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& Ultimate Software

Human Capital Management. \Working in Harmony™
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There's no sweeter sound than a workforce in harmony.
See why UltiPro’s unified, recruitment-through-retirement human capital
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Taking care of an
employee’s workplace
disability would be simple

f she were a robot.
f that were the case,

you might be able to
manage It yourself.

If we lived in a world where employees
were robots, taking care of the health
of your employees would be rather
simple - an employer could simply
resource a missing part, send the
robot to be repaired and have them
back to work within hours. Fortunately
this isn’t the case. Human beings are
complex. A great deal of
understanding and knowledge is
required to get their health restored.

Toronto |

Ottawa |

TeksMed Services is a complete
workplace disability management
solution. Quikcare reduces time loss
and claims costs by helping injured
workers maximize their work potential.
Quikcare focuses on ability, not
disability; providing world-class
healthcare, including no additional
cost diagnostic imaging; helping
workers return to work safely and
quickly.

Calgary |

teksmed.com
877 850 1021

Vancouver
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The Business School

HUMAN RESOURCES
MANAGEMENT

BACHELOR OF APPLIED BUSINESS

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

Becon/w:

Human Resources Manager
Labour Relations Officer
Training Co-ordinator
Compensation Analyst
Health & Safety Specialist
Benefits Administrator

Apply now!
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ADDING VALUE

veryone in human resources has
heard about the need to be “strategic.”
This is not isolated to HR. Many pro-
fessions are undergoing this push to
show value, including communica-
tions and marketing. But getting to the heart of
what “strategic” means is essential, particularly for
entry-level and up-and-comers. Waiting for them to
“get it” is not timely or productive, for
anyone. To facilitate, we've enlisted
Greg Anderson, a senior consult-
ant and former VP of a large global
organization, to explain how to be
involved and effective in your organ-
ization’s strategic planning process,
on page 22.

We’ve also asked Certified General
Accountant Bernie Keim, to outline
some financial terminology that every
HR professional should know, because
understanding the financial oper-
ations of an organization is critical to
speaking intelligently and offering insight about
the business strategy. This finance column, on page
34, is the first in a series of articles to boost your
financial acumen and will appear in future issues of
HR Professional and on HRPROMAG.com.

While being involved in business planning is
critical, HR still needs to hire talent, train them,
pay them and make sure they are safe and product-
ive. To that end, HR Professional also addresses
new developments in the health and safety arena,
including the latest news on the regulatory front,
on page 13; and the impact of Bill 168 to employee
safety, on page 39.

Enjoy the issue.

W% Buchatl -Spuren

Meredith
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THE BEST
KEPT SECRET?

NOT ANYMORE.

DesJ a rd | ns Now you know. .Desjardins Financial Security is one of Canad§’§ leading
insurance companies. From Vancouver to St. John's, we offer competitive group
insurance and group retirement savings plans to companies and organizations

of all sizes.

What kind of companies place their trust in us? All kinds. And they all have
one thing in common. They want a company with financial strength, a national
presence, and the expertise and knowledge they can turn to when they need it.

Talk to us. We're there for you, from coast to coast.

Desjardins Financial Security is the life insurance arm of Desjardins Group —
ranked as the 4th safest financial institution in North America,' with more than a
century of experience.

Group Insurance

Group Retirement Savings desjardinsfinancialsecurity.com

Cooperating in building the future

® Registered trademark owned by Desjardins Financial Security 12010 survey by Global Finance.

Life, health, retirement



ALISON ADAM
Alison Adam is an associate with Shields,
O’Donnell, MacKillop LLP. Along with co-
author Meighan Ferris-Miles, she discusses the
proliferation of overtime class actions lawsuits
and how to avoid them, on page 19.

GREG ANDERSON

Greg Anderson, a consultant and former VP

of HR of a large international organization,
provides a nuts-and-bolts approach to becoming
involved and effective in the strategic business
planning sessions of your organization, on
page 22.
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CAROL QUINN

Speaker, author and talent consultant, Carol
Quinn has more than 25 years of hiring
experience. She explains how to accurately
gauge attitude in interviews (part 1 of her two-
part series), on page 37.

BERNIE KEIM

Bernie Keim is vice-president, member services
and regulatory affairs at CGA Ontario. He
penned “Grasping Financial Terminology,” the
new finance column, on page 34. This is the
first in a series of finance articles to appear in
HR Professional and HRPROMAG.com.
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The Personal has the knowledge and expertise to bring exceptional benefits
to each one of your employees. They'll love the privilege of extraordinary
service and savings on their home and auto insurance.

Our proven program is hassle free and no cost to you. Over 560 of Canada’s
leading organizations agree. It's rewarding to partner with The Personal. To
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1 888 246-6614
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access to great value...

with The Personal

™

thePersonal

Home and Auto Group Insurance



Want another great
reason to attend
the HRPA 2011
Annual Conference
and Trade Show?

Keynote Sponsor:  jloverewards
Results Driven Recognition

Turn trends to your advantage.
Let keynote speaker Amanda Gore show you how.

“Emotional intelligence” may be key to the future of work, says Australian joy expert
Amanda Gore. She shows how b nnected at home and on the job can bring
success while reducing loneli ings of disconnection.

February 2-4, 2011
Metro Toronto Convention Centre
South Building
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LEADERSHIP
MATTERS

BY ANTOINETTE BLUNT

EMPLOYEE BEHAVIOUR AFFECTS

WORKPLACE SAFETY

mendments to the Occupational
Health and Safety Act (Bill 168),
which came into effect in June
2010, were designed to eliminate
or minimize the risk of violence
and harassment in the workplace. To ensure
compliance, HR professionals must be vigilant
in observing the behaviour of employees, under-
stand what is appropriate and how to manage
situations where inappropriate behaviour exists.

The expertise of HR professionals lies in the
ability to distinguish between performance-
related behaviour problems and other prob-
lems. If we can confirm through effective
performance-management processes that the
inappropriate behaviour is not related to per-
formance, then underlying factors must be con-
sidered and dealt with.

HR professionals must also take into account
the impact of the employee’s behaviour on others.
If it creates fear, concern or uncertainty among
co-workers, HR has legal and ethical obligations
to delve further immediately because employee
safety is at risk. This was a lesson learned too
late from the tragic case of the Windsor nurse
who was murdered by a physician at her place of
employment. Before her death, she had brought
her concerns to hospital management and had
applied for a restraining order against this phys-

ician, with whom she had a previous relationship.

Onus on management
The amendments to the Occupational Health
and Safety Act, which were created in response
to similar cases, stipulate it is management’s
responsibility to identify hazards, ensure con-
trols are in place, provide training to all employ-
ees exposed and remove any potential physical
threats to employees.

Employers are now required by law to have a
policy that will eliminate or minimize the risk
of violence to employees. This also includes a

HRPROMAG.com

requirement that if
an employer becomes
aware of domestic vio-
lence that would likely
expose an employee(s)
to a physical injury
in the workplace, the
employer must take
every precaution rea-
sonable to protect the
employee. However,
this does not mean
that HR professionals
are expected to be social workers or psycholo-
gists. After all, we are not qualified to diagnose
mental-health problems. But our policy and risk-
assessment plan must include ways to identify
signs that an employee might be a victim of
domestic abuse or that an employee might be an
abuser, and techniques to manage potentially
violent and actually violent situations.

Such expertise should now be considered part
of the foundation of good human resources
management and performance management,
both of which we must execute while also ensur-
ing employees know what appropriate conduct
is. You need to know how to discern what the
problem really is and when and how to react.
We must also be aware that those skills are
not instinctive and must be taught to many
managers.

Building a trusting relationship with our
employees is also essential, because if we do that,
they are more apt to take guidance from us and
approach us if they have a problem. HR profes-
sionals are busy people but we still have to be
alert, vigilant and intuitive. Heightened aware-
ness is crucial in today’s workplace for the sake
of all our employees.

Most important, we need to make sure employ-
ees understand and abide by policies that iden-
tify appropriate behaviour. HR
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HEALTH | SUSTAINABILITY | PRODUCTIVITY

iy GREEN ENGAGEMENT

MORE EVIDENCE FROM The economic downturn of the last few
GEORGE WASHINGTON years has not impacted generation Y’s
commitment to environmental respon-
UNIVERSITY THAT sibility, a study finds. The survey con-
OBESITY IS NOT JUST ducted by Leger Marketing on behalf of
HURTING THE HEALTH OF RSA Insurance, found that 77 per cent
NURTH AMERICAN WUHK‘ of gen Ys feel it’s 1mportant for their
company to be green with one-third
ERS BUT HAMPERING reporting they would quit their job if
THEIR BANK BALANCES they found their employer was acting

environmentally irresponsible.

The survey highlights the growing
attitude among young Canadians to
expect their employers to be aware of

AS WELL. THE REPORT,
RELEASED IN SEPTEMBER
2010, DETERMINED THAT

WITH EMPLOYEE SICK their collective impact on the environ-

DAYS, LOST PRODUCTIV- ment and demonstrate their commitment

ITY AND THE NEED to resolving it. Further, 68 per cent of
gen Ys reported that they would actively

FOR EXTRA GASOLINE, B participate in helping their company

OBESITY COSTS A  meet their green standards by creat-

WOMAN US$4.,879 AND ing or joining a company-based green

A MAN US$2,646 PER initiative.

YEAR. WOMEN ARE MORE Ao 54 Lot

AFFECTED THAN MEN

BECAUSE LARGER WOMEN

ER ONES; INTERESTINGLY,

WAGES DON'T DIFFER FOR

MEN WHO CARRY EXTRA' PURGE THE UNPRODUCTIVE

WEIGHT. DBESITYLOSTS A new study by the Institute for Corporate

ARE FAR GREATER THAN Productivity (i4cp), “Time to Optimal Productivity,”
THE YEARLY COST OF shows that more than half (55 per cent) of respond-
JUST BEING OVERWEIGHT, — ents from low-performing organizations report that

WHICH IS US$524 FOR A employees remain in positions long after their pro-
ductivity has begun to wane, which is true for only

WOMAN AND US3432 FOR one-fifth of those from high-performing firms.
A MAN. When participants were asked about the time to
Source: MetroNews.ca full productivity in their companies, 45 per cent of

those from high-performing firms said this occurs in
12 months or less, compared with just 32 per cent
of those from low-performing firms.

For more on this critical issue, see HRPROMAG.
com “Time to Optimal Productivity.”
Source: idep
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EQUALITY | DRUG TESTING | LEADERSHIP

LABOUR, RELATIONS) SUECESSION

TANAGEMEN NTR! NS RLANNING?S
MANAGEMENT CENTRE OPENS SILQEJMTJJY!

A group of Canada’s most influential union leaders, employers, aca-
demics and government representatives, including former CAW chief
Buzz Hargrove (pictured right) gathered mid-September for the grand
opening of the Centre of Labour Management Relations (CLMR) at
Ted Rogers School of Management at Ryerson University.

The school, the first of it's kind in Canada that is funded by both
labour and management, offers a forum where leaders from labour,
government, public and private sector organizations can jointly tackle
issues, undertake research and network in a non-partisan environ-
ment. Ultimately, the intent of the centre is to better understand
labour-management relations and reduce workplace conflict. Other
areas of concentration for CLMR include alternate models for worker
representation, pension sustainability, public sector labour relations
and workplace mental health issues.

-*UJPL!)'(-*?E EQE
PRESCRIPTION/NARCOTICS IS

plle LEADERS IDENTIFIED FOR
| : CRITICAL ROLES IN YOUR
'1' — ORGANIZATION?

19%
21%

i\

29%
30%

r\H

Sue Bates, an employee with Dura Auto- According to the Canadian Human Rights
motive Systems in Michigan, lost her job of Commission, drug and alcohol testing is

22 years after testing positive for a legally strictly not allowed for pre-employment, and
prescribed drug—hydrocodone—which only allowed in limited circumstances in

she was taking for back pain. The case safety-sensitive positions in Canada.

brings to light challenges for employers What this case brings to light is the
concerning prescription drug use in the increasing dependence of society on prescrip-
workplace. Under Dura’s policy, a prescrip- tion narcotics and the affect these drugs

tion drug is considered unsafe if its label have on the workplace. Quest Diagnostics,
includes a warning against driving or oper-  a provider of drug tests in the U.S., found
ating machinery even though doctors say employees’ positive tests for opiates rose more
many users function normally despite such than 40 per cent from 2005 to 2009.
warnings. Source: New York Times
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ADVANCING
\WOMEN

IN BUSINESS
HONOUREES

THREE CANADIANS ARE
THE INAUGURAL RECIPI-
ENTS OF THE CATALYST
CANADA HONOURS,
WHICH RECOGNIZE
CANADIAN CORPORATE
LEADERS' COMMITMENT
T0 THE PROMOTION OF
WOMEN IN BUSINESS.

ED CLARK, PRESIDENT
AND CEO OF TD BANK
FINANCIAL GROUP;
COLLEEN SIDFORD,
VP AND TREASURER
OF ONTARIO POWER
GENERATION INC.; AND
SYLVIA CHROMINSKA,
HEAD OF GLOBAL HUMAN
RESOURCES AND COM-
MUNICATIONS AT SCOTIA
BANK ALL WON FOR
THEIR DEMONSTRATED
COMMITMENT TO
ADVANCING TALENTED
WOMEN INTO LEADER-
SHIP ROLES.

CATALYST CANADA,
A NON-PROFIT DEDI-
CATED TO EXPANDING
OPPORTUNITIES FOR
WOMEN IN BUSINESS
AND BUILDING INCLUSIVE
WORKPLACES, HOSTED
THE CATALYST CANADA
HONOURS, WHICH TOOK
PLACE IN OCTOBER 2010
IN TORONTO.

FOR MORE INFORMA-
TION, VISIT CATALYST.
ORG.

ACADEMIA | ACCESSIBILITY | DECORUM

March of Dimes

PARTNERSHIP CREATES A BRAIN TRUST
FOR AODA COMPLIANCE

In Canada, the buying power of persons with disabilities is
estimated to be $25 billion. In fact, more than 1.85 million people
in Ontario (one in seven) have a disability and is expected to
increase to one in five within 20 years. To help organizations
serve this market, the Ontario March of Dimes and Quadrangle
Architects have formed a new joint venture called AccessAbility
Advantage.

AccessAbility’s mandate is to deliver a one-stop shop to
help make Ontario businesses more accessible for people with
disabilities and facilitate compliance with Accessibility for
Ontarians with Disabilities Act, which dictates all Ontario business
that provide goods or services to the public will be barrier-free for
both customers and employees by Jan. 1, 2012.

“Of the 360,000 businesses in Ontario, some are making
progress implementing changes, but many don’t even know where
to begin and are struggling to understand the complexities of these
new regulations,” said Frances Jewett, AccessAbility Advantage’s
business development manager. “That’s why we are here to help.”

. W s e T e TR R T

For more info, visit accessabilityadvantage.ca.

WHAT'S THAT SUPPOSED TO MEAN?

We've all received at least one blatantly ,‘ gy RS .f.« Lo e i =
rude email from a co-worker having a ' [ B2 oo - waiaie) (#) 4§ AR ||| B @ |
really stressful day but what are far more ”f;j: Brele® ”,j,,,'" e ""4':-_;“ T A BT Yy oot ‘
damaging are those snarky or abrupt S—

emails you find in your inbox everyday. In 2| Ced

fact, studies show email messages are Mj: @ ot o
interpreted incorrectly 50 per cent of the ambeoma ot contrpamng s | JeeChuskbmessond s g skt bt b il
time according to Journal of Personality m————
and Social Psychology. These emails ‘;;3;:“

cause a host of problems including offend-

ing co-workers and customers, damaging [ unsocranges | [oema | N ||
the reputation of the company, as well as _ . - |

the sender, and eroding the workplace
culture.

To the rescue is Lymbix—from Moncton, N.B.—
and its ToneCheck software for Microsoft Outlook.
Similar to spell check, the software identifies and
flags emotionally charged sentences in emails.
Other features allow you to preview the emotion

in your message prior to sending, choose your
acceptable tone tolerance level, and notify you if
your message falls outside of your acceptable level
when you hit send.

For more info and to download the free soft-
ware, visit tonecheck.com.
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As incentives go, try and get this reaction from an interoffice memo.

Make rewarding unique, make it memorable and make everyone on the team _‘;F_M\i'_
feel like one in a million with an HBC Gift Card. It offers them the chance to :\,:
choose from over 1 million products at more than 400 locations of the Hudson’s
Bay Company’s family of stores. Cards are reloadable, can be personalized and

HUDSON’S BAY CO.

customized with one-of-a-kind images and messages, making every card special. Gift Cards are redeemable at:
Call us at 1.866.461.2323 or visit HBCcards.com today. lhe%au ﬂk’ﬁ Home B

Look for us at the upcoming HRPA Conference in Toronto.
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LEGAL

BY MEIGHAN FERRIS-MILES AND ALISON ADAM

PREVENTING OVERTIME CLASS ACTIONS

lass actions for unpaid overtime
have exploded in recent years.
There are currently three such class
actions moving through our legal
system, and the stakes in each are
high. CIBC employees are claiming $500 million
in damages, Bank of Nova Scotia employees
are claiming $300 million in damages and CN
employees are claiming $250 million in damages.
Each of these cases are in the early stages of
litigation and, as these cases gain momentum,
they will provide valuable lessons for employers
in regard to managing overtime of employees
and preventing future claims for unpaid overtime.
Employees with claims for unpaid overtime have
several options available for pursuing such claims.
One option is that a group of employees may
elect to be certified as a class. To be successful at
this step, the class of employees must establish
certain requirements including that the claims of
class members raise common issues, that a class
proceeding would be the preferable procedure
for resolution of those common issues, and that
there is an appropriate representative plantiff
who would fairly and adequately represent the
interests of the class. To date, the Ontario court

had reached different conclusions in regard to
certifying certain overtime class actions. Early
cases suggest the court was reluctant to certify
overtime class actions. However, in some recent
cases, including Bank of Nova Scotia and CN, the
court has granted motions for certification. These
decisions are undergoing a relentless series of
appeals, and the issue of certifying overtime class
actions will likely proceed to the Supreme Court
of Canada in order to settle the matter. In the
interim, employers should consider the following:

HRPROMAG.com

Overtime policies should state that employ-

e ees are not permitted to work overtime
unless it is pre-authorized. There should, however,
also be a mechanism for employees to have over-
time approved after the fact. Sometimes issues
arise that need to be dealt with promptly and it is
not practical to have overtime pre-authorized in
such circumstances.

2 Ensure that overtime policies permit for

e individual application and assessment.
This reduces the likelihood that there will be
common issues between all employees and thus
minimizes the risk of certification of the class.
3 Ensure overtime policies are being con-

e sistently followed. Employers will be in a
stronger position to argue that there is no com-
mon issue if it can be established that overtime
policies are always followed.

Conduct an analysis of the eligibility
e requirements in your overtime policies.
Generally speaking, salaried employees
are entitled to overtime pay, but certain
categories of employees (e.g., managers,
IT, engineers, etc.) are exempt from over-
time pay.
Maintain accurate time sheets
e for all employees. Wherever pos-
sible, have each employee sign off on the
weekly schedule, acknowledging that
it is an accurate reflection of the hours
worked. Such records will be critical in
defending any claims.
Have a system for monitoring and
e authorizing employees’ hours of
work. Employees should also be informed
that working unauthorized overtime
could result in discipline.
It is important to remember that simply having
a policy that requires pre-approval of overtime
may not be sufficient. An employer is obligated
to ensure that overtime is not worked or, if it is
worked, the employee will be paid accordingly.
While these measures may seem onerous, overtime
claims may prove to be costly, particularly if such
claims are certified as class proceedings. HR

Meighan Ferris-Miles and Alison Adam are associates with employment law firm Shiglds, 0 Donnel]
MacKillop LLP in Toronto.
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BY YAFA SAKKEJHA

TREND ALERT: NON-PROFIT
EMPLOYEE BENEFIT CO-0OPS

midst public uproar about the

American health bill in 2009,

U.S. President Barack Obama

encouraged the Senate to develop

a proposal for a non-profit health
co-operative. The co-op would help individuals
and small businesses afford health insurance
by forming one large buying group in order
to obtain discounts and lower margins from
health insurers. Policy holders would be owners,
entitling them to any profits seen by the co-op.

Catherine Leviten-Reid, an assistant professor

at the University of Saskatchewan’s Centre for
the Study of Co-operatives, says that only a few
of these co-operatives currently exist in Canada.
“There are many purchasing co-operatives in
the U.S., organized by private companies, for the
purpose of saving those companies money; for
instance, to buy drugs in bulk. But co-op develop-
ment in Canada, which has largely taken place in
the last decade, has focused on providing direct
health-care services to individuals—most of our
current health co-operatives are funded by the
government to help elderly or disabled citizens.”

Entities such as Beneplan Inc., which has been
running such a co-operative since 2001, reverted
to the original concept of insurance, where insur-
ance companies such as Manulife, Sun Life and
Great-West Life were originally co-operatives and
policy-holders were inherently shareholders and
entitled to the profits. That would be similar to
getting a cheque at the end of the year from your
car insurer when they made a profit. This practice
ended in 1985 when lawsuits for neglecting to pay
out profits to policyholders rocked the industry
and insurance companies were “de-mutualized.”
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Paystation, a Canadian monetary security firm,
established in 1955, joined a non-profit health co-
operative in 2004, and data from Beneplan shows
that it has distributed a total of $10,800 from
co-operative profits. In years when its 30 employ-
ees spent more in claims than they paid in pre-
miums, Paystation was not liable for the deficit.
A Canadian manufacturer with more than
100 employees, Berry Plastics joined a health co-
operative in 2001 and has since saved in excess
of $500,000. Judy Blanchard, HR manager for
Berry Plastics, says that “it works the same way
as other benefit plans do: employees get a drug
card, coverage is the same and so on. The only
difference is that we’re shareholders of the co-op,
so any profit is paid back to us.”

Co-operatives are registered as multi-employer
trusts with Revenue Canada, to ensure appropri-
ate taxation, and audits are performed annually
and disclosed with member companies.
Every member company appoints a trustee
who has a vote on the board.
Trustees are usually the com-
pany’s HR manager or control-
ler. They control refunds, how
much reserve to set aside and
opportunities. For example,
trustees have recently been ana-
lyzing whether the co-operative
should purchase a pharmacy in
order to further reduce costs. Trustees are also
contemplating building wellness centres where
their employees would enjoy unlimited para-
medical services such as massage therapy.
Member companies are not liable for deficits if
their employees claim more than what was paid
in premiums—the co-operative’s surplus
takes care of shortfalls. Since 2001, Beneplan
has refunded $3 million in profits back to
members. HR

Vafa Sakkejha is a co-operative analyst at Beneplan Inc.
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BECOMING A
STRATEGIC
ADVISOR

BY GREG ANDERSON

or many organizations HR’s

presence in the strategic

planning process is rela-
tively new, and even seasoned HR
executives struggle with how best
to add value. HR Professional pre-
sents a tried-and-true practice tool
to ensure successful involvement at
the executive table.

While there are different
approaches used to develop a stra-
tegic plan, it is fundamentally
about winning in the marketplace.

PREPARATION

Strategic planning preparation is
done well before any meeting is
held. Once you are at the meet-
ing, it is too late to ask for data on
customers or your people. Some
basics that HR needs to address in
advance are:

e Know a lot about the products
and services you sell, how you
sell, how you differentiate, how
difficult the competitors are,
what they offer and what cus-
tomers think about their product
and service choices.

e Know about the costs of the busi-
ness. Understand the costs that
don’t directly lead to customer
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A guide for HR's successful
involvement in organizational planning

value are bad costs—wasted

spending—a source of a potential

pricing problem or net income
generating problem.

e Know about the risks in the busi-
ness and how the environment
can complicate risks.

Coming to a strategic planning
meeting without useful informa-
tion isn’t productive. Useful data
can positively affect creative stra-
tegic thinking during the plan-
ning session.

All this really has little to do with
HR but you still need to, in part,
contribute to these discussions. If
you have invested time in learning
about the business you can talk
about how issues raised relate to
the people side of the organization.

Pivotal questions to know the
answers to, include: How important
are your employees to your custom-
ers buying your products/services?
Who actually touches your custom-
ers, and can they aid or frustrate
the sale completion effort? How
do your employees compare to the
workforces of your competitors?
Are you losing ground or gain-
ing opportunities every time one
of your employees interacts with a

customer? What is the attitude of
your employees toward your organ-
ization? Do you provide too much
low-value people contact with cus-
tomers? Do your competitors have
a better cost profile because they
use fewer people, but use them in a
higher value way?

Find where
and how the
major business

HR PROFESSIONAL



These are the strategic issues
that HR, sales, marketing, cus-
tomer service and product creation
should work on together.

MATRIX

At your right is a simple template
you can draw up on a sheet of
paper in preparation for each stra-
tegic planning session.

This five-box matrix touches
on the key processes HR heavily
influences; each could improve and
support business strategy. These
are the areas of contribution where
HR expertise can make a bigger
difference than other executives.
While these processes seem identi-
cal to the day-to-day operational
focus of the HR function, the use
of this worksheet in strategic
planning should be focused on a
system-wide, customer, competitive
and macro-business environment
level. The trick is to be thinking
about the business as a whole, lis-
ten to the discussions of the busi-
ness and find where and how the
major business strategies can be
directly enhanced or accelerated

HRPROMAG.com

Organizational Performance Management

Development and Professional Growth

Underlying Company Culture

by the judicious application of HR
strategies.

EXAMPLES

Let’s look at five examples of dis-
cussions and related questions that
can lead to formulation of human
resources strategies anchored in
business strategy needs. The dis-
cussion will not allow you to fill
out the boxes in order. You will
jump from box to box based on
where the discussion goes.

ORGANIZATIONAL
PERFORMANCE
MANAGEMENT SYSTEMS
During a “Where are we now?”
review, a discussion of the sales
and customer feedback data shows
that sales growth is stagnating
in most regions and is actually

Recruitment and Talent Management

Rewards, Recognition and Compensation

slipping in two regions. The dis-
cussion rules out certain potential
factors, but it does get more ser-
ious when the sales and marketing
leader talks about customer frus-
tration with how long it takes for
decisions to be made around client
proposals. You (as the HR lead)
ask about organizational structure
and flow of information and where
decisions are being made and
using what overall guidelines. You
ask about how performance tar-
gets around decisions are being set
and monitored. It turns out that a
new way of organizing may lead to
faster decisions; and that new ways
of setting performance manage-
ment objectives can make what is
expected of employees clearer. Its
importance leads to a group deci-
sion that a monthly review of three
key factors is better than the cur-
rent quarterly review of 20 factors.
A decision to set up a new organ-
ization and performance manage-
ment system becomes a key tactic
in the strategic plan to improve
the business.
NOTE: It is the focus on the busi-
ness and its success that led to
this decision, not a focus on the
HR discipline. It is your contribu-
tion as a business thinker, influ-
enced by your HR expertise, that
made this contribution meaningful
for the business.

RECRUITMENT AND TALENT
MANAGEMENT

A discussion focuses on how the
company must compete in the new
e-market. Currently, 20 per cent of
industry sales are going through
that channel and it is growing
with many customer groups. The
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firm needs to not just be competi-
tive but a leader in this area in
the next five years. Unfortunately,
your organization has virtually
igmnored this sector up to now. You
ask about who in the firm knows
this discipline? Are they capable
of leading this initiative? Some
critical questioning suggests that
while very good, they are inexperi-
enced in the business and have
a lot to learn. You lead a discus-
sion that concludes the company
must hire an experienced leader to
achieve this ambitious goal. This
now becomes an HR-focused tal-
ent management tactic in the stra-
tegic plan.

NOTE: It is not a discussion of
specific people that led to this con-
tribution. Strategic planning has
to address issues that affect the
success of the business as a whole,
which in turn dictates your con-
tributions to strategic business
planning.

The previously mentioned discus-
sion of regional sales shortfalls
also highlighted that the process
of developing proposals with cus-
tomers was problematic and head-
office simply had little idea of
how to evaluate these proposals.
It comes out in discussion that it
was assumed that all the sales rep-
resentatives would just figure out
how to get it done. You ask about
the general assessment of whether
your representatives can do this
job. A back-and-forth discussion
with examples has everyone real-
ize that the sales reps are funda-
mentally capable but it will take
too long for them to absorb all the
new skills needed simply relying
on trial and error. You suggest a
new process combined with accel-
erated training. This suggestion
is met with enthusiasm. You now
have a new HR strategy focused
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on development and professional
growth in the strategic plan.
NOTE: This did not come from
HR wanting to do a new training
initiative. It came from a discus-
sion of what the business needed,
and your HR skills helped achieve
this business goal.

A review of a new product launch
planned for the following year
shows that the product’s customer
base is quite different from the
company'’s traditional customer, as
are unit costs and gross margins.
However, this product line prom-
ises long-term success. You ask
which representatives will be sell-
ing the product. It turns out that
they will all be selling this new
product alongside the existing
products. You ask about how rep-
resentatives will be compensated,
especially around bonuses. You
learn that bonuses will have to be
paid, but that it may be hard to do
it on sales dollars, as the unit sell-
ing prices will be quite different
for the current products. You ask
how representative behaviour will
need to change after the product
launch. It quickly becomes clear
that the existing bonus scheme
will not be useful once the new
product arrives. You now have
an HR strategy that calls for a
totally new bonus scheme to be
developed prior to product launch
that encourages the representa-
tive to behave in exactly the way
the business strategy suggests
is needed. This is a great oppor-
tunity for sales and HR to work
together on a strategically import-
ant project.

NOTE: Your contributions are cre-
ating synergies at the most senior
level of the organization. This will
lead to a more integrated response
to the direction of the business and
help eliminate divisional silos.

A discussion of impediments to
success in the future draws out
the general feeling that more
interdepartmental co-operation
is needed to launch new prod-
ucts and initiatives. The conclu-
sion is made that each division
only cares about its own object-
ives, which stops other depart-
ments from achieving their goals.
You raise the question, “Do we
all feel we are fully supportive of
each others’ goals?” This leads to
a discussion that, as a group, we
operate in silos. You ask if this
attitude has actually become part
of the company culture. There is
general agreement about this. You
develop an HR strategy to address
cross-company teamwork and
interdependence attitudes to allow
the strategic plans to be properly
implemented.

NOTE: It is your focus on the busi-
ness that leads to this strategy. It
does not become a proposed strat-
egy for the business because you,
as an HR professional, know about
teams and you have a desire to
work on better teamwork in the
organization. Instead it is a strat-
egy because it is clearly linked
to how to win in the business
environment where the company
competes. Your recognition of this
difference is crucial.

Getting invited to the strategic
business planning sessions of your
organization is not your end goal.
You need to be effective once you
are there and thereby create the
reason that you should stay over
the long term. This means you
must move from simply directing
the HR function, to directing the
business while you run the HR
function as well. HR

Greg Anderson is a former vice-president of human
resources of a large international organization and is
now an associate consultant with Western Management
Lonsultants.
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PURPLE PROMISE

Focusing on employees and culture feeds the bottom line

BY GARY BURKETT

place, a company’s culture is

almost as important as the
products or services it provides.
Culture determines the experience
that a customer will have, mak-
ing it your most powerful competi-
tive differentiator. Using Federal
Express Canada Ltd. (FedEx) as an
example, FedEx’s Purple Promise
is “to make every customer experi-
ence outstanding” and is a touch-
stone of FedEx culture, responsible
for much of the company’s suc-
cess. The same can be said for
many service-oriented companies
that invest in their cultures to set
themselves apart from others.

In today’s competitive market-

HRPROMAG.com

Corporate culture arises from the
employees, the heart of the com-
pany. Employees will follow the
tone set by their leadership, which
means management has to make
employee engagement a priority.
A successful corporate culture can
reinforce a company’s brand, help
recruit and retain talented people
and open new opportunities for
growth.

Strong corporate culture at
FedEx Express Canada stems
from the global founder and CEO
Fred Smith’s belief that engaged
employees are directly related
to enhanced profit. That belief is
embodied in the FedEx corporate

philosophy, People-Service-Profit
(P-S-P), which forms the basis for
all business decisions. All three
must be balanced in order to main-
tain employee engagement, cus-
tomer satisfaction and business
growth.

Placing a priority on this full-
circle design acknowledges the
importance of treating people
well so they are empowered to
take risks and become innovative
in pursuing quality, service and
customer satisfaction. Exceptional
customer service leads to increased
profits, which are redirected back
to people programs, thus complet-
ing the P-S-P continuum.
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The success of P-S-P begins
with engaged employees. FedEx
develops programs, policies and
procedures ensuring emphasis on
the importance of five employee
engagement drivers. They are:

A supportive work environ-
ement that empowers
employees to use their skills and
competencies. This in turn fosters
a sense of pride and accomplish-
ment, individually and collectively.
Employee advisory boards made up
of staff representatives ensures the
voice of the employees is part of the
decision-making process. Employee
feedback is used to refine services,
reduce workplace stress and evolve
total rewards programs.
Creating learning and
e career opportunities for
employees. Accomplished by cre-
ating and using the Drive Your
Career program, which ensures
the continued development of talent
with support from staff. Constant
practice of a promote-from-within
philosophy is also followed.
Relationship with immedi-
eate manager. Driven by
trust and two-way communication,

managers are trained to focus on
the individual by enhancing the
immediate leader relationship with
Talk-Listen-Act one-on-ones, work-
group meetings, coaching, men-
toring and constant feedback.
Developing the trust of
e senior management and
their management of the busi-
ness through open, honest and
direct communication to all
employees. Twice a year, the exec-
utive team, regardless of business
performance, economic conditions
or the message being delivered
meets with all 5,700-plus employ-
ees across the country to provide a
business update in an open conver-
sation format.
Competitive total rewards
o and meritocracy. An exten-
sive employee recognition and
reward program including vari-
able pay plans for not only salaried
employees (i.e. professionals and
management), but also for hourly
employees, which represent about
85 per cent of the employee popula-
tion. The Courier of the Year pro-
gram provides the opportunity for
customers to nominate couriers for

The Greater Toronto
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exceptional customer service, pro-
viding both internal and external
recognition for those couriers who
deliver the Purple Promise in an
exceptional way.

To further increase and measure
employee engagement, FedEx lever-
ages a unique tool that not only
measures engagement and per-
formance of engagement drivers,
but cultivates it: Survey Feedback
Action. Every employee around the
world completes an evaluation and
following the anonymous survey
each manager meets with their
team to discuss the feedback and
jointly develop an action plan for
the following year.

The success of these programs
at FedEx is evident by the fact that,
since 2004, employee engagement
in Canada has increased 7.9 per
cent, with a 99 per cent employee
participation rate. The company has
also been recognized on 50 Best
Employers in Canada six times in
the last 10 years. Employee engage-
ment is important for employees
and for business. It lowers costs
of recruiting and training, and
engaged employees are often willing
to make that extra effort.

In today’s competitive market,
customers are more mobile than
ever. Creating consistent cus-
tomer loyalty has tremendous
benefits—FedEx analysis shows
that a one per cent increase in
customer loyalty is equivalent to
$100 million in additional rev-
enue. But you don’t create cus-
tomer loyalty with gimmicks or
tricks. Your employees are on
the front line dealing with your
customers every day and if you
haven’t created a strong corpor-
ate culture that those employees
embrace and promote, you’ll miss
out on one of your greatest busi-
ness opportunities. HR

Gary Burkett is managing director, human resources at Federal
Express Canada L1d.
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WORKPLACE
BULLYING

BY JACQUELINE POWER, RAYMOND LEE AND CELESTE BROTHERIDGE

n August 2006, a British

employee who was bullied at

work won the equivalent of $1.7
million in damages. The employee,
Helen Green, worked at Deutsche
Bank in London and experienced
team bullying or “mobbing,” which
took the form of a persistent barrage
of lewd and immature comments
about her physical appearance that
later degenerated into childish
pranks such as hiding her mail.

In light of such cases, it is under-
standable why activists have rallied
to make bullying a legal issue. It is
estimated that 90 per cent of adults
have experienced or witnessed some
kind of bullying in the workplace.
In a survey of 180 office and pro-
duction workers in western Canada,
we found approximately 40 per cent
of respondents had been bullied at
work in the past six months.

Bullying has detrimental effects
on the victims. Workers exposed to
bullying are more likely to suffer
from heart attacks and high blood
pressure and avoid their workplace
by calling in sick. The Workplace
Bullying Institute estimates that
33 per cent of adults exposed
to workplace bullying chose to
leave their places of employment.
Moreover, family members of vic-
tims and witnesses of workplace

HRPROMAG.com

6600 p nt of adults

have experienced or
witnessed some kind
of bullying in the

b
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harassment face increased risks to
their health as well.

Three Canadian provinces have
laws to protect workers from acts
of harassment and violence: Quebec
(2004), Saskatchewan (2007) and
Ontario (2010).

In Ontario, employers are now
required to assess the risks of
workplace harassment and violence,
provide policies to deal with these
risks, implement programs aimed
at reducing such incidents, com-
pel employers to report incidents
of violence to the health and safety
committee and take precautionary
measures should harassment and
violence appear likely to occur.

Since the legislation, Quebec has
received more than 4,000 com-
plaints, of which fewer than four
per cent were considered to be
unfounded.

Looking to recruit
Chartered Accountants?

CA|SOURCE

The key to a successful search

Although these laws address
workplace bullying after the fact,
organizations should prevent these
incidents before they even begin.

Undertake a bullying audit.
Pinpoint the sources and causes of
workplace harassment to formulate
corrective actions.

Promote a healthy workplace.
Maintain an environment where
employees can communicate and
share resources in a fair and respect-
ful way. Managers can help to reduce
stress at work by clearly defining
and assigning responsibilities, and
by reducing excessive workloads.
Hire the right people. Bullying can
be caused by hiring self-interested
manipulators who would rather
engage in acts of incivility than
work collaboratively.

Lead by example. If manage-
ment engages in or condones acts

of harassment, then a climate
of incivility is likely to persist,
regardless of the stopgap meas-
ures that are taken.

Implement proactive policies.
Organizations should establish
policies and practices that pro-
mote mutual respect and dignity
in workplace relationships. For
example, in 2004, the University
of Manitoba implemented a policy
for promoting a “Respectful Work
and Learning Environment.” The
policy has clear procedures for
handling complaints from indi-
viduals who are experiencing
bullying.

These actions will reduce costly
litigation, absenteeism and turn-
over, and prevent permanent dam-
age to the well-being of employers
and workers alike. HR

Jacqueling Power, University of Windsor, Raymond Lee, University
of Manitoba and Céleste Brotheridge, University du Québec a
Maontréal worked together on this research.
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MEC STAFF MEMBER

SUSTAINABILITY

BY ROBYN HALL

GRASSROOTS EMPLOYEE MOVEMENTS

hen the sustainability co-
ordinator at national retailer
Mountain Equipment Co-op’s
(MEC) Calgary store sug-
gested the idea of an employee
“Green Team” to his store manager, it was the
first step in creating a grassroots employee sus-
tainability movement at all MEC stores across the
country. The program has increased employee
engagement and connection to both MEC and its
longstanding environmental commitments.
“Staff is so passionate about these issues that
the leap between management and employee
ownership of operational sustainability is easy
to make. The peer-to-peer influence leads to
less top-down management. For example, when
green team members want to make their store a
one-use coffee cup free zone, other staff respect
that,” says Brad Clute, sustainability co-ordin-
ator at MEC Calgary.
Green teams are just one example of an effective
strategy for integrating sustainability into corpor-
ate culture. At a 2010 roundtable convened by Can-
adian Business for Social Responsibility (CBSR)
and facilitated by the Network for Business Sus-
tainability (NBS), leaders identified three secrets to
creating a culture of sustainability. These findings
were published in the report Embedding Sustain-
ability in Organizational Culture.

Tap into grassroots employee energy
Environmental sustainability is a global issue
close to the hearts of many employees. HR and

- sustainability practi-
tioners can work to
empower these pas-
sionate employees
to be sustainability
champions within their
| organizations.

“A tangible way to
embed sustainability
in corporate culture
is to have employees
identify their own
sustainability perform-
ance measures. In this
way, employees feel
that they are not just
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helping the organization make money but also
helping make a better society—which is a great
motivator,” according to Tima Bansal, a profes-
sor of strategic management at the Richard Ivey
School of Business and Executive Director of NBS.

Create a safe place for bold ideas

“We know that engaged employees want a dia-
logue with management and the opportunity

to contribute creative ideas to the success of the
organization. HR can, for example, help facilitate
sustainability training with staff that encourages
the sharing of ideas for reducing the organiza-
tion’s environmental footprint. HR can also sup-
port processes and rewards that allow employees
to share their sustainability ideas, whether
through anonymous surveys, online social tools
or green teams,” says Barb Steele, director of
membership at CBSR.

One company, Cameco, for example, hosted an
internal trade show during Environment Leader-
ship Week featuring workshops on sustainability.
The top three ideas from these workshops were
chosen and honoured by the Environment Leader-
ship Team.

Collaborate with other organizations

Unlike traditional business practice, sustain-
ability is most effective when companies reach
out to NGOs and other businesses with similar
values and work with them to implement environ-
mental and social programs. HR can encourage
a culture that allows external collaboration on
sustainability.

“The practices that support sustainability need
to take two different approaches,” says Stephanie
Bertels, professor at Simon Fraser University:
“First, targeting the ‘taken for granted’ ways of
doing things in the organization; and second,
translating desired behaviours into systems and
procedures. In addition, efforts to embed sustain-
ability need to target two important outcomes:
fulfilling existing expectations along with mak-
ing way for the innovations that will help the
organization perform better in the long run.”

To read Embedding Sustainability in Organiza-
tional Culture, visit cbsr.ca or nbs.net. HR

Robyn Hall is communications manager for Canadian Business for Social Responsibility.
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FINANCE

BY BERNIE KEIM

GRASPING FINANCIAL TERMINOLOGY

aving a solid grasp of finance

terms and being able to use them

appropriately is a surefire way of

getting ahead in HR.

“So many people at the decision-

making table are either from finance, or have a
background in finance, that it becomes very easy
for them to talk about numbers in a specialized
way. When speaking to colleagues, they’ll often
use acronyms as shorthand,” says Michelle Caus-
ton, a professor of accounting at Canadore College
in North Bay, Ont.

“This can also be very exclusionary and leave
somebody who should be in the conversation on the
outside,” she says.

Basic terms, such as accounts receivable (A/R),
accounts payable (A/P) and initial public offering
(IPO) are already familiar in the corporate world.
But other commonly used acronyms by finance
professionals have significant connotations as well.

For example, generally accepted accounting
principles (GAAP) and international financial
reporting standards (IFRS) are instrumental for
understanding how financial statements, which
are the benchmark of a company’s financial health,
are prepared.

“Very often HR is asked to provide information
around return on investment (ROI) or return
on assets (ROA) when they’re making decisions,”
says Causton. “By developing the kind of mindset
around the words that finance uses, you can say
something like, ‘Here’s what this person is going
to bring to the table. It’s not just an expense that
we're adding to the bottom line. This will translate
to increased revenues or improved efficiencies,”
Causton says.

34 Januvary 2011

This is important to HR professionals who have
a significant role to play in the financial well-
being of their company—not only because the sal-
aries of a firm’s personnel generally constitute its
largest expense item, but also because hiring the
right individuals can add significant financial
and other value.

Other acronyms also provide valuable insight
into the myriad ways financial professionals ana-
lyze profitability. Terms such as earnings before
interest and taxes (EBIT)—which describes
operating income net of operating expenses, but
before, as the name implies, taxes and interest; net
operating profit after tax (NOPAT) and economic
value added (EVA)—which takes into account
profit less the cost of capital, describe different
philosophies of looking at corporate profitability.

Terminology to describe profitability include:
accounting rate of return (ARR)—an analytical
tool that calculates the expected profit of a pro-

ject divided by the average
investment in that endeav-
our; internal rate of return
(IRR)—another tool that takes
into account the net present
value of expected cash flows
from a project; and earnings
before interest, depreciation
and amortization (EBIDA).
The ability to speak a com-
mon language with financial
professionals can help HR
explain the rationale behind
their hiring decisions and the positive impact
these decisions have on the financial bottom line
at management meetings, as well as enhance
their chances of getting support for their
choices.

It is important that professionals not be shy
when they don’t understand financial terminol-
ogy that’s being used, says Causton. “Nobody
is born knowing these terms.” Speaking up
brings everyone to a common place. Most
people, when they’re asked to explain, are happy
to describe what they’re talking about. That will
also help bring you into those important discus-
sions,” she says. HR

Bernie Kein, CGA, is vice-president of member services and regulatory affairs at CGA Ontario,
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BY CAROL QUINN

ATTITUDE: A MISSING LINK IN
THE HIRING STRATEGY eagr

t goes without saying that we want to

hire only highly motivated, accomplished

people who find ways to achieve tough

goals. All candidates would have you

believe they fit this profile. Most resumés
are structured to promote an applicant’s skills,
which interviewers tend to focus on while ignor-
ing the rest of the picture. A candidate’s detailed
knowledge of their field, years of experience or
extensive education are merely indicators of abil-
ity. Just because a person can do a job does not
mean he or she will excel.

So what is the best indicator of a high per-
former? One of the missing links to predicting a
candidate’s future performance is attitude. Some
people are quick to point out why a goal cannot
be obtained, while others begin brainstorming
on how to do it. This attitude is tied closely to
motivation and job performance because it’s what
governs our actions. Typically, when the inter-
viewer fails to comprehend the profound impact
a person’s attitude has on their job performance,
they also fail to gather the information needed
for assessing it.

Any person can have a good attitude when the
going is easy. The undeniable test comes when
the going gets tough. When a setback or a dif-
ficult hurdle blocks the path, it’s normal not

to know how to get around it, at least initially.
Overcoming obstacles requires a lot of work to
figure out. This problem-solving decorum is the

HRPROMAG.com

part that is usually insufficient in the face

of poor results. This is where you (the inter-
viewer) can most easily distinguish between the
two different ways of thinking. It is in the face
of setbacks and defeat where people either give
up and explain why it couldn’t be done or kick
into gear to come up with the creative solutions
to achieve their goal.

How do you check for an effective attitude
during the interview process? Start with
three-part behaviour-based skill assessment
interview questions. Anyone can perform well
when circumstances are obstacle-free and easy,
so phrase each question to include a real-life
challenge he or she might face at your organ-
ization. This is how you can expose and meas-
ure the candidate’s effectiveness in the face of
adversity.

Next, probe the actions the candidate took
during the challenging situation, and finally,
ask about the end results. This method of ques-
tioning is known as the O-SAE method and

is part of motivation-based inter-
viewing. O-S stands for “obstacle
situation,” A stands for “action
taken” and E stands for “end
results.” Your questions will follow
this format:

O-S: Tell me about a specific
time when you had to reduce your
recruiting budget and still meet
your staffing goals; or you discov-
ered a problem with a project you
were working on.

A: What actions did you take?

E: What was the end result?

The obstacle or difficult chal-
lenge woven into each O-S example is subtle,
yet highly effective. Employing this simple
technique will power up your interview process
and improve your hiring results.

Stay tuned for Part 2 in the February 2011
of HR Professional. HR

Carol Quinn is an author and president of consulting firm Hire Authority.
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HR101 SAFETY SPECIAL

BY MELISSA CAMPEAU

UPDATES ON WORKPLACE HEALTH

AND SAFETY REGULATIONS
First Aid and Regulation 1101—Keeping Employees Safe

ven in the safest working environ-

ments, accidents will happen. A cor-

rectly stocked first aid kit or station,

as well as staff members who are

trained to administer that aid, can
mean the difference between a well-handled minor
injury and something more serious.

“In an office environment, where slips and
falls are some of the most common injuries,
first-aid treatment has been helpful in pre-
venting infections when an employee suffers
from cuts or scrapes,” says Michelle Baker,
CHRP. “ Or the application of hot or cold
packs can help to decrease pain and swelling
when treating strains or sprains.”

“Generally, HR should understand the company
is obligated to provide adequate training, equip-
ment and facilities to and for employees,” says
Michele Brubacher, HR manager at Silgan Plastics.

Ensuring compliance

Specifically, all employers who are subject to the
Occupational Health and Safety Act must com-
ply with Regulation 1101 under Section 3 of the
Workplace Safety and Insurance Act. Regulation

HRPROMAG.com

ILLUSTRATION BY MICHAEL EDDENDEN

1101 (also known as the First Aid Regulation) is
designed to help HR managers ensure proper first
aid training in the workplace. “This regulation
outlines all the requirements for first-aid train-
ing, the guideline for the content of the first aid
boxes and facilities, and the description of posters,
known as Form 82, entitled In Case of Injury at
Work, which must be posted in the workplace,”
says Craig Fairclough, consultant with Workplace
Safety & Prevention Services.

“Regulation 1101 is a very important and useful
reference for HR professionals,” says Baker. “The
information provided on how to set up and stock a
first aid room ensures an organization is prepared
to respond to a first aid emergency.” By adhering
to this regulation, says Baker, a company demon-
strates its commitment to the health and safety its
employees.

To ensure compliance, says Fairclough, HR
should obtain a copy of the legislation, which can
be downloaded at no charge at e-laws.gov.on.ca or
by contacting the WSIB. Fairclough also recom-
mends doing a GAP analysis to determine if there
are noncompliance issues, and then address any
concerns with an action plan for correction.
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PROTECTING WORKERS FROM HAZARDOUS MATERIALS

There is a new process in place for adopting revised and new
Occupational Exposure Limits (OELs) in Regulation 833 under the
Occupational Health and Safety Act. This regulation—which helps

to establish exposure limits to keep workers from experiencing
adverse health effects—has been modified to be in line with the 2009
American Conference of Governmental Industrial Hygiene exposure
limits, explains Craig Fairclough, Consultant for Workplace Safety &
Prevention Services. As a result, occupational exposure limits for 36
substances have been updated.

The government also consolidated the requirements of 11 designated
substance regulations into one new regulation.

“These changes represent the Ministry of Labour’s ongoing
commitment to make workplaces healthier and safer,” says Fairclough.
To ensure compliance with these changes, HR should first become

familiar with the relevant legislation for their workplace. “Then they
should do an analysis to determine if they are in or out of compliance,
and where there are deficiencies identified, take corrective measures
to fix them,” says Fairclough.

This kind of analysis may be beyond an HR manager’s expertise, says
Fairclough. When this is the case, he suggests that the HR manager
contact their Safe Workplace Association and request assistance from
the appropriate occupational health and safety professional.

For full details of the regulatory changes, visit labour.gov.on.ca.
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“Regular, monthly workplace inspections must
include the first-aid boxes and the first-aid sta-
tion,” says Brubacher. “Workers need to be trained
to current St. John Ambulance Standard, or its
equivalent, with their names and locations posted
together with copies of their certificates readily
available.”

Looking ahead, Brubacher predicts that first aid
requirements may one day be extended. “Although
not dealt with in Regulation 1101, there is the
belief that Automated External Defibrillation
(AED) use may be included in the near future.”
AED devices are becoming commonplace in pub-
lic areas such as community centres, swimming
pools, gymnasiums and arenas. Brubacher notes
that the use of an AED, when combined with CPR
training and practice, has been proven to greatly
increase a person’s chance of survival following a
sudden cardiac arrest.

Fulfillment of Regulation 1101 requirements
may not be top of mind for most HR professionals,
but when even one occupational injury is treated
immediately and successfully, it becomes clear
why first aid and employee safety remain high
priorities in the workplace. %

“I have never attended
a workshop where

I learned so much. This
process is outstanding.”
Marilyn Keene

HR Manager, Samco

Machinery Limited
Toronto

40 CHRP recertification
points by HRPATM

University of Windsor w
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Eyewash Stations and
Emergency Showers—
When Seconds Count

n my personal opinion, eyewash
stations in the workplace should
be more readily available,” says
Michele Brubacher, HR manager
at Silgan Plastics.

“This follows my own experience when work-
ing in a restaurant and witnessing a manager
checking a unit that sprayed caustic cleaning
solution into his eye. Had he not been quick
thinking enough to use the deep kitchen sink to
lean into and flush his eyes for approximately 20
minutes, he would have lost his sight,” she says.
“As it was, the manager took nearly six weeks to
recover enough to stop wearing shaded eyewear
indoors. Eventually his sight was fully restored but
the lesson was not forgotten by anyone working
that day.”

A real eye opener

Of course, employers wouldn’t intentionally put
staff members at risk. But many may be unaware
of the important role eyewash stations and emer-
gency showers play in keeping workers safe and
have therefore failed to include them—or include
enough of them—in the workplace.

In fact, many businesses are legally required to
provide eyewash stations and emergency showers
for their workers. The applicable regulations under
the Occupational Health and Safety Act state:
“Where a worker is exposed to a potential hazard
of injury to the eye due to contact with a biological
or chemical substance, an eyewash fountain shall
be provided.” And, “The OHS Regulation requires
that the employer provide appropriate emergency
washing facilities within a work area. This sec-
tion applies to workplaces where there is a risk
of exposure to harmful or corrosive materials or
other materials that may burn or irritate.”

While their presence may be mandated, says
Brubacher, “there is no Canadian standard at this
time for the design or placement of eyewash sta-
tions or emergency showers.” Instead, says Craig
Fairclough, Consultant with Workplace Safety
& Prevention Services, “the American National
Standards Institute (ANSI), Standard Z358.1-2009
Emergency Eyewash and Shower Equipment, is
generally used as a guide.”

HRPROMAG.com
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Standard practice
“From a due diligence standpoint,
the ANSI standard is a good stan-
dard to follow,” says Fairclough.
“Depending on the unit being
considered there are specifications
on flow rate, volume capacity and
dimensions, etc.”

The ANSI standard makes these
key points in the event of a chem-
ical splash in the face:

¢ The first line of defense should
be appropriate eye protection
enforced by the employer;

¢ Seconds count: the worker
needs to reach the flush station
within 10 seconds, as time is
critical to minimizing perma-
nent damage;

¢ Often both eyes will be affected
when a chemical splash occurs;

e The normal reaction is to
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tightly close both eyes; there-

fore, workers must free their

hands so they can hold both
eyes open while flushing;

¢ The flushing should generally
be continuous for 15 minutes:
the amount of time is stipulated
on the MSDS for each hazard-
ous material.

When it comes to determining
how many eyewash stations a
workplace might require, says
Fairclough, “ANSI recommends
that the worker should get to
the equipment in no more than
10 seconds. Considering the per-
son’s vision will be blurred, it is
recommended that the distance
should be around 50 to 100 feet.
The CCOHS suggest that this
10-second rule could be modi-
fied depending on the chemical.
Where a highly corrosive chem-
ical is used the emergency eye-
wash or shower could be as close
as 10 to 18 feet,” he says.

“With the trend for more
globally harmonized systems, it
would seem logical that regula-
tions may change for eyewash
stations and emergency showers,”
says Brubacher. “Eyewash sta-
tions are more readily available
with varieties that include port-
able ‘pony’ bottles; gravity-based
flush models or faucet attach-
ment varieties.” But, she points
out, “emergency showers, with
their permanent plumbing and
building code requirements, are
more job-hazard based and less
popular.

“Overall growing awareness
and bottom-line avoidance of
potential Ministry of Labour
review or fines may change eye-
wash stations’ and emergency
showers’ limited use in the
future,” says Brubacher.

For more information, contact
the Canadian Centre for Occu-
pational Health and Safety at
ccohs.ca or the Safe Workplace
Association at healthandsafety
ontario.ca. HR
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INTERVIEW WITH

DAN ARIELY

DUKE UNIVERSITY BEHAVIOURAL
ECONOMIST EXPLAINS THE RATION
BEHIND ACTING IRRATIONALLY

urviving an explosion that leaves
you with third-degree burns to 70
per cent of your body would be a life-
changing experience for anyone. In
Dan Ariely’s case, reflecting on his
reactions to the pain he experienced ultimately
lead to a career as a professor of behavioural
economics at Duke University and the author of
two books, Predictably Irrational (2008) and The
‘Upside of Irrationality.

~ Here, he explains how irrationality can and
should be embraced as a positive force in the
workplace.

HRP: Why do we assume that we think rationally
when it comes to work?

DA: Our failure to understand our irrationality

is in fact our biggest failure. We often don’t see
how irrational influences affect how we make deci-
sions. Think of a journalist writing a story about
somebody they have known for many years, or a
banker who gets paid by selling mortgage-backed
securities. In those cases the person can’t see real-
ity in an objective way. Sometimes we can see how
those things affect others but not ourselves.

HRP: What, then, determines our decisions?

DA: So often people think we make decisions
based on our preferences. We have internal ideas
of what we do and don’t do and think our decisions

An underwater tour guide in the Red Sea. My
firstreal job was a professor at MIT. To spend as little
time as possible in school. Blair Sheppard (dean at

Fuqua School of Business) for telling me that he loves having me, but that he
doesn’t want two of me.

Professor Hanan Frenk at Tel Aviv Univer-
Trying to figure it out right now.
NPR app for the iPad.
Jerome K. Jerome, Three Men in a Boat, for his keen insight into
human behaviour. My own difficul-
ties and the difficulties of the people around me.
Doubt your intuitions.

sity.
India.
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BY MEREDITH BIRCHALL-SPENCER

are driven by those. Research in social psychology
and behavioural economics have shown over the
years that decisions are driven less by our internal
preferences and more by the environment in which
we make decisions. For example, someone could be
a kind, calm person. But they go to soccer game,
and if the audience is wild and crazy, they may
start acting differently. Further, if a person is pre-
sented with a situation or a question in a particu-
lar way, it can increase the likelihood of a certain

- outcome. The biggest lesson is that we think we
are the drivers, we think we make decisions, but

- in reality our decisions are largely determined by
- external forces.

Consider also the force of emotions. You can
decide to watch your weight and not to eat any-
thing unhealthy. But then you go to a restaurant
and the waiter offers you chocolate soufflé. At that
moment your emotions are evoked and you start
craving the soufflé and you have it even though
you know it’s not a good idea.

HRP: Are there any positive aspects of
irrationality?
DA: Yes. One positive is adaptation. Adaptation is

- our ability to get used to stuff. When something

- starts very bad, we end up getting used to it.

- When something starts out very good, we also get
- used to it. On the negative side, we buy a car and
 think we will be happy with it for a long time but

it turns out we are only happy for a short time. On
the positive side, something terrible happens and
we have a bad injury, like mine, for example, and
we think our future is gone. But eventually we get
used to it and life gets better.

HRP: Do you think irrationality has an especially
bad reputation in the context of work?

DA: Yes. Many people use the word “irrational” in
the same way as “stupid” or “incompetent”—as if
rationality is the benchmark of all good decisions.

- But the reality is that entirely rational people can
- behave really badly in the workplace. They would
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be continually doing a cost-
benefit analysis. You can think
of this as someone who tries to
do the least amount of work pos-
sible, but gets the most credit.
This is someone whose object-
ive function is to get the most
money and work the least. This
is someone who would cheat and
lie to avoid being caught. The
moment they check out of work,
they stop thinking about it.

They will only do something if
it can translate into some benefit
for them.

The fact is we want lots of
irrational people in the work-
place. We want people who are
committed to their work, are
dedicated, think about work
even after they leave, people who
really care about it.
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you, the rational approach is to
take the money. It’s the irrational
person who cares about the
person who lost the wallet and
might be more inclined to return
the wallet. So you can see why
we want lots of irrational people,
because it’s wonderful to live in a
society where people care about
each other.

I also give an example in The
Upside of Irrationality, of the
“not invented here” principle.
This is the idea that people fall
in love with their own ideas
and because of that are willing
to invest more in them. This is
an irrational tendency and it’s
both good and bad. It’s good
because it gets us to be commit-
ted, work hard and care about
something. But it’s also bad
because sometimes other people
have better ideas than we do
and we ignore them.

HRP: What would be different
at companies if managers were
more aware of irrationality?
DA: Recently, I went to a big
software company in Seattle. I
met a group of 80 people who
worked on designing a new
product. They’d worked on
this project for two years and
thought it would be a great
product for the company. A
week before I came, the CEO
cancelled the project. So I sat
there in front of this deflated,
unmotivated group. I asked
them how many of them come
late to work now? Almost the
entire audience raised their
hands. T asked if they left the
office early. They all raised their
hands. So then I asked, “How
many exaggerate their expense
reports?” No one raised their
hands, but they all laughed a
little bit.

And then I asked them what
their boss could have done to
make them less upset? They
came up with lots of ways in

HR PROFESSIONAL



which he could have cancelled
the project without hurting
their motivation: He could have
written a few memos acknow-
leding the project team’s work
and circulated them through-
out the company, or he could
have asked a few members of
the project team to address the
whole company. The reality is
that each one of those efforts

bonuses were going to be based
on meeting that number.

He said this was one of the
worst decisions he ever made.
Each person in the company
only cared about their goal and
focused on their bonus. If they
could do something that would
garner themselves another $3
but might hurt someone else,
that was fine. It created lot of

behaviour and you make it sali-
ent and apparent to people, there
is a good chance that’s what
people will try to maximize. It
could be salary, it could be repu-
tation, it could be how many pat-
ents you produce. Whatever it is,
the moment you start measuring
something, that’s what people
will start to maximize.

friction and performance deteri-
orated. The CEO said the problem
is that it’s very hard to figure out
what you want employees to do.
He thought he’d done the best job
possible by telling them what the
objective was, but he didn’t want
them to do it by neglecting every-
thing else.

A more general way of think-
ing about this is the phrase, “you
are what you measure.” If you
create a situation in which you
measure a particular aspect of

HRP: Why do you feel the selec-
tion of job applicants is a flawed
process?

DA: Job application is one of the
worst procedures in business.
Assessing talent is very hard to
do and people have really bad
intuition about it. People talk to
someone for an hour and they
have a feeling about whether
someone will be good or bad. But
it turns out it’s just a subjective
feeling. In reality, job interviews
are not very helpful at all. HR

would have taken some effort or
cost from the boss. If he under-
stood the value of motivation, he
would have done it, but the fact
is, he didn’t.

HRP: Can you think of other
situations where some people
decide not to act rationally at
work and benefit from it?

DA: The CEO of one company
told me that a few years earlier,
he created a specific target for
each employee to achieve. Yearly

Drop by
our booth at

@ Queens University

Build Your : C
People Smarts
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“...The slow revenue
growth was not a
staffing problem....”

When the CFO blamed staff capability for low
revenue growth, Jill, the VP of HR, used metrics
to show that Revenue per FTE had actually
increased for the last two quarters and was up

10% from last year. The slow revenue growth
was not a staffing problem.

Introducing HR Metrics Service

HR Metrics Service from HRPA in partnership with BC HRMA is an affordable,
Canadian HR data service that gives you the power to benchmark your HR stats
against the best (and worst), including your industry and region.

You provide quarterly data on your organization’s key HR stats through an easy-to-
use survey. HR Metrics Service analysts crunch the numbers and provide quarterly
and annual reports on how you measure up. HR metrics are the most credible way
to monitor your HR contribution and demonstrate your strategic impact.

Let HR Metrics Service help tell your story.
www.hrpa.ca/MetricsService

The Human Resources Professionals Association (HRPA) is Canada’s HR thought leader with more than 19,000 F Human Resources
members in 28 chapters across Ontario. It connects its membership to an unmatched range of HR information LA rofessionals
resources, events, professional development and networking opportunities and annually hosts the world’s second HRPA [
largest HR conference. In Ontario, HRPA issues the Certified Human Resources Professional (CHRP) designation, the

national standard for excellence in human resources management and the Senior Human Resources Professional

(SHRP) designation, reserved for high-impact HR leaders. www.hrpa.ca
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WHAT'S WORTH READING

Managing the Older Worker: How to Prepare for

the New Organizational Order

Harvard Business Press, 2010

By Peter Cappelli and Bill Novelli

In Managing the Older Worker, Peter Cappelli and Bill
Novelli present strategies for companies and managers

to fully utilize and integrate older workers. The book’s

focus is to illustrate why it makes sense for employers
to engage older workers and how to overcome the chal-
lenges that keep them from doing so.

Cappelli and Novelli build a definition of older work-
ers carefully. While chronological age is a compon-
ent, the authors propose that one becomes an “older

worker” when they fall victim to age-related preju-
dice. Discrimination against older workers is wide-
spread and the authors argue that it is greater than
L — " the bias confronting minorities and women.

The biggest obstacle for older workers getting access
to jobs lies with younger managers. Many companies argue that
the concern about hiring older workers is the fear of conflicts
that would arise from being managed by younger managers. The
authors’ surveys revealed that 88 per cent of employer respond-
ents worried about these conflicts, and nearly 60 per cent of HR
managers at large companies say they’ve seen significant office

conflicts that flow from age-related differences between workers.
Their research suggests that both younger managers and their
older subordinates distrust each other.
Managing the Older Worker offers important insights into the
career development of older workers, including their motivations,
attributes and contributions to employers. The authors make a
business case for hiring and retaining older workers based on
statistical evidence and research in management psychology.
Examples include using older workers as a cost-effect-
ive way to handle short-term projects, encouraging
younger supervisors to engage older workers in the
decision-making process, using a sense of mission
* to help older workers connect with the company,
~ and forging social connections between older and
younger workers.

OLDER

Millennials in the Workplace: Human
Resource Strategies for a New Generation
Life Course Associates, 2010

By Neil Howe with Reena Nadler
This is the sixth book in Life Course
Associate’s series on this generation. As a
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OFF THE SHELF

group, according to the authors,
millennials are unlike any
young adults in living memory.
They are “more numerous, more
affluent, better educated and
more ethnically diverse.”

In Part I, “Meet the
Millennials,” the authors
explain who the millennials
are and why older generations
often misunderstand them.

The focus is on young people

in the United States, but the
authors do discuss youth trends
of cultures from Europe to
China. In Part II, “Millennials
in the Workplace,” a more
detailed discussion of general
workplace conflicts is organized
around seven core traits of the
millennial generation such

as “special” and “achieving.”
Effective solutions and bet
practices are offered for each

trait and are presented to each
of the book’s three groups of
intended readers: educators;
employers and HR professionals;
and public sector managers.

In the chapter on “special,”
for instance, when onboarding
new hires, organizations need
to understand that millennials
want a closer, more personal
relationship with their employer,
looking for managers who act as
trustworthy mentors with whom
they can consult about personal
challenges and career on life
plans.

A well-researched and
engaging book, Millennials
in the Workplace challenges
stereotypes and offers solid
and tested strategies for HR
professionals. HR

Alyson Nyiri, CHRE is an HR consultant and freelance writer.

Blaine Donais

ISBN 978-0-088804-510-2

Second Edition
Norm Keith and Goldie Bassi

Engaging Unionized Employees: Employee Morale and Productivity

This text gives you the practical tools, guidelines and guidance necessary to achieve and
benefit from having an engaged union workforce. It includes practical templates, diagrams
and checklists to get you started on the unionized employee engagement path.

Perfectbound * Approx. 150 pp. * November 2010 * $54 « P/C 0122010000

Human Resources Guide to Preventing Workplace Violence

48 January 2011

Learn the tools to create a comprehensive violence prevention program that systematically
manages the problem of workplace violence and harassment, protects your business from
legal liability, and safeguards your workers from harm.

Perfectbound * 236 pp. * February 2010 * $79 « P/C 0969010002 ¢ ISBN 978-0-88804-490-7

A Practical Guide to the Law of Termination in Ontario, Second Edition
Janice Rubin and Hena Singh

This practical text discusses in non-legal language the legal principles employers and human
resource professionals needs to know when ending an employment relationship. It also helps
you avoid commonly made termination mistakes, which often cause unexpected legal liability.

Perfectbound ¢ 174 pp. * September 2010 » $65 * P/C 970010002 « ISBN 978-0-88804-505-8

canadalawhbook.ca I@\

For a 30-day, no-risk evaluation call: 1.800.565.6967
Canada Law Book, a Thomson Reuters business,. ~ CANADA
LAW BOOK

Prices subject to change without notice, to applicable taxes and shipping & handling.

HR PROFESSIONAL



INDEX TO ADVERTISERS

ADMINISTRATIVE STAFFING EDUCATION/TRAINING NEWSPAPERS
Toronto CFA Society. . ................. 36 | HumberCollege....................... 6 | TheGlobeandMail ................... 36
iversity Of Toronto -

AFFINITY SOLUTIONS S etue Proarams o6 | ONLINE RECRUITMENT
Venngo ... 42 | T TR e Canadian Institute of Chartered

EMPLOYEE INGENTIVES & RECOGNITION Accountants .. ..................... 30
ASSOCIATIONS AWARDS -
Centre for Race & Culture .............. 26 | WBCGiftCards. .. oo 17 PAYROLL/HR SOLUTIONS
Grgiagcngr?{?_?stgn%mporate o8 InteliSpend Prepaid Solutions. . . ......... 37 | DLGLUd. ..o 18
Toronto Board Of Trade ................ 49 | EMPLOYMENT VERIFICATION & SCREENING | PRE-EMPLOYMENT SCREENING

AuraData . . . oo 38 Britton Management Profiles Inc.. . ... .... 49
BACKGROUND CHECKS & EXIT INTERVIEWS
Britton Management Profiles Inc.. . ... .. 49 | EVENTS & CONFERENCE CENTRE PUBLICATIONS
The Garda Security Group Inc. .. .. ....... 41 | Onthe Park Events & Conference Centre . . .38 Cgﬂzﬁ%gw Book, a Thompson Reuters 48
BARRISTERS & SOLICITORS EXECUTIVE RECRUITMENT
Rubin Thomlinson LLP. . . .. Inside Back Cover | Lannick GroupInc..................... 44 goA;rEjT;‘ ggﬁgé::rssggistere d Safety
BENEFITS HEALTH & WELLNESS Professionals. ...................... 49
Beneplaninc......................... 25 | Edleun......... ... 32
Desjardins Financial Security. . ........... 9 | Riverfront Medical Services............. 44 SOFTWARE
Green Shield Canada.. . . . . Outside Back Cover HR SOFTWARE DLEL L. ..o 18
CONFLICT MANAGEMENT SERVICES/ DLGL L. oo 1g | STAFFING & EMPLOYMENT SERVICES
PROGRAMS The Uttimate Software fobWings Careers. ..................... 4
Stitt Feld Handy Group................. 40 Group................ Inside Front Cover | TRAINING PROGRAMS - DESIGN & DELIVERY
CORPORATE EDUCATION INSURANCE Psychometrics Canada Ltd. ... 48
Stitt Feld Handy Group. . ............... 40 | The Personal Insurance ................ 11 TRAINING/COACHING/CONSULTING
DISABILITY MANAGEMENT LEGAL SERVICES Adler International Leaming. ... 49
TeksMed Centre. ................... 4&5 Emond Harnden LLP .................. 38 UNIVERSITY EDUCATION/TRAINING

Kuretzky Vassos Henderson, LLP ... ... 36 | Queen’s University -PMIR . ............. 32

Shields 0’Donnell MacKillop LLP . ......... 3 | Queen’s University IRC. . .. ............. 45

ADLER INTERNATIONAL LEARNING INC.

offered internationally

Adler’s professional coach training program and
the Positive Change Leader as Coach have been
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Toronto, Ontario M4W 3P4 5‘“4'9?,
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First ICF accredited Coaching Program in Canada with courses

l:l Board of Canadian Registered Safety Professionals
]

Conseil canadien des professionnels en sécurité agréés

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

6519-B Missi iga Road, Missi: iga, ON L5N 1A6
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Hbritton

Management Profiles Inc.

www.brittonmanagement.com

Our services include:

* Employment References
* Education & Professional designation verification
« Credit Checks * Criminal Checks
* Driver’s Abstracts ¢ Exit Interviews

\_ 416-286-6668 info@brittonmanagement.com

OVER 30 YEARS OF PROFESSIONAL REFERENCE CHECKING EXPERIENCE

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

JUST
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BOARD OF TRADE

|T TORONTO

2010 Compensation, Benefits
and Employment Practices
Toronto Region Reports
Competitive pay and employment
practices help you attract and retain

top talent. We have the latest data!
To order call 416 862 4515

For more details, view the Table of Contents
and surveyed positions at bot.com/surveys
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ILLUSTRATION BY C.JAFFE

THE LAST WORD

BY BILL TREASURER

LEADING WITH COURAGE

hroughout history, people have

searched for the precise alchemy

of ingredients that constitute great

leadership. In measured propor-

tions, great leaders are said to
demonstrate bold but reasoned judgment, spirited
but calculated risk-taking and an assertive but
reflective behavioural disposition. And while the
list of characteristics that comprise great leader-
ship is long and, often, contradictory, there is
a clear starting point. One leadership charac-
teristic or, more accurately, virtue, informs and
strengthens all others: Courage.

Aristotle called courage the first virtue because
it makes all the other virtues possible. In addi-
tion to being the most important human virtue,
it is the most important business virtue as well.
Leadership requires making bold and, often,
unpopular decisions. Leadership takes courage.
Innovation involves creating ground-breaking but
tradition-defying ideas. Innovation takes courage.
Sales requires being rejected over and over before
closing a deal. Sales takes courage. Take away

50 January 2011

the courage, and sales, innovation and leadership
lose their potency.

CEO = Chief Encouragement Officer
Contrary to popular belief, courage is a skill—
teachable and learnable—and most everyone

has the capacity to be courageous. As a leader,
your most important job is to put courage inside
people—literally to encourage them.

Below are some ways you can promote work-
place courage and become the chief encourage-
ment officer.

Be a courage role model: Why on earth would
your employees behave courageously if you don’t?
Take on a hairy project. Deliver a tough message
to a customer. Propose a tradition-defying idea.

Give workers something to prove: Provide
challenges that cause people to prove themselves
to themselves. When the going gets rough, hav-
ing something to prove, in the form of stretch
goals, can be a source of motivation.

Emphasize the risks of not risking: The risk
of inaction is usually more perilous than the risk
of action. When assigning tough tasks, empha-
size the dangers of not taking the risk, including
a potential hit to employees’ personal and career
development or their job security.

Give people permission not to brown-nose:
Make it explicitly clear that you don’t want to
be surrounded by yes-people. Let people know
that part of their annual performance evaluation
will assess whether they’ve appropriately pushed
back on you. Make sure to give them guidance
on how to disagree with you, without being
disagreeable.

Keep in mind that courage is not always gov-
ernable. While courageous workers will always
outperform their cowardly counterparts, you,
as a leader, won’t be able to fully control or dir-
ect how peoples’ courage will be demonstrated.
You may think you want workers to speak up to
you more, but when they actually do, you may
be taken aback. It will be important for you to
stay committed to the virtue of courage, despite
the fact that sometimes peoples’ courage will be
directed at you. HR

Bill Treasurer is founder and chief encouragement officer at Giant Leap Consulting and
author of Courage Goes to Work.
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Do your workplace
investigations measure up?

Almost all employers have faced complaints of discrimination,

harassment, or violence in the workplace.

Knowing what to do next is essential.

With changes to legislation requiring employers to address psychological harassment and
violence in the workplace, it’s unacceptable to simply sweep complaints under the rug.
Minimize the risk and protect your company from liability by conducting thorough workplace
investigations and taking appropriate corrective action.

We can help.

Workplace Investigation
Training for HR Professionals

At Rubin Thomlinson, we literally wrote the book on
workplace investigation. We offer a comprehensive
workplace investigation curriculum — including basic
and advanced courses — to support and train human
resources professionals at all levels of skill and
experience.

We'll prepare you to conduct your own
investigations through hands-on practical training
designed to meet the specific challenges facing
human resources professionals. And we'll help you
broaden your current “respect at work” or “human
rights in the workplace" policies so they're
up-to-date with the newest legislation. We even
offer a workshop on report writing.

To learn more about our training programs and

when they are available, please visit
www.RubinThomlinson.com/InvestigationTraining

The workplace is changing.

Get ready.

Rubin Thomlinson LLP

RUbln 20 Adelaide St. East, Suite 1104

h |- Toronto, ON M5C 2T6
T omiinson LLP 416-847-1814 | RubinThomlinson.com

Optimal legal solutions to challenging workplace issues



We may be completely
focused on health and
dental benefits but we still
remember our kids' names.
Their last ones anyways.
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HEART MONTH

sa$30()

Enroll six or more students per class and add
three additional students ABSOLUTELY FREE!

Hurry, offer expires March 31, 2011*. Training must be completed by April 30th, 2011

. ZEE Medical — A nationwide provider
+ . of workplace First Aid & CPR/AED training

Red Cross . . .
e Onsite instruction

Training Partner
Instructors include Emergency Services

* & Healthcare professionals
e Coast-to-coast network of instructors
e National Account capabilities

e Single point of contact

For more information call 1-800-661-1491
or email jane.bond@zeemedicalinc.com

FiFTY YeArs oF Service

*0ffer may not be combined with any other offer.




When
Seconds
Count...

i Tt

re You Prepared

Receive 100-% off, plus a choice of a FREE alarmed
cahinet or oxygen system with every AED purchase’

Why ZEE Medical for your AED solution? Sudden Cardiac Arrest

ZEE Medical is a leading supplier of automated external e In a sudden cardiac arrest incident, the victim collapses
defibrillators (AEDs) in Canada. and stops breathing. Death can occur unless CPR and
« No Charge Delivery defibrillation are performed within minutes to restore

the heart’s normal rhythm.

* Sudden cardiac arrest is caused by a sudden abnormal
rhythm of the heart, usually ventricular fibrillation.

o After more than 12 minutes of ventricular fibrillation, the
survival rate of adults is less than five percent.!

No Charge Assembly and Testing
No Charge Wall Case Mounting
No Charge Site Assessment

Your choice of Alarmed Wall Case or Oxygen system
with every AED...at No Charge!

Why Do You Need an AED Program in the Workplace? ZEE Medical carries electrodes,

* Sudden cardiac arrest accounts for 13% of on-the-job fatalities. batteries and accessories
* Lives can be saved if trained responders provide prompt CPR and defibrillation, for leading brands of AEDs.
such as with an automated external defibrillator (AED). For more information,
AED call 1-800-661-1491 or email

+ Canadian V ................... hrpa01@zeemedical.com.
Red Cross

A
Training Partner v

1: http://www.heartandstroke.com/site/c.iklQLcMWJtE/b.3484053/k.C22A/Heart_disease__HSFC_Position_Statement_on_Public_Access_to_AEDs.htm. *For purchases made until March 31, 2010
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Conflict
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Certificate Workshops in:

- Alternative Dispute Resolution
Toronto and Ottawaworkshops —
- Negotiation

- Dealing With Difficult People

Please visit www.sfhgroup.com/ca for a full list
of dates and prices
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www.sfhgroup.com/ca

University UJ

of Windsor

CERTIFICATE OF ACHIEVEMENT

Awariied 10

In recognision of completion of the

am b four diay worksihep bt
Aiverrative Dispute Resodution

oo, Oharia
a project of the
Faculty of Law, University of Windsoe

T3 Feo—

Bwce P. Elowsn
Dean and Professor
University of Windsor

University of Windsor,
Faculty of Law

Certificates are awarded
at the end of every in-class
public workshop.

Completion of the ADR,
Advanced ADR, Applied
ADR, Dealing With Difficult
People Workshops and the
online Negotiation and Dif-
ficult Conversations courses
will result in an

Executive Certificate In
Conflict Management.

“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

Tackling the HR Challenge

You work in a complex and constantly evolving environment. 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
negotiate when they have problems? Can you identify talents and per-
sonality types? Our training will provide you with the tools you need

to excel at the tasks you face every day. We have taught over 26,000
people worldwide, many of them in the HR field. We have run programs
for the HRPAO and understand the issues that you face.

0 + O
ﬁep- tatio )
Commoni @tion

It Will Work for You

Experience has taught us that the best way for people to develop con-
flict management, negotiation,and communication skills is through
practice. Our workshops involve case studies, thought-provoking dis-
cussions, small group exercises, lectures, demonstrations and videos.
Our training is focused, practical and immediately applicable.

Under the guidance of leading international negotiation, mediation, and
conflict management trainers, you will hone your skills in an environ-
ment that offers the opportunity for intensive practice and self-analy-
sis. Visit sthgroup.com to see biographies of our trainers. We practise,
lecture and research in the areas we teach. Therefore, you get the most
up to date and advanced training.
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Alternative Dispute Resolution

ADR Workshops available

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 inter-
est-based mediation. Principled Negotiation, developed at Harvard, is
an approach to negotiating that allows you to look behind the positions
and focus on the underlying interests in order to find a solution that
makes sense and maintains relationships. In an interest-based media-
tion, a mediator assists disputing parties to negotiate. Mediation can
help re-establish trust and prevent damage to relationships. Mediation
can save time and reduce financial and emotional costs.

ADR 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?

ADR, Advanced ADR, Applied

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

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

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.
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Dealing with Difficult People

You will learn how to prepare for difficult conversations, deliver mes-
sages powerfully, confront someone calmly and respectfully, overcome
the fears that lead you to avoid conversations, how to end a difficult
conversation and spot personality differences. You will have the op-
portunity to complete the Myers-Briggs Type Indicator-Step Il ® * 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? Vo QN e

- How dO you avoid common mistakes? * Myers-Briggs Type Indicator Step Il (Form Q) Interpretive Report ©
B 2001, 2003 by Peter B. Myers and Katharine D. Myers. All rights reserved.

- 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 | will
be able to use imme-
diately.”

- Miranda McCulloch
HR, Mold-Masters
Limited, Georgetown

“l 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.




