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IN THIS ISSUE
An increasing number of businesses are 
bringing coaching to employees of all 
levels within their organizations. HR can 
help make the most of this growing trend 
by gaining a solid grasp on what to do, 
what to expect and how to execute a good 
coaching plan. To read the cover feature 
of this issue of HR Professional, turn to 
page 18.
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DEBRA HUGHES, PH.D.
Dr. Debra Hughes is a partner with RHR International LLP (Toronto). Diverse experienc-
es gained from a 25-year career enable her to work with CEOs and senior leaders to ensure 
they are developing the leadership behaviours that drive career and organizational success. 
Whether working with boards to manage the inherent risks in CEO succession or assisting 
leaders in new roles to get up to speed quickly and avoid pitfalls, she provides a challenging 
yet supportive experience that stretches executives to achieve greater success. Dr. Hughes 
has a Ph.D. in clinical psychology from the University of Waterloo and an MBA from the 
University of Calgary. In the last of a three-part series of leadership articles, she continues 
discussing how to best integrate executives into an organization to optimize their chances of 
success – for this article, she focuses on a new executive in a pioneer role within a company. 
Read the article, starting on page 35.

contributors
HENA SINGH
Hena Singh is one of the founding partners of Singh Lamarche LLP. She assists with work-
place issues of all types – from the contemplation of an employment relationship, to assisting 
in its continuation as well as termination. She also has conducted hundreds of workplace in-
vestigations for companies of all types and sizes. Co-author of Law of Termination in Ontario 
and a frequent presenter on various employment law, human rights and workplace investiga-
tion issues, Singh is recognized for providing her clients with practical and tailored solutions to 
employment and human rights issues. Read Singh’s article about the benefits of hiring an ex-
ternal investigator, starting on page 15.

MARY ANN BAYNTON
Mary Ann Baynton is the program director for the Great-West Life Centre for Mental 
Health in the Workplace, as well as the executive director of Mindful Employer Canada, 
a not-for-profit that supports positive workplace mental health. She is also the principal 
of Mary Ann Baynton & Associates, where she provides consultation services to all levels 
of government and a diverse range of organizations, unions, associations and institutions 
across the country. For this issue of HR Professional, Baynton focused on raising awareness 
of workplace bullying in order to facilitate its prevention. Read the feature article, start-
ing on page 28.

BRONWEN HUNDLEY 
Bronwen Hundley is a strategic director for Seven Step RPO. She has more than 10 
years of experience in the RPO industry, and currently oversees multiple client accounts 
while providing strategic consulting to client stakeholders. Her expertise includes cli-
ent relationship development, process compliance, transitions and operational delivery. 
Previously, Hundley worked for staffing agencies serving Fortune 50 companies and with-
in IBM’s HRO division. She is a graduate of the University of Rhode Island and lives in 
Boston. To read the article she wrote for The Last Word column about more effective on-
campus recruiting, flip to page 56.
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It’s a brand new year, and welcome to the first issue of HR 
Professional for 2015. It’s always exciting to think of the 
possibilities that a new year can bring. 

This is a great issue. For the cover feature, Melissa 
Campeau explores the ins and outs of workplace coach-
ing – what coaches do, who benefits from a coach and 
the variances between a coaching vs. a mentoring rela-
tionship. To read her article, flip to page 18.

The other feature articles in this issue are equally en-
gaging: we’ve focused on women in leadership positions, 
how to identify and fix a bullying culture at work and 
the aSK HR Hotline that the Hospital for Sick Children 
has been using successfully for over a year. Everywhere 
you look, the HR community is innovating and improv-
ing business functions in all areas.

This issue also includes a new regular column that 
will focus on different career paths that HR profession-
als can choose. For the premier Career Paths column, 
we sat down with Jodi Zigelstein-Yip, CHRL, an HR 
consultant with Williams HR Consulting, to get her 
experience working in this role. In the next issue, we’ ll 
explore recruitment as an HR specialty.

Lastly, the HRPA Annual Conference is coming up 
fast; I’m looking forward to meeting you in Toronto, 
January 21-23. This year, the conference is focusing on 
the business of HR, and the learning and networking 
opportunities are endless. I’ ll be there, attending ses-
sions and the keynote speakers – I hope to see you there.

Happy reading,

Jill Harris
P: 866-953-2182
E: jharris@lesterpublications.com  ■
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THESE ARE MORE THAN
JUST ABBREVIATIONS.

Take the first step towards advancing your career.
The journey begins: www.hrpa.ca/designations

Our members told us it was important that 
HR designations be as credible and valued by 
employers as other professional designations. 
We agreed, so HRPA set out to make it happen. 

We are updating our competency framework and 
designations to address changes in workplace 
legislation and the growing demands placed on 
HR professionals by organizations.
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By Philip Wilson, CHRE

leadership matters

HRPA’s New Certification Model 
Sets Benchmark for  
HR Profession

In October 2014, the Human Resources 
Professionals Association (HRPA) in-
troduced an updated HR certification 
framework, which represents a true 

step forward in the professionalization of 
human resources.

The new HR Professional Competency 
Framework provides the foundation for 
three competency-based designations. 
The updated framework comprises 213 
HR functional competencies organized 
under nine functional areas as well as 
15 enabling competencies. These func-
tional and enabling competencies are 
defined for each of three levels of HR 
practice: entry, professional and execu-
tive. The new designations correspond 
to these three levels of HR practice – the 
Certified Human Resources Professional 
(CHRP) at the entry-level of practice; 
the Certified Human Resources Leader 

(CHRL) at the professional level of prac-
tice; and the Certified Human Resources 
Executive (CHRE) at the executive lev-
el of practice.

The new designations are competency-
based in that they not only test knowledge, 
but also the ability to apply that knowledge.

The move to a three-designation model 
recognizes the broad scope of HR prac-
tice – from entry level HR administrative 
staff, to professional-level HR specialists/
generalists with responsibilities such as 
managing projects and programs, through 

to HR executives charged with leading the 
HR function in large organizations.

WHY CHANGE?
Change was necessary to keep pace with 
the increased demands placed on HR pro-
fessionals to support workplaces that have 
changed dramatically over the last 20 years. 
And an update was essential to incorpo-
rate both knowledge and competence in 
matters of strategy, demographics, work-
place accommodation, business acumen, 
diversity, employment law and analytics.

CHANGE WAS NECESSARY TO KEEP PACE 
WITH THE INCREASED DEMANDS PLACED 

ON HR PROFESSIONALS TO SUPPORT 
WORKPLACES THAT HAVE CHANGED 

DRAMATICALLY OVER THE LAST 20 YEARS.
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Toronto: January 20-23, February 24-27, April 14-17
Ottawa: March 3-6, October 27-30

Alternative Dispute Resolution (ADR) Workshop dates:

Contact us to speak to an instructor
1.800.318.9741 | adr.ca | contact@adr.ca

“The ADR Workshop was by far 
the best course I have attended in 
my 30+ year career in HR.  A must 
attend for HR Professionals.  I have 
used the tools on a regular basis.”
- Dan Heard, HR
  Ministry of Community & Social 
  Services, Bleinheim

GROUP

How do you negotiate with someone who has all the power?
You may have to negotiate with your boss for example, who has all 
the power.  That doesn’t mean there’s nothing you can do.  We all have 
the power to be more effective negotiators and use techniques that will 
persuade others to do things that we want them to do.  For example, 
when you’re negotiating with your boss, you can refer to objective 
criteria or standards of fairness as a way to persuade.  Everyone likes 
to think that they’re being fair and if your boss sees that he or she is 
not being fair, they may change their approach.

What is the most important question in a negotiation?
The answer is “Why”.  Asking “Why” gets us information about 
other peoples’ interests, wants and needs.  The more information 
we have, the more likely we’ll be able to find a solution that works 
for us and for the other side.  It is rate to ask too many questions; 
we often ask too few.  We are sometimes so focused on getting our 
point across that we don’t take the time to learn the information that 
we need to know in order to reach an agreement.  We make wrong 
assumptions and get bogged down in time-wasting and unnecessary 
debates.  Remember that we have two ears and one mouth and should 
use them in proportion!

tips from dispute resolution experts

“Each day was packed with 
information. The role playing 
method of instruction was much 
more effective than the normal 
lecture format of other seminars.”
- Gerry Walsh, HR
  AOC Resins and Coatings 
  Company, Guelph

Secondly, with the passage of the 
Registered Human Resources Professionals 
Act, 2013, the HR profession was 
effectively promoted to the top tier of pro-
fessions. Now, the profession is expected 
to live up to a higher standard in every-
thing it does, including its designations 
and certification processes. 

There is a correlation between the 
“seriousness” of a profession and the “rigor-
ousness” of its certification processes – as 
HR becomes more “serious” as a profes-
sion, its certification processes must also 
become more rigorous. The more com-
plex the work of a profession, the higher 
the level of competence required and the 
greater the consequences of incompetence, 
the more thorough the certification pro-
cess must be.

To bring HR up to the same profession-
al standards as other regulated professions, 
like accounting or engineering, HRPA 
needed to focus its certification process 
on competence and not only knowledge. 
Some of the ways that this focus on com-
petence has been incorporated in the 
certification processes is through the in-
clusion of programs that focus on enabling 
competencies and performance-based 
exams. The purpose of professional pro-
grams at the CHRP and CHRL levels is 
to manage the transition from academic 
knowledge to professional competencies 
by focusing on enabling competencies 
– things like critical thinking, business 
acumen, project management and negoti-
ation. Finally, all candidates for the CHRL 
must write a case-based performance 
exam, where everything learned in school, 
in the professional program and in super-
vised experience comes together.

Ultimately, this framework lays the 
foundation for an HR profession that in-
corporates what’s now expected of modern 
HR practice.

Someday, other HR regulators may 
adopt this framework – and with mutual 
recognition means even greater acceptance 
of HR as a profession, in Ontario, across 
Canada and around the world.  ■

Phil Wilson, CHRE, is chair of the 
Human Resources Professionals Association 
(HRPA).
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UPFRONT
COMPASSIONATE CARE LEAVE POLICIES 
PROVIDE “CARE FOR THE CAREGIVERS”
As the population ages and more Canadians find themselves car-
ing for dying family members, many Canadian workplaces are 
helping to “care for the caregivers” by implementing compassionate 
care leave policies that provide comfort to employees, while boost-
ing engagement and retention at work. 

A recent survey by the Human Resources Professionals 
Association (HRPA), in partnership with the Canadian Hospice 
Palliative Care Association (CHPCA), found 59 per cent of 692 
organizations polled had formal compassionate care leave pol-
icies that recognize and accommodate employees’ family and 
dependent care responsibilities for providing end-of-life care to 
loved ones. 

As one respondent said, “Being there for your employees when 
they need it the most speaks volumes about your culture.”

BUSINESS BENEFITS 
Providing compassionate care benefits is also good business prac-
tice, according to the survey. A majority found there were clear 
business benefits to providing these policies, including increased 
employee engagement (61 per cent) and retention (56 per cent). 
And almost half (49 per cent) said having a policy makes it easier 
for employees to return to work and reintegrate in the work team 
after caring for a loved one. 

“These numbers speak to the fact that not only do compas-
sionate care policies help employees through very difficult times, 
they also make good business sense,” said Bill Greenhalgh, CEO 
of HRPA. “Providing accommodations for employees caring 
for family members at end of life is one of the ways to reduce 
caregiver stress and avoid burnout. Workers who are supported 
through situations like this are more loyal and are more likely to 
stay with the company.” 

“With the aging baby boomer population, compassionate care 
benefits are quickly becoming an essential aspect of organiza-
tional policy,” said Sharon Baxter, CHPCA executive director. 
“Employees need the reassurance that they will be secure should 
they need to take a temporary leave to care for and support a 
gravely ill family member.” 

For full survey details, please visit: www.hrpa.ca/Documents/ 
360/Compassionate_Care_Policy.pdf. 

The compassionate care leave survey polled 692 HRPA mem-
bers between June and July 2014.

BETTER MANAGERS OR FEWER PROBLEMS?
Keeping a cool head in a crisis is a hallmark of a good leader, but 
the number of fires executives are putting out daily and week-
ly may be trending down, a recent Accountemps survey shows. 
Today, a third of chief financial officers (CFOs) interviewed said 
they contend with at least one unexpected crisis a week. This 
compares to 81 per cent of executives who said they dealt with 
at least one unforeseen crisis a week in a similar survey conduct-
ed 10 years ago.

The most recent survey was developed by Accountemps, and 
was conducted by an independent research firm and the local re-
sults are based on interviews with 270 CFOs from a stratified 
random sample of Canadian companies.

“At any given moment, managers could be faced with a vari-
ety of crises at work; in recent years these may have included 
data breaches and social media gaffes but they can also be any-
thing from a top employee quitting to a financial reporting 
error,” said Dianne Hunnam-Jones, Canadian district president 
of Accountemps. “The best way to ensure an issue doesn’t de-
velop into a crisis is to be prepared. Creating a detailed crisis 
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news
management plan for dealing with potential problems before 
they occur can keep a headache from ballooning into a full-
fledged issue.”

Here are five tips on how managers can avert crises or mitigate 
the damage when issues do arise:
1. Create crisis plans. Put plans in place for possible crisis 

situations and conduct “fire drills” so your team knows exactly 
what to do and who to consult in the event of an emergency. 
This will help your staff stay cool-headed when the pressure’s 
on, while cutting down on response time.

2. Be proactive. Regularly checking in on critical projects can 
minimize last-second scrambling. Make sure your team 
is aligned, on track and has the necessary resources and 
information to meet their objectives.

3. Establish a culture of transparency. Encourage honest 
communication among your team. Promote smart, strategic 
risk-taking and create an environment where employees feel 
comfortable coming to you to admit errors or share concerns.

4. Drill down on data. Leveraging data analytics tools can 
enable you to spot potential problems – and correct course – 
earlier than in years past. Business analysts can help you spot 
hurdles on the horizon, such as a sudden decrease in sales.

5. Learn from mistakes. Take the time to understand what 
went wrong. Put key programs and campaigns under the 
microscope and strive to pinpoint the root causes of issues so 
you avoid similar problems in the future.

THE WORLD’S MOST ATTRACTIVE EMPLOYERS 
ARE DELIVERING WHAT MILLENNIALS WANT
Universum, a leader in employer branding, has released its 2014 
rankings of the World’s Most Attractive Employers. Based on 
Universum’s national student surveys of more than 200,000 
business and engineering students in the world’s 12 largest econ-
omies, the World’s Most Attractive Employers ranking reveals 
top choices for today’s young talent.

CREATIVE AND FRIENDLY WORKPLACES 
When asked about their employment preferences, “a creative and 
dynamic work environment” is the number one most sought-
after attribute for engineering students globally, and fourth for 
business students. “A friendly work environment” is also impor-
tant, placing sixth for engineers and fifth for business students.

“It’s an indication that this generation, no matter where they 
are in the world, take a different approach to work,” said Petter 
Nylander, CEO of Universum. “Students know what a large role 
work will play in their lives and want to work in an environment 
that resonates – employers need to invest in cultivating this.”

BIG FOUR TAKE THE TOP SPOTS 
AMONG BUSINESS STUDENTS
This year, the Big Four accounting firms asserted themselves as 
employers of choice around the globe for business students, with 
EY, Deloitte, KMPG and PwC taking four of the top five spots 
right behind Google.

“It’s clear that these organizations have taken a data-driven 
approach to their employer brands,” said Nylander. “They truly 
understand the need for a strong company culture, training and 
development and other attributes business students are looking 
for, and invest in providing these things to their employees.”

AGE BECOMING THE NEW INCOME DIVIDE
Three decades of progress in reducing income inequality be-
tween men and women has been accompanied by a growing 
earnings gap between younger and older workers that could 
threaten future economic growth and social stability, according 
to new research from The Conference Board of Canada.

The report, The Bucks Stop Here: Trends in Income Inequality 
between Generations, finds that younger workers are making less 
money relative to their elders: as men and women, as individuals 
and couples and both before and after tax.

“Age rather than gender is becoming the new divide in our 
society,” said David Stewart-Patterson, Conference Board vice 
president and a co-author of the report. “The Canadian genera-
tion at the top of the income heap today fought long and hard for 
principles like equal pay for work of equal value, but their chil-
dren now face lower wages and reduced pension benefits even for 
the same work at the same employer.”

It’s normal for older workers to make more money than those 
with less experience. But in the mid-1980s, the average after-tax 
income of Canadians between the ages of 50 and 54 was 47 per 
cent higher than that of 25- to 29-year-olds. In recent years, that 
gap has jumped to 64 per cent.

The report notes that as the baby boom generation moves into 
retirement, Canadians will be relying on a smaller share of the 
population to drive economic growth and sustain the tax base 
that supports public services.

“We need average employment incomes in the years ahead 
to go up, and yet younger Canadians are falling behind,” said 
Stewart-Patterson. “This is a trend that could have serious con-
sequences for employers, for labour unions, for governments and 
for communities. If the earnings of younger workers continue 
to lag, we also could see growing conflict within our society be-
tween older haves and younger have-nots.”

The report, based on 27 years of income tax data, finds that 
the size of the income gap between generations is bigger for men, 
but has been growing faster among women. Between 1984 and 
2010, the gap in employment income for men grew from 53 per 
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cent to 71 per cent, while for women it leaped from just nine per 
cent to 43 per cent.

HRPA INTRODUCES THREE NEW HUMAN 
RESOURCES DESIGNATIONS
The Human Resources Professionals Association (HRPA) has 
introduced a new competency-based HR certification framework 
that tests an updated body of knowledge – and the ability to ap-
ply that knowledge – at three levels of HR practice: entry-level, 
professional-level and executive-level. The new framework creates 
three new HR designations: 
 ■ Certified Human Resources Professional (CHRP) – HRPA’s 

original HR designation, the CHRP, was created as an entry-
level designation, but its positioning had broadened over the 
years. Under the new framework, it once again becomes the 
entry-level designation, intended for HR professionals in roles 
that are mostly administrative in nature, such as a contributing 
role in a larger HR function, or a sole HR practitioner in a 
small HR function. 

 ■ Certified Human Resources Leader (CHRL) – HR 
professionals at the CHRL level are specialists/generalists 
with responsibilities such as managing projects and programs; 
implementing plans passed down by senior management; and 
delegating tasks to entry-level staff. 

 ■ Certified Human Resources Executive (CHRE) – HR 
professionals at CHRE level have a high level of experience 
and responsibility, such as leading the HR function in large 
organizations; developing and executing significant HR 
projects; working with boards or HR committees; dealing with 
executive compensation; and having responsibility for HR 
strategies in support of long-term organizational goals.

Existing CHRPs, SHRPs and CHRP candidates are grandfa-
thered into the CHRL, CHRE and CHRP designations. 

“We are updating our competency framework and HR des-
ignations for two major reasons,” said Bill Greenhalgh, CEO of 
HRPA. “First, our core designation, the CHRP, was created as 
an entry to the profession in 1996. The world of work has ad-
vanced dramatically in the last 20 years and is driving businesses 
to demand higher expectations of HR professionals. We needed 
to update our certification framework to incorporate both knowl-
edge and competence around things like strategy, demographics, 
workplace accommodation, business acumen, diversity, employ-
ment law and analytics. 

“Second, with the passage of the Registered Human Resources 
Professionals Act, 2013, the government has trusted us to self- 
regulate in the public interest as a Tier 1 profession, and we need-
ed an updated framework to do this effectively. 

“We believe that this is a giant progressive step forward for 
HRPA members, we are sure it will have major positive career 
impacts in the future and it will create a designation framework 
that is highly valued, not just by members but by organizations 
as well.”   ■

THE HR PROFESSIONAL’S 
OBLIGATION TO PROTECT 

EMPLOYEES

Due to the amount of time people spend at work, a workplace 
can become a second home to many employees. Over 200 
people are killed each year in workplace accidents, and over 
300,000 people are injured. Preventing accidents should be a 
key priority for employers and employees. An effective training 
program can reduce the number of injuries, deaths, property 
damage, legal liability, illnesses, workers’ compensation claims 
and missed time from work. People are an employer’s great-
est asset. Providing health and safety information and training 
helps:

 • To ensure that employees are not injured  
 • To be proactive in establishing a safe work environment 
 • To effectively manage your health and safety program 
 • To meet legal requirements to protect employees

Safety training will contribute towards making employees 
competent in health and safety, can help businesses avoid the 
stress associated with accidents and, lastly, can help avoid the 
financial costs of accidents and occupational illness. 

Ontario employers have a legal responsibility under the 
Occupational Health and Safety Act to educate employees on 
workplace safety regulations and the hazards that their em-
ployees may face while on the job, as well as provide effective 
safety training that meets that responsibility. Any employer 
or supervisor who fails to abide by these guidelines is subject 
to penalties and a “fine of no more 
than $25,000 or imprisonment for 
a term of not more than 12 months, 
or both,” as set out in Section 66 
of the OHSA. If a corporation is 
convicted of an offence, it may be 
subject to a fine of $500,000. 

WPL and the HR professional 
work together to ensure your em-
ployees make it home safely each 
and every night.

Advertorial

Tel: 416-930-6180 
Email: wpl@workplacelawconsulting.com 

www.workplacelawconsulting.com

James Donato CRSP, CHSC, 
CTDP, P1
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www.hrpa.ca/AC2015
#HRPA2015

RETRAIN YOUR BRAIN TO
THINK DIFFERENTLY

The New York Times-bestselling Freakonomics changed the way we 
see the world, exposing the hidden side of just about everything. 
Now, taking those concepts to the next level, this captivating keynote 
offers a revolutionary NEW approach to 
thinking. Promising to help you “retrain your 
brain,” Stephen J. Dubner offers insights into 
problem solving techniques for both your 
personal and professional life. Find out how 
to think more unconventionally and more 
creatively—to think, that is, like a Freak.

Presented by

Freakonomics Author

STEPHEN J. DUBNER

FRIDAY MORNING KEYNOTE SPEAKER

www
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The Benefits of Hiring an 
External Investigator
RELY ON OUTSIDE EXPERTISE FOR SERIOUS ISSUES
By Hena Singh

W e have now passed the fifth 
anniversary of the changes 
to the Occupational Health 
and Safety Act (“Act”), 

which requires employers to have work-
place harassment and violence policies 
and to conduct workplace investiga-
tions into allegations of harassment and 
violence. 

As a result of these changes to the 
Act, there is a heightened awareness for 
employers of the importance, necessity 
and value of conducting proper work-
place investigations. However, there is 
still confusion for employers as to when 
investigations are more appropriately 
conducted internally or externally. 

There are a number of instances where 
an employer can, and should, attempt 
to resolve disputes in the workplace 
without the involvement of an external 
investigator. For example, performance 
related issues or basic interpersonal mat-
ters where there are no allegations of 
harassment, violence, discrimination or 
any other wrongdoing may be handled 
internally, with the advice of legal coun-
sel, if necessary.

However, when the issues are more se-
rious than the day-to-day performance 
or interpersonal conflicts, or involve al-
legations of harassment, violence and/
or discrimination, things get a bit more 
complicated.

Conducting investigations internally 
can be attractive from an employer’s per-
spective as they can feel less intrusive and 
can be more cost-effective at the outset. 
Although this may be enticing to em-
ployers, the complexities and problems 
that can arise from an improper internal 
investigation may quickly outweigh the 
appeal of handling it internally. 

The cases speak for themselves. Take 
for example the recent case of Boucher v. 
Wal-Mart Canada Corp. Wal-Mart stated 
they conducted an internal investigation 
of the employee’s complaints and found 
that the complaints were unsubstantiat-
ed. However, the employee commenced a 
claim against Wal-Mart and the Ontario 
Superior Court awarded the employ-
ee $1,450,000 in damages. Although the 
Ontario Court of Appeal reduced the 
award to $410,000, it is clear that signifi-
cant damages can flow from an improper 
internal workplace investigation. Factor 
in, also, the inherent costs and potential 
embarrassment to the employer caused 
by these public cases and decisions. 

The lesson? The Act and the cases are 
telling us clearly that workplace inves-
tigations are important and should be 

conducted properly. Employers who do 
not follow proper process with respect to 
investigations can, and will be, held liable. 

Properly trained external investigators 
are proficient in their knowledge of the 
process to follow – how to sift through 
information; what information to look 
for; and how to elicit the necessary infor-
mation to conduct a proper and thorough 
investigation. 

External investigators can be of further 
benefit to employers because they are in-
herently neutral and impartial and have 
no pre-existing interests in the outcome 
of an investigation. External investiga-
tors also understand the expectations 
and requirements should litigation arise 
following allegations of workplace harass-
ment, violence and/or discrimination. 
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airdberlis.com

email 
rsvp@airdberlis.com
to receive updates on 
upcoming webinars

2015 
Webinar Dates

January 20 
March 31 
May 26 

September 22
November 17

Aird & Berlis LLP invites you 
to join us for

Breakfast
at Your
Desk

Effective, Practical Advice

legal words

The following circumstances, while not exhaustive, illustrate 
some occasions when the expertise of an external investigator 
can be advantageous to employers who are faced with unresolved 
allegations or issues:
 ■ Where an internal investigator does not have sufficient 

workplace investigation training and/or experience: 
Conducting workplace investigations is not an inherent skill. 
As such, training and experience are a necessary component for 
conducting workplace investigations.

 ■ Where impartiality and credibility of the investigator is 
of concern: For example, where the respondent is a senior 
employee and an internal investigation (conducted by an equal 
or less senior employee) can be seen to be inherently biased 
because of the respondent’s seniority.

 ■ Where the internal investigator can be seen as biased because 
of a relationship with one or more of the parties and/or 
witnesses involved.

 ■ Where the allegations are of a serious nature, including 
harassment, violence, discrimination, fraud, theft, computer/
property/equipment misuse, etc.

 ■ Where the alleged conduct may be subject to media attention 
and/or scrutiny.

 ■ Where litigation could flow from the issues and reliance on an 
investigation report may be needed.

In addition, hiring an external investigator will further high-
light to any decision maker that an employer has done their due 
diligence in the event that litigation arises. 

External investigators are also beneficial from the employee’s 
perspective. Employees tend to be more comfortable talking to 
a “neutral outsider” regarding allegations than to an investigator 
who they may perceive to have internal bias. 

Taking the step to hire an external investigator also creates 
the impression that the employer is taking issues seriously. This 
has the tendency to increase morale among employees. When 
employees do not feel that issues are being addressed appropri-
ately, morale can decrease and tension increase significantly in 
the workplace.  ■

Hena Singh is one of the founding partners of Singh Lamarche LLP.

EMPLOYERS WHO DO NOT 
FOLLOW PROPER PROCESS WITH 

RESPECT TO INVESTIGATIONS 
CAN, AND WILL BE, HELD LIABLE.
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Kick It Up 
a Notch

COACHING CAN HELP EMPLOYEES TAKE 
THEIR PERFORMANCE TO THE NEXT LEVEL 
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Kick It Up 
a Notch

In January of 1991, Canadian swimmer Mark Tewksbury 
emerged from the Claremont Superdome pool in Perth, 
Australia with a problem. A second-place finish in the 
100-metre backstroke – 6/100ths of a second behind 

American Jeff Rouse – moved his dreams of gold at the 1992 
Olympics a little further out of reach. 

In search of a solution, he made the unlikely move of hir-
ing synchronized swim coach Debbie Muir. Together, they 
dissected his performance and concluded his weak spot was 
the underwater dolphin kick, a move swimmers use to gather 
speed at the start of a race and after turns. So they worked on 
it. The next year in Barcelona, Tewksbury won his race with a 
come-from-behind victory, securing the gold and breaking an 
Olympic record in the process.

Before partnering with Muir, Tewksbury was among the top 
competitors in the world. When they worked together, he was 
quite literally unbeatable. 

The same might just apply to employees. Everyone has his 
or her “dolphin kick” – the weak spot that’s an opportunity in 
disguise. What if someone helped your staff members pinpoint 
their unique challenges and work out their best solutions? 
What could that mean to the organization? 

With a long list of positive results associated with coaching, 
the most compelling just might be its ability to boost engage-
ment, which in turn can impact the bottom line. 

While executive coaching has been popular for decades now 
– a recent Hay Group survey reports between 25 and 40 per 
cent of Fortune 500 companies use executive coaches – the 
International Coach Federation reports that an increasing num-
ber of businesses are bringing coaching to employees of all levels 
within their organizations. With a solid grasp on what to do, 
what to expect and how to execute a good coaching plan, HR 
can help an organization make the most of this growing trend.

By Melissa Campeau
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MENTORING VS. COACHING
To some, coaching may sound quite similar to mentoring, but the 
differences are important. 

“Mentoring is a relationship where one person helps another 
person navigate through the organization,” said Toronto-based 
leadership coach Bonnie Flatt. “In a mentor role you’re sharing 
your experience with others; you’re doing a lot more telling than 
directing.”

Coaching, on the other hand, takes quite a different form. 
“Coaching isn’t about telling or directing someone what to do, 

so much as holding a mirror up, guiding them, showing what’s 
possible for them,” said Flatt. “As a coach, I help you to pull from 
within yourself – your strengths, your knowledge base – what’s 
going to work for you. In mentoring, you’re looking to me as the 
expert. In coaching, you’re your own expert.” 

PERFORMANCE AND DEVELOPMENT  
Coaching can be applied to a wide range of challenges or needs 
within an organization. 

“In some cases, coaches are brought in to address performance 
issues,” said Flatt. For example, if a leader has a team that’s not 
performing at a high level, that leader may bring in a coach to as-
sess the obstacles and map out a solution. 

“Some coaches will come in and do performance coaching and 
they’ll focus on the behaviours and the shifts that need to take 
place for the team to be more effective,” said Flatt.

Development coaching, on the other hand, is broader and in-
cludes performance coaching within its mandate. 

“This kind of coaching takes it to a whole new level,” said 
Flatt. “There may be some specific behaviours that need to shift, 
and then you really get into the drivers of that behaviour, to ad-
dress and change the underlying assumptions and beliefs.” This 
kind of coaching, she says, is more likely to bring about lasting 
change. “Once the coach leaves, the person can still sustain the 
new behaviour.”

WHAT DOES A COACH DO?
Whether coaching is introduced to address a problem or take a 
leader from great to greater, a pivotal step in transformation and 
improvement is to change behaviour. 

Anyone who’s ever tried to break a habit or develop a new one 
knows just how hard this can be. 

“If they could do it themselves, they would have done it,” 
said Christine Burych, president of StarlingBrook Leadership 
Consulting in Toronto. “It’s like saying I want to lose weight. 
I know how to do it, but if I could do it on my own I would 
have done it by now.  That’s why places like Jenny Craig and 
WeightWatchers can be so helpful, because they provide the 
environment, there are people to talk to and you’ve got an ac-
countability partner who will hold you to those things you say 
you’re going to do.”  

“PART OF BUSINESS RESULTS MEANS YOU’VE 
GOT STRONG LEADERS IN THE PIPELINE 
TO RUN THE BUSINESS TOMORROW.” 

– CHRISTINE BURYCH, PRESIDENT,  
STARLINGBROOK LEADERSHIP CONSULTING
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Sometimes, a coach is able to help you see things you might not 
notice on your own. 

“They’ll help you identify your blind spots and make them 
less blind so you can change them,” said Flatt, who shares a sto-
ry about a client whose specific objective was to listen more and 
build understanding. “This particular client had a habit of being 
the first person in a meeting to share everything she knew,” she 
said, who notes the behaviour was preventing the client’s growth. 
“One of the things she committed to doing was listening in meet-
ings and letting others speak first.”

To gain insight and shift behaviour, coaches need to develop a 
specific set of skills. 

“For one thing, they need to know how to ask really good open-
ended questions,” said Burych. “These are questions that begin 
with ‘what’ as opposed to ‘why.’” A good coach then listens to the 
answers and follows where they lead. “When a coachee is answer-
ing these questions, you’re helping them go on a path that’s not 
determined by you,” she said. “At the end of the ride you’re helping 
them create some new revelations for themselves. This is so much 
more powerful than a coach saying, ‘This is what I see about you.’”

EXTERNAL VS. INTERNAL
A great deal of training goes into being an effective coach, which 
is why many organizations turn to external experts with years 
of specialized training and experience to guide their employees. 
Outsiders can bring a fresh and unbiased perspective, too. 

“Sometimes, not being involved in the day-to-day is helpful 
because you’re not attached to anything but the success of your 
client,” said Flatt.

HR’s involvement with an external coach can vary wildly from 
organization to organization. HR may have recommended the 
coaching for the employee in the first place, or they could be re-
sponding to a request. They may consult with the coach or the 
individual may work entirely independently. 

However, in many cases, businesses prefer to keep coaching 
within the organizational family. 

“What I do like about an internal coach is that you’ve got some-
body on hand when you need them,” said Burych. “And you’ve got 
somebody who knows the lay of the land and the context within 
the organization, so he or she understands the environment and 
the players.”

Oftentimes, the internal coach might be an objective person 
within the organization who doesn’t work directly with the em-
ployee. There are differing opinions about how effective a direct 
supervisor can be as a coach, but when the exchange is set up 
as coaching conversations and stays firmly in the realm of per-
formance coaching (rather than the more in-depth development 
coaching), it can lead to positive results.

“There are definitely folks who can act as effective internal 
coaches, with the caveat that they have training on how to be a 
coach,” said Burych.

Cadillac Fairview, for one, has developed an internal program 
where a growing number of staff are engaging in performance- 
focused coaching conversations with their trained and supported 
direct supervisors, at least once a quarter. 

“That’s the frequency the executives have committed to,” said 
Carmen Klein, senior director of organizational development and 
culture at Cadillac Fairview. “But when you dig deeper, they’re 
having them more frequently, at least once a month and in many 
cases every two weeks.” 

The company has set up a thorough support system for man-
agers that includes a coaching toolkit, workshops and online 
learning content. HR offers ongoing education, on-the-job coach-
ing and real-time feedback. 

The company regularly brings external coaches into the mix, 
as well. 

“Particularly with the more senior leaders where the coaching 
needs to exceed the capability or capacity of the one-up manag-
er, we’ll use executive coaching as a supplement,” said Klein. For 
consistency, HR prepares external experts before they work with 
employees. “We use different coaches, but it’s important we’re all 
using the same language. So we’ve established our intent process 
and most coaches can map their process to it.”

WHO NEEDS A COACH?
In many ways, any willing employee could benefit from the skills 
of a good coach. Certain conditions, though, make coaching a 
particularly good addition to the HR mix. 

Often, some kind of change within the organization will spark 
a need for coaching. “When there’s unrest, people feel more vul-
nerable and performance can start to slip,” said Burych. Or 
someone might be disconnected, disengaged or burnt out. “The 
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goal of coaching is to find ways to reenergize this person within 
the context of the position,” she added.

The anticipation of change can also lead to coaching. “A little 
while ago I started working with staff at a consumer packaged 
goods company as they geared up for a major reorganization,” said 
Flatt. “They had to fundamentally change the way the business 
was operating, which meant the leaders had to change.” 

Or, an organization may employ development coaching to pre-
pare leaders for their next step. “Perhaps they’ve moved or are 
about to move from middle management to senior management 
and they need support on what the role looks like and what be-
haviours they need to be displaying in this new role,” said Burych.

Companies also hire coaches to take people from great to 
greater. In a company where things are running smoothly, an 
organization might bring in coaches – particularly for senior ex-
ecutives – to take performance to the next level. Or those tapped 
for future leadership roles might be coached to prepare them.  
“Part of business results means you’ve got strong leaders in the 
pipeline to run the business tomorrow,” said Burych.

At Cadillac Fairview, there are many triggers for coaching oppor-
tunities, including business objectives, general development, new 
processes or tools, new projects or assignments, a change in respon-
sibilities or a result that needs to be improved. “With any of those 
triggers, a manager can ask, ‘What is the new critical behaviour re-
quired for success?’ Then coach that behaviour in,” said Klein.

ENGAGEMENT BOOST
Coached employees may feel more confident about what’s ex-
pected of them and more empowered to make smart decisions. 

“Not only is the coachee receiving support to continuously 
improve their performance and, consequently, business results, 
coaching tells them that their manager cares about them and 
their development,” said Klein. “When we look at the parts of 
the organization where we do regularly coach well, all things be-
ing equal, those areas also tend to have higher engagement.” 

“It’s not that the workplace has changed, but the individuals 
have changed,” said Burych. And this is turn creates teams who 
are much more likely to work well together and produce great-
er results.

“Coaching can transform leaders and entire organizations,” 
said Flatt. “If I was in HR right now, I’d be putting coaching in 
because I want to make sure that I’ve got a culture and environ-
ment where people can succeed, be more self aware, be better 
leaders and create more engagement.” 

While coaching is only one tool in an HR professional’s devel-
opment toolkit, it can be an important ingredient for success. “In 
terms of leadership and driving results, coaching is all about un-
locking new potential,” said Klein. “And you’re leaving something 
on the table if you’re not finding ways to help your staff tap into 
their full potential.”  ■
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Did you know?
Domestic violence costs workplaces in Canada more than $7 billion per year as a result of lost
work time, reduced productivity, increased accidents, and employee turnover.

■

■ 54% of victims of domestic violence miss three or more days of work a month.
■ 25% of employee’s report they have worked with someone they knew was a victim of 

domestic violence.

Are you prepared?
■ The creation of safe and supportive workplaces is in everyone’s best interest and everyone

has a role to play.
■ Ontario employers now have an obligation under the Ontario Occupational Health and

Safety Act to address domestic violence in their workplaces.
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Domestic violence costs workplaces in Canada more than $7 billion per year as a result of lost
work time, reduced productivity, increased accidents, and employee turnover.
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■ 54% of victims of domestic violence miss three or more days of work a month.
■ 25% of employee’s report they have worked with someone they knew was a victim of 

domestic violence.

Are you prepared?
■ The creation of safe and supportive workplaces is in everyone’s best interest and everyone

Safety Act to address domestic violence in their workplaces.

Many work places struggle as they try to develop and implement policies and procedures to 
prevent and address domestic violence in the workplace. CREVAWC can help with training that 

Make It Our Business provides multi-level training to prepare everyone in your workplace to 
fulfill their roles and responsibilities. Community experts provide support to help you deal with
the costs and challenges of domestic violence in the workplace. The training options are:

is a two-day intensive workshop for a team with the designated 
responsibility  to prevent and respond to domestic violence in your workplace. This training

enhanced opportunities to learn practical problem solving skills. 

is an hour long session designed to give all 
employees key information and resources as well as directions for further self-directed study. 

 

 

 

T. 519.661.2111 x87486     www.makeitourbusiness.com

Make It Our Business
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Domestic violence costs workplaces in Canada more than $7 billion per year as a result of lost
work time, reduced productivity, increased accidents, and employee turnover.

■

■ 54% of victims of domestic violence miss three or more days of work a month.
■ 25% of employee’s report they have worked with someone they knew was a victim of 

Domestic Violence is 
a workplace issue.
Learn how to: 
Recognize, Respond 
and Refer.

Education and training
for workplaces.
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Interact with Rotman faculty, thought leaders and practitioners and explore the latest 
research, best practices and thinking in areas such as business and human resource 
strategy, leadership development, talent management and succession planning.
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UNLEASHING THE POWER  
OF WOMEN IN THE WORKFORCE

Ontario has its first-ever female premier, and you might guess that the toughest battles for gender eq-
uity had already been fought, but women are still underrepresented in senior management positions 
in Canadian business.

In June 2014, a Vision Critical online survey of 1,005 Canadian adults for American Express 
(Amex) Canada found that 81 per cent of women and 61 per cent of men believe that “glass ceilings” exist for 
women in the workplace, while 84 per cent of women (and only 63 per cent of men) believe it takes women 
longer than men to advance up the corporate ladder.

The perception is accurate: a 2011 report titled Women in Senior Management: Where Are They? prepared 
by Louise Chenier and Elise Wohlbold for The Conference Board of Canada found that, although 48 per 
cent of the national workforce was female, women only held about one-third of senior management positions, 
and that this proportion had changed little since 1987. From 2011 to 2013, Statistics Canada reports that the 
number of women in management positions actually dropped by 2.3 per cent.

The survey identified perceived barriers for women. The top barrier, identified by over one-third of respon-
dents, was workplace attitudes towards female leaders, followed closely by family obligations. Relatively fewer 
people thought that lack of upward growth opportunities, lack of mentorship and role models, lack of flexi-
bility and training opportunities presented obstacles to women.

Since 1997, Catalyst, a not-for-profit organization with a mission to expand opportunities for women 
and business, has been tracking the careers of almost 10,000 high-potential MBA graduates internationally. 
Catalyst’s High Potential Employees in the Pipeline: Global and Canadian Findings identifies root causes for the 
gender difference; among these, Canadian high-potential women earned an average of $8,167 less than men 
in their first job after obtaining their MBA. They were also more likely to start out at a lower level than their 
male counterparts, and twice as likely to choose a non-corporate employer in their first job.

Clearly, there are gender differences in the workplace and, despite good work that has been done in this field 
since the 1960s, women are still at a disadvantage. So what approach should Canadian businesses be taking?

Difference 
Equation
By Sarah B. Hood
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“Extensive brain science research has 

shown that men and women have a ten-
dency to solve problems differently,” 
said Jennifer Laidlaw, CHRE of CIBC 
Gender Diversity and Inclusion. Using 
both skillsets fully produces stronger re-
sults. “Organizations that create a culture 
of difference thinking are more likely to 
have more innovation, more productivity, 
certainly better collaboration and better 
decision-making. They’re able to reduce 
risks and costs and create superior finan-
cial performance. Certainly, at CIBC we 
continue to strengthen our commitment 
to creating gender-balanced leadership 
teams, because of the real value of men 
and women working together to create su-
perior performance outcomes.”

EMPOWERING WOMEN FOR 
SUCCESS
At Amex Canada, 66 per cent of the work-
force is female, and from 2010 to 2014 the 
proportion of women in senior leader-
ship positions rose from 43 to 52 per cent, 
says Naomi Titleman, Amex Canada’s vice 
president of human resources.

The company employs many different 
strategies to achieve this level of partic-
ipation. Twice each year, says Titleman, 
Amex Canada asks employees what they 
want in a sounding called Employee Pulse. 
The insights gained from this survey are 
analyzed to produce a clear picture of em-
ployee needs and wants.

“We have specific diversity and inclusion 
training and workshops,” said Titleman. 
“The ones most relevant to women are the 
workshops in gender intelligence, inclusive 
leadership and sponsorship – the theory 
is that in order to progress to more senior 
levels, you need that sponsor to kind of 
pound on the table and advocate on your 
behalf.”

In addition, Amex Canada has active 
employee networks, such as WIN, the 
Women’s Interest Network, and Parents 
@ Amex. 

“They’re led by leaders as well as em-
ployees. Each network has an executive 
sponsor at the VP level or higher. Anything 
they run is entirely based on what the net-
work wants,” said Titleman, who adds that 
the parents’ group has invited guest speak-
ers ranging from a nutritionist to a police 
officer.

“ORGANIZATIONS THAT CREATE A 
CULTURE OF DIFFERENCE THINKING 
ARE MORE LIKELY TO HAVE MORE 

INNOVATION, MORE PRODUCTIVITY, 
CERTAINLY BETTER COLLABORATION 

AND BETTER DECISION-MAKING.” 
– JENNIFER LAIDLAW, CHRE, GENDER DIVERSITY AND INCLUSION, CIBC
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High performance requires mental fitness. 
Contact us to get in shape.

How fit is your 
workplace?

Call us: 
1.888.765.8464

Learn more: 
m.myfseap.com

Other Canadian companies are also working to improve the 
number of women in leadership positions. Back in 1987, women 
made up about three-quarters of the RBC workforce, but only one 
per cent of the executive cadre. Today, the workforce is 64 per cent 
female, and women make up 37 per cent of the executive popula-
tion in federally regulated businesses in Canada. 

“These [figures] are the result of a long-term organizational 
commitment to the full inclusion of women across every dimen-
sion of our business,” said Per Scott, RBC’s vice president, Human 
Resources.

“RBC uses a strategic approach that combines focused recruit-
ment strategies, leadership development programs and experiences 
and inclusive attitudes and behaviours in our talent management 
practices,” said Scott. For example, the organization aims for 50 
per cent representation of women in all leadership development 
programs.

Furthermore, “the Women in Leadership initiative provides a 
cohort of 26 executive women key development experiences, ac-
tive sponsorship and exposure to advance their careers.” RBC also 
has an executive women’s peer network, and six regional Employee 
Resource Groups (ERGs). In 2013, RBC began to target uncon-
scious bias as a factor that may be hindering women’s advancement 
by helping employees build awareness and develop skills to ad-
dress their own unconscious biases.

MENTORS, SPONSORS, LEADERS
Mentorship programs, once considered to be high on the list of 
desirable strategies for helping women advance, are no longer seen 
as a cure-all. 

“In fact,” said Laidlaw, “Mentorship is not proven to advance 
women. What is proven to advance women is sponsorship. It’s 
about having someone who believes in their potential, because 
studies have shown that men tend to be promoted on their poten-
tial and women tend to be promoted based on their performance.”

Laidlaw believes integrated talent management is another key. 
“[This means] embedding the principles of gender difference 

into all of your people and business processes,” she said. “The way 
in which you assess talent, the way in which you recruit, the way in 
which you consider promotions or succession, the values of your 
organization.” Even the language of job postings, she says, can have 
an impact on the gender balance of hires. 

Above all, she says, leadership accountability is paramount.
“The most important part of this is developing inclusive leaders 

who will ask questions, be curious and make sure that everyone 
has a voice at the table.” The inclusive leader is ready to challenge 
assumptions; for example, “the assumption that a woman who has 
a child at home may not want to be promoted, to work on the 
weekend, to relocate, to take on an extra project,” said Laidlaw. “In 
fact, work-life integration is of equal importance to men and wom-
en, and it’s even more important to millennials who are coming 
into the workplace.”

It makes sense to leverage women’s strengths at the highest levels 
of the organization. As leading Canadian businesses are showing, 
a common-sense approach can unleash the skills already available 
in the workforce.  ■
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READ MORE
 ■ Gender Intelligence: Breakthrough Strategies 

for Increasing Diversity and Improving Your 
Bottom Line by Barbara Annis and Keith 
Merron (HarperBusiness, 2014)

 ■ Lean In: Women, Work, and the Will to Lead by 
Sheryl Sandberg (Knopf, 2013)

 ■ High Potentials in the Pipeline (Catalyst Inc., 
2014: available free on iTunes)
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Bullying at work can impact an em-
ployee’s psychological safety as 
well as the overall psychological 
health and safety of the workplace. 

It’s a complex issue and few jurisdic-
tions have specific regulations related to 
bullying. This can place the onus on hu-
man resources professionals to respond 
appropriately. 

Clear anti-bullying programs and pol-
icies are important, and in cases where 
bullying is demonstrably intentional, dis-
ciplinary measures are necessary. However, 
there also needs to be a shift in thinking as 
not every alleged bully has malicious in-
tentions. In some situations, bullying may 
be a matter of perception and impact on 
the target rather than the intention of the 
alleged bully. Demanding workloads or a 
lack of emotional intelligence on the part 
of leaders can cause individuals to respond 
to stressors in ways that can be perceived 
as bullying without recognizing that their 
behaviour may be harmful to others. 

FOCUSING ON HARMFUL 
BEHAVIOURS
If the workplace has a toxic or bullying 
culture, it’s likely that many people con-
tribute to it. In these situations, it can be 
useful to conduct facilitated awareness 
sessions where all management and em-
ployees are asked to consider some key 

questions intended to highlight behav-
iours and concerns of bullies, targets and 
bystanders. Answering the questions to-
gether can provide an opportunity for 
participants to think about how individu-
als and teams work together as well as how 
their responses to workplace stressors may 
be harmful to others. 

BULLYING BEHAVIOUR
Many people engaging in workplace bul-
lying are not aware that their behaviour 
is seen as bullying. Passionate people can 
be perceived as overly forceful in push-
ing ideas or expressing disappointments. 
Someone who has been criticized for poor 
performance may try to deflect attention 
by pointing out perceived faults of their 
co-workers. Managers may speak loud-
ly or curtly when assigning work or giving 
feedback. 

These individuals may become more 
aware of the potential impact of their 
behaviours by asking themselves these 
questions: 
 ■ How do I interact with others when I am 

frustrated at work?
 ■ How do I interact with the person I 

perceive to be the weakest on my team? 
 ■ How might I interact differently with 

a person I perceive to be strong and 
confident?

 ■ When do I raise my voice at work?

 ■ When am I more passionate or 
animated? What might that look like to 
others?

 ■ When do I refuse to engage with others 
at work?

 ■ When do I expect people to simply 
follow directions and when do I invite 
collaboration?

TARGETS OF BULLYING
Being subjected to bullying behaviours, 
regardless of the intention of the alleged 
bully, can have a serious negative impact 
on physical and mental wellness both at 
and outside of work.

The Canada Safety Council reports that 
45 per cent of targets of workplace bully-
ing suffered stress-related health problems 
including anxiety, panic attacks and clini-
cal depression. Part of the challenge is that 
some people may interpret behaviours as 
bullying that others are able to overlook 
or ignore. Rather than questioning wheth-
er or not the target is “just being sensitive,” 
the perceived bullying behaviour needs to 
be addressed to reduce the risk to the al-
leged target’s physical and mental wellness. 

To improve awareness of their sen-
sitivity to each other’s behaviours, ask 
employees to consider their answers to the 
following questions:
 ■ How do I prefer to receive critical 

feedback? Have I ever shared this 

Workplace 
Bullying 
IDENTIFYING AND CHANGING A  
BULLYING CULTURE
By Mary Ann Baynton, M.S.W., R.S.W.
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with those who are expected to provide 
feedback?

 ■ What do I feel is an appropriate way to 
express frustration at work?

 ■ How do I react when my boss or co-
workers are frustrated at work?

 ■ How do I respond to the negativity of 
others?

 ■ When do I feel good-natured teasing 
crosses the line to bullying?

 ■ When do I feel that criticism crosses the 
line to bullying?

 ■ What do I feel constitutes disrespectful 

behaviour from a manager?
 ■ What would I need others to say or do 

differently to believe the bullying has 
stopped? (Be specific and ensure the 
difference is objectively measureable. E.g. 
Rather than “be nice” you may ask that 
they refrain from critical or demeaning 
comments in front of others.)

BYSTANDER INFLUENCE
In workplaces, bystanders have the ability 
to influence and change a bullying cul-
ture. It is important for all stakeholders to 
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DIFFUSING A SITUATION WHERE BULLYING BEHAVIOURS 
ARE APPARENT CAN BE AS SIMPLE AS SAYING, 

“IS THERE SOMETHING I CAN DO TO HELP HERE? IT 
SEEMS LIKE EMOTIONS ARE RUNNING HIGH.”
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identify when behaviour may be perceived 
as bullying and to agree that this is not ac-
ceptable in the workplace. 

Doing this with tact and diplomacy 
can be challenging, especially when the al-
leged bully may be someone in authority. 
Employees should never put themselves at 
risk in confronting or responding to vio-
lent behaviour, but when it is a matter of 
intense emotions there are steps they can 
take to intervene. 

Diffusing a situation where bullying be-
haviours are apparent can be as simple as 
saying, “Is there something I can do to help 
here? It seems like emotions are running 
high.” This works much better when all 
stakeholders, including senior leaders, rec-
ognize this response is an opportunity to 
step back and reconsider the interaction. 

It may not stop the intentional bully, but 
it can certainly give pause to most people. 

Ask all employees to consider these 
questions to help establish their power 
and influence as bystanders:
 ■ When I see someone yelling at a co-

worker, do I intervene, ignore it or just 
stand there?

 ■ Would my response be different if the 
person who is yelling is a senior leader?

 ■ What are the thoughts and emotions I 
have after witnessing a bullying incident 
at work?

 ■ What could we as a group decide is 
a respectful, but direct response to 
emotionally intense behaviours that would 
help support a change in approach?

INTERVENTION
When addressing bullying, the conver-
sation should be focused on helping the 
alleged target identify the specific and 
measureable behavioural changes needed 
from the alleged bully. This should include 
what he or she needs in order to feel safe 
and able to work with the alleged bully in a 
positive and professional way. Recognizing 
that what may be perceived as a passionate 
response by some can be seen as bullying 
by others reduces the need to “prove” who 
is right. The focus then shifts to what can 
make the interaction between the two in-
dividuals more effective.

Asking someone who feels they are the 
target of bullying for specific examples of 
what he or she would need to see, hear 
or experience to believe that the bullying 
has stopped centres the conversation on 
the changes needed to feel safe. These be-
havioural changes are then asked of the 
alleged bully, without the need to assign 
blame. Clear expectations and conse-
quences related to the behaviour form the 
basis of an agreement for interaction go-
ing forward between the alleged bully and 
target.

The alleged bully should be advised of 
the required behavioural changes in an 
instructional rather than accusatory man-
ner. An example might be something like, 
“When you interact with Sam, we expect 
you to always ensure that your voice is 
calm and that there is about three feet of 
space between you and her. This will help 
her to interact more effectively with you. 
Do you have any questions or concerns 
about doing this?” 

The alleged bully should understand 
that emotional intelligence comprises 
learning how to engage and interact effec-
tively with different personality types. If 
the individual is resistant to changing the 
perceived bullying behaviour, further dis-
ciplinary action may be required. 

It is possible to avoid or improve a bully-
ing culture, when all complaints of bullying 
are taken seriously and acted upon quickly 
and effectively.   ■

Mary Ann Baynton is program director 
of the Great-West Life Centre for Mental 
Health in the Workplace. Questions reprint-
ed with permission of the Great-West Life 
Centre for Mental Health in the Workplace.

feature

    

The Canadian Centre for Occupational Health and Safety offers this informa-
tion related to workplace bullying: 
 ■ Bullying is usually seen as acts or verbal comments that could “mentally” 

hurt or isolate a person in the workplace.
 ■ Sometimes bullying can involve negative physical contact as well. 
 ■ Bullying usually involves repeated incidents or a pattern of behaviour that 

is intended to intimidate, offend, degrade or humiliate a particular person 
or group of people. 

Source: http://www.ccohs.ca/oshanswers/psychosocial/bullying.html 
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Exterior 
view of 
SickKids

“ CONNECT DIRECTLY WITH EMPLOYEES 
TO FIND OUT WHAT TYPE OF SERVICE OR 
SUPPORT THEY NEED TO BE SUCCESSFUL.” 

 –  SUSAN O’DOWD, VICE PRESIDENT OF HUMAN RESOURCES, THE HOSPITAL FOR SICK CHILDREN
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In an effort to improve the HR function at The Hospital for 
Sick Children and provide employees with more timely re-
sponses to information requests, the solution came in the form 
of aSK HR, a hotline/help-desk function that has been so suc-

cessful it had answered more than 15,000 inquiries within its first 
10 months.

Located in downtown Toronto’s Hospital Row, SickKids is 
an international leader in advancing children’s health through its 
work in patient care, research and education. SickKids is one of 
the most research-intensive hospitals in Canada and is affiliated 
with the University of Toronto.

“Multiple sources of feedback suggested that HR wasn’t pro-
viding the type or level of service that employees were seeking,” 
said Susan O’Dowd, SickKids’ vice president of human resources. 
“With over 7,500 employees, we wanted to develop and imple-
ment a solution that was sustainable and would meet the unique 
needs of skilled and dedicated employees that are extremely di-
verse across different pillars of our organization – patient care, 
research and learning.”

Developed and implemented with SickKids-wide input, 
O’Dowd gathered the entire HR leadership team to brainstorm 
on how to make significant improvements.

HR Hotline
THE HOSPITAL FOR SICK CHILDREN’S aSK HR HELP-DESK 
By Lisa Kopochinski

“Employees wanted timely, accurate and consistent responses, 
regardless of the complexity,” said O’Dowd. “Ultimately, we do our 
best to support anyone who reaches out to us.”

At present, four members comprise the aSK HR team – a team 
lead, two business analysts and an HR associate. All four respond 
to inquiries from both employees and nonemployees, such as ex-
ternal applicants.

“Clients can connect in the way that’s easiest for them,” said 
Elizabeth Clayton, aSK HR’s team lead. “In person, phone, email 
or instant message.”

To meet the needs of the hospital’s diverse employee popula-
tion – some of whom work overnight shifts – aSK HR is open 
Monday through Friday from 7 a.m. to 5 p.m. A software applica-
tion is used to ticket client inquiries.

“At any given time, we may receive inquiries from nurses, house-
keepers, lab technologists, physicians, administrative assistants, 
scientists, social workers and professionals performing numerous 
other roles for SickKids,” said Clayton.

CONSULTATIVE PLANNING APPROACH
Launched in December 2013, aSK HR took approximately six 
months of dedicated time to develop and implement. A highly 

Al
l p

ho
to

s 
co

ur
te

sy
 o

f T
he

 H
os

pi
ta

l f
or

 S
ic

k 
Ch

ild
re

n

The aSK HR team (left to right): Krista Somerville, HR business analyst; Paula Ground, HR business analyst; Joanne Pipe, manager, 
HR support services; Elizabeth Clayton, team lead, aSK HR; and Nicole Welsh, HR associate
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consultative approach with employees – from clinical staff to the 
executive level – was utilized. The aSK HR team was resourced 
internally – coming together from different areas of HR and of-
fering a breadth of expertise and experience.

“We sought employee input at different stages of development and 
invested a lot of time and energy ensuring that all employees were en-
gaged in the development process and communicated with prior to the 
launch, both when aSK HR first opened and post-implementation,” 
said Clayton. “Our communications efforts were very broad and 
tailored to connect with and promote the benefits of aSK HR to dif-
ferent areas and portfolios within the broader SickKids community.”

The team also engaged employees through an in-house in-
novation tool called Wikidea that promotes SickKids-wide 
collaboration through an online (Intranet) discussion platform. 
Additionally, group forums, posters and emails were also used to 
connect with future clients.

THE BENEFITS
Over the past 12 months, both the HR department and SickKids 
(as an organization) have benefited in numerous ways from intro-
ducing aSK HR. For instance:
 ■ The ability for the HR team to improve the effectiveness of 

their responses means that SickKids employees spend less time 
seeking HR support. Employees can dedicate more time and 
energy towards fulfilling their core responsibilities and helping 
the hospital achieve its mission – improving children’s health 
through integration of patient care, research and education.

 ■ aSK HR has greatly enhanced the HR department by allowing 
the different HR functional specialist areas to focus on the 
operational and strategic aspects of their roles more efficiently, 
while aSK HR handles the high daily volume of general 
employee inquiries.

 ■ Central service metrics enable the aSK HR team to see trends 
and identify opportunities to further improve HR service 
capability.

 ■ aSK HR has encouraged the HR team to work more 
collaboratively through the sharing of knowledge. In the past, 
department members worked more independently.
O’Dowd says for companies considering a central service like 

this, HR professionals need to keep in mind the unique and com-
plex needs of their organization.

“Connect directly with employees to find out what type of ser-
vice or support they need to be successful,” she said.

For instance, more than 50 per cent of inquiries fall into three 
primary categories – recruitment, benefits and payroll – and are 
categorized as basic and intermediate level. More complex ques-
tions – making up fewer than five per cent of intake – are triaged 
to an appropriate HR specialist.

“Even when non-HR inquiries are asked, our team does its best 
to redirect employees to the appropriate area – another central 
function or department – within SickKids,” said O’Dowd.

Responses to inquiries (ideally with a solution) generally take 
48 hours, although in the majority of cases, clients are acknowl-
edged the same day.

With aSK HR a resounding success so far – further validat-
ed by a survey the team conducted with clients – Clayton says the 
team is determined to keep it this way.

“Over 300 employees who used our service during its first quarter 
responded to an April 2014 aSK HR Client Survey,” she said. “The 
results were overwhelmingly positive and confirmed what we’d al-
ready heard from individual client interactions: that aSK HR is easy 
to contact and provides quality responses with quick turnaround.”

Robert Cesario, director of HR transformation for SickKids 
and responsible for HR systems and support functions including 
aSK HR, is very pleased with the results so far.

“In the future, we believe that analysis of aSK HR data will help 
us to drive further HR process improvements,” he said.

Quarterly “aSK HR update” sessions are also conducted to get 
advance notice from the HR subject matter experts on any new 
developments or initiatives.

“We continue to grow an electronic knowledge repository of 
commonly asked questions and responses so all members of aSK 
HR have quick and easy access to information,” said Clayton.

WHAT’S NEXT?
Over the next one to three years, O’Dowd says the team will con-
tinue to promote aSK HR as the primary and central source for 
general HR inquiries.

“With the implementation of more sophisticated ticketing soft-
ware, we will enhance our metrics capabilities and explore the 
feasibility of launching an HR self-service application that will 
offer our clients yet another convenient way to access HR infor-
mation,” she said. ■

feature
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leadership

To answer pressing strategic or tactical challenges, organi-
zations often find it necessary to create a new executive 
position based on that specific need. But what if you were 
introduced to the new executive vice president of custom-

er engagement? Would the title alone tell you anything about why 
he/she is there or how the role adds value in the organization? 
Probably not. Without careful planning, one-off appointments at 
the senior level can generate confusion as to the person’s responsi-
bilities and place in the reporting structure, and can compromise 
the value the new role was intended to add.

To accelerate the integration of an executive into a role that 
has no organizational precedent, the HR professional must pay 
special attention to the five key success factors (role 

clarity, relationships, culture, early wins and learning) as outlined 
in the first two articles in this series, published in the October and 
November/December 2014 issues of HR Professional, respectively.

But because both the executive and the position are new, there 
are five additional steps that should be addressed to enhance the 
value of the new executive/position combination. HR leaders can 
play a vital role in all of these steps.

DEFINE
Ensure all key stakeholders are aligned on what this new position 
will contribute. Create a profile of the unique combination of be-
haviours and skills required to be successful in this particular role 
at this point in time. Everyone should be in absolute agreement 

on this document, as it is the basis for the success or fail-
ure of the position.

Without this foundational step of defining the 
role, the new executive will be unclear how best 

to focus their efforts, stakeholders may fail 
to include him/her in important conver-
sations, tasks could be duplicated in other 

roles and priorities might not be aligned 
with those of the organization’s. In short, the 

new executive is set up for failure.

Who is This Person  
and Why Do I Care?
SUCCESS STRATEGIES FOR NEW EXECUTIVES IN NEW POSITIONS
By Debra Hughes, MBA, Ph.D.

PART  
3 OF 3
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EDUCATE
Brief peers, direct reports and other key stakeholders on the role’s 
purpose, expected outcomes, measurements and how they can of-
fer support. Carefully articulate how this position is different from 
the past, particularly if it is a variant or broader version of a pre-
vious role. Create a list of who should be informed and how they 
can benefit.

Make sure the senior leaders advise the entire organization 
about the appointment and expected benefits. Find every oppor-
tunity to repeat the message. Constantly communicate the role’s 
value proposition and its contribution to current goals. Be specific.

BUILD COMMITMENT
Get feedback from key stakeholders on the education campaign 
between the first 30 to 60 days. Do they understand the mission 

of the new executive? Are departments cooperating? Is anyone 
withholding information for political reasons? Are there any road-
blocks? Schedule meetings to discuss projects and boundaries so 
disagreements can be addressed and clarified before they lead to 
conflict. Share the results with the newcomer and adjust the ac-
tion plan as needed.

Upper management should also be selling the position and 
making sure laggards catch up and align. At times, pressure must 
be applied to overcome resistance to working within the rede-
signed structure, especially when the new position is carved out of 
existing areas of responsibility.

NAVIGATE
The incoming executive needs to understand the values, decision-
making processes and best way to communicate within the 
organization. HR can act as a trusted advisor or mentor for the 
new executive, providing honest and accurate feedback, helping 
the new executive adjust and normalizing their frustrations. Even 
if they have successfully done something similar elsewhere, they 
will likely need to adapt their approach.

DELIVER
This stage is about producing results and making sure they are vis-
ible. If stakeholders don’t know what the new executive is doing, 
they are likely to assume that he/she is not focused on the right 
tasks, even if this is not the case.

Make sure incoming leaders are placed on the agenda at regular-
ly scheduled staff meetings so they can reinforce the mission and 
give updates on their progress. Continue increasing their visibility 
throughout the company.

OUTCOMES
The benefits of a robust, well-executed new executive/position 
program are substantial:
 ■ The original strategic need or tactical gap is addressed 

successfully.
 ■ Companies can reap the rewards of the created position more 

quickly.
 ■ The process can be used for other new positions in the future, 

creating a competitive edge.
 ■ The new position leader will become a valuable asset to the 

company, ready to begin fresh assignments and take his/her 
place in the succession planning process. ■

Dr. Debra Hughes is a partner with RHR International LLP (Toronto).
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THE INCOMING 
EXECUTIVE NEEDS TO 

UNDERSTAND THE 
VALUES, DECISION-

MAKING PROCESSES 
AND BEST WAY TO 

COMMUNICATE WITHIN 
THE ORGANIZATION.
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DIRECTORS EDUCATION PROGRAM

“I expected the ICD-Rotman Directors 
Education Program (DEP) to deliver 

informative course materials, and it did 
exactly that. The unexpected bonus for 

me was the value of the discussions with 
fellow classmates in the program. These 

discussions drove home the value of diverse 
thinking around the boardroom table.  

I highly recommend this course for both 
current and future directors.”

JANE PEVERETT, FCMA, ICD.D
CHAIR, BC FERRY AUTHORITY

AUDIT COMMITTEE CHAIR, CIBC, ENCANA CORPORATION  
DIRECTOR, POSTMEDIA NETWORK 

Applications are now being accepted, apply early. Contact the ICD at 
1.877.593.7741 x228 or education@icd.ca and apply today.

1.877.593.7741 x228   
icd.ca/DEP   

WHY APPLY? 

  The DEP is the only program of its 
kind in Canada that bears the seal of 
the director community itself. 

   DEP Alumni are part of a national 
network of 3,300 directors and almost 
9,000 ICD members across Canada.

  A dynamic learning environment rich 
with peer-to-peer insights, director 
dilemmas, board and committee 
simulations, and case studies.

    Acclaimed faculty - Taught by national 
and local academics, seasoned directors 
and leading governance experts.

   Flexible scheduling - Modules may be  
taken in any of the nine cities where the  
DEP is offered (space permitting). 

  First step towards the ICD.D 
designation upon completion of 
a written examination and a board 
meeting simulation chaired and vice-
chaired by some of Canada’s most 
senior directors.

   Non-members of the ICD receive a 
complimentary one-year membership  
upon application.

 Better your skills. 

BETTER YOUR BOARD.

CITY PROGRAM START DATES APPLICATION DEADLINE

Calgary October 23-25, 2015 June 30, 2015

Edmonton Fall 2015 Fall 2015

Halifax (Second Offering) March 27-29, 2015 Rolling

Montreal (Bilingual) April 10-12, 2015 February 5, 2015

Saskatoon & Regina  
(Inaugural Offering)

March 20-22, 2015 January 30, 2015

Toronto April 24-26, 2015 February 5, 2015

Vancouver (New Offering) April 17-19, 2015 Rolling

Winnipeg Call to inquire To be announced



When Patrick Storto has a 
problem at work, he doesn’t 
go to management. In his 
office, there’s no such thing 

as managers – or hierarchy of any kind.
That’s because Avema, a telecom con-

sulting firm based in Toronto, introduced 
self-management, a system that focuses on 
a distributed management infrastructure.

Here’s how it works:
As a group, the 20 Avema employees 

brainstormed what the company stands for 
and developed a mission statement for the 
company and each department. Each em-
ployee was then responsible for outlining 
his or her responsibilities in a document 

workforce management

accountable for everything we do, individ-
ually and as a group.”

Self-management is a trend initiat-
ed by the Morning Star Company of 
Sacramento, Calif., a tomato ingredient 
processing company.  Though it’s gaining 
traction across North America now, self-
management has humble beginnings.

Doug Kirkpatrick, an organization-
al change consultant, executive coach, 
writer and educator, is one of the origi-
nal stakeholders in the self-management 
movement. In 1990, he was Morning 
Star’s financial comptroller and was part 
of a meeting in a construction trailer with 
Chris Rufer and 23 other employees.

By Heather Hudson

called a Colleague Letter of Understanding 
(CLOU). Other colleagues reviewed and 
approved the documents.

“Basically, every aspect of the com-
pany is included in someone’s CLOU,” 
said Storto, who works in accounting at 
Avema. “If I need something, I can look at 
my colleagues’ CLOUs and know where 
to retrieve that information. I don’t have 
to go to management to find out who’s re-
sponsible for it.”

Storto says the system empowers every 
colleague to take responsibility for his or 
her work.

“Nobody sits back here and lets some-
body else take the steering wheel. We’re all 

COMPANIES ARE 
EMBRACING SELF-
MANAGEMENT  
PRACTICES WITH 
GREAT SUCCESS
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“Chris passed around a draft of 
the Morning Star Guiding Colleague 
Principles,” said Kirkpatrick. “One: 
Human beings should not use force or co-
ercion against other human beings. Two: 
People should honour the commitments 
they make to each other in the workplace.

“We bandied this about for a couple of 
hours and couldn’t think of any reason not 
to adopt these principles. Basically, the vi-
sion was that we’d have an organization 
that would have happiness and pros-
perity to the degree we lived up to these 
principles.”

Twenty-four years later, Morning Star 
is a multi-million dollar company that still 
employs the self-management concept: all 
colleagues are considered equal, from the 
manufacturing floor to the administrative 
functions.

“That’s how we work in the rest of our 
lives, so aligning organizational life with 
the way people operate just makes sense,” 
said Kirkpatrick.

Kirkpatrick has since written the book on 
self-management, Beyond Empowerment: 
The Age of the Self-Managed Organization, 
and offers seminars through the Morning 
Star Self-Management Institute (SMI) to 
advise other companies to “co-create the fu-
ture of management.”

After taking a few SMI seminars, 
Avema CEO Roger Yang invited his em-
ployees to learn the concept and bring it 
back to the office in Toronto.

Within months, the small office had ful-
ly adapted the self-management style. And 
one year in, Storto says communication 
and satisfaction is much improved.

“If anyone has an issue with another 
colleague, we bring it to that person in-
stead of to a manager,” he said. “There are 
no rumours. We settle things directly.”

Avema colleagues (they’re no longer 
called employees) conduct quarterly peer 
reviews to offer and receive constructive 
criticism. After three rounds, Storto says 

www.bcrsp.ca

Increasing health and safety hazards in the workplace, mounting 

occupational incidents means that your organization cannot 
afford anything less than a Canadian Registered Safety 
Professional (CRSP) ®. 

A CRSP ® offers in-depth knowledge of OHS principles and 
practices and applies this knowledge to develop systems in order 
to achieve optimum control over hazards  
in your workplace.  
 
Visit  to learn more or  
to advertise to hire a CRSP ®.

Hire a Canadian Registered Safety Professional 
(CRSP)®

  to protect your most important resources
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workforce management
everyone is becoming more comfortable 
with the process.

“We always have debates and clashing 
opinions on new ideas on how to improve 
the company, save money or make money,” 
he said. “We’re not all ‘yes-men.’ Everyone 
has input and we come to decisions much 
more collaboratively.”

Kirkpatrick says the system could be in-
corporated into any type of organization 
– he’s found pockets of self-management 
in the Canadian military – but start-
up and tech companies in particular are 
most open to it so far. He acknowledges 
that legacy companies and those with en-
trenched layers of hierarchy would have a 
more difficult time making the transition.

“It’s partly a matter of change in in-
dividual mindset,” said Kirkpatrick. “If 
managers have risen up through ranks and 
obtained positions by climbing up the cor-
porate ladder, they may not be willing to 
abandon those positions. That would have 
to be thought through very carefully.”

And what happens to HR departments 
in a self-managed organization?

“I can assure HR professionals that 
there is still a need for HR talent and ex-
pertise in a self-managed enterprise,” said 
Kirkpatrick. “It would look less like an 
airport control tower and more like mem-
bers of a soccer team out on the field with 
their fellow colleagues facilitating, coach-
ing, guiding and consulting. It would be 
trying to drive better or more effective 
self management whatever way possible 
through communication, negotiation and 
mediation.”

At Avema, that’s the way it’s playing out. 
Storto says the benefits far outweigh the 
growing pains associated with the system.

“Everybody enjoys coming to work 
here,” said Storto. “Nobody’s watching 
over anyone. I decide a time that works for 
me to come in today, what I’ll work on and 
how I’ll do it. I have the power to make 
decisions and I don’t have to wait for ap-
proval or permission from managers.”

This kind of shared leadership has also 
resulted in a tighter-knit community with-
in the office.

“Colleague relationships have strength-
ened. We’re constantly giving feedback and 
having discussions. It’s a very open envi-
ronment,” said Storto. “I’ve never been at a 
company with such high morale.” ■

“ NOBODY SITS BACK HERE AND 
LETS SOMEBODY ELSE TAKE THE 
STEERING WHEEL. WE’RE ALL 
ACCOUNTABLE FOR EVERYTHING WE 
DO, INDIVIDUALLY AND AS A GROUP.”

 – PATRICK STORTO, ACCOUNTING, AVEMA
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recruitment

A s an HR leader you are tasked with finding the people 
that make up your company and ultimately help boost 
the bottom line. But recruitment is a tricky part of your 
role. It’s easy enough to find people who, on paper, can fit 

your business needs. It’s more difficult, however, to find those peo-
ple that can work well in your corporate environment, be challenged 
and give their best to their new job.

That’s why the recruitment tools of job descriptions and postings 
are so important. For many applicants, this is their first impression 
of the company and it is your first attempt to screen people who de-
serve to be interviewed, and possibly hired.

“The first thing that I always think about is, ‘What type of per-
son am I looking for and what’s my ideal candidate?’” said Sarah Jane 
Dowling, CHRL, CHRE and director of HR with PBL Insurance 
in Windsor, Ont. Depending on the location of the country she is 
recruiting for or the type of business unit that needs new hires, for 
example, Dowling says she bases the job posting on many of those 
needs.

Pete Kazanjy, founder of talent search engine TalentBin, agrees 
and says you have to know your audience.

“The process by which job descriptions get made is a very formal-
ized one where a hiring manager will sit down with a recruiter and 
create a laundry list of skills and potential titles that their ideal can-
didate would have,” he said.

But the problem is that this is often technical and does not read 
like a marketing document. Also, hiring managers sometimes fail 
to understand the marketing realties of supply and demand 
and so a laundry list of characteristics in a job posting 
could artificially restrain the types of talent that 
would actually be suitable for that position.

Beyond technical versus marketing 
language, however, knowing 
your demographic is 
also important.

“The language that you want to use should be of interest and ap-
pealing to whoever your target audience is,” said Trevor Shylock, 
industrial organizational psychologist with Caliper.

TALK TO YOUR HIRING MANAGER
Recruitment is not a solitary endeavor. While you are dealing with 
your own HR functions, you simultaneously have to “please” the 
hiring managers in need of the recruit.

“I am in constant communications with the hiring manager; right 
from the beginning of thinking they will need an employee, the hir-
ing manager is always part of the recruiting process,” said Dowling. 
She, however, has final say on the posting and approvals can mean 
all advertisements, descriptions and language.

That’s where the “in-take” meeting comes in, says Kazanjy. He 
says the recruiter needs to act as a good “agent” to the hiring man-
ager and be a steward for the hiring manager. Practically 
speaking, as the hiring manager places restraints 
on the posting, for example, the recruiter can 
show them how that changes the type 
of people that might apply or are 
available for the job (by us-
ing filters such as 
TalentBin or 

In Pursuit of your Next Recruit
WHAT’S IN A JOB AD?
By Joel Kranc
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a software solution, Employer D Select equips managers 
by giving them access to critical, essential data that is 
linked to human resource management and strategic 
company planning.   

Employer D, scalable solutions from Desjardins for payroll, 
human resources as well as occupational health and 
safety management. 
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Linkedin, for example). Dowling adds that she gets the hiring man-
ager to tell her what they are looking for and she will put the “HR 
spin” on the ad.

“I tell them what’s happening in the industry and what’s happening 
with recent hires,” she said. She adds that the hiring manager’s exper-
tise gives her the “foundation to wordsmith” the ad when necessary.

DOES SIZE MATTER?
Simply, there is no right or wrong size for a job description but 
there are pitfalls to avoid. Shylock says length can be a problem 
when putting pen to paper.

“[Traditional] job descriptions can be too long, full of paragraphs 
that people are not going to read or want to read that are also full 
of company-specific jargon,” he said. This can pose problems for re-
cruiters. The best way to filter your lists is to ask yourself, “What will 
this person be doing 95 per cent of the time?” Also, what’s required 
upon entry versus what are the things you will train? By eliminating 
the future items, says Shylock, you get to the description people will 
read and hopefully filter out people you wouldn’t want to interview.

He adds that creating a “criticality score” will help create the post-
ing. How well do you have to do a certain task and how often will 
you be doing that task? More than length, Dowling says by starting 

recruitment
“ CREATING A LONG AD IS NOT GOING TO ATTRACT 

ATTENTION – IT’S PROBABLY GOING TO DETER.” 
 –  SARAH JANE DOWLING, CHRL, CHRE, DIRECTOR OF HR, PBL INSURANCE

with the right key elements and content, even such things as visu-
al space, you can attract the right candidates and if necessary, push 
them to get more information through a website or elsewhere.

“Creating a long ad is not going to attract attention – it’s probably 
going to deter,” she said.

There are also several elements that contribute to a “bad” job post-
ing, says Dowling – ads that are too long, ads that have jargon, ads that 
cannot even attract candidates and ads that have spelling or gram-
matical mistakes. Obviously, illegal items such as discrimination are 
points that must be left out of job descriptions, says Shylock.

KNOWING YOURSELF
Getting the message out is just as important as what the message 
is. Dowling says she uses a variety of specialized sites (in her case, 
for the insurance industry) as well as associations that can help 
target recruitment. Ads are tracked and that data can be used lat-
er to ensure they are getting the best bang for their buck. She also 
says that “a good job ad is a good job ad” and the size of your orga-
nization should not matter.

“You need to craft an ad that speaks to your culture in a way that’s 
equally important to you and spells out the qualifications, and that 
transcends big business and small business,” she said. ■
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health & wellness

Humans were designed to be able to manage stress. And 
although some stress is good for us, the new fast-paced 
world often leaves us in hyper-strained states for too long.

These abhorrent chronic stress levels hinder our phys-
ical and mental health. Our blood pressure and cholesterol rises; 
we are predisposed to insulin resistance which can lead to type 
two diabetes; our immune systems are suppressed and it seems we 
forget how to make our bodies sleep. With too much anxiety and 
depression, our mental function suffers not just at work, but even 
in the mundane things we do each day.

“Humans were never designed to have stress all the time. Our 
stress reactions were designed to be turned on and then off. That’s 
the healthy cycle. But today we operate in a semi-permanent state 
of stress,” said Dr. David Posen, author of Is Work Killing You? 
“Proper vacationing is an antidote to chronic stress. It is absolute-
ly imperative that Canadians are vacationing each year – and not 
just one time per year.”

Dr. Posen advocates that Canadians should be vacationing three 
or four times per year. Ideally each quarter, employees should take 
a break to recharge. The majority of working Canadians are more 

stressed than ever before and regular breaks are imperative to re-
store balance between work and life.

Expedia.ca has been conducting their annual Vacation 
Deprivation survey for over ten years. As a Canadian online trav-
el provider, the organization is committed to helping Canadians 
travel the world, and to do so they’re keen on understanding their 
market.

Sean Shannon, managing director at Expedia.ca, oversees all 
Canadian operations and gets a front row view on the Vacation 
Deprivation survey’s results.

“We keep coming back and doing this survey because we find 
it so interesting,” said Shannon. “We do this survey all around the 
globe, and Canada and the United States could be the hardest 
working nations in the world.”

Due to legislation or cultural norms, other countries are 
banking much more vacation time than Canadians, with some 
Canadians not even taking their allotted amount of time off each 
year. According to the 2014 Vacation Deprivation survey, 48 per 
cent of Canadians are feeling vacation deprived, up from 40 per 
cent in 2013.

Five rules for a 
rejuvenating vacation
1. Take all the vacation time you’re entitled to: all of it.
2. Take your vacation time before you need it. Then you will 

never need it, you’ll just enjoy it. 
3. Space your vacation time throughout the year so that you’re 

getting more frequent breaks, instead of one long one.
4. Come home a day early. Give yourself one day at home to 

settle back into your routine before returning to work.
5. Use the first day back at work for catch-up.

Work Hard for the Money
VACATIONS ARE NO LONGER A LUXURY – THEY ARE A NECESSITY
By Vanessa Kunderman

Ev
ge

ny
 K

ar
an

da
ev

/S
hu

tte
rs

to
ck

Ep
ic

St
oc

kM
ed

ia
/S

hu
tte

rs
to

ck

HRPATODAY.CA ❚ JANUARY 2015 ❚ 43



Canadians are getting worse at this. Vacation deprivation is on 
the rise. The correction needs to be encouraged in the workplace, 
and then mandated.

“What amazes me is the number of people who don’t take their 
full vacation time,” said Dr. Posen. “The survey actually showed 
that 90 per cent of Canadians said they would make sacrifices for 
just one more day of vacation time.”

Those theoretical sacrifices include giving up alcohol, television 
and one week without their smart phones.

Over one-third of Canadians have cancelled or postponed their 
vacation due to work responsibilities. When employees are health-
ier there is less absenteeism, less stress leave, less leaves of absence 
and less illness. A well-rested employee will even have improve-
ments in concentration and short-term memory. By creating work 
environments that encourage taking proper vacation time, com-
panies can significantly improve the wellbeing of their employees.

“Too much stress affects the brain cells’ ability to communicate 
with other cells,” said Dr. Posen. “One area affected is the hippo-
campus, where we store memory. When people are chronically 
stressed, this part of the brain doesn’t work as well. People become 
forgetful, especially regarding short-term memory.”

Seventy-eight per cent of Canadians report being more focused af-
ter vacation time, and 93 per cent feel more relaxed and rejuvenated.

Growing in popularity is the “use it or lose it” mandate that 
eliminates employees’ ability to carry over their vacation days, a 
subtle encouragement that vacations aren’t absolutely necessary. 
By taking the choice out of the employees’ hands, they can feel less 
guilty about leaving the workplace.

“I think everyone needs time off,” said Shannon. “The workplace 
has only gotten faster and more frantic thanks to technology. I 

remember leaving my place of employment and you really couldn’t 
do much. In the ’80s, if Mr. and Mrs. Smith were away on vacation, 
that task would just have to wait. That is not the case now – no 
one will wait. The world keeps moving.”

And even though projects might not want to wait, it’s impor-
tant to take a step back once in a while to recharge the mind’s 
batteries.

“Vacations are really important to allow the stress reaction to 
be turned off or turned down,” said Dr. Posen. “People need to re-
cover, rejuvenate and decompress. Longer time-outs are important 
because we need extended time to recuperate. I believe we need at 
least three weeks of holidays [each year]. Two weeks probably used 
to be okay, but the world has gotten faster and more stressful.”

HR professionals can advocate for mandatory vacations in the 
workplace. By allowing a day of catch-up after an employee’s vaca-
tion, the employee won’t stress themselves out in their final days 
of vacation, and can use the full number of days they are allotted 
for a break.

By granting employees a gentle re-entry on their return, you are 
telling them they won’t be hit with a pile of work on their first day 
back. This is the power of permission.

And of course, HR professionals should lead by example and 
take their fully allotted vacation time as well.

Vacations are a prescription for health, stress relief, energy reju-
venation, reconnecting with family and friends and, perhaps most 
important of all: happiness. Eight per cent of Canadians associate 
vacation time with happiness.

“Hockey coaches don’t rest their star players out of benevolence,” 
said Dr. Posen. “They do it because they get better performances 
out of their athletes when they are properly recharged.” ■

health & wellness
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“ TODAY WE OPERATE IN A 
SEMI-PERMANENT STATE 
OF STRESS. PROPER 
VACATIONING IS AN ANTIDOTE 
TO CHRONIC STRESS.” 

 – DR. DAVID POSEN, AUTHOR, IS WORK KILLING YOU?
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A re Canadian workers more content in the workplace than we give them credit for?
According to a study commissioned by Capital One Canada, under the right circumstances, 

even the purportedly finicky millennial generation is happy to stay put.
Capital One Canada chief people officer, Jenny Winter, isn’t surprised.

“The survey confirmed my perceptions here at Capital One: generally, employees are very satisfied 
where they are and are not looking to make a move,” she said. “They have very high levels of pride 
and really make a connection to their employers.”

The survey polled 1,510 Canadians 18 and over across the country and found that 69 per 
cent said they were proud to work for their current employer. Sixty-five per cent indicated 
they like telling people where they work.

Capital One Canada commissioned the survey in the spring of 2014 to help inform 
their expanding recruitment strategy.

“With our growth trajectory, we wanted to see what matters to Canadians to en-
sure we’re offering a value proposition for future employees,” said Winter.

Satisfied Employees, 
Successful Enterprise
FLEXIBILITY, PRIDE AND A CONNECTION TO AN EMPLOYER MAKE LOYAL EMPLOYEES
By Heather Hudson

talent management
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SURVEY FINDINGS
According to the survey results, work/life balance is more impor-
tant to prospective employees than compensation, with over half of 
respondents supporting this idea. However, 27 per cent would leave 
their current job for another position that offers more money but 
fewer perks, and a small percentage of respondents expect to switch 
employers at least every five years.

There are a number of things an employer can do to increase job 
satisfaction among employees. Over three-quarters of respondents in-
dicated that regular bonuses with annual pay increases would be an 
incentive for staying with a company. In addition, a competitive retire-
ment package with related benefits is attractive to workers. Associated 
with desiring work/life balance, flexible working hours with the 
option to work remotely is something that 44 per cent of survey re-
spondents consider desirable in their own job.

On the other hand, the survey shed light on some things that em-
ployers do that make their employees consider quitting. Maintaining 
or contributing to poor office morale would cause over half of survey 
respondents to consider leaving their companies, as well as constant-
ly increasing workloads without increasing rewards or compensation. 
Interestingly, nearly half would also consider quitting because they 
don’t feel appreciated by their employer.

Winter says the survey demonstrates a different view from the “mil-
lennials lack commitment” narrative offered in HR circles, one that 
she sees at Capital One.

“Millennials are looking for that commitment and are content to 
stay where they are for the next two to three years,” she said. “They’re 
looking for what most of us want, which is to be engaged, involved, 
feel like their contributions make a difference and focus on learning 
and development.”

The survey also found that people are less focused on titles. Only 
one in 10 Canadians put a promotion at the top of their wish list. A 
sense of belonging and being part of something positive outweighed 
the need to get ahead and have a more impressive title.

Winter was unsurprised with this finding as well: “Where we work 
is a big part of our personal identity and people take a lot of pride in 
that.”

HR SUCCESS
Capital One was named one of the 2014 50 Best Workplaces in 
Canada by Great Place to Work. The key to this success can be 
summed up in one word: flexibility.

“The benefits and perks that are offered within an organization 
need to flex with the employees as the demographic changes,” said 
Winter. “The needs of someone in her 20s will be different than a baby 
boomer’s. There needs to be flexibility and options.”

That often translates into putting more choice into employees’ 
hands. At Capital One Canada, from choosing how, where and when 
employees work to helping accommodate a healthy work/life balance 
to learning opportunities that mesh with personal goals and learning 
styles, Winter says the company strives to adapt to the individual.

“We recognize that these are people with lives outside of work 
and we are very flexible about how people accommodate their own 
needs,” she said. “There’s less of a focus on hours and work location 
and more on outcome and great results and making sure they are 
recognized.”

That recognition is also a cornerstone to the company’s employee en-
gagement successes. Winter says milestones are regularly celebrated and 
employees are empowered to take recognition into their own hands.

In their two Canadian call centres, employee engagement scores 
soar and they enjoy a very low turnover. She credits peer-to-peer rec-
ognition as one of the leading factors to that success.

“Associates can give small recognition awards to their peers who 
are doing an awesome job on the phone when they hear it in the mo-
ment,” said Winter. “A $10 gift card can mean a lot when it comes 
from a teammate.”

Internal communications are also integral to a strong workforce. 
An intranet with social media-like features is well used and helps 
connect employees between Toronto and Montreal for collaborative 
brainstorming sessions.

The physical work environment also plays a part.
“We’re very conscious about creating a work space where people 

can be at their best,” said Winter. “Depending on the work they do, 
we make sure they have the right set-up.”

Agile workspaces, such as portable white boards and desks and 
tables that can be moved, help create spaces where work can be com-
pleted efficiently and comfortably. An abundance of natural lighting, 
spaces where people can come together informally and quiet places 
for contemplative work are also freely available.

“We look at HR as enablers to create momentum. It’s critical to 
think through the experience that you want your employees to have 
and create that value proposition,” said Winter. “It’s not about having a 
big budget and doing big splashy things; it’s about creating an energy.”

Winter is quick to point out that HR can’t create the environment 
without executive sponsorship and champions from leadership. She 
says the president of Capital One Canada reads every single com-
ment from their biannual survey and the feedback influences their 
people priorities for the coming year.

However, the ownership over the culture of a workplace belongs 
in the hands of the employees.

“Networks, forums, special interest groups – employees feel 
they’re shaping a great culture and environment here. It’s theirs, and 
not the company’s.

“The business leadership team needs to feel ownership of work-
place satisfaction and the role of the HR practitioner is to be a 
steward of those efforts.”

With such an adaptable and supportive workplace culture, it’s un-
derstandable that the company’s employees want to stay right where 
they are. ■

talent management

“ WHERE WE WORK IS A BIG 
PART OF OUR PERSONAL 
IDENTITY AND PEOPLE TAKE 
A LOT OF PRIDE IN THAT.”

 –  JENNY WINTER, CHIEF PEOPLE  
OFFICER, CAPITAL ONE CANADA
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career paths

HR Career Paths:  

Jodi Zigelstein-Yip, CHRL
HR CONSULTANT
By Chris Atchison

When veteran lawyer Laura Williams founded 
Williams HR Law in January 2011, she focused on 
delivering labour and employment law services with 
an innovative spin. Williams, determined to carve a 

distinct niche in a highly-competitive field, dedicated her efforts 
to delivering strategic advice and representation designed to help 
employers proactively manage their everyday legal risks resulting 
from various HR issues within the workplace.

Along the way, it became increasingly clear to Williams that 
her clients were looking for something more – specifically, proac-
tive and sustainable HR solutions that could help them solve their 
most challenging people-management issues. She set her sights on 
launching a sister company to fulfill that need.

Doing so meant finding the right director with the right skills, 
entrepreneurial spirit and innovative mind to ensure the compa-
ny’s success. Enter Jodi Zigelstein-Yip, a prominent face in the 
Ontario HR scene who had previously worked with Williams at 
an HR consulting firm. Williams HR Consulting (WHRC, pro-
nounced “work”) opened for business in April 2013, and has since 
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career paths

seen its client roster grow to 30 clients in just 18 months. HR 
Professional recently sat down with Zigelstein-Yip to discuss her 
HR career path as an HR consultant.

HRP: Why did you leave the corporate 
world to head an HR consultancy?
Jodi Zigelstein-Yip: I’ve been lucky to work with great corpora-
tions in the past as a generalist HR practitioner, but I find that 
HR consulting provides me with an opportunity to analyze cli-
ents’ HR needs and work with their executive and HR teams to 
help them overcome what can often seem like impossible obsta-
cles to success. I thrive in the consulting world, as I am able to help 
organizations develop high-impact, innovative and proactive HR 
solutions that engage, motivate and develop talent – all with an eye 
to helping clients grow their business. Because this approach can 
include virtually any area of HR, I haven’t chosen to specialize, in 
the true sense of the word. Instead, I spend the bulk of my time 
in the areas I have extreme passion for – designing and facilitating 
the kind of leadership development experiences that help our cli-
ents unlock leaders’ potential.

HRP: What are your main areas of responsibility?
JZY: Because I head up the consulting side of our business, my main 
areas of responsibility range from leading my team at WHRC and 
meeting with potential clients to writing proposals, to doing the 
work and managing projects. That’s in addition to facilitating HR 
development experiences with our clients, presenting at association 
conferences, spearheading our ongoing marketing initiatives and run-
ning our Develop at WHRC series – a program designed to help HR 
practitioners hone and expand their capabilities in the HR space.

HRP: What does a typical day at work look like for you?
JZY: No two days are the same around here – we accept a huge va-
riety of work.

HRP: What do you love about your job?
JZY: I’m able to work in an environment that I love, where I get 
to use my creative energies to help clients shape the future of their 
businesses in a proactive way. Our firm-wide culture is very entre-
preneurial, meaning that Laura encourages us to bring ideas to the 
table, all while empowering us to problem-solve and take the nec-
essary steps to deliver the very best HR consulting services to our 
clients. It may sound like a cliché, but everyone should be so lucky 
to work in an environment where you can laugh and have fun with 
your peers, all while delivering an exceptional client experience.

I also love the fact that I’m able to see immediate results when 
working with our clients. Helping executives and their HR teams 
overcome challenges and realize their potential is incredibly 
rewarding.

HRP: What skills do you possess that make 
you a great fit for your position?
JZY: I always joke that I’m not your typical HR professional. I’m 
really a business person with HR training, one who focuses on 
helping businesses achieve bottom-line success through the cre-
ation of innovative and sustainable HR solutions. That means I 
need to develop strategic partnerships with our clients, sometimes 
challenge their assumptions and persuade them to take what I be-
lieve is a more effective path. That may not always be a comfortable 
process, but my experience has shown that it’s often a necessary 
first step to help fuel an organization’s growth and development.

HRP: What are your ultimate career goals?
JZY: I’m living it each and every day. My ultimate career goals are 
really focused on building the Williams HR Consulting brand and 
creating a high-performance team of consultants who can contin-
ue to provide exceptional services and solutions to our clients. I 
don’t aspire to any specific title on my business card. As long as I’m 
able to use my creativity, experience and expertise to help our cli-
ents succeed, I’m happy.

I plan to be doing this until I’m 80 – okay, maybe 65! ■

“ I SPEND THE BULK OF MY TIME IN THE AREAS I HAVE EXTREME PASSION FOR 
– DESIGNING AND FACILITATING THE KIND OF LEADERSHIP DEVELOPMENT 
EXPERIENCES THAT HELP OUR CLIENTS UNLOCK LEADERS’ POTENTIAL.”

48 ❚ JANUARY 2015 ❚  HR PROFESSIONAL 



Taught by a highly distinguished faculty of experts drawn from management, 
union and government, the program covers the key principles and practices you 
should know, together with practical insights, strategies and tactics for tackling 
the most pressing contemporary issues in labour law.

OSGOODE
PROFESSIONAL  
DEVELOPMENT
  CONTINUING LEGAL EDUCATION

The Osgoode Certificate in Labour Law 

To Register: www.osgoodepd.ca; Or Call: 416.597.9724 or 1.888.923.3394   
Or E-mail: OsgoodePD@osgoode.yorku.ca

Program Director
John D.R. Craig 
Fasken Martineau DuMoulin LLP and 
Assistant Professor, Faculty of Law 
University of Western Ontario

Dates
January 27 - February 25, 2015 
5 Days over 5 Weeks 
 

Registration Fee

$3,995 plus HST 
Public Sector Rate: $3495 plus HST 
Inquire about financial aid and  
group discounts.

Location
Osgoode Professional Development 
1 Dundas St. W., 26th Floor 
Toronto, ON M5G 1Z3

Module 1 - January 27, 2015

Labour Law Foundations

Module 2 - February 3, 2015

Collective Bargaining

Module 3 - February 10, 2015

Grievance Arbitration: Protecting Rights and Resolving Conflicts

Module 4 - February 17, 2015

Workplace Investigations in a Unionized Environment

Module 5 - February 25, 2015

Restructuring Unionized Environments/The Law of Industrial Conflict

Priority Service Code: 14-41HR



MEET THE HR INFLUENCERS:

Cheryl  
Fullerton, B.Sc., CEBS, HRCCC

A PASSION FOR LEADERSHIP
By Lisa Gordon
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hr influencer

Cheryl Fullerton makes sure she gets the most from each and every experience. A 
self-described “thinker and analyzer,” she’s made it her business from an early age 
to study corporate leadership to gain insight into company performance.

Today, Fullerton is VP of leadership at Maple Leaf Foods, the consumer pack-
aged meat company that has been operating in Canada for more than a century. Based at 
the company’s Mississauga head office, she and her team of about 40 HR professionals de-
liver solutions that drive the company’s human resources strategy.

HR Professional asked Fullerton to reflect on some of the lessons she has learned during 
her 20-plus years in HR. Among other insights, she said the smartest thing one can do is 
to take a job outside the HR realm at least once in their career.

HRP: What was your first HR job?
Cheryl Fullerton: During university, I had a summer job in the pension and benefits de-
partment of The Oshawa Group, a national chain of supermarkets. It was a very routine 
HR role; I had to manually verify employee health coverage. To keep it interesting, I chal-
lenged myself by seeing how many I could do in an hour. I got so fast that I had free time, 
so then they taught me how to adjudicate medical claims and process payments.

HRP: How and when did you decide upon an HR career?
CF: While at The Oshawa Group, I got interested in the pension and benefits field. It sat-
isfied my need to have deep specialist knowledge in something complex, so I decided to 
stick with it for a while. I got fascinated watching the senior executives in the company 
and really studied how they set strategy, how they communicated, motivated and built a 
following. I got so passionate about leadership that I decided to build my career in HR.
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HRP: Describe your job today.
CF: I’m VP of leadership at Maple Leaf 
Foods. It’s a wonderful job; I’m extreme-
ly happy with the portfolio I have now. I 
can influence the leadership culture of the 

organization, so my passion for leadership 
is satisfied. My team creates solutions for 
talent acquisition, rewards and recogni-
tion, performance and talent management, 
learning and development and HR systems 

and services. We deliver these people so-
lutions through an integrated network of 
HR generalist and specialist professionals 
throughout the business. I’ve been in the 
position for a couple of months, but I have 
worked at Maple Leaf Foods for nine years 
overall.

HRP: What do you love 
about your job?
CF: I love the variety of my job right now. 
Maple Leaf Foods is an amazing organi-
zation if you’re really driven to master 
things, and then put up your hand and ask 
for more and craft your own career path. 
We are all about learning and personal 
growth here. I work with some very talent-
ed people, and we have an opportunity to 
set the people and leadership strategy for 
the organization, which is a lot of fun.

HRP: What are the 
challenges of your job?
CF: One of the biggest challenges when 
you’re leading an HR team can be big or-
ganizational changes. Maple Leaf, like so 
many companies, has taken on massive 

 ■ First job: I worked at U-Haul taking reservations, 
processing pickups and drop-offs and reconciling the 
accounts. I was 17, and it was kind of a meaty and 
stressful role for my first job.

 ■ Childhood ambition: Back then, I had a list. I was 
going to be a doctor/hairdresser/ballerina/author/
painter. It’s still a bit depressing that I have to pick one 
career. I still to this day want to be everything all at 
once!

 ■ Best boss and why: I have gotten something important 
from every single boss I’ve ever had. They’ve all been 
part of creating who I am now. But, there are two I 
want to highlight. Bill Vickers was the first boss who 
really helped me with career planning, and he taught 
me the value of humour at work. The other one is Les 
Dakens, who I worked with here; he taught me to think 
bigger and farther than I was ever comfortable thinking 
before.

 ■ Current source of inspiration: My parents. My mom 
and dad just celebrated their 52nd wedding anniversary 
and they are strong, very smart and so caring to other 
people. They’ve weathered all the ups and downs over 
their 52 years together; now in their early 70s, they are 
more supportive of each other than they’ve ever been. 
They are a real inspiration.

 ■ Best piece of 
advice I ever got: 
Bill Vickers once 
told me, “Don’t 
be ridiculous!” 
I loved it; it was 
blunt and heartfelt 
and perfect for the 
moment. It was 
a career planning 
conversation, and 
what came out of my mouth was, in fact, ridiculous.

 ■ Favourite music: I will sing or dance to pretty much 
anything at the drop of a hat – but if I had my choice, 
I’d put on Neil Young or Peter Gabriel.

 ■ Last book you read: I haven’t been reading a lot lately, 
but the last book I read was David Copperfield by 
Charles Dickens. It was a good escape.

 ■ How do you spend your time away from work? 
Reading, walking along the trails near Etobicoke Creek 
and working on the board of Spectra Community 
Support Services – we provide phone support services 
to people in need. I also love binge-watching Netflix 
shows with my kids, aged 19 and 23. I love them, 
they’re my heroes.

hr influencer
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strategic projects that take years to execute. The challenge is 
to keep people focused and motivated through that period. In 
general, people thrive on instant gratification, so when we say 
something is a three-year project, it takes a whole different kind 
of leadership to get through it. HR needs to lead that effort.

HRP: What’s the key to leading HR during 
a difficult time for an organization?
CF: You have to stay super close to the people who are natural 
leaders and influencers, and the people who are the highest per-
formers or have key critical skills. HR professionals can leverage 
these people to ensure continuity of talent and the right kind of 
workplace environment. Stay ahead of the problems and don’t 
just react, and be clear about objectives – where you’re going and 
why. Deliver lots of feedback and positive reinforcement; keep 
people engaged and satisfied enough to stick through the difficult 
times. This is when great leaders really shine.

HRP: What skills are important for success in HR?
CF: First and foremost, you must have a deep passion for the 
business and what the business is there to accomplish. That’s got 
to be first. To be a great HR leader, you see yourself as an integral 
part of the business’ success. Partnered up with that is a deep un-
derstanding of people. We’re the people experts; that’s what we 
bring to the table. You must also be a fact-based and analytical 
thinker, and draw insights from complex systems of people, be-
haviours, results and other points of information. The days of the 
soft and fuzzy HR team are long gone.

HRP: What tips do you have for new grads or those in 
entry-level HR jobs who want to move up the ladder?
CF: Try to have at least one role outside of HR. If you want to 
move up the ladder in HR, the best thing you can do is take at 
least one position outside the field. Do this when you know HR 
well enough to appreciate what it’s about, and then step out. The 
best experience I ever had was an operational job where I was 
measured on driving growth and profit for the organization. I got 
a crystal view of how the HR function could help or hinder me 
in achieving my goals – it was like a light shone on it and I could 
see it clearly! I honestly didn’t understand that until I had a role 
outside of HR.

HRP: What’s the future of HR?
CF: There are two things. The first is the continued evolution 
from HR practices to people solutions. We do what we do in or-
der to drive business results, not to “do HR stuff.” To get results, 
people need objectives, feedback on their performance, oppor-
tunities for development and rewards. We create solutions to 
accomplish these things. The other thing is that we need to be 
much more predictive. Strategic workforce planning hasn’t real-
ly taken off in HR yet. I’m talking about projecting where the 
business strategy is leading and what the labour market and tech-
nology are going to look like, and how we can predict all of that 
so we are ahead of it when it comes. HR will need to be better at 
this if we are to be more effective business leaders. ■

Creating and maintaining a psychologically 
healthy and safe workplace can seem like 
a daunting task, but it doesn’t have to be. 
Practical tools and resources can help you 
get started, assess your current situation, 
or take the next step.

We can help you put it all together and 
work towards a psychologically healthy 
and safe workplace.

www.workplacestrategiesformentalhealth.com/phsms

ALL TOOLS AND RESOURCES ARE FREE. 
Use them to help make a difference  
in your workplace.

We can help 
you put it 
all together.

The Great-West Life Centre for Mental Health in the Workplace and design  
are trademarks of The Great-West Life Assurance Company.
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Talking point
Terminology such as driving 
for results or incentivizing be-
haviour are quickly becoming 
out-dated because they miss the 
mark; they fail to capture the 
people’s energy, creativity and 
well-being, which we now know 
is critical for people to flourish.

WHY MOTIVATING 
PEOPLE DOESN’T 
WORK…AND WHAT 
DOES: THE NEW 
SCIENCE OF LEADING, 
ENERGIZING, AND 
ENGAGING
Susan Fowler
Berrett-Koehler, 2014

Fowler introduces the 
Spectrum of Motivation, 
a new model for fostering 
motivation within individu-
als. Shaping the workplace 
to allow employees to fulfill 
their three core psychological 
needs of autonomy, related-
ness and competence enables 
employees to shift themselves 
toward heightened motiva-
tion and productivity. Using 
the Spectrum, Fowler presents 
real-world examples of how 
the model works and can be 
adopted by organizations.

reviews

OFF THE SHELF

THE DISCOMFORT 
ZONE: HOW LEADERS 
TURN DIFFICULT 
CONVERSATIONS INTO 
BREAKTHROUGHS
Marcia Reynolds
Berrett-Koehler, 2014

There are plenty of books 
about difficult conversations. 
While other books focus on 
the speaker, offering guid-
ance on how best to deliver the 
message, this book focuses on 
the receiver – the person you 
are speaking with. Drawing on 
the fields of neuroscience and 
psychology, Reynolds shows 
leaders how to become a “think-
ing partner” with employees by 
building trust and rapport but 
also challenging assumptions 
and raising uncomfortable 
questions. The essential dif-
ference is that the speaker has 
no message to deliver; instead, 
the aim is for the receiver to ex-
pand his awareness to see the 
situation differently.  

By Alyson Nyiri, CHRP

Talking point
Reynolds writes that effec-
tive leaders help others think 
more broadly for themselves. 
Further, when the focus of 
a conversation is on what 
the leader wants, a break-
through in perception won’t 
be achieved. 

MEETINGS MATTER: 8 
POWERFUL STRATEGIES 
FOR REMARKABLE 
CONVERSATIONS
Paul Axtell
Jackson Creek Press, 2015

Meetings can be reframed. 
They can be opportunities for 
thoughtful, respectful conver-
sation about things that matter 
to people who care. Axtell offers 
eight ways to accomplish this, 
including the importance of 
designing the conversation, lim-
iting participants, being vigilant 
about what gets on the agen-
da and participating to have an 
impact. Each of the eight strate-
gies is presented in clear, easy to 
use chapters and various assess-
ments in the appendix.

Talking point
Love them or hate them, meet-
ings are a mainstay in our 
workplace culture with many 
of us feeling that if we aren’t in 
a meeting, then we aren’t be-
ing productive. How often do 
you have meaningful conversa-
tions and develop relationships 
in your meetings?

Talking point
Neuroscience has proven that 
the human mind cannot mul-
titask and attempts to do so 
only sabotage our productiv-
ity. So why do we continue to 
prize multitasking as a laud-
able ability? ■

DRIVEN TO 
DISTRACTION AT 
WORK: HOW TO 
FOCUS AND BE MORE 
PRODUCTIVE
Edward Hallowell
Harvard Business Review Press, 2014 

When it comes to distraction, 
Hallowell knows his business. 
Here, he identifies the six most 
common distractions at work 
and how to overcome them: 
screen sucking; multitasking; 
idea hopping; worrying; play-
ing the hero; and dropping the 
ball. Hallowell carefully defines 
attention deficit trait (ADT) 
as not ADD or ADHD. 
ADT originates externally, 
and is brought on by inces-
sant demands, temptations and 
opportunities that derail our fo-
cus and create mental noise. By 
carefully training your atten-
tion, you can overcome these 
distractions and regain your 
ability to focus on what is im-
portant and do your best work.
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the last word

You’re recruiting on campus with the goal to hire top, fresh 
talent that your company can shape into high performers. 
You’re doing career fairs and employees have presented at 
the college at least once. You have a good relationship with 

the university, yet you don’t sense that students are really connect-
ing with your company. Why is that?

On-campus recruiting is the one place where you cannot afford 
to be seen as anything but the most progressive and in-tune brand 
that truly understands how students communicate and what they 
value. Too often, recruiters bring a very “adult” perspective to col-
lege recruiting and they miss the opportunity to connect with 
students who are at the height of their passion toward entering a 
career that inspires them. You want them to bring that passion to 
your company, right?

Here’s a few ways to help ensure that your efforts are resonat-
ing with students:

Stop thinking of job roles and focus on values. Top students 
know what they value, they know how they want to make a differ-
ence in the world and they have big aspirations for their potential 
to do so. They are looking for companies and work that will facil-
itate their ability to live out their values. Speak to their values and 
then connect the dots to how your company and specific roles can 
allow them to achieve their goals. They need to see a clear path 
that shows they will be fully contributing as soon as they start.

Speak their language in their native tongue. In other words, 
go mobile. Provide tablets at career fairs and apps that allow them 
to apply for jobs with as few clicks as possible. Connect with them 
on social media. The easier you make it for them to stay connect-
ed to your company, the better impression you will make that your 
company is at the forefront in your industry.

Get personal. Savvy recruiters are handing out their phone 
numbers and allowing students to text them. Today’s students 

text before they email or call. And texts are easier to manage than 
phone calls. Embrace texting as a way to show students you are au-
thentic, you care about them and you are willing to answer their 
questions as they arise.

Be present. You need to build brand awareness through-
out students’ college years. It’s not enough just to do career fairs 
and expect students to remember your company. Get involved. 
Sponsor events, sports, provide guest speakers from your compa-
ny, promote your company’s philanthropic efforts, engage students 
in projects – build brand awareness so that students already feel a 
sense of your culture and company when they graduate.

Build partnerships. Work with the college and faculty to help 
shape and drive the education students receive. This allows you 
to more directly influence the knowledge and skills you need stu-
dents to have if hired by your company. Offer to help faculty 
design curricula, as well as to host research, provide case studies 
and guest speakers that will bring real-world experience into the 
learning journey.

Offer meaningful internships. Top students want to put their 
skills and learning to use right away; they want to contribute and 
see that while they learn they are achieving meaningful goals. Craft 
internships that give them the responsibility and mentors they 
need to feel that they are contributing to the company’s success. 
Treat them as entry-level employees, not high school students. 
They’ll work hard, build connections and provide fresh insight 
into your processes.

Take time to evaluate your on-campus recruiting strategy and 
be sure that you are up-to-speed with what students expect from 
companies today. It will be well worth your time as you see students 
connecting with you and envisioning a future at your company. ■

Bronwen Hundley is strategic director at Seven Step RPO.

On-Campus Recruiting that 
Resonates with Top Students
By Bronwen Hundley

SPONSOR EVENTS, SPORTS, 
PROVIDE GUEST SPEAKERS FROM 
YOUR COMPANY, PROMOTE YOUR 

COMPANY’S PHILANTHROPIC EFFORTS, 
ENGAGE STUDENTS IN PROJECTS 
– BUILD BRAND AWARENESS SO 
THAT STUDENTS ALREADY FEEL 
A SENSE OF YOUR CULTURE AND 

COMPANY WHEN THEY GRADUATE.
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1.800.668.8428     solareh.com

You are experiencing challenges with employees that are facing 
psychological problems and distress causing them to be absent from work?

You would like to facilitate timely psychological counseling for employees
that are facing challenges impacting both on their productivity and work 
attendance?

Your managers are struggling with difficult and complex situations?

You would like information on prevention and 
intervention strategies regarding mental health 
issues in the workplace?

Solareh is your solution! Our 30 year experience has
strongly shown our expertise in assisting organizations,
their managers and employees.

Our counsellors will be pleased to inform you on the best
possible health and wellness solutions, in the workplace.

Entrusting employees 
psychological health to real 
experts…not only a question of
great importance but also a question 
of results!
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CPApro.ca

Canada’s Chartered Professional Accountants deliver the financial and strategic expertise 
that today’s businesses need. With the unification of Canada’s three accounting designations 
into a new, single CPA profession, there will be more than 190,000 top Canadian 
accounting professionals recognized and respected throughout the world.

BUSINESS
PRPROWESS.
Need a pro?
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