recently, the idea of aud-

iting the body adjudicating and 

paying claims became more 

appealing as fi nancial account-

ability became increasingly 

important to plan sponsors. 

Likewise, Ontario’s privacy 

legislation specifi cally allows 

insurers/administrators to 

disclose personal health infor-

mation to an auditor enabling 

them to conduct detailed exam-

ination of claims.

Various factors trigger a 

plan sponsor’s decision to 

undertake an audit. It could be 

a nagging suspicion that the 

plan is not being adjudicated 

properly based on plan member 

complaints; or, an inability to 

understand the increasing cost 

of providing benefi ts absent a 

valid explanation. Public sec-

tors employers are being held 

accountable for how they spend 

money—an audit can help sub-

stantiate benefi t costs. These 

factors aside, performing audits 

should be an integral compon-

ent of a comprehensive corpor-

ate governance scheme. 

Most audits result in a height-

ened level of cost control to 

benefi t plans and it’s easy to 

see why. Once the plan sponsor 

contracts with the organiza-

tion that will adjudicate their 

claims, a transfer of complex, 

detailed information occurs. 

This information is then manu-

ally mapped into an adjudica-

tion system. Herein lies the 

danger of “contract drift” where 

the underlying contract and 

promise made to employees may 
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become out of alignment with 

the adjudication system. Room 

for potential error exists. 

A simple coding mistake of 

a drug maximum can increase 

claims payments and go 

undetected for years. And this 

is just one area where things 

can go wrong. Failing to update 

the adjudication system is 

another. A recent audit revealed 

that the system had not been 

updated for higher deductibles 

negotiated under a collective 

agreement. Such things as 

misapplied dental fee guides, 

ineligible dependents, failure 

to check “medical necessity” 

documentation when approving 

claims, inconsistently applying 

“reasonable and customary lim-

its” to claims, failure to coordin-

ate with government programs 

where they are fi rst payer are 

just a few examples of what an 

audit can detect. 

In a broad sense, the audit is 

looking for systemic problems 

in the adjudication system that 

lead to incorrect payment of 

claims. Given the complex sub-

ject matter, successful audits 

require experienced auditors 

comprised of multi-disciplinary 

teams. The audit team reviews 

the internal accuracy of claims 

adjudication, fi nancial account-

ing, eligibility data and ensures 

compliance with underlying 

contracts. Due to the scope of 

the audit and the breadth and 

complication of the subject 

matter it covers, ideally, the 

team should be composed of an 

accounting professional, a legal 

expert, a dentist, a benefi ts spe-

cialist and a pharmacist. 

Most audits result in some 

form of savings. Detected 

errors can lead to cash refunds, 

rebates or some form of fi nan-

cial concession from the 

adjudicator. And, going forward, 

the corrected errors often lead to 

future savings. A benefi t audit 

provides valuable insight into a 

costly component of employee 

compensation. Knowledge is 

power. It’s time for plan sponsors 

to ask questions about the rising 

cost of their benefi ts and under-

stand whether they are getting 

value for money spent.  

Sari Sanders is a lawyer and vice-president of compliance 

at Burke & Company Limited, a boutique employee benefits 

consulting firm and industry leader in claims audits. 

Contact her at www.burkeandcompany.com. 
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 The ability to think “out-

side the box” is one of 

the greatest strengths 

employees with disabilities can 

bring to a workplace, according 

to Sharon Myatt, employment 

development consultant with 

JOIN, the Ontario Job Opportunity 

Information Network for Persons 

with Disabilities. A network of 25 

community agencies, JOIN helps 

people with disabilities find jobs, 

and helps employers recruit quali-

fied candidates. 

“One of the things I hear often 

from employers who have really 

made a commitment is that people 

with disabilities bring a fresh per-

spective to the workplace,” says 

Myatt. “They’ve had to think out-

side the box to be able to communi-

cate and advocate for themselves.” 

It’s an asset that organizations 

seeking creativity and innovation 

value most in their employees. 

Ironically, thinking outside 

the box is also what organiza-

tions need to do in order to reap 

the many benefi ts of this virtually 

untapped pool of talent. “There’s 

a compelling business case why 

it’s good for your organization,” 

says Debbie Yip, vice-president 

of human resources and divers-

ity at proLearning innovations, 

a leading HR consulting firm. 

“Employees with disabilities stay 

on the job longer, take fewer 

breaks and their performance is 

typically higher.” 

But to capture this talent and 

reap the benefits, organizations 

need to let go of preconceived 

ideas about hiring the disabled, 

fully embrace the new Integrated 

Accessibility Standards under 

the Accessibility for Ontarians 

with Disabilities Act (AODA) (see 

sidebar) to eliminate barriers to 

employment, create a culture of 

openness, trust and opportunity 

in the workplace, and make a solid 

commitment to building an inclu-

sive workforce. 

THINKING  OUTSIDE THE BOX:
THE BUSINESS 
CASE FOR 
CREATING 
AN INCLUSIVE 
WORKPLACE
So, why are more organizat ions not embracing the concept?
B Y  S U S A N  S TA N T O N
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PARTICIPATION 
RATES TOO LOW 
While many business and organ-

izations, public and private, in 

Ontario and across Canada are 

passionate about employment 

equity and diversity, many others 

still don’t get it. That’s clear from 

Ontario stats alone: more than 1.5 

million Ontarians have a disabil-

ity (15.5 per cent). Of those, 49.5 

per cent are not working for pay 

at a job or business, compared to 

24.5 per cent for people without 

disabilities.  

This discrepancy is also appar-

ent to people who work in the fi eld. 

Myatt is enthusiastic about JOIN’s 

Business Leadership Network, 

which brings together top com-

panies across Canada to share 

best practices, learn and strat-

egize about AODA, promote the 

hiring of people with disabilities, 

discuss accommodation strategies 

and more. “But I have to be really 

candid,” says Myatt. “Given the 

number of employers we have in 

this country, we are now up to 40 

BLN members. That’s great. We 

are delighted with that. But it’s not 

enough.” 

Anne Lamont, President and 

CEO of Career Edge Organization 

sees the same hesitation in employ-

ers to hire people with disabil-

ities. Career Edge offers three 

paid internship programs, one of 

which—Ability Edge—connects 

employers with bright and talented 

graduates who have self-declared 

disabilities. 

These individuals “manage 

their disability extremely well 

through accommodation,” says 

Lamont. Ability Edge has placed 

more than 450 interns with 

nearly 200 employers—a laud-

able achievement. But the Ability 

Edge program is still the small-

est of the three intern programs, 

notes Lamont, and the participa-

tion rate is lower than she’d like 

to see. “Regardless of the size of 

organization, I still think organ-

izations can do more.” 

So  what ’s  keeping organ-

izations thinking “inside the 

box”? To some extent it ’s the 

myths and stereotypes that still 

abound about the costs and dif-

fi culties of employing people with 

disabilities. 

EXPLODING 
THE MYTHS 
Sharon Myatt enumerates some of 

the things organizations say when 

they think about hiring the dis-

abled: “I’m too busy. This is going 

to cost me a lot of money. It’s going 

to be time-consuming, and people 

are going to take time off. I can’t 

treat a person with a disability the 

same as I can their non-disabled 

counterpart.” 

From Lamont’s perspective, 

“Everybody seems to be working 

harder, longer, with less. So employ-

ers will say, ‘I want to hire someone 

and they have to be on the ground 

running and fully productive.’ This 

is where the myths come in.” 

 Deloitte Canada’s 2010 report, 

The Road to Inclusion: Integrating 

people with disabilities into the 

workplace, includes statistics that 

refute some of these myths:

• 90 per cent of disabled employees 

did as well or better at their jobs 

than non-disabled co-workers. 

• 86 per cent rated average or bet-

ter in attendance. 

• when accommodation is neces-

sary for employees with disabil-

ities, 20% cost nothing, and 50% 

cost less than $500.

T he  g over n ment  o f  New 

Brunswick identifies 19 addi-

tional falsehoods in its publication, 
Myths about Hiring Persons with 

Disabilities (see sidebar below).

Most  recently engaged in 

coaching employers and employ-

ees on the implementation of the 

Customer Service Standard under 

AODA, Yip says it’s part of her job 

to dispel the myths about people 

with disabilities in the workplace. 

During workshops, Yip asks 

participants how they feel about 

persons with disabilities in the 

workplace. The most common 

response, says Yip, is that “they 

can only be in certain roles.” Yip’s 

response is, “That’s true, but every-

body can only be in certain roles. 

I can only be in a certain role. If 

the requirement of the job is to 

carry 50 pounds above my head in 

a warehouse, I’m not qualifi ed. So 

we have to change our thinking—

MYTHS & FACTS
Here are just a few of the 19 myths to be found in New Brunswick’s publication 
Myths about Hiring Persons with Disabilities:

MYTH: Employees with disabilities are more prone to on-the-job injuries. 
FACT: Four U.S. studies found that individuals with disabilities experience fewer 
disabling injuries than the average employee exposed to the same hazard. 
MYTH: Employees with disabilities can only fill entry-level positions. 
FACT: Almost 75 per cent of working age adults with disabilities had a high school 
diploma or higher education. 
MYTH: Employees with disabilities are more difficult to supervise. 
FACT: Employees with disabilities are no more difficult to supervise than employees 
without disabilities. 
MYTH: Employees with disabilities can’t be fired or disciplined.
FACT: Employees with disabilities are subject to the same performance standards and 
guidelines as other employees. 

Source: www.gnb.ca/0048/PCSDP/PDF/Myth%20Busters%20ENG.pdf.
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these are the requirements of the 

job, what are the abilities of the per-

son applying for the position.”

And when you look at the require-

ments of the job, make sure they 

are bona fi de, says Yip. “Open your 

mind” to possible accommodations. 

If an employee with one arm applies 

for the warehouse job, for example, 

“Do they really have to lift 50 

pounds over their heads? Is there a 

forklift available to everyone? Maybe 

that’s not a bona fide job require-

ment. Maybe I could hire the person 

with one arm because they could 

work the forklift.”

Focusing on abilities is essential, 

says Lamont. “If you bring some-

body into a supportive environment, 

it demystifi es the discussion around 

a disability. The reality is the ques-

tion will come up, ‘Do you need any 

accommodation to do this job?’ And 

it shouldn’t be a threatening ques-

tion because the individual is work-

ing for a company that says, ‘I know 

I’m hiring someone with a disabil-

ity and I’m prepared to provide the 

accommodation they require’.” 

When organizations focus on the 

abilities, rather than the disabil-

ities of potential employees, much 

resistance goes out the window, 

says Yip. Organizations begin to 

really support the concept of build-

ing accessible workplaces. Once an 

organization embraces these con-

cepts, their enthusiasm soars. “They 

inspire me by how much they are 

embracing it,” says Yip. 

And there’s even better news for 

organizations—employees with 

disabilities actually benefit the 

workplace. 

THE BUSINESS 
CASE EMERGES 
While Canada still has a way to go 

in terms of developing its own sta-

tistics to support the business case 

for hiring the disabled, says Myatt, 

enough information is available to 

show that disabled employees con-

tribute much to the bottom line. 

One of the ways they do this is 

simply by being more productive. 

She points to the success of Randy 

Lewis, vice-president of the U.S.-

based Walgreens and the speaker 

at JOIN’s March 28, 2012 BLN 

meeting. Lewis hired 700 disabled 

employees (or 40 per cent of the 

workers) at a Walgreen’s distribu-

tion centre equipped with touch 

screens and fl exible work stations 

and watched productivity shoot up 

20 per cent higher than the com-

pany’s other distributions centres. 

Walgreen’s is now using that 

model for its other centres and 

sharing its experiences and strat-

egies with employers around the 

globe. “Just by having him speak 

will get a lot more employers in 

Canada saying, ‘You know what, 

here’s the evidence’,” says Myatt. 

As well as being more product-

ive, employees with disabilities are 

often more dependable and loyal 

than their co-workers without dis-

abilities, and staff retention is sig-

nificantly higher, according to 

Deloitte’s The Road to Inclusion. 

That adds up to savings of millions 

of dollars every year in hiring and 

training costs,” says the report.

This fi nding is supported by the 

experiences of companies oper-

ating in Ontario. BMO Financial 

Group, for instance, has worked 

 INTEGRATED STANDARDS UPDATE 
 By January 1, 2012, private sector organiza-
tions were to have come into compliance with 
both the Customer Service Standard (Ontario 
Regulat ion 42 9 / 0 7) and the Emergency 
Preparedness requirements in the Integrated 
Accessibility Standards (Ontario Regulation 
191/11) under the Accessibility for Ontarians 
with Disabilities Act (AODA). The deadline 
for reporting compliance with the Customer 
Service Standard is December 31, 2012.

However, i t ’s l ikely that enforcement 
actions will not be taken immediately, says 
Holly Reid, a law yer with Blake, Cassels 
& Graydon, LLP’s labour and employment 
group. “What we’ve heard from the Ministry 
of Community and Social Services (MCSS) 
to date suggests that the government does 

not intend to apply penalties immediately but 
rather will try to assist companies to come 
into compliance with the requirements.” Still, 
organizations “should complete implementa-
tion as soon as possible,” says Reid. 

For an overview of the Customer Service 
Standard, see the AODA Update by Alison Ada 
in the January 2012 issue of HR Professional. 
The MCSS has produced plenty of resources 
to help you come into compliance, including 
a webcast, toolkit, guide, template and online 
reporting tool. You’ll find them at www.mcss.
gov.on.ca/en/mcss/programs/accessibility/
customerService/index.aspx.

According to Reid, the emergency pre-
paredness obligat ions in the Integrated 
Standards include:

• pr ov id ing ind i v idual i zed emer gency 
response information to employees with 
disabili t ies who require assis tance in 
an emergency in a manner that they can 
understand, and 

• providing individuals with disabili t ies, 
upon request and in an accessible format, 
any emergency procedures, plans or pub-
lic safety information that are available to 
the public. 
Tip sheets and guides are available from 

MCSS to help companies and organizations 
come into compliance with these obliga-
tions, says Reid (www.mcss.gov.on.ca/en/
mcss/programs/accessibili t y/other_stan-
dards/emergencies.aspx). For some addition-
al advice, check out the article, Emergency 
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with JOIN to develop recruitment 

programs for people with disabil-

ities in its customer contact centre 

in Mississauga, ON. It has hired 

64 employees with disabilities and 

reports that its turnover rate for 

employees with disabilities at the 

centre is 6.3 per cent compared to 

17.3 per cent for the total population. 

“There’s no question that inclusion 

at BMO has instilled a much deeper 

sense of engagement from our 

employees and that has a very direct 

and positive infl uence on employee 

success and the bank’s bottom line,” 

says Jennifer Reid, vice-president, 

Customer Contact Centre.

And then there’s Mark Wafer, 

who owns six Tim Horton’s stores 

in Toronto and has hired more 

than 70 people with disabilities for 

positions ranging from customer 

service to management. Wafer says 

that not only do disabled employ-

ees stay on the job much longer, 

but other employees also stay put 

because they feel good about the 

inclusive environment. Wafer’s 

stores boast a 35 per cent turnover 

rate compared to 70-80 per cent 

in other Tim Horton’s stores in 

Ontario. The benefi ts are tangible, 

says Wafer, in terms of training 

costs, productivity and more. 

Consider these sound business 

reasons for hiring people with 

disabilities:

The talent pool is decreasing. 
“Workers are getting older and 

there are fewer skilled people in 

the current labour pool to fi ll jobs 

as they become available,” notes 

the Road to Inclusion. “To fi nd the 

people to fi ll these positions, busi-

ness and governments must look 

for talent in every corner of the com-

munity and be more open about who 

they hire. People with disabilities 

are part of an untapped market—

people with a variety of skills at a 

variety of levels.”

They contribute to creativity, 
innovation and problem solving. 
Ernst & Young, one of Canada’s 

Best Diversity Employers for 2012, 

says that companies with sustain-

able inclusive initiatives have a com-

petitive advantage in a globalized 

economy. “Diversity of thought and 

experience can help lead to improved 

problem-solving and the ability to 

take advantage of global opportun-

ities, says Fiona Macfarlane, chief 

inclusiveness offi cer. 

They are part of the commun-
ities and markets companies 
need to refl ect. Organizations that 

want to better serve and under-

stand their markets, and be seen 

as an employer of choice “support 

the hiring of people who represent 

their communities and in their 

communities are people with dis-

abilities,” says Lamont. This opens 

up huge markets, and builds a 

positive image of the organization. 

MOVING FORWARD 
There’s no doubt that once busi-

nesses in Ontario comply with the 

Integrated Accessibility Standards 

requirements, they are going to 

be in a better state of “readiness” 

when it comes to hiring and man-

aging disabled employees. 

But is that enough? “What’s 

also needed is leadership,” says 

Lamont. “And with the leadership, 

accountability has to be expected 

of people.”

Leadership is needed to build 

a culture of openness and trust 

in the workplace, where disabled 

employees have opportunities to 

grow and advance, and where non-

disabled employees can express 

any concerns they have. 

“If we can get people with dis-

abilities actively engaged in 

the economy,” concludes Anne 

Lamont, “then let them get on 

with that.”  

Preparedness: new rules if you employ people 
with disabilities, at w w w.healthandsafe-
tyontario.ca/HSO/media/HSO/NetworkMag/
NetworkMag2/Article3a.html.

Expected soon from the MCSS are policies 
and resources for the remaining require-
men t s in t he In tegra ted Accessib i l i t y 
Standards, which cover employment, infor-
mation and communications and transporta-
tion. “What the Ministry has said is that they 
are going to try to replicate the Customer 
Service Standard experience by providing 
policies on the Integrated Standards that 
give more guidance,” says Reid. 

If your company is already in compliance 
with the Customer Service Standard and 
the Emergency Preparedness requirement, 

both Reid and proLearning’s Debbie Yip sug-
gest you work on your employment standard 
requirements—even though they are not yet 
in force. 

“Companies tend to review and revise 
their employment-related documentat ion 
relatively regularly,” notes Reid. “So what 
I have been saying to clients is, ‘If you are 
already doing a review of your job applica-
tion, your employee handbook, your of fer 
of employment, your human rights policies, 
you know these obligations are coming up 
in the future and it would be efficient if you 
dealt with them now’.” 

For HR professionals who have already 
worked on the Customer Service Standard, 
the transit ion to working on the employ-

ment standard should be relat ively easy, 
says Yip. “You’ve already adopted the phil-
osophies (of accessibility), so I don’t think 
it ’s that dif ferent. It ’s a matter of reviewing 
policies, looking for systemic barriers and 
providing required t raining to managers 
and employees.” According to Yip, the cost 
of coming into compliance should not be 
too onerous.   

Holly Reid agrees: “There’s signif icant 
focus on training, accessibility policy and 
plan development as well as ensuring that 
employment documentation references and 
recognizes accessibility issues,” says Reid. 
“ I think the cost to businesses is “time” in 
most respects.”
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Mergers and acquisitions involve 

many challenges for an organ-

ization’s human resource 

professionals. At very least, 

challenges include: the need 

to integrate different pay and grading systems, 

staffing structures and performance assess-

ment methods. Increasingly, HR specialists find 

themselves confronted with these challenges, as 

the number of mergers and acquisitions grows. 

According to the Bloomberg 2012 M&A Outlook, 

more than 24,700 deals were conducted globally 

in the year ending November 2011.

The challenges involved in mergers prove 

insurmountable for many organizations, as 

refl ected in failure rates that are reported to be 

between 40 and 70 per cent of all deals. A grow-

ing body of research suggests that it is most 

often the people-related aspects of mergers that 

prove most diffi cult to resolve. For example, in 

one international survey of 132 senior executives, 

more than half reported incompatible cultures to 

be the principal cause of a failed merger they had 

been involved with. 

Managing the people-related aspects of change 

is the forte of human resource specialists, sug-

gesting that an expanded role for the human 

resource function may be a critical success fac-

tor in mergers and integrations. By adopting an 

“art and science of transformation” approach to 

mergers and acquisitions, organizations can bet-

ter understand the opportunities and risk factors 

inherent in the change, and how human resource 

expertise can help maximize the prospects for a 

successful outcome. 

The Art and Science of Transformation*
To be successful, all major organizational change 

initiatives require a mix of art and science. The 

science of transformation involves the applica-

tion of specifi c tools and techniques such as risk 

analysis, fi nancial planning methods and, in the 

human resource management arena, the ability 

to ascertain the staffi ng structures and reward 

mechanisms that are best suited to the organiza-

tion’s new business goals. 

The art, which is often overlooked in change 

initiatives, involves being able to understand the 

human aspects of change and how these can be 

infl uenced to ensure a successful outcome. This 

relates to the more intuitive, intangible skills 

including what might be defi ned as “people” and 

“political” acumen, as well as experiential know-

ledge and experience about what works in people 

management, rather than learned tools and 

techniques. Art skills are inherent in effective 

leadership, good communications, the ability to 

build and motivate teams and the understanding 

of organizational cultures and how these shape 

employee attitudes and behaviour. And art is, of 

course, fundamental to good human resource 

management, which is largely synonymous 

with understanding people and knowing how to 

attract, recruit and retain the best talent so that 

organizational goals can be met and exceeded.

An Art and Science Imbalance
In a merger or acquisition, effective human 

resource management is especially crucial; all 

employees are likely to be impacted in signifi cant 

ways by the change and their resulting attitudes 

and behaviour will have a critical impact on 

the outcome. Despite this, many organizations 

approach mergers and acquisitions mainly from 

a science perspective and neglect the people-

related aspects of change. 

The due diligence process focuses primarily on 

the fi nancial dimensions and to a lesser extent on 

reviewing organizational structures and policies, 

such as staffi ng procedures and pay rates. Rarely 

is adequate attention paid to understanding com-

patibility of organizational cultures, anticipating 

employee reactions to the merger or identifying 

the best talent within a prospective acquisition, 

below top management. Once a decision has been 

taken to proceed, the implementation plans are 

mainly concerned with the logistical aspects 

of integration, rather than on how to reconcile 

employee mindsets in organizations which might 

formerly have been competitors.

Unsurprisingly, this often results in the 

widely documented turmoil that prevails in the 

THE ART AND SCIENCE OF MERGERS
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early stages of post-merger integration, with 

productivity and profi ts sometimes plummeting 

as valued employees leave the organization, 

struggle to adapt to new job roles or manage-

ment styles and cope with the stress of organ-

izational upheaval and uncertainty about the 

future. One source cites evidence that within 

one year, 47 per cent of senior managers from 

the acquired entity leave the newly merged 

organization, with this fi gure rising to 72 per 

cent within three years.

Defining HR Roles in Mergers 
and Acquisitions 
Though HR specialists generally play an import-

ant role in restructuring and redefi ning employ-

ment policies in a newly merged organization, the 

art and science approach calls for more strategic 

involvement at all stages of pre- and post-merger 

processes. Three key roles and a few examples of 

associated responsibilities are suggested below, 

which illustrate the types of art and science skills 

that HR professionals can contribute to a success-

ful merger.

These three key roles are:

Pre-Merger Consultants
•  Assessing cultural compatibility by reviewing 

existing structures, management and leadership 

styles, and other infl uencing factors.

•  Determining how to improve compatibility, for 

example through training in new management 

methods, and the likely costs and risks involved.

•  Determining the optimal staffi ng structure 

for the achievement of new goals, and the 

fi nancial and people-related implications of 

implementation. 

•  Conducting employee interviews or surveys to 

explore attitudes and concerns about the organ-

izational changes so that these can be addressed 

at an early stage.

•  Reviewing the value of a potential acquisition’s 

human resources and identifying specifi c indi-

viduals for key roles in the new organization.

Integration Facilitators
•  Helping to develop and implement plans and 

strategies for reconciling cultural differences 

and promoting a new corporate identity, such 

as communications strategies tailored to differ-

ent groups of staff and their concerns, as well 

as training and development in new ways of 

working. 

•  Helping to determine how best to integrate 

existing functions and departments, identifying 

overlaps or duplications and reallocating staff to 

make best use of these expertise, and clarifying 

the skills gaps that need to be addressed.

•  Identifying individuals with the right art and 

science skills to lead the post-merger integra-

tion, and ensuring that they are supported by 

adequate resources for as long as necessary to 

achieve a positive outcome.

•  Reconciling inconsistencies in pay and grading 

structures in ways that are fair to all staff and 

help ensure that organizational skills and exper-

tise of all staff are utilized to best effect. 

•  Designing HR metrics, such as survey measures 

of employee satisfaction, to provide feedback on 

the people-related aspects of post-merger organ-

izational performance.

Employee Advisors and Counsellors 
•  Establishing support and advice systems to 

address concerns about job security or the 

impact of the merger on roles, workloads or 

career prospects. These might include guid-

ance or mentoring for line managers, and the 

development and dissemination of information 

resources.

•  Ensuring that terminations are handled sensi-

tively and with adequate support for those 

involved. For employees facing relocation, 

ensuring that any fi nancial assistance, as well 

as guidance and support, are provided in a 

timely way to avoid inconvenience to the indi-

viduals and their families.  

Harold Schroeder FCMC, PMP, CHRP, CHE , is the president of Toronto-based Schroeder & 

Schroeder Inc. For more information, visit www.schroeder-inc.com

*“The Art and Science of Transformation” is a registered trademark of 

Schroeder & Schroeder Inc. 
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 Buck Consultants, A Xerox 
Company
155 Wellington Street West, 
Suite 3000
Toronto, ON M5V 3H1
Phone: 416.865.0060
Fax: 416.865.1099
E-mail: infocanada@
buckconsultants.com
Web: www.buckconsultants.ca
From World War I to the World Wide 
Web, our history of innovation and 
pioneering solutions has helped 
businesses stay ahead of changes in 
the ever-shifting talent landscape. At 
Buck, we continue to find answers 
to tough problems in the areas of 
employee benefits and engagement. 
We consult on the full range of benefits 
programs intended to attract, motivate, 
reward and retain talented employees. 
We help clients develop and implement 
an effective future-oriented HR 
strategy.

 c
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CA Source (Canadian Institute of 
Chartered Accountants)
277 Wellington St. W.
Toronto, ON M5V 3H2
Phone: 416.204.3284
Fax: 416.204.3414
E-mail: travis.gardiner@cica.ca
Web: www.casource.com
Contact: Travis Gardiner
CA Source is the Canadian Institute 
of Chartered Accountants national 
career site exclusively for Canada’s 
80,000 Chartered Accountants and CA 
Students. CASource.com is your most 
direct link to Canada’s leading financial 
professionals. 
With CA Source you will: 
• Receive pre-qualified relevant 

résumés with the résumé matching 
service 

• Benefit from highly targeted 
advertising 

• Communicate with active and passive 
candidates in the financial industry’s 
competitive job market 

• Promote and differentiate your 
employer brand to Chartered 
Accountants
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Athabasca University - Centre for 
Innovative Management
#301 Grandin Park Plaza, 22 Sir 
Winston Churchill Avenue
St Albert, AB T8N 1B4
Phone: 800.561.4650
Fax: 780.459.2093 
Web: www.mba.athabascau.ca
Athabasca University Online 
Executive MBA
We’re not the one and only online 
Executive MBA. We’re just the one. In 
1994, Athabasca University launched 
the world’s first online Executive MBA 
program. Since then, more than 2,700 
managers, professionals and respected 
business leaders have graduated. And 
close to 1,000 are enrolled right now. 
Our online Executive MBA format 
makes it feasible and practical to work 
on a high quality graduate management 
education while meeting commitments 
to work and family. 

Atlas Van Lines (Canada) Ltd.
485 North Service Road East
Oakville, ON L6J 5M7
Phone: 905.844.0701
Fax: 905.844.7236
Toll-Free: 800.267.3783
E-mail: cdavis@atlasvanlines.ca
Web: www.atlasvanlines.ca
Atlas Van Lines works closely with 
many of North America’s largest 
corporations and their transferring 
employees. We are sensitive to the 
special nature of these relocations and 
view our relationship with our clients as 
a true partnership.  Integrity - Quality 
- Solutions. ...  Atlas Van Lines - your 
move management specialist.
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ADP Canada
3250 Bloor St. W., 17th Floor
Toronto, ON M8X 2X9
Phone: 877.701.7017
Fax: 416.207.7995 
Web: www.adp.ca
ADP Canada Co. is a leading provider of 
human resources, payroll and benefits 
solutions that power organizations to 
drive business success. ADP Canada’s 
insightful solutions provide superior 
value to 45,000 clients of all sizes, 
allowing them to increase productivity, 
improve employee retention, control 
costs and maintain regulatory 
compliance. For more information about 
ADP Canada or to contact a local ADP 
sales office, call us at 1 866.228.9675 
or visit us at adp.ca.

ARIANNE Relocation Canada
5612 Briand Street
Montreal, QC H4E 0A3
Phone: 514.482.2200
Fax: 514.937.0137
E-mail: info@
ariannerelocation.com
Web: www.ariannerelocation.com
“Our move to Canada was our ninth 
relocation in 23 years and without a 
doubt the smoothest and happiest to 
date because of ARIANNE’S amazing 
professionalism and attention to detail. 
Their personal touch, fantastically 
human staff and genuine care for every 
member of the family - from 5 years to 
nearly 50 meant that all four of our 
children, my husband and I all had the 
happiest of arrivals and relocation to 
our new life in Montreal.” 
Deborah Kemball, Artist. Spouse of 
Benjamin Kemball, Former President & 
CEO of Imperial Tobacco Canada.
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Aboriginal Human Resource 
Council
708 - 2nd Ave. North
Saskatoon, SK S7K 2E1
Phone: 306.956.5360
Fax: 306.956.5361
E-mail: contact.us@aboriginalhr.ca
Web: www.aboriginalhr.ca
Location: National – head office in 
Saskatoon, SK 
The council offers employers across 
Canada inclusion products and services 
that transform organizations into 
workplaces of inclusion. Products and 
services include: Leadership Circle 
employer program, online/instructor-
led management training, advisory 
services, benchmarking tools, events, 
national recruitment fair, publications, 
national Aboriginal online job site 
(inclusionnetwork.ca), publications, 
online resource community and a career 
development program that is a valued 
resource for both Aboriginal and non-
Aboriginal youth and adults.
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Achievers
23 Geary Street, Suite 600
San Francisco, CA 94108
Phone: 866.264.7627
E-mail: rob.catalano@
achievers.com
Web: www.achievers.com
Contact: Rob Catalano, Senior 
Director of Marketing,
888.622.3343
Achievers is passionate about helping 
companies reward and recognize 
brilliant employee performance 
through our award-winning software.  
Customized to your company’s brand 
and culture, Achievers provides easy-
to-use social technologies to create 
authentic moments of recognition that 
increase employee engagement, retain 
top talent and drive business success. 
Achievers will change the way your 
employees, your managers and your 
company work together.
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Canadian Benefits Management 
Limited (CBML)
365 Bloor St. E., Suite 1400
Toronto, ON M4W 2J0
Phone: 416.362.2265
Fax: 416.362.2295
Toll-Free: 866.538.2265
E-mail: lesley.woods@cbml.ca
Web: www.cbml.ca
CBML is a physician owned and 
operated company providing high 
quality absence management, disability 
adjudication and  medical consultation.  
We service over 60,000 North 
Americans across a broad spectrum in 
the private and public sectors.  Assisted 
by on-site physicians and nurses, CBML 
is the go to for STD/LTD adjudication, 
attendance management, analysis of 
accommodation requests, independent 
medical assessments, customized 
disability workplace seminars/training, 
pandemic and special situations advice, 
executive health consulting, travel 
medicine and medical legal consulting 
services.  

468452_payroll.indd   1 3/8/10   12:58:19 PM

The Canadian Payroll Association
1600 - 250 Bloor Street East
Toronto, ON M4W 1E6
Phone: 416.487.3380
Fax: 416.487.3384
Toll-Free: 888.729.7652
Web: www.payroll.ca
 Certification: 
certification@payroll.ca ext. 272 
Payroll Infoline: 
infoline@payroll.ca ext. 773 
Membership: 
membership@payroll.ca ext. 118 
The Canadian Payroll Association 
(CPA) has represented employer 
payroll interests since 1978 through 
its mission of ‘Payroll Leadership 
through Advocacy and Education’. As 
the authoritative source of Canadian 
payroll knowledge, the CPA influences 
the operational, legislative, compliance 
and technology processes of payroll 
service bureaus, software providers, 
hundred of thousands of small, medium 
and large employers, aswell as federal 
and provincial tax authorities. The CPA 
delivers certification, professional 
development programs, products and 
services that enhance organization’s 
payroll management and practices.

Canadian Society for Training 
and Development
720 Spadina Ave., Suite 315
Toronto, ON M5S 2T9
Phone: 416.367.5900
Fax: 416.367.1642
E-mail: info@cstd.ca
Web: www.cstd.ca
CSTD is Canada’s professional 
association focused on training, 
learning and performance in the 
workplace. CSTD leads the way in 
defining the practice and requisite body 
of knowledge for the profession and in 
promoting and improving the collective 
reputation and image of training 
and development professionals in 
Canada. CSTD offers two professional 
designations and publishes the industry 
standard Competencies for Training 
and Development Professionals™ a 
key reference for everyone involved in 
delivering and managing the training 
function, from strategy to design and 
beyond.
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Ceridian Canada Ltd.
675 Cochrane Drive
Markham, ON L3R 0B8
Phone: 877.237.4342
E-mail: sales@ceridian.ca
Web: www.ceridian.ca
Ceridian offers people and payment 
solutions, which result in savings 
up to 60% for organizations of all 
sizes. A trusted partner to 42,000 
Canadian customers, Ceridian offers 
a comprehensive range of solutions 
from payroll services, recruitment 
and staffing, to EAP, learning and 
development, and workforce and talent
management. Call 1-877-CERIDIAN or 
visit ceridian.ca.
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The Coaching Edge
Phone: 416.494.4530
E-mail: info@thecoachingedge.ca
Web: www.thecoachingedge.ca
Contact: Loretta White, Principal & 
Executive Coach
The Coaching Edge advances leadership 
capacity and performance through 
our executive coaching and leadership 
development programs. Whether it is 
coaching executives, emerging leaders 
or entire teams, our certified coaches 
build strong partnerships with clients 
that enable the desired results at 
both an individual and organizational 
level.  Recognized by the International 
Coach Federation Prism Award for our 
Coach Training Program for Leaders, 
we also offer a variety of leadership 
development programs that enable 
leaders to drive employee engagement, 
accountability, innovation, teamwork 
and performance.
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Commissionaires National Office
100 Gloucester Street, Suite 201
Ottawa, ON K2P 0A4
Phone: 613.688.0710
Fax: 613.688.0719
Toll-Free: 888.688.0715
E-mail: info@commissionaires.ca
Web: www.commissionaires.ca
Commissionaires is a leader in security 
services, protecting people, property 
and information for corporate clients, 
public institutions and government 
from our 50 offices across Canada. We 
are the trusted choice for employment 
verification, helping our clients make 
solid recruiting decisions. We offer 
competitive prices and service that is 
friendly, reliable and convenient for 
all your employee screening needs, 
including digital fingerprinting, police 
clearances and background screening. 
For more information visit:
www.commissionaires.ca/
employeescreening
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The Compensation Company
39 Strathmore Drive
Markham, ON L3P 6J7
Phone: 905.294.6394
Fax: 905.294.6367
E-mail: pallinson@
hrcompensation.ca
Web: www.hrcompensation.ca
The Compensation Company provides 
outsourced Human Resources 
consulting services by designing and 
developing HR strategies, plans and 
programs. Clients engage us to design, 
analyze and develop competitive 
compensation programs that attract 
retain and reward highly competent 
employees. Our recruitment services 
add value by aligning the employment 
needs of organizations with highly 
competent candidates. We provide 
virtual HR services to successfully 
develop and align your HR functions 
delivering excellent services throughout 
your organization.
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Comprehensive Benefit 
Solutions Ltd.
1 City Centre Drive, Suite 716
Mississauga, ON L5B 1M2
Phone: 905.896.2022
Fax: 905.896.2108
E-mail: mtrowell@compben.com
Web: www.compben.com
Comprehensive Benefit Solutions 
Limited offers a full range of 
employee benefit consulting services, 
including expertise in traditional 
benefit programs, flexible benefit 
arrangements and defined contribution 
benefit programs.  We pride ourselves 
on our ability to deliver innovative 
solutions that meet the unique needs 
of our clients.  For more information, 
please contact Mike Trowell, AVP, 
Comprehensive Benefit Solutions 
Limited.
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Emond-Harnden LLP
707 Bank St.
Ottawa, ON K1S 3V1
Phone: 613.563.7660
Fax: 613.563.8001
E-mail: info@ehlaw.ca
Web: www.ehlaw.ca
Emond Harnden is Eastern Ontario’s 
largest firm with a practice restricted 
to advising employers on all aspects 
of employment and labour law. Our 
lawyers have a wide range of expertise 
to offer managers in unionized/non-
unionized settings, and we can serve 
our clients in either French or English. 
Our lawyers are assisted by specialized 
bilingual research staff skilled in the 
latest computer search techniques. For 
more information please visit 
www.ehlaw.ca or contact us at 
info@ehlaw.ca.
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First Reference, Inc.
50 Viceroy Road Unit #1
Concord, ON L4K 3A7
Phone: 905.761.7305
Fax: 905.761.7306
E-mail: info@firstreference.com
Web: www.firstreference.com
First Reference provides Canadian 
businesses with the following essential 
resources: The Human Resources 
Advisor® is the A to Z encyclopedia 
of HR and payroll compliance; Human 
Resources PolicyPro® offers an easy 
way to build an employee manual; 
HRinfodesk keeps you on top of the 
latest news across all jurisdictions; 
HRtrack allows you to easily track 
employee data. Our guides explain the 
‘why’, ‘what’ and ‘how’ of compliance 
in short format.
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Development Dimensions 
International, Inc. (DDI)
100 University Avenue, 10th Floor, 
South Tower
Toronto, ON M5J 1V6
Phone: 416.664.8370
Fax: 416.644.8426
Toll-Free: 800.668.7971
Web: www.ddiworld.com
ABOUT DEVELOPMENT DIMENSIONS 
INTERNATIONAL: 
For over 40 years, DDI has helped the 
most successful companies around the 
world close the gap between
where their businesses need to go and 
the talent required to take them there.
Our areas of expertise span every level, 
from individual contributors to the 
executive suite:  
• Success Profile Management 
• Selection & Assessment 
• Leadership & Workforce Development 
• Succession Management 
• Performance Management
Visit www.ddiworld.com to learn more. 

465676_durham.indd   1 3/8/10   10:27:02 AM

Durham College
2000 Simcoe St. North
Oshawa, ON L1H 7L7
Phone: 905.721.2000, Ext. 2667
Fax: 905.721.3195
E-mail: distance_education@
durhamcollege.ca
Web: www.durhamcollege.ca/
coned
Explore endless possibilities with over 
six hundred (600) online courses to 
meet your educational needs. Learn 
when it is most convenient to you with 
many courses available on a monthly 
basis. Program choices include:
Diplomas: Educational Assistant, 
Library and Information Technician and 
Early Childhood Education 
Certificates: Event Planning and  
Management, Community Advocacy 
and French  Graduate Certificates: 
Accessibility Coordination and Human 
Resources. 
For all your choices visit our website 
and click on Distance & Online 
Education. 
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Desire2Learn Incorporated
151 Charles Street West, Suite 400
Kitchener, ON N2G 1H6
Phone: 877.352.7329 / 888.772.0325
E-mail: Sales@Desire2Learn.com
Web: www.Desire2Learn.com
Enhance your employee skills and 
performance with Desire2Learn’s 
innovative eLearning solutions. Tailored 
to your unique corporate structure, 
Desire2Learn® Learning Suite offers 
your company complete freedom and 
control over your training programs. 
Accelerate employee development 
with customizable learning paths that 
align their talent with your business 
goals. With extensive customization 
options your company can transform 
your learning environment to suit your 
unique organizational needs. Call us 
today to discover why over 8 million 
people use Desire2Learn solutions.
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Desjardins Payroll and Human 
Resources Services
1611 Crenazie East
Montreal, QC H2N 2P2
Phone: 514.356.5000
Web: www.desjardins.com/payroll
Desjardins offers unique solutions, 
innovative and scalable to manage 
payroll and human resources. Our 
products are true management tools 
that centralize your data within a single 
solution and thereby decentralize 
access to information for more 
effective management, automate 
recurrent non-value added tasks, 
anticipate your needs and have a better 
planning of your operations.  The human 
resources management modules, 
along with the payroll functions, let 
you efficiently document and manage 
several HR-related activities based on 
your requirements and objectives. 
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COREinternational, inc.
174 Spadina Ave, Suite 407
Toronto, ON M5T 2C2
Phone: 416.977.2673
Fax: 866.766.2673
Toll-Free: 800.361.5282
E-mail: info@coreinternational.com
Web: www.coreinternational.com
COREinternational’s mission is to help 
corporate executives and managers 
achieve superior results through a 
management system that includes 
the right structure, the right people, 
the right managerial processes, and 
the right leadership practices. With 
a high focus on accountability, we 
provide services and solutions such 
as strategic reviews, organization 
structure reviews, organization design, 
a person and role profiling tool (MPO), 
an operational effectiveness program 
(Achieve!), a role clarity process, 
and training in accountability-based 
managerial practices.

d
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DeGroote School of Business-
McMaster University
Ron Joyce Centre, 4350 South 
Service Road, Suite 345
Burlington, ON L7L 5R8
Phone: 905.525.9140 Ext. 20597
Fax: 905.634.4994
E-mail: execed@mcmaster.ca
Web: http://execed.degroote.
mcmaster.ca
Executive Education at the DeGroote 
School of Business includes open-
enrolment and customized programs 
that fill the “gaps” in an individual 
manager’s business education. New 
skills, capabilities, and networks 
expand the manager’s potential to 
do his or her current job better and 
position them for advancement or new 
careers. Areas include: Leadership, 
Change Management, Communications 
& Social Media, Strategic Planning, 
Sales & Marketing, Human Resources 
Management and Personal Branding.
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FSEAP
2 Carlton Street, Suite 1005
Toronto, ON M5B 1J3
Phone: 888.765.8464
Fax: 866.875.1999
E-mail: info@fseap.com
Web: www.fseap.com
FSEAP has over 35 years of experience 
working with organizations to promote 
mental health and well-being through 
our Employee Assistance Programs 
(EAP). We provide counselling and 
work/life consultation services for 
employees and their families. Our 
strength is our emphasis on high impact 
interventions that help people stay 
safe - living and working at their best.  
We are the only national not-for-profit 
EAP provider, with revenues from our 
commercial programs directed back to 
the community through our support of 
Family Service agencies across Canada. 

  g
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Garda Pre-Employment Screening
36 Scarsdale Road
Toronto, ON M3B 2R7
Phone: 416.915.9500, Ext. 3799
Fax: 416.391.1294
Toll-Free: 800.353.2049, Ext. 3799
E-mail: infopreemployment@
on.garda.ca
Web: www.gardapreemployment.
com
Garda is one of the leading pre-
employment screening companies in 
Canada. Every day our pre-employment 
solutions help organizations of all 
sizes and various industries to make 
the right hiring decisions and help 
to ensure a safer work environment. 
Our wide range of services includes; 
verifications of criminal records, credit 
reports, references, diplomas as well 
as psychometric assessments, drug and 
alcohol testing and much more.

 h
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Homewood Human Solutions
Suite 1600, 355 Burrard Street
Vancouver, BC V6C 2G8
Phone: 888.689.8604
Fax: 604.689.9442
E-mail: busdev@humansolutions.ca
Web: www.
homewoodhumansolutions.com
Homewood Human Solutions™ 
is a recognized industry leader in 
organizational health and wellness 
programs. We assist companies 
from the ground up, beginning with 
selecting the right employees and 
forming a culture that focuses on 
wellness to providing a comprehensive 
Employee and Family Assistance 
Program (EFAP) and Integrated 
Disability Management Programs.  At 
Homewood Human Solutions, we want 
to ensure employers get everything 
they can from their workplace 
wellness investment. Website:www.
homewoodhumansolutions.com
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Humber - The Business School
3199 Lake Shore Blvd. W., Central 
Receiving/North Campus
Toronto, ON M8W 1K8
Phone: 416.675.6622, Ext. 3223
Fax: 416.675.1609
E-mail: kathryn.filsinger@
humber.ca
Web: www.business.humber.ca
Contact: Kathryn Filsinger, Program 
Coordinator
Our Bachelor of Applied Business 
- Human Resources Management 
program focuses on applied, 
professional, human resources 
practices and solutions. You have the 
first two years of the program in which 
to choose your field, and the next two 
years to complete your specialization. 
You’ll learn from experienced 
faculty and a network of industry 
professionals.  Visit www.business.
humber.ca today for more information.
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Ideas At Work!
#10, Creativity Corner
Egremont, AB T0A 0Z0
Phone: 780.736.0009
Cell: 780.707.0189
E-mail: bob@ideaman.net
Web: www.ideaman.net
Canadian Ideaman, Bob Hooey helps 
engage, equip and motivate your 
leaders and their respective teams 
to grow and to win. He is also the 
creative lead for a number of speaker 
joint venture promotional websites. 
He believes in the creative power 
of leverage for his clients and his 
colleagues. Please visit our sites: 
www.AlbertaSpeakers.com, 
www.TorontoSpeakers.com, 
www.VancouverSpeakers.com,
www.CalgarySpeakers.com, and 
www.EdmontonSpeakers.com for more 
information on how to engage these 
speakers for your next conference, 
meeting or event.
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Informed Hiring
251-401 Consumers Rd.
Toronto, ON M2J 4R3
Phone: 416.499.9936, Ext. 104
Fax: 416.499.9703
E-mail mmarshall@
informedhiring.com
Web: www.informedhiring.com
Contact: Marcell Marshall, 
Business Development 
Representative
As Canada’s premier background 
screening provider, our comprehensive 
suite of services allows you to make 
hiring decisions with confidence.  
Offering background screening 
solutions since 1972, we have a solid 
reputation for researching criminal 
records, references, education as 
well as a host of other services both 
international and domestic. Quality. 
Service. Integrity. Make the Informed 
Hiring decision.
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 Integrated Workplace 
Solutions [IWS]
2 Carlton Street, Ste. 1005
Toronto, ON M5B 1J3
Phone: 877.726.9853
Fax: 866.875.1999
E-mail: iws@fseap.com
Web: www.i-workplacesolutions.
com
Integrated Workplace Solutions [IWS], 
a division of the Employee Assistance 
Program (EAP) provider FSEAP, is a 
leading Canadian provider of Substance 
Abuse Professional assessment 
services and holistic wellness solutions. 
[IWS] capitalizes on experience 
gained through more than 35 years of 
delivering EAPs to offer organizations a 
toolkit of specialized workplace health 
services.  
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Lannick Group, Inc.
77 King Street West, Royal Trust 
Tower, TD Centre
Toronto, ON M5K 1J5
Phone: 416.340.1500
Fax: 416.340.1344 
Web: www.lannick.com
With deep expertise in executive 
recruitment and staffing, Lannick Group 
of Companies partners with human 
resources professionals to find just 
the right candidate for contract and 
permanent roles. Through our two 
companies – Lannick Recruitment and 
Pro Count Staffing – we specialize in 
Finance & Accounting, Technology, 
Legal, Government and Executive 
Support roles. Our focus on providing 
the right fit for you™ has helped clients 
and candidates succeed for more than 
25 years.
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Queen’s University IRC
School of Policy Studies, Robert 
Sutherland Hall
Kingston, ON K7L 3N6
Phone: 613.533.6628
Fax: 613.533.6812
E-mail: stephanie.noel@queensu.ca
Web: www.irc.queensu.ca
Queen’s University Industrial 
Relations Centre is Canada’s leading 
management development unit for 
practitioners in Labour Relations, 
Human Resource Management and 
Organization Development. Our open 
enrollment and custom programs-
ranging from Change Management and 
Advanced HR, to Negotiation Skills and 
Dispute Resolution-are highly engaging 
and designed to make a lasting and 
measurable impact. The IRC offers 
certificates in LR, HR and OD and our 
website is home to a library of related 
papers and case studies.
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 Group Financial Services
20 King Street West
Toronto, ON M5H 1C4
Phone: 877.633.2425
Fax: 416.955.7679
E-mail: GFSnationalaccountrep@
rbc.com
Web: www.rbcgfs.com
Group Financial Services (GFS) is a part 
of RBC Royal Bank®, Canada’s largest 
financial institution. GFS offers group 
savings plans that help employees save 
for their future. Employees receive 
one-on-one personal advice from an 
RBC advisor to address their individual 
financial needs along with ongoing 
education and communication from a 
dedicated GFS team. When combined 
with group banking packages, your plan 
can go beyond saving to helping your 
employee’s address their full financial 
services needs.
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Payworks
850 Pembina Hwy.
Winnipeg, MB R3M 2M7
Phone: 866.788.3500
Fax: 866.689.4924
E-mail: info@payworks.ca
Web: www.payworks.ca
Payworks is one of Canada’s fastest 
growing payroll and outsourcing 
alternatives and is an emerging 
national leader in the field of total 
workforce management solutions. We 
offer innovative web-based solutions 
for payroll, HR, and employee time 
management, including employee 
and manager self service. The key 
to Payworks is the unified database 
design. Information is shared between 
all of our solutions, saving you time 
and resources. Say yes to Payworks 
– Canada’s smart choice for payroll 
and HR. 
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Proteus Performance Management
250 Ferrand Drive
Toronto, ON M3C 3G8
Phone: 416.421.3557, Ext. 213
E-mail: phenry@
proteusperformance.com
Web: www.proteusperformance.
com
Contact: Peter Henry, President
Proteus delivers a comprehensive 
process of pension governance and 
investment consulting for both the 
defined contribution and defined 
benefit pension plan sponsor. 
The implementation and ongoing 
maintenance of the process helps 
ensure compliance and mitigates the 
risk of liability for fiduciaries. Proteus 
offers an investment manager search 
process which includes a three-year 
performance guarantee. Proteus also 
provides an extensive list of retirement 
planning services including individual 
counseling, seminars and workshops. 
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Organizational Solutions, Inc.
2186 Mountain Grove Ave., # 253
Burlington, ON L7P 4X4
Phone: 866.674.7656
E-mail: info@orgsoln.com
Web: www.orgsoln.com
Organizational Solutions Inc. is a 
national leading provider of expertise 
in Short Term Disability management 
programs, Workers’ Compensation 
claims management across all the 
Canadian Boards, Return to Work 
programs, attendance enhancement 
and much more. We have offices 
from coast to coast employing 
Health Professionals, Paralegals, and 
Disability Management and Workers’ 
Compensation Specialists. Our mission 
is: “The RIGHT care, at the RIGHT time, 
for the RIGHT outcome ©.” Minimize 
human and financial loss and maximize 
productivity. 

 p
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Payroll Solutions International, Inc.
490 York Road, Building E, Unit 4
Guelph, ON N1E 6V1
Phone: 866.279.0464
E-mail: sales@psiint.ca
Web: www.psiint.ca
Payroll Solutions International Inc. (PSI) 
enables organizations to outsource 
Payroll, Human Resources Information, 
and Workforce Management 
throughout North America, Europe 
and the Caribbean. We offer the 
flexibility of a Services model or Hosted 
Environment (SaaS) accommodating 
organizations of any size. PSI is 
SSAE16/CSAE3416 certified and hosts 
its activities at Tier 1 data centers. We 
provide accurate cost estimates, simple 
billing and guarantee clients’ payrolls 
are completed in accordance with all 
government regulations.

 o
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OBN Security & Investigative 
Consultants, Inc.
78 Queen Elizabeth Blvd.
Toronto, ON M8Z 1M3
Phone: 416.253.7416
Fax: 416.503.2840
E-mail: jdelville@obnsecurity.com
Web: www.obnsecurity.com
OBN Security & Investigative 
Consultants works with corporate 
business partners including insurance 
companies, banks, and government 
entities. We provide uniform 
security services; stationary and 
mobile, labour dispute management; 
executive protection; as well as 
investigative services both criminal 
and civil; physical surveillance, WSIB, 
insurance, undercover, background 
screening, CCTV, and technical counter 
measures. OBN customizes security 
and investigative solutions to meet the 
unique requirements of our partners 
both large and small!  We want to 
partner with you. Contact us - any time!
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Orderit.ca
1200 Bay Street, Unit 504
Toronto, ON M5R 2A5
Phone: 888.673.3377
Fax: 416.443.2083
E-mail: sales@orderit.ca
Web: www.orderit.ca
Orderit.ca provides interactive online 
meal and catering solutions from 
over 300 restaurants and caterers in 
Toronto. We offer delivery for office 
and boardroom catering from local 
vendors. Our corporate solutions 
for individual lunch/dinner meals, 
aggregate group ordering, and billing 
tools cut costs, save time and simplify 
food services accounting. Access online 
tools and order history information, 
place and track multiple orders, and 
choose from a wide variety of cuisines 
– while paying only one streamlined 
invoice.
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SmarterU.com
449 Provencher Blvd.
Winnipeg, MB R2J 0B8
Phone: 866.766.7640
Web: www.smarteru.com
Now is the time for you to leverage 
online training. Consistently trained 
staff execute more effectively and 
efficiently.  The SmarterU LMS is 
your ideal platform – easy to use and 
affordable. Import existing content, 
or create a new course right in the 
SmarterU.com platform. Our learner 
tracking system allows you to assign 
e-learning courses and monitor 
individual student progress, with 
different levels of administrative 
oversight if required. Contact us at 
sales@smarteru.com for a 10 minute 
demo!
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Stargarden Group
300-3665 Kingsway
Vancouver, BC V5R 5W2
Phone: 604.451.0500
Fax: 604.451.0578
E-mail: info@stargarden.com
Web: www.stargarden.com
StarGarden is a fully integrated web-
based Human Resources, Payroll and 
Work Planning solution designed to 
meet the needs of structured, position-
based organizations with complex 
pay and benefit issues. StarGarden 
maintains substantial detailed 
information about your organization, its 
structure, compensation and benefits 
plans, accruals/balances, employees, 
and payroll. www.stargarden.com or 
call 800.809.2880.

 Stitt Feld Handy Group
112 Adelaide St. East
Toronto, ON M5C 1K9
Phone: 800.318.9741
E-mail: contact@adr.ca
Web: www.sfhgroup.com
Stitt Feld Handy Group Alternative 
Dispute Resolution, Mediation, 
Conflict Resolution, Negotiation and 
Dealing With Difficult People training 
conducted in Toronto and Ottawa.  Earn 
a University of Windsor Law School 
Certificate.  Both online courses and 
in-person workshops are interactive 
(case studies) and provide skills to 
resolve disputes effectively, without 
damaging relationships.  Customized 
workshops available. Earn an Executive 
Certificate in Conflict Management 
with just 15 days of in-class training 
and 2 online courses in under one year.

 w
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Walmart Canada Gift Cards
Walmart Canada, Corp., 1940 
Argentia Road
Mississauga, ON L5N 1P9
Phone: 888.661.1866
E-mail: canadagiftcards@
wal-mart.com
Recognize and reward your team, your 
co-workers, and your customers with 
the Gift of Choice; Give a Walmart 
Gift Card! Recipients can choose from 
grocery to furniture to electronics from 
our 300+ stores countrywide. Free 
shipping for orders of 10 or more gift 
cards when you mention Promo Code 
hrguide2012. Save money. Live better.

WATMEC
550 Parkside Drive, Unit B9
Waterloo, ON N2L 5V4
Phone: 800.265.9726
Fax: 519.886.4789
E-mail: watmec@watmec.com
Web: www.watmec.com
Contact: Carol Scott  
WATMEC Ltd. has built a reputation, 
over its 38 years in the training and 
development industry, as a leader of 
highly integrative learning solutions. 
Our clients have depended on us 
to provide access to assessments, 
coaching, consulting, face-to-face 
training and e-learning … and have 
always delivered! Learning is a lifelong 
endeavor and WATMEC Ltd. can help 
you every step of the way.
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The Williamson Group, Inc.
225 King George Road
Brantford, ON N3R 7N7
Phone: 519.756.9560
Fax: 519.756.5773
E-mail: cbaker@
williamsongroup.com
Web: www.williamsongroup.com
Contact: Colleen Baker 
The Williamson Group (TWG) is a 
benefits consulting and financial 
services firm dedicated to ensuring that 
our clients achieve their business and 
individual goals. The TWG experience 
is the difference between being 
listened to and being heard.  Expertise 
and Services include: Group Benefits, 
Pension, Flex Plans, Global
Benefits, Disability Solutions, 
Corporate Health, Third Party 
Administration, and Executive Benefits.
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WorkForce Software
38705 Seven Mile Road, Suite 300
Livonia, MI 48152
Phone: 877.4WFORCE
Fax: 734.542.0634
E-mail: info@
workforcesoftware.com
Web: www.workforcesoftware.com
WorkForce Software is the leader 
in workforce management for 
organizations with complex policies 
and compliance concerns. Its 
EmpCenter® suite enables strategic 
HR by automating and streamlining 
interactions between the employer and 
its workforce, enabling organizations to 
better manage payroll and processing 
costs, help ensure compliance with 
labour regulations, and increase 
productivity and satisfaction of 
employees. EmpCenter is composed 
of five key applications including time 
and attendance, absence management, 
staff scheduling, fatigue management, 
and labour analytics. 

575185_Workplace.indd   1 2/23/12   8:44:43 AM

Workplace Medical Corp.
130 Wilson Street
Hamilton, ON L8R 1E2
Phone: 905.526.9744
Fax: 905.522.0425
Toll-Free: 800.263.9340
E-mail: info@
workplacemedical.com
Web: www.workplacemedical.com
Workplace Medical Corp. helps 
companies reduce avoidable absences 
through a comprehensive range of 
medical and absence management 
products and services.   

Workplace Medical Corp.  provides 
absence management consulting to 
design a complete absence prevention, 
response, and return to work plans to 
reduce avoidable absences.   

Workplace Medical Corp. then provides 
the services, software tools, and 
medical resources to support these 
absence management policies.

Workplace Medical Corp. has been 
partnering with customers to create 
cost-effective, productive and healthy 
businesses for 50 years!
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Workwell Training Videos
9 The Queensway North
Keswick, ON L4P 1E2
Phone: 905.476.1170
Fax: 905.476.1172
Toll-Free: 800.300.9323
E-mail: workwelltraining@
rogers.com
Web: www.
workwelltrainingvideos.com
Contact: Jennifer Trollope-Fevreau
Workwell Training Videos - Produces 
and distributes quality DVD and 
Video training programs. They are 
Canadian or include Canadian content, 
are up-to-date productions and are 
affordably priced. We offer a “Free 
10-day Preview” of our library for you to 
evaluate the contents of the programs! 
And upon purchase, you will receive 
a leaders’ guide that includes a short 
questionnaire that tests on the content 
of the program. Please call or visit our 
website for more information.
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Workplace Options
36 Toronto Street, Suite 502
Toronto, ON M5C 2C5
Toll-Free: 866.792.3610
Web: www.workplaceoptions.com
Workplace Options is the world’s 
largest integrated EAP and work/
life services provider. Our world-class 
Employee Assistance Programme 
(EAP) and work/life services provide 
counselling, resource information 
and referrals on a variety of issues 
ranging from dependent care, legal and 
financial concerns to mental health, 
stress management, wellness, and 
substance abuse. Service centres in 
Toronto and 30 locations around the 
world support more than 32 million 
employees in 25,000 organizations, 
across 170 countries. 
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Workplace Safety & Prevention 
Services (WSPS)
5110 Creekbank Road
Mississauga, ON L4W 0A1
Phone: 877.494.9777
Fax: 905.614.1414
E-mail: customercare@wsps.ca
Web: www.wsps.ca
Workplace Safety & Prevention 
Services (WSPS) is one of four Health 
& Safety Ontario partners founded in 
2010 from the amalgamation of Farm 
Safety Association (FSA), Industrial 
Accident Prevention Association (IAPA) 
and Ontario Service Safety Alliance 
(OSSA). WSPS provides health and 
safety products, training and consulting 
to Ontario’s agricultural, manufacturing 
and service sectors and is a trusted 
advisor to businesses seeking to 
boost productivity and profitability by 
reaching zero work-related injuries, 
illnesses and fatalities.  

ABSENCE MANAGEMENT
Workplace Medical Corp.. . . . . . . 36

ACCOMMODATIONS
Canadian Benefi ts Management 
 (CBML)  . . . . . . . . . . . . . . . . . . . . . 32

ASSESSMENT
DDI Canada . . . . . . . . . . . . . . . . . . . 33
WATMEC  . . . . . . . . . . . . . . . . . . . . . 36

ATTORNEYS/LEGAL SERVICES
Workplace Options  . . . . . . . . . . . . 37

BACKGROUND CHECKS 
& EXIT INTERVIEWS
Commissionaires Canada. . . . . . . 32
Informed Hiring. . . . . . . . . . . . . . . . 34
OBN Security & Investigative 
 Consultants, Inc. . . . . . . . . . . . . . 35
The Garda Security Group Inc.  . . 34

BARRISTERS & SOLICITORS
Rubin Thomlinson 
 LLP . . . . . . . . . . Inside Back Cover

BENEFITS
Comprehensive Benefi t 
 Solutions Ltd. . . . . . . . . . . . . . . . . 32
RBC Group Financial Services. . . 35
Special Benefi ts Insurance 
 Services  . . . . Outside Back Cover

CATERING
Orderit.ca/Restaurants 
 on the go. . . . . . . . . . . . . . . . . . . . 35

COACHING & LEADERSHIP 
DEVELOPMENT
The Coaching Edge  . . . . . . . . . . . . 32

COMPENSATION
The Compensation Company. . . . 32

COMPENSATION BENEFITS
RBC Group Financial Services. . . 35
The Compensation Company. . . . 32

CONFLICT MANAGEMENT 
SERVICES/PROGRAMS
Stitt Feld Handy Group  . . . . . . . . . 36

CONSULTING
Buck Consultants . . . . . . . . . . . . . . 31
OBN Security & Investigative
 Consultants, Inc. . . . . . . . . . . . . . 35
Proteus Performance 
 Management . . . . . . . . . . . . . . . . 35

CONSULTING - HR & BENEFITS
The Compensation Company. . . . 32
The Williamson Group Inc.. . . . . . 36

DISABILITY MANAGEMENT
Canadian Benefi ts 
 Management (CBML)  . . . . . . . . 32
Organizational Solutions Inc.. . . . 35
Workplace Medical Corp.. . . . . . . 36

EDUCATION/TRAINING
Durham College  . . . . . . . . . . . . . . . 33
Humber 
 College  . . . .Inside Front Cover, 34
The Canadian Payroll 
 Association  . . . . . . . . . . . . . . . . . 32

EMPLOYEE & FAMILY 
ASSISTANCE PROVIDER
Homewood Human Solutions  . . . 34

EMPLOYEE ASSISTANCE 
PROGRAMS
FSEAP . . . . . . . . . . . . . . . . . . . . . . . . 34
Workplace Options  . . . . . . . . . . . . 37

EMPLOYEE BENEFITS
Comprehensive Benefi t 
 Solutions Ltd. . . . . . . . . . . . . . . . . 32
RBC Group Financial Services. . . 35

EMPLOYEE INCENTIVES & 
RECOGNITION AWARDS
Achievers. . . . . . . . . . . . . . . . . . . . . 31
RBC Group Financial Services. . . 35
Walmart Canada Corp.  . . . . . . . . . 36

EMPLOYMENT VERIFICATION & 
SCREENING
Informed Hiring. . . . . . . . . . . . . . . . 34
OBN Security & Investigative
 Consultants, Inc. . . . . . . . . . . . . . 35
The Garda Security Group Inc.  . . 34

EXECUTIVE RECRUITMENT
Lannick Group Inc. . . . . . . . . . . . . . 35

EXIT INTERVIEW/EXIT SURVEY
Informed Hiring. . . . . . . . . . . . . . . . 34
The Garda Security Group Inc.  . . 34

FINANCIAL PLANNER/
INVESTMENT ADVISORS
Proteus Performance 
 Management . . . . . . . . . . . . . . . . 35

FINANCIAL SERVICES
RBC Group Financial Services. . . 35

HEALTH & WELLNESS
Canadian Benefi ts 
 Management (CBML)  . . . . . . . . 32
Integrated Workplace 
 Solutions [IWS] . . . . . . . . . . . . . . 34
Workplace Medical Corp.. . . . . . . 36
Workplace Options  . . . . . . . . . . . . 37

HR EMPLOYMENT SOLUTIONS
Informed Hiring. . . . . . . . . . . . . . . . 34

HR PERFORMANCE & 
RECRUITMENT
OBN Security & Investigative 
 Consultants, Inc. . . . . . . . . . . . . . 35

HR SOFTWARE
Stargarden Group. . . . . . . . . . . . . . 36
WorkForce Software . . . . . . . . . . . 36

HR SOLUTIONS
The Aboriginal Human 
 Resource Council . . . . . . . . . . . . 31

INSURANCE
Comprehensive Benefi t 
 Solutions Ltd. . . . . . . . . . . . . . . . . 32

INVESTIGATIVE SERVICES
OBN Security & Investigative
 Consultants, Inc. . . . . . . . . . . . . . 35
The Garda Security Group Inc.  . . 34



3 8   M a y / J u n e  2 0 1 2  H R  P R O F E S S I O N A L

C R E A T I N G  O P P O R T U N I T Y ,  F O S T E R I N G  G R O W T H

LABOUR & EMPLOYMENT LAW
Emond Harnden LLP  . . . . . . . . . . . 33
First Reference Inc. . . . . . . . . . . . . 33

MANAGEMENT CONSULTANTS
The Compensation Company. . . . 32

MANAGEMENT TRAINING & 
DEVELOPMENT
Desire2Learn Incorporated  . . . . . 33
WATMEC  . . . . . . . . . . . . . . . . . . . . . 36

ONLINE RECRUITMENT
Canadian Institute of 
 Chartered Accountants. . . . . . . 31

ORGANIZATIONAL 
DEVELOPMENT
COREinternational Inc.  . . . . . . . . . 33

PAYROLL/HR SOLUTIONS
ADP Canada  . . . . . . . . . . . . . . . . . . 31
Ceridian Canada Ltd. . . . . . . . . . . . 32
Desjardins Payroll and Human . . . . 
 Resources Services . . . . . . . . . . 33
Payroll Solutions 
 International Inc.. . . . . . . . . . . . . 35
Payworks . . . . . . . . . . . . . . . . . . . . . 35

PENSION PLAN GOVERNANCE
Proteus Performance 
 Management . . . . . . . . . . . . . . . . 35

PRE-EMPLOYMENT SCREENING
Informed Hiring. . . . . . . . . . . . . . . . 34
OBN Security & Investigative
 Consultants, Inc. . . . . . . . . . . . . . 35
Garda Pre-Employment 
 Screening. . . . . . . . . . . . . . . . . . . 34
Workplace Medical Corp.. . . . . . . 36

REFERENCE CHECK
Informed Hiring. . . . . . . . . . . . . . . . 34
Garda Pre-Employment 
 Screening. . . . . . . . . . . . . . . . . . . 34

RELOCATION SERVICES
ARIANNE Relocation Canada  . . . 31
Atlas Van Lines (Canada) Ltd.  . . . 31

SAFETY RESOURCES
Workplace Safety & Prevention 
 Services (WSPS)  . . . . . . . . . . . . 37

SAFETY TRAINING COURSES
Workplace Safety & Prevention 
 Services (WSPS)  . . . . . . . . . . . . 37

SOFTWARE
WorkForce Software . . . . . . . . . . . 36

SPEAKERS
Ideas at Work  . . . . . . . . . . . . . . . . . 34

SUBSTANCE ABUSE 
PROFESSIONAL ASSESSMENTS
Integrated Workplace 
 Solutions [IWS] . . . . . . . . . . . . . . 34

TIME & ATTENDANCE
WorkForce Software . . . . . . . . . . . 36

TRAINING & DEVELOPMENT
Canadian Society for Training 
 and Development  . . . . . . . . . . . . 32
DDI Canada . . . . . . . . . . . . . . . . . . . 33

TRAINING & ORGANIZATIONAL 
DEVELOPMENT
Integrated Workplace 
 Solutions [IWS] . . . . . . . . . . . . . . 34

TRAINING PROGRAMS - 
DESIGN & DELIVERY
SmarterU.com. . . . . . . . . . . . . . . . . 36
Workplace Options  . . . . . . . . . . . . 37

TRAINING VIDEOS
Workwell Training Videos. . . . . . 37

TRAINING/COACHING/
CONSULTING
Canadian Benefits 
 Management (CBML) . . . . . . . . 32
The Coaching Edge. . . . . . . . . . . . 32
WATMEC. . . . . . . . . . . . . . . . . . . . . 36

UNIVERSITY EDUCATION/
TRAINING
Athabasca University - 
 Centre for Innovative 
 Management. . . . . . . . . . . . . . . . 31
DeGroote School of Business-
 McMaster University . . . . . . . . 33
Queen’s University IRC  . . . . . . . . 35

WORKFORCE MANAGEMENT
WorkForce Software. . . . . . . . . . 36

For more information about advertising 
options contact: 

Alana Place |  Media Director
800.665.2456 ext. 460
aplace@naylor.com

CONNECT 
with HRPA members every month.

Why participate in the
HRPA 360° eNewsletter?
• Frequently forwarded to others for additional 

exposure

• Directs visitors to the landing page of your 
choice 

• Limited available ad space makes each 
position exclusive

HR_HRP-H0412_Filler_HalfHz.indd   1 26/03/12   3:50 PM



574605_rubin.indd   1 14/02/12   3:06 AM



The number of hours that are left before the first  

wave of Canadian Baby Boomers begin to retire

Zero”“
You can’t ignore the numbers. With the first wave of Baby Boomers 

beginning to retire this year and millions more set to retire in 

the next few years there will soon be an unprecedented flood 

of Canadians leaving the workforce. Contact us today to learn 

how we can help your retirees gain the crucial health and dental 

coverage they need, so they can enjoy the same type of security 

they enjoyed while working – all at no cost to you and with no 

administration. After all they’ve done for your organization, you’ll 

feel better knowing that you’ve done the right thing for them.  

And, your bottom line.

As Canada’s leading agency for individual health and dental 

plans and the exclusive partner for Green Shield Canada’s Prism® 

programs, we offer a variety of insurance solutions for employees 

who will lose their group benefits or staff who are not eligible for 

group coverage because of their employment status, including:

4 Retirees

4 Staff facing job loss

4 Part-time and contract workers 

4 Students and overage dependents

4 Surviving spouses 

Call 1-800-667-0429 or 416-601-0429
Visit www.sbis.ca or email general@sbis.ca

568672_Special.indd   1 1/10/12   2:32:23 PM



H R P R O M A G . c o m  M a y / J u n e  2 0 1 2   4 1

1.800.318.9741
sfhgroup.com/ca/executive
contact@adr.ca

Executive Certificate in

Conflict Management

GROUP

Earn your Certificate in less than a year, without leaving your job.

a Alternative Dispute Resolution Workshop - 4 days
a Advanced Alternative Dispute Resolution Workshop - 4 days
a Applied Alternative Dispute Resolution Workshop - 4 days
a Dealing With Difficult People Workshop - 3 days
a Online Negotiation Course - 7 hours
a Online Difficult Conversations Course - 4 hours

Toronto
Ottawa

573852_Stitt.indd   1 2/9/12   9:30:12 AM

j o h n m o l s o n . c o n c o r d i a . c a / t a l e n t

The John Molson Executive Centre off ers a unique learning 
experience in English or French to match your Managers’ 
specifi c learning needs and objectives.

Call us today for a consultation with an advisor

John Molson Executive Centre
514-848-3960
Toll free: 1-866-333-2271
ec@jmsb.concordia.ca

CUSTOMIZED TRAINING AND DEVELOPMENT PROGRAMS
Enrich your People, Grow your Business

Your Partner in Designing and Delivering Customized Training Solutions

572955_Concordia.indd   1 2/2/12   8:13:35 PM



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

The respondent should be advised that a 

complaint has been made, what the allegations 

are against him or her, that he or she will be 

given an opportunity to respond and will be 

granted suffi cient time to obtain legal advice in 

advance, if necessary.

During the investigation, employers should not 

suspend the respondent without pay. Suspension 

connotes guilt, so it is preferable to simply 

place the respondent (or complainant, where 

appropriate) on a leave of absence with pay until 

the investigation is complete. 

2. Not Taking Complaints 
Seriously Enough

Many employers brush off complaints as 

not serious and fail to properly address the 

allegations. However, just because the alleged 

behaviour may seem trivial or not that 

serious to the investigator, does not 

mean that it is not important to the 

complainant.

Additionally, employers often 

fail to respond quickly enough. 

Left unchecked, harassment often 

escalates and evidence often gets lost 

or forgotten with the passage of time, 

making it critical to proceed quickly.

3. Untrained Investigators
An investigation requires a 

thorough understanding of human 

rights law and due process along 

with compassion, empathy and the 

ability to appreciate the psychological dynamics 

of workplace harassment. Therefore, you should 

enquire about the investigator’s skills and 

experience and make sure that he or she will be 

viewed as credible and unbiased by the parties. 

4. Internal Investigators vs. 
External Investigators

Using an internal investigator is generally more 

cost effective, less intrusive and faster. However, 

if the allegations are of a very serious nature 

‘‘Just because the alleged 
behaviour may seem trivial 
or not that serious to the 
investigator, does not mean 
that it is not important to 
the complainant.’’

TOP 10 MISTAKES INVESTIGATING 
HARASSMENT COMPLAINTS
H o w  t o  h a n d l e  t h o s e  t r i c ky  i n v e s t i g a t i o n s

 Since the passage of Bill 168, many 

employers have faced an increasing 

number of harassment complaints, 

with a corresponding need to inves-

tigate them. Harassment investiga-

tions can be very tricky and unless you are well 

versed in the law of harassment and proper 

investigative procedure, you can find yourself in 

legal hot water. 

This article identifi es some common investi-

gation errors and provides guidance on what 

employers should do.

 1. Failing to Provide 
Procedural Fairness

The most common error that employers are 

making is that they fail to provide procedural 

fairness, i.e., the process is not impartial or fair. 

This often takes two forms: trying to ambush 

the respondent and failing to provide suffi cient 

particulars to enable the respondent to address 

the allegations. 

Often, in a sincere but misguided attempt to 

protect complainants, employers do not provide 

the respondent with the complainant’s identity 

or details of the allegations. However, failing to 

provide this essential information makes it very 

diffi cult for respondents to adequately defend 

themselves. 

H R 1 0 1  B Y  L A U R E N  B E R N A R D I



or involve senior management, it is usually 

preferable to appoint an external investigator. 

5. Failing to Remain Neutral
A common tendency of employers is to take 

sides in the process, based on the likeability of 

the parties. It is imperative that the investigator 

not only be objective but be perceived as objective 

as well. This can be diffi cult for internal 

investigators to achieve, particularly where they 

know the parties well.

6. Failing to Document the 
Investigation Properly

To ensure that the evidence is accurate and to 

support the ultimate fi ndings, you must properly 

document the investigation. This includes taking 

detailed notes of all interviews and having 

interviewees sign off on them.

7. Failing to Appreciate the 
Psychological Dynamics 

The fact that an employee continues to put 

up with harassment often unduly infl uences 

employers during investigations but there 

are many reasons why harassment victims 

are reluctant to complain. They may be 

economically vulnerable, intimidated or afraid 

of the impact the complaint will have on their 

careers or personal lives. Often they don’t 

complain until their job is on the line.

8. Mishandling Reluctant Complainants
Sometimes, victims do not want to make 

a formal complaint. Although you have a duty 

to respond to harassment, you can take other 

measures before or instead of an investigation. 

For example, you can: discuss the complainant’s 

concerns and provide information about the 

process; coach the complainant on how to deal 

directly with the harasser; or monitor the work 

environment to attempt to witness 

the behaviour fi rsthand to stop it, 

and re-circulating the harassment 

policy and re-training staff. 

9. Applying the 
Appropriate 

Standard of Proof
Many investigators, believe 

that the standard of proof 

is a criminal one: beyond a 

H R P R O M A G . c o m  M a y / J u n e  2 0 1 2   4 3
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reasonable doubt. As a result, if 

it is a case of one person’s word 

against another’s investigators 

treat it as “a wash” and 

believe that no fi ndings can be 

made. However, they can use 

credibility as a means of being 

able to make a fi nding.

In a harassment 

investigation, a fi nding is made 

“on a balance of probabilities.” 

This test is met if the allegation 

is more likely true than not 

true. 

10. Failing to Advise 
the Complainant of 

the Outcome
While an employer may be 

unable to tell the complainant 

what steps have been taken 

against the respondent for 

reasons of confi dentiality, it 

can, and should: state that a 

fi nding was made; what that 

fi nding was; what steps will be 

taken to remedy the situation; 

thank the complainant for 

his or her co-operation; and 

outline what measures exist to 

protect the complainant from a 

reprisal. 

Harassment investigations 

can be quite disruptive. The 

most important considerations 

are to:

• treat all parties fairly and 

respectfully; 

• allow everyone a full 

opportunity to be heard; 

• be fully versed in the law and 

the psychology of workplace 

harassment;

• ensure that the fi ndings are 

supported by the evidence; 

and 

• consider the outcome and 

remedy that best suits the 

particular circumstances. 

Lauren Bernardi is a proactive employment lawyer 

and HR advisor with the boutique firm of Bernardi 

Human Resource Law. For more information, visit 

www.hrlawyers.ca. 

H R101

1-877-859-0444     hrpro@lannick.com

GTA & Ottawa 
Finance & Accounting, Technology

Ottawa 
Legal, Government, Executive Support

lannick.com procountstaffing.com

We focus on specialized recruiting 
so you can focus on HR strategy.
CONTRACT I SEARCH

T O R O N T O . M I S S I S S A U G A . N O R T H  Y O R K  . O T TAWA

Ramona Pinto, CA
Senior Associate, 
Recruitment Services

573012_Lannick.indd   1 2/2/12   8:25:17 PM

Feel confi dent conducting 
a workplace investigation?
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• Set-up an investigation 
 • Interview witnesses 
 • Follow a process that will stand up to scrutiny in court or at arbitration 
 • Make sound credibility assessments

“Dorian brings a wealth of useful information for anyone conducting workplace 
investigations. I left the course with the confi dence to do them well.”
- Amy, Thunder Bay Hydro
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CARRIE LINDZON-
JACOBS: THE MANY 
STARRING ROLES 
PLAYED BY SENIOR HR

The days when human resource pro-

fessionals weren’t allowed a seat at 

the executive table are long gone. So 

says Carrie Lindzon-Jacobs, senior 

vice-president at IMAX Corp., one 

of the world’s leading entertainment and tech-

nology companies. Lindzon-Jacobs started her 

career in an entry-level HR job and worked her 

way up to a position where she advises the exec-

utive team on company strategy, acts as architect 

for the firm’s talent management and manages a 

team of her own. Here’s how she did it—and tips 

on how you can, too. 

HRP: How and when did you decide you 
wanted a career in human resources?
CLJ: I didn’t even know what HR was when I 

started working. But even back when I was work-

ing in retail management roles, I was always 

really motivated to be a strong manager and 

deal with the people side of the business. I really 

IN A NUTSHELL
First job: Retail. I spent over 10 years working in all types of 

retail stores, from gourmet cookies to kitchen and giftware to 

clothing. 

Childhood ambition: To have a loving family and successful 

career, like the mom on the  The Cosby Show.

Best boss: Michael Guerriere (currently Chief Medical Officer 

at Telus). He taught me that holding a seat on the executive 

team means that my job is not just to lead HR well but also to 

lead the company well.

Mentor: My first mentors were three HR executives at CIBC: 

Joe Magri, Amy Hanen and Aliana Rozenek. They all gave me 

great career and personal advice that I still appreciate.

Source of current inspiration/motivation: My husband, 

Jeremy, my son, Ryan, and my daughter, Emma.

Best piece of advice I even got: An ex-Nortel executive told 

me to “Be nice to people on your way up, because you will 

need them on your way back down.”

Career goal: To continue to lead HR at IMAX and make a 

positive contribution to this amazing organization.

Ideal vacation destination: Long summer weekends in 

Muskoka.

Last iPod or CD purchased: I love gadgets and always have my 

BlackBerry, iPad and Kobo with me. (Unless I’m out for a run. 

That’s when I completely disconnect.)

Favourite author or book and why: Ayn Rand’s  The 

Fountainhead. I loved the development of all the characters, 

the stories and her philosophy, even if I didn’t agree with all 

of it. And the supposed connection to Frank Lloyd Wright—

I’ve always been fascinated by his life and work.
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enjoyed motivating people from a sales perspec-

tive, and getting them to be engaged in what they 

were doing so they loved coming to work, which 

made them more productive as employees. 

When I went back to school to do my MBA and 

learned about organizational behaviour, I discov-

ered that I was passionate about it. That’s when I 

realized there was a career I could make out of it. 

HRP: What was your fi rst HR-related job?
CLJ: Besides a co-op in the HR department at 

Imperial Oil, my fi rst real HR job was an entry-

level position at CIBC. I was an HR associate in 

its Human Resources Leadership Development 

Program. The program was for people who they 

saw had potential as HR leaders. It was rota-

tional; you do three or four six-month rotations. 

The idea was to give you exposure to the differ-

ent functional areas of HR to prepare you to be a 

leader with strong generalist abilities. After the 

program, I started moving up the ranks in HR: 

HR consultant, HR manager, HR director. 

HRP: What’s your current position?
CLJ: I’m senior vice-president of HR for IMAX 

Corp. I run HR globally, I report to the CEO, I sit 

on the executive team and I’m an executive offi -

cer of the company. I’m a strategic advisor to the 

executive team, so I infl uence strategic business 

decisions. I’m the architect for our talent manage-

ment, basically making sure the right people are 

in the right jobs and ensuring we have the right 

leadership in place to execute on our strategy. 

I’m a coach and a trusted advisor; I’m a sound-

ing board to employees, managers, executives. 

I also lead the HR function itself; I’m a subject 

matter expert in several different areas. Finally, 

I’m a people manager. I have the HR team that 

reports into me and my direct reports have other 

HR people reporting in to them. I delegate and 

provide guidance, and make sure I hire experts 

and specialists that are often stronger at that 

their roles than I am. 

HRP: What do you love about your 
current job?
CLJ: I love that I get to do what I love to do. I 

can’t wait to come to work every day because I’m 

in a role I love with a company and brand that 

I’m very passionate about. It’s a great experience 

to work for a company that’s committed to stay-

ing on the cutting edge of the entertainment 

technology industry. IMAX is rapidly expanding 

in the fastest-growing markets of the world. We 
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You are a human resources professional.
You have an important matter which requires

representation you will be confident with. 

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

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

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

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

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

KURETZKY VASSOS
HENDERSON LLP
Suite 1404, Yonge Richmond Centre
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are pairing our IMAX cameras with the world’s 

premier fi lmmakers to create the highest-quality 

experience for moviegoers. 

It is very cool to work for a company that I 

also enjoy being a customer of. Getting to see 

Mission: Impossible and the Dark Knight Pro-

logue in IMAX as part of my job is a pretty cool 

perk. I’m also working with people who are the 

best in the business and incredibly dedicated to 

what they do. 

HRP: What are the challenges in your job? 
CLJ: The biggest challenge being at this level is 

being all things to all people. Plus, because we’re 

global, I have to manage a very busy work sched-

ule and travel schedule but still be a supportive 

manager. My employees aren’t all in the same 

place, but I still want to be an engaged, available 

manager. My boss is in another country, and I 

have employees around the world, so I’m sort of 

sandwiched. 

Another challenge is balancing being an 

engaged wife and mom in the midst of doing all 

that. I think I’m successful at it; it’s a challenge, 

but it can be done.

HRP: What tips do you have about moving up 
in HR? 
CLJ: I have four main tips. First: don’t focus 

on trying to get promoted. That was never my 

approach. If you’re good at what you do, promo-

tions happen naturally. Focus on doing your job 

well. 

Next: in HR, particularly, you have to build 

credibility and trust, and you have only one shot 

at doing that. It’s very important that employ-

ees or managers trust you. The third tip is that 

you have to do what you say you’re going to do. 

Finally, you need to have business acumen. If you 

want a seat at the executive table, you have to be 

able to contribute to all aspects of the business. 

HRP: Where do you think HR is going? 
What’s the future of HR?
CLJ: I think as companies and competition 

become increasingly global, organizations will 

keep striving for excellence and to be as effective 

as they can—and HR will matter more than ever. 

Organizations will have to really focus on talent 

acquisition, retention, development and organiza-

tional capabilities, culture and leadership. These 

things will be key to success in the future, and 

the HR leader in an organization is the one who 

drives that success. 

HRP: What’s next for your career? Where do 
you see yourself in fi ve to 10 years?
CLJ: Given that I’m within my fi rst year at 

IMAX, I see a lot more work to be done here. 

We’re expanding signifi cantly internationally, 

and there’s an opportunity for HR to have a large 

impact on the success of the organization going 

forward, so I look forward to continuing in my 

role here. 

HRP: One last question. The theme of this 
issue of the magazine is the Accessibility of 
Ontarians with Disabilities Act. Has IMAX 
been affected by the Act?
CLJ: While we don’t serve customers out of our 

head offi ce, we defi nitely as an organization 

recognize the value of rolling out the AODA pro-

gram to our Ontario employees and workplaces, 

regardless of the fact that we don’t deal directly 

with the public. Two of our core values at IMAX 

are respect and communication, and we feel that 

the spirit of what the AODA is trying to do fi ts 

incredibly well with our corporate culture. As 

with any meaningful diversity initiative, the 

benefi t doesn’t come with compliance, but with 

acknowledging and embracing the underlying 

values of fairness and equality.  

‘‘I’m the architect 
for our talent 
management, 
basically making 
sure the right 
people are in 
the right jobs 
and ensuring we 
have the right 
leadership in place 
to execute on our 
strategy. ’’
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texts and the CD-ROM are easy to navigate and 

are well worth the investment.

Stuart Rudner, BA, LL.B, is a partner at the 

national law fi rm Miller Thomson LLP where 

he specializes in employment law. He has been 

named several times in Canadian HR Reporter’s 

Employment Lawyers Directory as one of the 

top employment lawyers in Canada. Rudner 

has written numerous papers and is the host 

and moderator of Canadian HR Law which is 

a monthly blog and web television show. He is 

on a number of advisory boards, including HR 

Professional magazine.

The Law of Employee Use of Technology
Canada Law Book: Thomson Reuters Canada, 2011

By Howard Simkevitz and Avner Levin

Written for professionals 

in law, human resources, 

information technology 

and a variety of other 

disciplines involved in 

technology at work, The 

Law of Employee Use 

of Technology provides 

guidelines around how 

technology can be used 

safely and productively 

while at the same time 

protecting the varying 

expectations of employers, 

employees and Canadian 

society, such as privacy, 

security, and freedom of expression. 

Technological developments occur at a rapid 

pace, making it a challenge to develop policies 

around its use. Yet the guidelines and approaches 

developed in this book are designed to set the 

groundwork for future developments. The 

introduction reviews the major technological 

developments and their use in the workplace. 

Successive chapters cover the legal landscape 

across Canada, reviewing legislation at the 

federal and provincial levels, relevant cases 

and tests the courts use, labour arbitration, 

reasonable expectation of privacy, permissible 

use, discipline and discharge, intellectual 

property, harassment, brand risks, defamation, 

security and productivity.

You’re Fired! Just Cause for 
Dismissal in Canada
Thomson Reuters Canada, 2011

By Stuart E. Rudner

Although the 

threshold for 

establishing 

just cause for 

dismissal is 

high, lawyer 

and author 

Stuart Rudner 

lays a clear 

foundation 

for what 

constitutes 

dismissal 

for cause at law in Canada, arguing that just 

cause is not a “lost cause.” Not all instances of 

misconduct, including dishonesty, theft or fraud, 

necessarily warrant just cause for dismissal. 

However, Rudner offers HR professionals and 

the legal community a searchable database 

of case summaries to see how just cause was 

determined, cautioning readers that each case 

must be assessed based on its own specifi c 

circumstances. 

Volume 1 of the work offers an overview of 

summary dismissal before moving into specifi c 

grounds for dismissal, such as: dishonesty, 

confl icts of interest, inappropriate relationships, 

insolence, insubordination, breach of rules or 

policies, theft, fraud, absenteeism/tardiness, 

harassment, violence in the workplace, 

intoxication/alcohol and  drug use, abuse of 

technology, personality issues, performance 

issues/incompetence, and off-duty conduct. 

Additional sections cover probationary 

employees, last-chance agreements, condonation, 

and progressive discipline in the non-union 

environment, investigations, human rights 

considerations, litigation, and practical advice. 

Volume 2 provides hundreds of digests based on 

the grounds for dismissal. 

You’re Fired! Just Cause for Dismissal in 

Canada is a two-volume, loose-leaf text with a 

companion CD-ROM, which contains the case 

digests from Volume 2 of text plus all available 

full text decisions. Both the two-volume loose leaf 

WHAT’S WORTH READING
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Corporate Crime and Accountability in 
Canada: From Prosecutions to Corporate 
Social Responsibility
LexisNexis, 2011

By Norm Keith

Described as the scourge 

of the 21st century, author 

Norm Keith outlines the evo-

lution of corporate criminals 

and to what extend the law 

can hold corporate criminals 

accountable for their actions. 

Corporate accountability, he 

argues, can occur if regula-

tors move away from moral 

panic and the traditional 

criminal justice system and 

adopting the concept of Cor-

porate Social Responsibility (CSR).

Keith provides a lock-step process to outline: cor-

porate liability; Bill C-45; a catalogue of corporate 

crimes, rights of corporations under the Charter; 

defences to criminal and strict liability offences; 

and sentencing for corporate offenders. In the fi nal 

chapter, Keith outlines new directions in corporate 

accountability such as monetary penalties, alterna-

tive dispute resolution, corporate social responsibil-

ity and Bill C-300 (on Corporate Accountability).

Corporate Crime and Accountability is an 

instructive read, providing clarity around the 

concept of corporate social responsibility and 

the movement toward establishing legal recogni-

tion of its principles. While defi ning CSR, argues 

Keith, may be diffi cult or perhaps undesirable, 

CSR activities centre around four goals: human 

rights, labour standards, safety standards and 

occupational health and safety and environmental 

responsibility. 

This extensive review of corporate criminal liabil-

ity and offences in Canadian law and how they may 

apply to corporations gives HR professionals an 

inside look at the justice system. Keith challenges 

the notion that stiff penalties against corporations 

are the best way to handle corporate crime and 

invites readers to consider that one must balance 

the need to hold corporations accountable against 

the important role corporations have in society.

Norm Keith is a partner at Gowlings LLP with 

28 years of advising, representing and defending 

corporate and individual defendants in regulatory 

and criminal prosecutions.   

Alyson Nyiri , CHRP, is a freelance writer, researcher and consultant specializing in human 

resources and career development issues. 

The fi nal chapter offers recommendations for 

why a policy should be in place and to whom it 

should apply. Sample policies are included for 

email, Internet use, blogging, user-generated 

content and social media. The language used 

in the policies refl ects the authors’ contention 

that human dignity and freedom of expression 

should be a key value throughout all policies 

regarding use of technology. Written in clear 

language with detailed annotations, The Law 

of Employee Use of Technology is a valuable 

reference book for HR professionals.

Howard Simkevitz, BA, MSPPM, LL.B, is 

a senior associate director at Bell Canada, 

where he provides consulting services in the 

areas of privacy and cybersecurity. Simkevitz 

has authored numerous papers on privacy, 

information technology and internet regulation. 

Avner Levin, BSc, LLB, LLM, SJD, is the 

director of Ryerson University’s Law Research 

Centre as its Privacy and Cyber Crime Institute. 

His work on workplace privacy, privacy online 

and other topics has been funded by the Privacy 

Commissioner of Canada’s  Contributions 

Program. 

O F F  T H E  S H E L F
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THE LAST WORD B Y  N I L É S H  ( N E I L )  S H R E E D H A R ,  C H R P

POLITENESS COUNTS: 7 TIPS TO 
IMPROVE YOUR PROFESSIONAL 
AND PERSONAL ETIQUETTE

Etiquette expert Deborah McGrath, 

an active member of Toastmasters 

International, has accumulated a 

wealth of “civility tips” to enhance 

our personal and professional 

lives. McGrath notes that proper etiquette can 

be immensely beneficial on a daily basis. In pub-

lic you never escape scrutiny. You can’t afford 

to get caught on details that prevent you from 

appearing prepared, poised and polished. 

She offers the following tips to focus on to 

improve our business and personal etiquette skills:

1.Eye Contact: Ensure you make direct eye 

contact with your new acquaintance (busi-

ness or social). This means that eyes do not gravi-

tate lower (than eye level)—you risk not putting 

your best foot forward!

2.Entrance: Room entrance in a business 

or social setting should entail some time 

for refl ection, and taking in the surroundings. 

This allows everyone, including others observing 

and yourself, to absorb the ambience, creating an 

open and friendly one. McGrath recommends that 

you have a human moment, and reconnoitre a 

bit before fully entering the room. If you happen 

to be making a presentation, do your homework 

about who you will have to meet to help you set 

up your presentation effectively.

3.The Handshake: Impressions are made as 

rapidly as 1/20th of a second (meaning a 

decision about whether to befriend or do business 

with you) and so a good handshake is crucial. 

This is initiated at a 90 degree angle—the ideal 

position for showing strength. The handshake 

should incorporate a fi rm clasp (web to web) and 

no more than two hand pumps.

4.Posture: Posture is also important and you 

should make it a point to carry yourself well 

as people do notice—especially when you don’t!

5.Introducing Yourself: When you introduce 

yourself, ensure that your name is well 

heard. This requires good articulation. People 

can only do business or socialize with you if they 

remember your name well. They certainly can’t 

call upon someone whose name they just heard 

in a “fuzzy” way, so you need to spend the time to 

pronounce it clearly and to associate it with some-

thing memorable. 

6.Introducing Others: Introductions in a 

business setting takes rank (but no longer 

gender) into account. So if you are introducing 

the VP Marketing, ensure you say “Ms. VP Mar-

keting” this is “Mr. New Hire,” and not the other 

way around!

7.People Skills: Lastly, ensure that your people 

skills are up to date and that you are respect-

ful and polite—the hallmark of a business profes-

sional or consummate host in a social setting.

Take the time to employ the simple and useable 

tips above and see your business, social or aca-

demic results soar!  

For the past decade certified and trained Etiquette expert Deborah McGrath has helped 

clients overcome challenges ranging from social anxiety to shyness. By offering a new form 

of intelligence: etiquette and protocol intelligence, McGrath has helped adults, teens and 

children face fears—and win, feel more confident and comfortable, and move with ease 

and grace through a myriad of academic, business and social arenas. For more information, 

contact McGrath at deborah@millarmcgrath.ca or visit www.millarmcgrath.ca. Visit Nilésh 

(Neil) Shreedhar, MBA , CHRP, HRMC at his website, ht tp://neilshreedhar.com/default .aspx.
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Tackling the HR Challenge

“Each day was packed 
with information. The 
role playing method of 
instruction was much 
more effective than 
the normal lecture 
sessions of other 
training seminars.”

- Gerry Walsh, HR
AOC Resins and Coat-
ings Company, Guelph

University of Windsor,
Faculty of Law 
Certificates are 
awarded at the end of 
every in-class public 
workshop.

Everyone expects you to solve their problems.  How do you deal with upset 
and stubborn people?  Do you have the tools to resolve conflicts effectively?  
How well do you deal with employee disputes?  Do you help employees ne-
gotiate when they have problems?  Can you identify talents and personality 
types?  Are you expected to implement people strategies that support the 
organization’s business objectives?  Do you find yourself playing the role of a 
linchpin - working with finance and operations to help drive business?  Our 
training will provide you with the tools you need to excel at the tasks you face 
every day.  We have taught over 28,000 people worldwide, many of them in 
the HR field.  We have run programs for the HRPAO and understand the issues 
that you face.

Experience has taught us that the best way for people to develop conflict 
management, negotiation,and communication skills is through practice.  Our 
workshops involve case studies, thought-provoking discussions, small group 
exercises, lectures, demonstrations and videos.  Our training is practical and 
immediately applicable.  Visit our website to see biographies of our trainers.  
We practise, and research in the areas we teach.  You will get the most up to 
date and advanced training.

We are extremely excited to announce the launch of the new University of 
Windsor Law School Executive Certificate in Conflict Management. You can 
complete it in under one year, without quitting your day job.  To earn the
Executive Certificate, you must complete the following six courses:

Executive Certificate in Conflict Management

Alternative Dispute Resolution
Advanced Alternative Dispute Resolution
Applied Alternative Dispute Resolution

Dealing With Difficult People
online Difficult Conversations
online Negotiation

Our Workshops are 
accredited by numer-
ous governing bodies 
in Canada and inter-
nationally. Please visit 
sfhgroup.com/ca for a 
list of accreditations.

Our training helps people 
learn new approaches to
issues such as:

• disciplinary matters
• termination of employment
• timeliness of grievances
• employee/employee
  disputes
• effective collective
  bargaining
• aligning people with the
  right job



Alternative Dispute Resolution (ADR) Workshop

What is Alternative Dispute Resolution (ADR)?
ADR processes provide practical ways to resolve workplace disputes.  Two 
of the processes we focus on are principled negotiation and interest-based 
mediation.  Principled Negotiation, developed at Harvard, is an approach to 
negotiating that allows you to look behind the positions and focus on the un-
derlying interests in order to find a solution that makes sense and maintains 
relationships.  In an interest-based mediation, a mediator assists disput-
ing parties to negotiate.  Mediation can help re-establish trust and prevent 
damage to relationships.  Mediation can save time and reduce financial and 
emotional costs.

At this workshop you will learn how to mediate disputes while preserving 
relationships and how to negotiate your way through tough situations.
Day 1
• What causes conflict?
• What are your negotiation tendencies?
• How do you avoid negotiation pitfalls?
• Which style is better, a competitive or
   cooperative one?  
• How can you avoid making dangerous
   assumptions?
Day 3
• How do you prepare for a negotiation?
• How do you deal with strong emotions?
• How can you be more persuasive? 
• How can you get people to listen to you?  
• How do you handle a number of people at
   the table?

Day 2
• 7 Elements of Principled Negotiation?
• How do you deal with difficult people?
• How can you be creative to get better 
   results? 
• What should you disclose in negotiation?  
• When should you say yes and when should
   you walk away?
Day 4
• How do you find people’s underlying
   interests?
• How do you mediate to resolve disputes?  
• How can you resolve workplace conflict?
• How can you prevent mediations from
   getting out of control?

“The ADR Workshop was 
by far the best course 
I have attended in my 
30+ year career in HR.  A 
must attend for HR Pro-
fessionals.  I have used 
the tools on a regular 
basis.”

- Dan Heard, HR
Ministry of Community & 
Social Services
Bleinheim

“Absolutely essential to 
anyone in a people man-
agement role. I wouldn’t 
change anything! The in-
structors were very effec-
tive and speaking from 
personal experience was 
very helpful”
- Danielle Germansky, 
Manager, Scotia Bank 
Toronto

40 CHRP recertification
points by HRPATM

Workshop includes 6 
negotiation case studies, 
3 mediation case studies, 
1 video and a mediation 
demonstration.

Experienced coaches 
supervise mediation case 
studies.

Public sector departments, ministries and state enterprises are turning with 
increasing frequency to ADR to resolve workplace disputes.  For example, 
“as part of a Public Service Staff Relations Board mediation pilot project, 
ADR processes successfully resolved 85% of grievances within the Canadian 
Federal Government”.  ADR vital part of modernizing public sector, Barrie White, Workplace News.



Dealing With Difficult People Workshop

You will learn how to prepare for difficult conversations, deliver messages 
powerfully, confront someone calmly and respectfully, overcome the fears 
that lead you to avoid conversations, how to end a difficult conversation and 
recognize personality differences.  You will have the opportunity to complete 
the Myers-Briggs Type Indicator-Step II ® * and receive a customized report 
containing insights into your personality type and the personality types of 
others.

Day 1
• What makes a conversation difficult?
• How do you start a difficult conversation?
• How do you confront bad behaviour?
• How do you deal with difficult people?
• How do you identify personality types?
• How do different personality types con-
   tribute to problems in the workplace?
Day 2
• What triggers you and others?
• How do you avoid common mistakes?
• How do you manage emotions?
• How do you get to the root of a problem?
• How can you disagree without escalating the conflict?
• How do you prepare for a tough conversation?
Day 3
• How do you deal with difficult conversations in the workplace?
• How do you deal with difficult conversations at home?
• How might you manage your own responses better to make the
   conversation less difficult for you?
• How do you know when to end a difficult conversation?
• What is the best way to end a difficult conversation?
• How do you conquer fears around a difficult conversation?

“I learned some very 
solid techniques in 
this course that I will 
be able to use imme-
diately.”

- Miranda McCulloch 
HR, Mold-Masters 
Limited, Georgetown

“I would recommend 
this course to any HR 
Professional!”

- Susan Broniek, HR
Toral Cast Precision 
Technologies
Mississauga

30 CHRP recertifica-
tion points by HRPATM

Workshop includes 
the MBTI exercise (all 
of day 1), 5 exercises, 
and 3 case studies.

On day 3 you will also 
practise a specific skill 
or conversation that 
you have identified.  
The facilitators will be 
available to answer 
any questions.

* Myers-Briggs Type Indicator Step II (Form Q) Interpretive Report © 
2001, 2003 by Peter B. Myers and Katharine D. Myers. All rights reserved.



Registration Information

□   ADR WORKSHOP, Toronto, April 24-27, 2012, $2,300+HST
□   ADR WORKSHOP, Toronto, May 29 - June 1, 2012, $2,300+HST
□   ADR WORKSHOP, Toronto, July 10-13, 2012, $2,300+HST
□   ADR WORKSHOP, Ottawa, July 17-20, 2012, $2,300+HST
□   ADR WORKSHOP, Toronto, August 14-17, 2012, $2,300+HST
□   ADR WORKSHOP, Toronto, October 1-4, 2012, $2,300+HST
□   ADR WORKSHOP, St. John’s, October 15-18, 2012, $2,300+HST
□   ADR WORKSHOP, Toronto, October 23-26, 2012, $2,300+HST
□   ADR WORKSHOP, Ottawa, November 5-8, 2012, $2,300+HST
□   ADR WORKSHOP, Toronto, November 13-16, 2012, $2,300+HST
□   ADR WORKSHOP, Toronto, December 11-14, 2012, $2,300+HST
□   ADR WORKSHOP, Toronto, January 15-18, 2013, $2,300+HST
□   ADR WORKSHOP, Toronto, February 11-14, 2013, $2,300+HST
□   ADR WORKSHOP, Ottawa, March 19-22, 2013, $2,300+HST

□   ADVANCED ADR WORKSHOP, Toronto, June 5-8, 2012, $2,725+HST
□   ADVANCED ADR WORKSHOP, Toronto, August 21-24, 2012, $2,725+HST
□   ADVANCED ADR WORKSHOP, Ottawa, September 11-14, 2012, $2,725+HST
□   ADVANCED ADR WORKSHOP, Toronto, November 20-23, 2012, $2,725+HST
□   ADVANCED ADR WORKSHOP, Toronto, March 19-22, 2013, $2,725+HST
□   ADVANCED ADR WORKSHOP, Ottawa, March 25-28, 2013, $2,725+HST

□   APPLIED ADR WORKSHOP, Toronto, June 12-15, 2012, $3,050+HST
□   APPLIED ADR WORKSHOP, Toronto, September 25-28, 2012, $3,050+HST
□   APPLIED ADR WORKSHOP, Toronto, February 5-8, 2013, $3,050+HST

□   DEALING WITH DIFFICULT PEOPLE WORKSHOP, St. John’s, May 30 - June 1, 2012, $1,895+HST
□   DEALING WITH DIFFICULT PEOPLE WORKSHOP, Toronto, July 18-20, 2012, $1,895+HST
□   DEALING WITH DIFFICULT PEOPLE WORKSHOP, Toronto, October 17-19 , 2012, $1,895+HST
□   DEALING WITH DIFFICULT PEOPLE WORKSHOP, Toronto, Jan 30-Feb 1, 2013, $1,895+HST

□   BECOME A POWERFUL NEGOTIATOR WORKSHOP, Toronto, June 20-22, 2012, $1,995+HST
□   BECOME A POWERFUL NEGOTIATOR WORKSHOP, Toronto, Oct 31 -November 2, 2012, $1,995+HST
□   BECOME A POWERFUL NEGOTIATOR WORKSHOP, Toronto, February 20-22, 2013, $1,995+HST

Please register me for the following workshop(s):

□   Mr.     □   Mrs.     □   Ms ______________________________________________________
                        (Please print name in the form you wish it to appear on your Certificate)

Job Title: ____________________________________ Industry: _______________________

Organization: ________________________________________________________________

Address: _________________________________________________    □   Home     □   Work 

City: __________________ Province: _____________________ Postal Code: ____________     
                                                                                              
Phone #: (____)_________________________ Fax #: (____)__________________________

E-Mail: ______________________________ Name on name-tag: ______________________

□   I would prefer a vegetarian meal        Any dietary restrictions?______________________

How did you hear about us? ____________________________________________________

Method of Payment:
□   Cheque enclosed, payable to:  Stitt Feld Handy Group
□   Bill me
□   Credit Card payment:     □   VISA     □   MASTERCARD   

Card #: ___________________________________________ Expiry date: _______________

Name on CC: _____________________________ Signature: __________________________

4 ways to contact
us and to register:

ONLINE
At sfhgroup.com/ca

MAIL
Fill in and send the 
registration form to:  
Stitt Feld Handy Group
112 Adelaide St. East 
Toronto, Ontario, M5C 1K9

FAX
Fill in and fax the 
registration form to: 
(416) 307-0011

PHONE
(416) 307-0007
1-800-318-9741

DISCOUNTS
A 20% discount applies if 5 or 
more people register from the 
same organization within the 
same calendar year. A $150 
discount applies if you register 
for the ADR and Advanced ADR 
Workshops at the same time.

CANCELLATION POLICY
Up to two weeks before the 
workshop - 50% of workshop 
fee. In the two-week period 
prior to the workshop - full fee.  
We accept substitutes.

visit sfhgroup.com/ca for more dates.


