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PRESIDENT’S MESSAGE
Afolabi Oguntade 
B.Sc., M.Sc., MBA, FCSI, C.Mgr., AICB, STI, MTI, PMP, SSGB

Preferred email: afobsy@gmail.com

Dear CIM Members, 

As the Canadian Institute of Management celebrates its 75th anniversary, 
I am reminded of the many friends who have served and supported the 
institute over the decades and all they have done to help us move forward. 
Through their sacrifice and philanthropy, they have honored those who 
have come before us— whose accomplishments, both small and large, 
have made an impact and made us proud. These heroes are too many to 
mention and I feel indebted to them for paving the way and setting the 
foundation up which we now stand.

Permit me to seize this opportunity to thank Dr. Wallace Whistance-Smith 
who stepped in last year as chapter chair when Phil Russo stepped down 
from the board, after 8 solid years of selfless and impeccable service to 
our chapter. Wallace quickly rallied the troop and carried on the torch, 
preventing a huge void in the leadership of the board. During this period, 
his passion and dedication spoke volume. Due to personal reasons, Wally 
had to step down this summer. Since then, it has been an honour and a 
privilege to have been voted in by the board to lead our chapter at this 
pivotal moment in our history. I would like to thank you all for putting your 
trust in me and continue to solicit your support as we journey together.  
And, in addition to celebrating our history, we are grateful for those whose 
gifts are paid forward—in anticipation for what is yet to come.

Talking about what is yet to come, the institute at the national level under 
the leadership of Dr. Matthew Jelavic continue to take the bull by the 
horn to forge ahead with a strong vision for our organisation. One of such 
is the prospect of an international partnership which, when concluded, 
would raise the profile of CIM, create even a stronger value proposition 
along with an international brand awareness like we’ve never seen before. 
It promises to unveil a major chapter in the history of our institute. This 
has infused a fresh dose of energy and life into the climate around here. I 
am super excited about what is in the hopper, waiting to be unveiled. Stay 
tuned for more details in the coming months. Also, I’m proud to share 
with you the recently established reciprocity agreement between CIM and 
the Chartered Management Institute (CMI) in the UK. Holders of the CIM 
Chartered Manager (C.Mgr.) designation can now obtain the Chartered 
Manager (CMgr) designation with the Chartered Management Institute 
(CMI) in the UK, through reciprocity. Conversely, all CMI Chartered 
Managers can obtain the Canadian equivalent. In order to obtain these 
designations, applicants need to provide evidence of chartered status 
and join the respective institute, adhering to its local professional 
requirements and continuing professional development commitments. 

It was a privilege to lead the Toronto delegation to the recently concluded 
AGM held in Sarnia, Ontario. Our chapter was well represented at 
this event as we stormed Sarnia in number and in style. Kudos to the 
organizing team at Sarnia for putting on an amazing AGM. Amongst 
others was a strong line up of speakers and an unmatched hospitality. As 
part of the new vision shared at the AGM by the VP of Education, Nicole 
Hamilton was the plan to lead the way by creating a national center for 
accreditation. This is planned to be the national body for adjudication with 
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respect to accreditation nationwide.

Your support, and the support of those who came before you, is 
affirmation that what we do here at CIM is important and worthy of 
recognition. I look forward with great anticipation to seeing all that we 
can accomplish in the years to come. It is particularly exciting looking 
ahead into the New Year with all these landmark accomplishments and a 
promise of a bright future. I encourage and challenge you to get involved. 
Seek out a committee within the chapter and get plugged in to serve. 
More importantly, I hope that you will be inspired as you get involved to 
engage in thoughtful and dynamic debate, to listen to the views of others 
and learn from them, and to contribute to the rich conversation of diverse 
ideas that is the heart of a great institute as ours —and a great master 
mind. 

I look forward to seeing everyone at the upcoming Toronto AGM.

Afolabi Oguntade
Chapter Chair

What can CIM do for you?
• Build career excellence with transferable knowledge, skills and competencies 
• Provide a general management specific education and designation 
• Participation in social activities and networking opportunities 
• Increase your employment potential with enhanced management skills 
• Opportunities for life-long learning and several other benefits 

Please visit www.cim.ca for more information. Have a great Summer! 
Please continuously refer to the Toronto Branch website for upcoming Toronto branch 
events and news – www.cim.ca/branches/toronto/events

Canadian Institute of Management
311 – 80 Bradford Street,
Barrie, ON, L4N 6S7
Fax :  705-725-8196
E-mail :  office@cim.ca

Head Office Staff
Coordinator of Educational Services and Professional Development
Arlene Atkinson
arlene.education@cim.ca
Direct Line :  519-245-7535

Coordinator of Communications and Membership Services
Jennifer Tracy
Jennifer.membership@cim.ca
Direct Line :  705-725-8926

www.cim.ca

Canadian Institute of Management 
2800 14th. Avenue - Suite 210
Markham, Ontario L3R 0E4 
Website: www.cim.ca
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CIM Vision Statement
To be a strong, progressive professional association that 
supports Canada’s professional managers.

CIM Mission Statement
To be the voice of Canada’s professional managers by 
advancing interest in management excellence through 
education, certification and professional development.

AIMS AND OBJECTIVES
• Provide a National Voice on issues affecting the 

management process in Canada
• Serve as The Authority on Canadian management 

developments
• Increase Awareness of management as a profession
• Develop and maintain educational programs consistent with 

the aspirations of our Membership
• To provide certification to managers across Canada and 

Internationally

ANNUAL DUES REMINDER
If you have not already done so please forward your 
membership dues payment to the CIM Head office in Barrie in 
order to retain your professional membership.

Canadian Institute of Management
311 – 80 Bradford Street,
Barrie, ON, L4N 6S7
Fax :  705-725-8196
E-mail :  office@cim.ca

Head Office Staff
Coordinator of Educational Services and Professional 

Development
Arlene Atkinson
arlene.education@cim.ca
Direct Line :  519-245-7535

Coordinator of Communications and Membership Services
Jennifer Tracy
Jennifer.membership@cim.ca
Direct Line :  705-725-8926

Season
s

Greetings!



BRANDING YOURSELF ONLINE
Marc Belaiche
CPA, CA

The Internet and online social 
networking has radically changed the 
way we interact with each other on a 
day-to-day basis. As a result of this 
transformation, people need to be 

aware of how they are perceived when their name is searched 
online.

This article will cover some online branding tips to consider, 
especially during a job search process.

Google your name 

A first quick and easy step is to Google yourself to see what 
comes up and what documents are linked about you.

You can Google yourself with quotes around your name or 
you can search without quotes. If you have a common name 
such as Mike Smith, you might want to include more specific 
information with your search such as Mike Smith Chartered 
Accountant or Mike Smith/recent employer’s name. 

The goal is to ensure that what you’re seeing about yourself is 
what you want others to see.

Decide what brand you want 

It’s important to consider how you would like to be perceived 
and what image you are trying to convey.  For example, do 
you want to be recognized as a tax expert or as someone with 
experience in a specific industry?

Highlight expertise and publicize 
achievements 

Ensure that your expertise is showcased and updated as much 
as possible in all of your online communication vehicles, such 
as in articles/blogs, LinkedIn, Twitter, and Facebook. Include 
any awards, designations or nominations received that highlight 
your accomplishments.

Allow people to contact you 

Have an easy way for people to connect with you by email 
or phone. Reach out to your contacts to connect in order to 
build your network and try to stay in touch with your contacts 
regularly.

Join groups to connect with relevant people 

People surfing the Internet will look at who belongs to various 
groups as well as who is connected with whom, so it’s a good 

idea to join groups relevant to your background in order to 
expand your network.

Post discussions 

Posting discussions to groups will help to enhance your 
online brand and create dialogue with others interested in the 
same topic areas. Take caution to ensure your topics have a 
professional tone and are in good taste because once posted, 
it’s difficult to have them removed.

Keep your status current 

Post updates to your status on a regular basis. Doing so will 
show that you are an active online participant and your other 
connections will get notifications of your change in status.
Keep graphics relevant 

Add any graphics, pictures, or logos relevant to you and/or your 
brand. Make sure pictures are current and in good taste.

Ensure accurate spelling and grammar 

To ensure a professional online presence, double-check to verify 
there are no spelling or grammatical errors in anything online 
about you or something you’ve written. 

Register your name as a domain 

You can register your name as a domain (e.g. www.yourname.
com or www.yourname.ca) as well as making sure that you can 
get domains such as www.linkedin.com/yourname or www.
twitter.com/yourname.

Be selective 

With the growing number of websites and social websites 
available, it’s important to be selective and target the 
appropriate websites that you wish to be associated with. 
Credible sites such as your company’s website as well as 
association sites are a good place to start. Keep in mind that it 
may tarnish your reputation to be associated with the wrong 
website.

Create videos

It is quite easy to create videos to upload to sites like YouTube 
or even create your own YouTube channel to create a brand for 
yourself.

Blog 

Starting up your own blog also helps to accentuate your brand. 
A website such as www.blogger.com allows you to create your 
own blog at no cost.
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Press releases 

Send out a press release whenever you win an award or do 
something that the media might find interesting.

Think of someone trying to find you 

If you’re looking for a job, think like a recruiter who may be 
trying to find someone with your skill. How would they search 
for you?  What keywords would they search on and do you 
appear there?  Make sure that you can be found wherever they 
might be looking and think about how your online presence 
would appear to someone who doesn’t know you.

Take action 

If you find something online about you that is not accurate or 
can be construed negatively, take action with the webmaster 
of that website to get the information removed or adjusted 
accordingly.

Conclusion

When branding yourself online, think of yourself as a business 
and how you want to brand your business. Then create your 
online strategy so that people view you around that brand.  Be 
creative, but also make sure to be professional.
 
*************************************************************************
Marc Belaiche, CPA, CA is President of TorontoJobs.ca, a staffing firm and 
online job board. TorontoJobs.ca allows companies to post their positions 
online, search a resume database to find candidates and provides full 
temporary and permanent recruitment services for companies in the Greater 
Toronto Area. The website also allows candidates to search and apply to 
positions directly on-line and get career, interviewing and resume tips all at 
no charge. You can reach Marc at marc.belaiche@torontojobs.ca and check 
out TorontoJobs.ca at www.TorontoJobs.ca. 

FUNDRAISING  
DONATIONS
SPONSORSHIP

If you are interested in raising funds 
for CIM Toronto, sponsorship, or 
donating to CIM Toronto, please 
contact the office at Telephone 
number 416-491-2897,
Or email at: 

cimtoronto@associationconcepts.ca

www.cim.ca
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 FUNDRAISING 
 

   DONATIONS 
 

     SPONSORSHIP 
 

If you are interested in raising funds for CIM Toronto, 
sponsorship, or donating to CIM Toronto, please contact 

the office at Telephone number 416 491 1577, 
Or email at: cimtoronto@taylorenterprises.com 

 

Toronto Talks Seminars 
 

Please note that CIM members can attend Toronto Talks 
Seminars FREE of Charge! 

 

Toronto Talks Seminars can be found at: 
www.torontotalks.org 

Another Member Benefit 
Wiley 20% CIM Member Discount 

 

The Institute has entered into a Partnership with J. Wiley 
Publishers whereby a CIM Member can purchase books 
(on all topics) directly from Wiley and get a 20% CIM 
Member discount. 
 

Log in as a member and then click Members Only 
Bookstore button on this page.  This will take you to our 
Bookstore info page and there click on Wiley logo to go 
directly to CIM Bookstore. 
 

All listings )including e-books) are eligible for the       
program. 
 

CIM 70th. Anniversary Documentary Film 

In celebration of the 70th. Anniversary of the CIM       
Toronto Branch, this documentary has been produced by 

Peter Horlock and Larry Richman. 
 

To view the documentary, please go to: 
http://www.cim.ca/branches/toronto/70thanniversary 

10 Secrets to Mastering Questions 
Continued from Page 13. 
 
10. Don’t End on a Question 

Don’t end your presentation with the questions. Perhaps 
you’ve witnessed a speaker make this mistake. The questions 
peter off. The last question is often a weak or negative    
question and then the presenter finishes with “No more   
questions? I guess that’s all. I’m done.” 

Yuck, what a disgusting close. Instead always finish with a 
closing statement after  the question per iod that will reso-
nate with the audience and reinforce your message. End your 
presentation strong. 

Bonus tip: Plant the question you most want to hear.    Before 
the program begins, ask someone sitting near the back of the 
room to 'pose' the question, on your signal. Why the back of 
the room? Because it looks more natural and        everyone 
will hear the question. This is a good way to allow you to 
address an important issue or brag about your success.  
 

You will master the presentation questions if you are        
prepared, know your facts and use these techniques. Content 
and style will determine the success of your presentation. 

For more free presentation tips visit                              
http://www.SpeechCoachforExecutives.com                     
For answers to your pressing Questions about Public 
Speaking visit http:///QuestionsAboutPublicSpeaking   
 

© George Torok is the Speech Coach for Executives. He 
coaches executives to deliver Million Dollar presentations. 
He trains business teams to deliver Superior Presentations. 

To discuss your options contact George directly                  
at 905-335-1997 

We’d love to hear from you!

If you have something that would be of 
interest to the membership, we would be 
happy to consider it for a future issue of the 
Toronto Manager, contact
Dr. W. J. Whistance-Smith at: 
dr.wjws@gmail.com

David G. McLean OBC, LL.D, F.ICD Chairman of the McLean Group of 
Companies and Chairman Emeritus of the Canadian CN

Joseph Mohanthas, Dianne Hunnam-Jones, District President Eastern 
Canada of Robert Half Inc., Shannon Vivar, Director of Koch Industries and 
David Tran at the CIMA Toronto Canada 2017 Conference.THE TORONTO MANAGER
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Here are 10 Ways to Re-focus,  
Re-Purpose-Repower!
New Mindset=New Result

Irene Becker
Chief Success Officer

1. Be Your Own Hero.  Focus on YOUR 
Greatest Power-YOUR True Power. 
 
Whether you seek to lead your best 
life, lead your team, organization or 
country you will need to lead greatly. 
Leading greatly means understanding 
and enabling YOUR true power. It means 
championing yourself, rather than 

waiting for someone to champion you. True power is not the 
power of domination, exploitation, ego or arrogance; true power 
is the fire of faith, hope, courage, integrity and humanity; it is 
the spark plug that can help you be your own hero!

2. Ask yourself the right questions. What are YOU doing with 
your life? What do YOU really want to achieve? 
 
What new personal rituals/habits of thinking are you 
developing to inspire, empower and engage YOUR best self? 
 
How can YOU shut down YOUR negative self talk in ways 
that empower YOUR best thoughts and feelings?

3. Make mindfulness part of your daily practice…in less than 10 
minutes a day. No time to meditate….Try The Pause-Yes, in 
3 minutes you can put your brain in an alpha state, develop 
greater mindfulness and repower!

4. Build self-awareness; develop a better, stronger relationship 
with yourself and others. How can you build a better stronger 
relationship with yourself?How can you build a better 
stronger relationship with others? 
 
Take time to reflect and build self-awareness and your 
relationship with yourself because doing so is critical to 
establishing and building better relationships with others.

5. Use “Cool Tools” 5 minute rituals that bring out your best; 
personal rituals you can do almost anywhere that help you 
refocus-recharge and re-power. 
 
Cool tools (5 minute rituals) you can use almost anywhere, 
and that will help you re-set the GPS so that you are 
empowered, solution focused and ready to do and feel your 
best!

6. Turn failure around by using it to succeed and to build the 
cognitive dexterity, emotional dexterity and resiliency that are 
critical. Crazy? Really? Think again. Being able to see them 
with new eyes, learning to use them as positive and powerful 

stepping-stones to your greatest potential and results is the 
way forward. 
 
Yes, in the middle of failure there are many levels of 
opportunity and growth!

7. Inspire yourself.  The choice is before you, is before us all; you 
can choose to champion the best or be swept away by the 
worst. 
 
Let’s face it, we are primally wired to be on the look out 
for predators; negativity and fear will catch our immediate 
attention. Yes, it is time to re-set the primal wiring! 
You can feed your mind, your brain, your soul with intake 
that inspires, engages and challenges your forward or give in 
to the ongoing climate of volatility, uncertainty, change and 
ambiguity that characterizes this time of great paradox and 
transition.  Finding one simple way each day to feel inspired, 
developing personal rituals of inspiration is critical. 

8. Inspire Others 
 
Find a way each day to inspire another person forward. Just 
like volunteering your time makes you feel good, simply 
sharing a smile, a word or gesture that inspires someone 
else will positively impact your day. Mirror neurons enable 
us to sense the feelings of others. Pass positivity forward by 
inspiring another person and watch the inspiration ripple 
grow!  

9. See your story with new eyes that help you appreciate your 
strengths/talents while transforming challenges into a lever 
for grit, greatness, potential and results.

10.  Build YOUR 3Q Edge™ You cannot defy gravity, but you 
can learn to optimize strengths while also transforming 
changes, challenges, stressors (even failures) into a lever 
for your greatest potential and results- Neuroscience 
confirms that our brains are neuro-plastic; we have the 
ability to re-write patterns of thinking, communicating and 
doing.

Eva Jungmannova Kirill Zhukov  David Tran Stan Ioffe and Joseph 
Mohanthas

THE TORONTO MANAGER
Winter 2017 Edition - Page 7



You’re a Leader, So Now What?
Karen Hinds

The thrill of a new promotion into a 
leadership position can be quickly 
eclipsed by feelings of disillusionment 
and a sense of failure if you are not 
prepared and are not strategic in your 
transition. Too many new leaders hit 
the ground running only to realize that, 
although they possess the requisite 
technical skills to get the job done, their 

ability to lead people is inadequate.  Oftentimes companies 
equate an individual contributor’s excellent performance as a 
sign that they are ready for leadership— and nothing can be 
further from the truth. New and even existing leader should  
consider the following as critical must do actions to support a 
strong leadership career.

See the organizational big picture.

The minute you are promoted, you can no longer be only 
concerned with just your job at hand. Take the time to 
understand your organization on a deeper level. Know the 
strategic goals and objectives, read the annual report, know the 
challenges the organization is facing, get even more familiar 
with the politics and know the key stakeholders and influencers. 
When attending interdepartmental meetings, pay attention to 
what’s going on in other departments instead of just focusing 
on your area. Be aware of how your organization’s competitors 
and external issues affect your organization’s success. 

Build your circle of influence. 

The stronger your network, the quicker you will transition 
into leadership and claim some wins.  If you took this job as a 
stretch assignment, surround yourself with the mentors and 
influencers who can guide you through the organizational 
landmines that can slow your progress and even derail your 
career. Lean on this circle to cut your learning curve but also 
allow them to be your eyes and ears in places you cannot 
access. This circle should be a combination of people within 
your organization whom you trust but also reach outside the 
organization and even outside your industry.

Work on your leadership confidence and 
executive presence.
The pressures of leadership can be
 daunting, especially in the first few months. You are trying to 
gain a clear understanding of your job, learn more about your 
team and yet appear confident, competent and in control. New 
leaders stumble when they are not able to read people and 
situations quickly; they are hasty to prove themselves and may 
come off as brash. Learn the delicate dance of listening to the 
needs of your team, valuing their input, building trust, and in 
so doing you create the space to make informed decisions that 
make you look confident and in control.

Prepare to lead your friends and coworkers.

As an individual contributor, you may have spent hours 
complaining about management with your friends and 
coworkers, but your promotion into leadership essentially 
means that the dynamics of these relationships must change. 

Be careful not to appear to have favorites. Put a healthy 
distance between yourself and those you manage, especially 
with those you had a close relationship with. It might be a bit 
lonely at first so seek refuge in other leaders who have similar 
experiences. 

Get comfortable with conflict.

Conflict is inevitable when you are working with people but 
most leaders try to head it off.  No leader wants to be at the 
helm of the team where there is always in-fighting and chaos 
is the rule of the day, but you also don’t want to be the team 
where ideas are squashed often and certain personalities make 
it a toxic environment in which to work. Conflict can be healthy. 
It is possible for teams to disagree yet respect each other and 
even use conflict as a problem-solving tool.  Strive to be the 
leader who masters this skill.    

Enroll in a leadership program.

If you are to be an effective leader, it’s essential for you to 
know how to coach your employees to higher performance, 
manage conflict, negotiate on behalf your department and 
team, delegate and think strategically, among other skills. 
Although some skills can be learned on the job, it will be to your 
advantage to dedicate the time to hone those skills through a 
combination of a formal leadership program and mentoring.

Design your personal policies and 
procedures that govern your life.

Every leadership position comes at a price. Late nights, early 
mornings, missed personal events and opportunities that 
sometimes make it easy to compromise your values. Decide 
what boundaries need to be put in place to maintain your 
integrity and your sense of self as your power and influence 
grows and your earning capabilities increases.  Power and 
money impact people differently so be vigilant about how you 
manage these changes.

Think inside the box and out-of-the-box. 

So much emphasis has been placed on out-of-the box thinking 
that time and energy is wasted on things that are simple and 
straightforward. Yes, out-of-the box thinking has its place 
and can revolutionize an organization but it does not apply 
to everything. There are solutions that simply require careful 
thought and common sense.

Schedule personal thinking time.

It’s rare that new leaders take the time to actually sit and reflect 
on the wins and learning lessons on a regular basis.  Developing 
this habit early in your leadership journey will afford you the 
creative energy to be objective regardless of what is before you.  

*************************************************************************
Karen Hinds helps organizations cultivate and grow the next generation 
of leaders.  She is author of 4 books, an international speaker and CEO of 
Workplace Success Group LLC, a boutique talent development firm. Contact 
her:   Karen@workplacesuccess.com
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3 RPA Myths Debunked
Hugh Frost

With all the buzz around Robotic 
Process Automation (RPA) these days, 
most people envision R2D2 or Rosie 
from “The Jetsons” when they think 
about Robots. What many fail to realize, 
however, is that robots can come in both 
hardware and software forms, and the 
latter – while less discussed – are well 
positioned to completely disrupt the 

way we work. Below we explore some of the more common 
misconceptions about RPA:

Robots will replace humans in the 
workforce
Increasing numbers of businesses have begun substituting 
humans with automated software to perform a myriad of 
structured, routine administrative tasks which do not rely on 
human judgement. However, the jobs in question are high 
volume, highly repetitive and not suited to humans, who tend to 
make errors where robots do not.

“Robots are able to work on repetitive tasks tirelessly and 
continuously and in many businesses they are welcomed 
as valuable team members because they do the work that 
humans don’t want to do,” says Leslie Willcocks, Professor of 
Technology, Work and Globalisation within LSE’s Department of 
Management.

The fears around robots replacing humans need to be tempered 
with the reality that new jobs will arise as others are ceded to 
machines. RPA will free humans from repetitive tasks and let 
them focus on value-added work to deliver a superior customer 
experience. Contrary to popular belief, robotics can facilitate 
the rise of the knowledge worker; rather than replace them, 
RPA gives employees room to innovate and be creative. During 
previous periods of rapid technological change, technology 
has dramatically changed the nature of our work, and these 
time periods are positively correlated with periods of higher 
employment job growth.

RPA automates 100% of your processes
The tasks currently being automated often involve transferring 
huge amounts of data from multiple sources including 
numerous systems, email and spreadsheets to systems of 
record. These highly administrative tasks when automated 
improve a company’s efficiency dramatically. Many of these 
processes have used people because they evolve too quickly 
and are too complex and costly to have been automated with 
traditional solutions. RPA automation changes this, typically 
paying for itself in a few months, and saving >80% over the 
long run.

People are freed to focus on work where they bring intelligence, 
judgement and problem solving expertise into decision making. 
These are key factors in providing high-quality customer 
service, and employee engagement.

With fast, error-free processing of routine tasks, employees 
focus on important tasks that cannot be automated, providing 
superior customer service and satisfaction.

RPA is applicable only for IT services
RPA is traditionally seen as a tool for automating back-office 
processes such as service-desk, finance or procurement 
operations. But automation is about creating and maintaining 
efficiency. RPA’s capabilities to quickly integrate and be agile 
in complex environments push it to the middle and front office, 
in fact anywhere there are systems, data, and tasks to manage 
RPA can have a role. For years we have trusted automation to 
complete important tasks,such as fly planes, perform surgical 
procedures. RPA is now greatly extending the capabilities of 
service automation.

*************************************************************************
Hugh has over 20 years experience working in technology, management 
consulting and analytics roles, always with a focus on improving customer 
operations and marketing. He has a lengthy track record of holding 
influential positions and developing successful business strategies. Prior 
to joining The Burnie Group, Hugh founded his own practice, Client Lens 
Group. He has run customer analytics and database marketing departments 
at Nielsen and Telus, worked as a consultant at McKinsey & Company, and 
has led applications, infrastructure and Project Management departments 
at EDS.

Hugh’s experience includes management consulting, marketing, building 
customer loyalty, automation, analytics and performance management, and 
technology strategy.

Hugh earned his Master of Business Administration (MBA) at the London 
Business School, where he focused on Private Equity and Venture Capital 
Finance and Strategy. He also holds a Project Management Professional 
(PMP) designation. Hugh is a devoted husband and proud father of two 
boys. He enjoys hockey, soccer, the violin, and has a variety of personal 
technology interests including web and mobile application development.

L-R Jagmeet Singh and Phil Russo
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The Three Tensions that Make or 
Break Every Team

Tim Arnold

I meet with leaders all the time who are 
passionate, talented, and innovative but 
who are still struggling to get their teams 
to perform at the level they know is 
possible.

Most leaders don’t know that the thing 
they’re most avoiding—tension—is the 

very thing that could explode the growth and effectiveness of 
their team. The greatest mistake I see leaders make is treating 
every challenge they face as if it were a problem to solve, rather 
than a tension to manage. This problem-solving approach is 
great when you’re dealing with an actual problem – things 
like policy, procedure, accounting, or finance. However, when 
you’re dealing with a tension to manage—things like planning 
versus action, flexibility versus structure, and control versus 
empowerment—treating it like a problem to solve will have you 
feeling like you’re beating your head against a brick wall.

Until you learn how to manage tension, you’re putting your 
team (and your organization) at risk. Not to mention, you are 
paradoxically moving away from the very values and goals you 
are trying to achieve. Consider what former President Barak 
Obama has to say about his complicated and tenuous work at 
the White House:

“The issues that cross my desk are hard and complicated, and 
oftentimes involve the clash not of right and wrong, but of two 
rights. And you’re having to balance and reconcile against 
competing values that are equally legitimate”. (Barack Obama, 
2010)

I have the privilege of working with a long list of teams that 
range from small start-up businesses to weapons inspectors 
within The United Nations. Even though all of these teams are 
incredibly unique, I discovered that each one is forced to deal 
with the same three key tensions. When you learn to manage 
these three key tensions—the ones I’m about to share with you 
in this document—you gain a superpower in business that will 
not only help you and your team to thrive, it will also allow you 
to maintain the integrity of your values and your purpose.

TRADITION VERSES CHANGE 
One of the most common tensions I see leaders misdiagnose 
as a “problem to solve” is the struggle between holding on to 
core values (TRADITION) while at the same time embracing 
innovation and new approaches (CHANGE). Often, leaders 
confront this tension by over-focusing on need for change. 
In their excitement to promote change, they mistakenly treat 
current reality as if everything is broken, working to convince a 
team that the desired change is the obvious path to utopia. This 
inevitably backfires. By viewing all aspects of current reality as 
broken, a few things happen:

• Teams lose touch with what is actually working and their 
areas of expertise.

• Teams feel threatened because they aren’t acknowledged for 
what they’re good at and known for.

• Leaders and team forget important lessons from the past and 
lose connection with their core values and mission.

• Team members become divided—those who are “for change” 
and those who are against it, creating unnecessary chaos, 
confusion and polarization. Of course, there are certainly 
leaders who go the other way, seeing “the way we do things 

around here” as safe, successful and needing to be secured 
at all costs. This over-focus on preserving tradition results 
in teams missing out on innovation that can transform the 
organization and improve the teams’ effectiveness. Slowly but 
surely, teams become stagnant, bored and outdated.

Great leaders know that in order to succeed and have a thriving 
team, they need to have one hand embracing change and 
innovation, while at the same time holding in the other hand the 
preservation of tradition and stability. This is not a problem to 
solve, but a tension they need to embrace and leverage. When 
you’re able to leverage this tension, rather than push for an 
either/or solution, you find that not only can you stay true to 
your value and integrity as a leader and an organization, but you 
can also be innovators and pursuers of new and better.

TEAM VERSES INDIVIDUAL
Another tension I’ve seen keep many leaders defeated by is 
the struggle between focusing on a team-based approach 
(TEAM) versus empowering individuals to do their own thing 
(INDIVIDUAL). When either one of these options become the 
“solution” to the challenges leaders face, organizations struggle 
to find consistency and stability, and everyone ends up paying 
the price. If a leader over-focuses on a team approach, a few 
things will happen:

• The neglect of individual work—meaning nothing getting done 
(or done on time).

• A tendency towards “group think”, where people hide behind 
the team to avoid ownership and responsibility. On the 
other hand, if a leader focuses too much on an individual 
approach without curating a team environment, this will 
lead to a disconnected work environment, where everyone is 
doing their one individual task, but nobody feels connected 
to the greater vision and mission of the organization. Team 
“silos” emerge where no one knows what’s going on outside 
of their little world, and no one benefits from collaboration 
and synergy. I’ve seen this happen again and again—where 
individuals will stay motivated for a while (they like their 
autonomy). But eventually, people burn out when they don’t 
see how they’re connected to the whole.

The key to organizing work, and achieving both efficiency and 
effectiveness is being able to not settle for one approach or 
the other, but instead achieve a healthy tension between a 
collaborative, connected team and individuals who have space, 
autonomy and responsibility to focus and deliver.

WORK VERSES HOME
The final tension that leaders must learn to understand and 
embrace is the tension of helping their employees thrive both 
at home and at work. More often than not, leaders place a 
huge emphasis on ensuring their employees are thriving at 
work. They promote “an owner’s mindset” and expect the staff 
to put work above all other things. They narrowly focus on 
job descriptions and company expectations without keeping 
in mind that their staff are also responsible to their families, 
community, and themselves. When this is the approach leaders 
take, a variety of things tend to happen:

• Leaders feel disconnected from their team, because while 
they share this one aspect of life, they’re out of touch with the 
whole person who is working for them.

• Employees are under-committed to the task at hand, reflecting 
the level of commitment that has been shown to them. They 
feel like a number, as if they aren’t truly valued and cared for.

• Decrease in engagement, high turnover, and poor team morale 
The fear I hear all the time from leaders is, “if I start to focus 
on their home life, they won’t get their work done!” But I 
find that when leaders treat “work and home” as a tension 
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to manage, they actually get higher performance from their 
employees, not the other way around. When leaders find 
ways to focus on and care about both employee interests 
and company interests, embracing flexibility, empathy and 
personal development, employees know that they matter, and 
want to give back the best of who they are to their job.

THE POWER OF HEALTHY TENSION 

ONCE YOU START TO ACKNOWLEDGE AND EMBRACE 
THESE THREE TENSIONS, YOU QUICKLY REALIZE THAT 
SEEING IS RELIEVING!

There is incredible relief in knowing that you haven’t been 
solving these problems poorly. In fact, they are not problems 
to solve at all! These tensions are never going to go away, so 
the goal is to find healthy and productive ways to be managing 
them, since they will be with you for a long, long time. When 
you become clear on these three tensions and bring this 
awareness to the teams you lead, you can stop wasting time 
arguing which approach is right and which is wrong. You can 
stop dealing with the dysfunction and ineffectiveness of a 
polarized team. And you can stop swinging back and forth from 
one approach to another, hoping that one day you’ll “figure 
things out.” “Figuring it out” is all about holding the tension. 
And now you’re well on your way. Spending time understanding 
and embracing these three tensions will take your leadership 
and your team to a whole new level. You will unite your team, 
spark sustainable change, and get unstuck! 

Is your team tapping into the Power of Healthy Tension?  Take 
the quiz – www.thepowerofhealthytension.com/quiz 

Tim Arnold

President- Leaders for Leaders
Author: The Power of Healthy Tension         
                                                                                   
Many leaders have a great vision but fail to live it out.  They 
get stuck because of conflicting values and chronic issues.  
Leaders for Leaders offers workshops and keynote that 
helps people get unstuck so they can unite their team, spark 
change, and live their values.  We can help get you unstuck at 
www.leadersforleaders.ca.*       

Phil Russo with the Grey Cup. Congratulations to the Toronto Argonauts - 
2017 Grey Cup Champions!

L-R: David Standford, President of CIMA International at the Toronto CIMA 
Canada 2017 Conference with David Tran

CIM Membership Application Form 

Please note that the CIM Membership Application form can be downloaded from the 
CIM website –  http://www.cim.ca/prodev/designations 

Kindly inform your colleagues, co-workers, friends or relatives that 
may be interested in membership. 
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The Guide to Greatness
Jacalyn Macy

I was in a pickle.  I had three hours to 
find and replace a missing article needed 
for the evening’s event, and since I was 
to be on stage, I was in a panic.  It was 
nearly 5:00pm and most stores would be 
closed.  I ran to the hotel’s boutique store 
and prayed that they had what I needed.  
Alas, no, they did not have it.

You would think that would have been the end of it.  Shortly 
thereafter, I received a call and the gracious young woman that 
had assisted me took it upon herself to made some calls.  She had 
located what I needed and had asked the store manager to stay 
open until I arrived.  Not only that, she clocked out and drove me 
there herself, making sure that I had what I needed and returned 
with time to prepare for the evening event.

Why am I sharing this?  Let me ask you, “How often do you 
come across a great employee with a stellar attitude that is self-
motivated to get the job done?  What is the secret?”

I found that the answer to the secret is two-fold.  

First, the employee is a great fit for their position in the 
company and is striving to grow within the company, not just 
clock hours.  So how do you find these gems?  

My friend, Kerry Levin let me in on his secret.  Kerry is an 
architect out of the Chicago area that has had some employees 
over 20 years!  He tests the potential employees prior to 
placing them to be sure that they are a fit for the position that 
they are applying for. 

We can all agree that the success of your business depends 
on a great team. He uses a proven method for predicting job 
performance allowing him to make more informed hiring 
decisions and improve employee retention.  The tests include:

Cognitive Ability: Measures a candidate’s ability to learn, 
adapt, solve problems and understand instructions.

Motivation: Evaluates a candidate for key drivers of 
motivation linked to workplace engagement and job 
performance.

Personality: Assesses the alignment of a candidate’s 
personality traits with the demands of the job.

When completed, he gets a single score that combines all three 
assessments for simple comparison to other candidates.

Being able to determine which candidates are worth pursuing 
before you review a single resume is key. They may not be 
suited for the position that they are interviewing for, but may be 
perfect for another position available. How often do candidates 
submit resumes for positions that they are unsuited for? More 
often than you think.

The second secret that most of us know and have discarded 
along the way is a clear mission statement. Don’t be cynical.  
The real success is still in the clarity of the mission.  It is like 
having a built-in GPS for your company, keeping it on track with 
the end goal. The hotel that I was at in the story described to 
you above was the Ritz Carlton.  Here is their mission:

THE CREDO

The Ritz-Carlton Hotel is a place where the genuine care and 
comfort of our guests is our highest mission. 
 
We pledge to provide the finest personal service and 
facilities for our guests who will always enjoy a warm, 
relaxed, yet refined ambience.
 
The Ritz-Carlton experience enlivens the senses, instills 
well-being, and fulfills even the unexpressed wishes and 
needs of our guests.
 
 
 MOTTO
 
 At The Ritz-Carlton Hotel Company, L.L.C., “We are ladies 
and gentlemen serving ladies and gentlemen.” This motto 
exemplifies the anticipatory service provided by all staff 
members.

THREE STEPS OF SERVICE
 
1. A warm and sincere greeting. Use the guest name, if and 
when possible. 

2. Anticipation and compliance with guest needs. 
 
3. Fond farewell. Give them a warm good-bye and use their 
names, if and when possible.

Drilling down further, I discovered that they have included what 
they call Basics:

20 BASICS
 

1. The Credo is the principal belief of our Company. It must 
be known, owned and energized by all. 
 
2. Our Motto is “We are Ladies and Gentlemen serving 
Ladies and Gentlemen.” As service professionals, we treat 
our guests and each other with respect and dignity. 
 
3. The Three Steps of Service are the foundation of Ritz-
Carlton hospitality. These steps must be used in every 
interaction to ensure satisfaction, retention and loyalty. 
 
4. The Employee Promise is the basis for our Ritz-Carlton 
work environment. It will be honored by all employees. 
 
5. All employees will successfully complete annual Training 
Certification for their position. 
 
6. Company objectives are communicated to all employees. 
It is everyone’s responsibility to support them. 
 
7. To create pride and joy in the workplace, all employees 
have the right to be involved in the planning of the work that 
affects them. 
 
8. Each employee will continuously identify defects (MR 
BIV) throughout the Hotel. 
 
9. It is the responsibility of each employee to create a work 
environment of teamwork and lateral service so that the 
needs of our guests and each other are met. 
 
10. Each employee is empowered. For example, when a 
guest has a problem or needs something special you should 
break away from your regular duties, address and resolve 
the issue. 
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11. Uncompromising levels of cleanliness are the 
responsibility of every employee. 
 
12. To provide the finest personal service for our guests, 
each employee is responsible for identifying and recording 
individual guest preferences. 
 
13. Never lose a guest. Instant guest pacification is the 
responsibility of each employee. Whoever receives a 
complaint will own it, resolve it to the guest’s satisfaction 
and record it. 
 
14. “Smile - we are on stage.” Always maintain positive eye 
contact. Use the proper vocabulary with our guests. (Use 
words like - “Good Morning,” “Certainly,” “I’ll be happy to,” 
and “My pleasure.”) 
 
15. Be an ambassador of your Hotel in and outside of the 
work place. Always talk positively. Communicate any 
concerns to the appropriate person. 
 
16. Escort guests rather than pointing out directions to 
another area of the Hotel. 
 
17. Use Ritz-Carlton telephone etiquette. Answer within 
three rings and with a “smile.” Use the guest’s name when 
possible. When necessary, ask the caller “May I place you on 
hold?” Do not screen calls. Eliminate call transfers whenever 
possible. Adhere to voice mail standards. 
 
18. Take pride in and care of your personal appearance. 
Everyone is responsible for conveying a professional 
image by adhering to Ritz-Carlton clothing and grooming 
standards. 
 
19. Think safety first. Each employee is responsible for 
creating a safe, secure and accident free environment 
for all guests and each other. Be aware of all fire and 
safety emergency procedures and report security risks 
immediately. 
 
20. Protecting the assets of a Ritz-Carlton Hotel is the 
responsibility of every employee. Conserve energy, properly 
maintain our hotels and protect the environment.
 
 
THE EMPLOYEE PROMISE
 
At The Ritz-Carlton, our Ladies & Gentlemen are the most 
important resource in our service commitment to our 
guests.
 
By applying the principles of trust, honesty, respect, integrity 
and commitment, we nurture and maximize talent to the 
benefit of each individual and the company.
 
The Ritz-Carlton fosters a work environment where diversity 
is valued, quality of life is enhanced, individual aspirations 
are fulfilled, and The Ritz-Carlton mystique is strengthened.

 

WOW!  Now I understand the mission of the Ritz-Carlton and 
why decades later, I remain enthralled with their corporate 
culture.  Can you imagine the difference one would experience 
if more management took the time to spell out the culture 
that they want to create instead of putting band-aids on the 
mistakes that are made through uninformed decisions or 
employees with no direction?

In his book, The Purpose Driven Life, Rick Warren lists life’s five 
greatest questions that need to be answered when writing your 
personal mission statement. Here are the questions:

1. What will be the center of my life? What’s most important 
to you?

2. What will be the character of my life? What kind of 
person will you be?

3. What will be the contribution of my life? When you are 
gone, what will you be remembered for?

4. What will be the communication of my life?

5. What will be the community of my life? What people are 
most important to you?

People with a simple, unique, powerful mission are the most 
engaged people. Yet the whole notion of “mission” has 
produced a lot of cynicism.  Why?  Management often discards 
all the passion to reduce it to a lackluster mission statement, 
and that’s where cynicism comes from.

Passion for the mission governs everything a successful 
organization does. According to Mark Zuckerberg, “Facebook 
was not originally created to be a company. It was built to 
accomplish a social mission — to make the world more open 
and connected.” The company therefore draws people who 
have the energy for that mission.

I bet that you can recite the Star Trek Mission Statement.  You 
probably noticed the update.  Why?  Because it is a passionate, 
clear and unique statement that truly encompasses their 
mission:

Space: the final frontier. These are the voyages of the starship 
Enterprise. Its continuing mission: to explore strange new 
worlds, to seek out new life and new civilizations, to boldly go 
where no one has gone before.

So I ask you, “What is your personal mission?  What are you 
passionate about?  What is the legacy that you strive to create?  
What is the mission of your organization?  Will it lead you to 
greatness?”
 
References:
wonderlic.com
Ritz-Carlton.com
The Purpose Driven Life, Rick Warren
Shawn D. Moon, Executive VP of FranklinCovey, msb.
franklincovey.com

About the author:
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Some Thoughts on Leading 
Successful Change 

Carl Aspler

People Vs. Technical Issues

For some years now there has been a new 
concept circulating in management thinking. 
It’s called “Change Management”. This 
new focus on change is not surprising. As 

organizations are forced to adapt at an ever-increasing pace, it 
has become apparent that many of the change efforts have led 
to more of a bumpy ride than was expected. When questioned 
under the hot lights, people involved in the change will mostly 
concede that it is the people issues that have often been the 
stumbling block to effective execution. They will tell you that 
t is a whole lot easier to write up a new procedure than it is to 
get people to follow it. Even a quick review of the management 
literature on project failures consistently points the finger at 
people-related challenges.

When I worked at GE, we had a formula, E = Q x A. In this 
formula, “E” represents the effectiveness of the change. Q 
represents the technical side of change – the “quality” of the 
problem-solving effort, while A represents “acceptance”, the 
people side. This formula was developed as a result of GE’s 
research looking at factors related to project success. Note 
that Q and A are multipliers. If either one of them is low, then 
the effectiveness of the change will be compromised. What 
became clear was that success not just good Q. Over 98% of 
all changes evaluated as “unsuccessful” at GE also had good 
technical solutions or approaches.

Although many people implicitly understand the importance 
of the people aspect, organizations still undervalue this 
component when making changes. When a project runs into 
trouble it is usually the Q that gets the additional resources 
or attention. Seen as too “feely-touchy”, A is avoided and 
often externalized to the domain of the Human Resources 
department

There are a few reasons why organizations avoid the A. It is the 
hard-nose skills – operations, sales, engineering, marketing- 
that people were educated and hired for. People are inclined to 
act within their own field of expertise and ignore or avoid areas 
where they feel less capable. Much of the focus in selecting 
people for jobs has been on getting the job done. 

Some years ago, I sat on a focus group hosted by an important 
business school. Many of the employers attending indicated 
that there still needed to a lot work done on improving the 
interpersonal skills of young graduates. While there has been 
some progress since then, I notice that this component is still 
underdeveloped and often limited to a short discussion on the 
quality of team work during a group project, or a token 2-hour 
session on Myers-Briggs. 

Where to Start: It’s About a Conversation

To ensure that we are making the right moves, we need to step 
away and look a bit of the dynamics of change. It doesn’t take 
a Nobel Prize in intelligence to realize that stress is created 
whenever people are put into a situation of uncertainty. We 

stress out when we sense that we no longer have our hands on 
the steering wheel. When the anchors we rely on are removed, 
there is an uneasiness and discomfort.   The question then 
becomes, “How do we help people re-establish a sense of 
control?” 

While there are a whole variety of change management 
approaches and tools, it basically comes down to having a 
serious discussion about people and what needs to get done to 
make things better. Whatever helps create and promote that 
discussion is heading in the right direction. In my own practice, 
I use a “pre-flight” checklist which allows the person steering 
the change to identify some key people tasks that needs to be 
addressed to create greater buy-in and support. This checklist is 
akin to the aid that flight crews use before takeoff to ensure that 
they have covered all the bases. The goal is to make sure that 
those managing the change have not forgotten anything, and of 
course to create a sense of focus, since dealing with the people 
issues may be common sense, but it is not common practice. 

Simple Tools Need Skills to Execute

Facilitating the conversation on A does not require complicated 
tools. These can be as simple a flip chart with a series of 
questions – Who are impacted? What is their reaction to the 
change? What are they concerned about? How can we meet 
their needs and the organization’s needs?

Sometimes the various tools become an end in themselves. 
People are encouraged to fill in a stakeholder analysis as a 
means of identifying stakeholder needs and ways to influence 
them. This can be a very powerful tool and of course is an 
excellent way of creating a discussion on stakeholder needs. To 
carry out the stakeholder exercise to its logical conclusion, there 
should be a clear set of actions that emerge from the analysis. 
These actions often involve an interaction or discussion with a 
stakeholder or group. It is here where things can break down, 
because the skills or confidence of having that conversation 
may not be there. Filling out the stakeholder analysis is a good 
first step, but to carry out its suggested plan may require the 
project leader to engage in a negotiation where there is some 
disagreement. To successfully undertake this negotiation may 
require, empathy, good listening skills, the ability not to get 
defensive and maintain a positive blame-free discussion. So, 
while training on change tools is a good place to start, it can risk 
becoming a half measure unless the person has some training 
or skills development in the interpersonal domain.

When we do talk to key stakeholders there can be a tendency to 
keep our language too vague and general. When we talk about 
what we would like to see happening, we use words such as 
“support”, “team-oriented”, “proactive, “engaged”, and so on. 
Even in conversation with teams working on changing people’s 
behavior, we seem stuck on the ceiling, unable to avoid the big 
words. 

One way to remedy this is to ensure that people are talking 
about specific behaviors and actions. We need to take the 
“high altitude” generalities, such as “We need to work on 
their support” and reduce these to the specific behaviors or 
actions that we are looking for. When we able to define what 
“support” looks like in terms of behaviors and actions, we are 
in a better position to evaluate it and identify what can be done 
to promote that behavior. What is more, we are in position to 
reward and recognize it. When there are no consequences for 
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behaviors, either on the part of the people steering the change, 
or those whom we are trying to influence, then it should come 
as no surprise when nothing happens. The issue of recognizing 
behavior change as a success factor in organization change is a 
major topic of itself and probably merits a paper on its own. 

The Opportunity of Greater Reinforcement

We know that we can teach a person to do almost anything 
in the classroom, but to have them use the skill in real life can 
be a challenge. As with any new skill or habit, people need to 
be supported and reinforced in practicing the new behaviors. 
There may also be a learning curve where initial efforts run into 
speed bumps and other challenges. Too often, senior managers 
assume that people will, once exiting the classroom will be able 
to “fly solo”. 

I believe there are two things that organizations can do to 
promote success. The first is to supervise the trainees on the 
behaviors and techniques that they learned.  Because of the 
more comfortable and natural default to the technical side 
of project management, much of supervision coaching tend 
to focus on the non-people elements.  When a senior leader 
asks how a quality specialist or project leader has managed 
resistance and questions them on their action plan, the coachee 
will quickly learn that this is something they need to take care 
of. There is an expression (excuse my grammar), “If it don’t get 
measured, it don’t get done”. If no one asks or talks about the 
people issues in change, especially if this is a senior person, 
then this basically sends a clear message that it may not be that 
important. I believe that this failure to properly supervise people 
on what they have learned can be the biggest single stumbling 
block in the entire exercise of translating concepts into real-
world behavior.

Another important aspect of reinforcement is the extent to 
which the person who is supposed to use the various tools 
or skills can access coaching or advice following the initial 
training. In the better-managed organizations, training is 
only step one; conducting one-on-one or group coaching on 
specific challenges, as well as hosting “clinics” or best practices 
sessions can be a very powerful step two. 

Organizational Responses to Change 
Management

In response to the growing concern about people issues in 
change, organizations are now doing what they know how to 
do very well. They are assigning people to the problem. From 
time to time I am coming across people with the title of “change 
manager” or “director of change management”. While I see 
managing the people side of change as everyone’s business, 
and not something that belongs in one department, assigning 
a specific role is a good start. It creates a locus of responsibility 
and a catalyst in promoting, training and coaching around 
change skills and practices. I certainly can’t complain about this 
solution, having been “manager of organization change” myself 
for seven years.

The effectiveness of this approach depends on the importance 
that senior executives assign to this role. There is a risk that 
this can be a token recognition or a way of compartmentalizing 
change management in a way that allows others to get off the 
hook. This compartmentalization may continue to maintain the 
people element of projects as something separate and apart 

from the “real business” of change, i.e. creating new products, 
changing processes, or restructuring the organization.

In the early 90s there was a flood of organizational process 
improvement initiatives. In many cases the responsibility for 
these was dropped into the hands of HR or other centralized 
support groups. One factor that diminished the success of some 
these initiatives was the tendency to keep the ownership and 
accountability of these initiatives out of the hands of those who 
owned the processes being improved. One the things that Jack 
Welch did at GE, when the GE Work-Out initiative began was to 
communicate to business leaders that they were accountable 
for the success of the Work-Out process.  While he did get 
businesses to have a small group of Work-Out coordinators 
and consultants, this was seen clearly as a means of helping the 
businesses get things going during the initial start-up.

So, assigning a change management role can be a good way of 
kick starting solid practices within the organization, if one of 
the deliverables of this role is to create more ownership among 
other managers for the people side of change. 

Working on Q and A

Many organizations are aware of the need to focus on people 
issues in times of change. Change is no longer a one-time event 
where we are thrown into a bit of uncertainty and then work our 
way to a more comfortable adaptive steady state. If there is a 
steady state, it doesn’t last for very long. We will always have 
one foot in the old way and one foot tentatively and uncertainly 
in the new way of doing things.

In managing these changes, organizations need to feel more 
comfortable around actively building a people or influence 
strategy. This is often difficult for the reasons I have mentioned. 
There is also a misconception that dealing with A takes too long 
and slows everything down. This is not the case. I have seen 
examples where people attempt to implement as quickly as 
possible, and then get into all kinds of delay as they try to deal 
with rework, retooling and reselling because of the initial lack of 
buy-in.  

A better approach is to imagine, from the outset, that Q and 
A are in fact parallel paths. Imagine the DNA molecule, made 
up of two parallel strands, one being A and the other Q. There 
are short bridges connecting the strands all along their length.  
As one is talking about something Q, such as how to measure 
some organizational performance, the conversation needs 
to jump to the opposing strand A to discuss how people will 
react to this measuring and how to make those affected more 
comfortable in the process. 

When a change management initiative works on both together, 
then we often see less rework, since issues are dealt with before 
they become serious problems. My experience is that projects 
managed this way take less time to execute and are more 
successful.

Summary and Recommendations

In concluding I would like to summarize the key points in the 
form of suggestions.

1. The people side of change is often ignored or undervalued. 
Anything you can do to raise the awareness of this can help 
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promote a more balanced approach to project success. 
Having people reflect on their past change experiences 
(positive and negative) is a good place to start.

2. Change may not be comfortable for people. The important 
question that provides the platform for success is “How do 
we help him/her/them feel more comfortable?” “How do we 
manage this project or change in a way that helps people feel 
that they have greater control?” It’s not about manipulation. 
It’s about understanding and meeting needs. We have no 
hesitation in doing this when we want our customers to buy 
a new product. We need to bring that type of thinking when it 
comes to internal changes as well.

3. When we “station stop” on the subject of people we are 
halfway there. The tools and concepts are merely a means 
of forcing us to have that conversation. The tools should 
become a means to an end and not an end in itself. They 
should be simple and practical. 

4. Training on tools needs to be accompanied with development 
in the skills that will help operationalize the tools in the 
real world. This means training in listening, negotiating, 
joint problem solving, and assertive communication. It 
also helps to define specific competencies for these roles, 
so that the appropriate support functions such as HR, can 
create meaningful and relevant training and development 
opportunities. 

5. An important component of success is the ability to describe 
behaviors in very clear, tangible ways. When we define what 
success “looks like” we can evaluate it, we can train it and 
we can reinforce it. A good place to start this discussion on 
behaviors is with the senior group who will be role modeling 
positive change management. we want to ensure that the 
people leading the charge on change are seen as behaving in 
ways that are observably supportive. This may mean that the 
change management tools are not just for the project leaders 
lower down in the organization, but that the leadership 
team should be using these when they are contemplating an 
important initiative or strategic direction. 

6. Basic training in tools and techniques have a better chance 
of viability “in vivo” when the skills are reinforced and 
encourages by effective coaching and constant supervision. 
This means having project reviews where the accountable 
leadership asks, questions, and pushes around the people 
side of change.

7. A people approach is what effective leadership is all about. 
It’s not only about change initiatives or specific projects. 
It’s about running the business. A helpful beginning can 
be to assign some people to a function called “Change 
Management”.  However, this should be seen as a transitional 
role whose ultimate goal is to internalize the A thinking and 
skills into the day-to-day work. To make sure this happens 
the role needs to have clear measures that relate to building 
internal capacity. Since this capacity goes beyond just 
projects, it should have strong links to Operations and other 
support roles that are there to encourage culture change. 

Footnotes and References

 There are lots of resources on the change process. William Bridges, 
Making Sense of Life’s Transitions (Addison-Wesley, 1980) and his 
book Managing Transitions: making The Most of Change (Addison-
Wesley, 1991) provides a good understanding of the personal 
journey around change. Managing Change and Transition (Harvard 
Business Essentials, Harvard Business School Press, 2003) provides 
a series of articles on the subject. Chip Heath and Dan Heath’s Book 
Switch: How to Change Things When Change Is Hard (Random 
House Canada, 2010) provides some tactical advice and case 
studies on how to help people make changes.

  Ultimately, we are talking about behavior change. Almost every 
significant process change will require a behavior change on the part 
of those involved. One of the important change tools in the model 
that I use is to identify what specific behaviors must change and to 
assess what needs to support these changes. If one imagines that 
the new behaviors are like the roof of a building, then we need to 
identify those pillars that will support the roof. This could include 
skills development, whether we need to change our measures, how 
we reward or recognize those desired behaviors, and what protocols, 
norms and technology may need to be adjusted or changed 
to support the new behaviors. When we are unable to do this 
effectively, behaviors can easily revert to the “old ways”.

  Work-Out is a group problem solving process originally developed 
by GE in 1989 as a means of involving employees in removing 
bureaucracy and low-value work from the business. It was 
considered to be an important empowerment tool in that employees, 
without their managers present, were responsible for identifying 
and fixing problems. For additional information on Work-Out, refer 
to Speed, Simplicity, Self-Confidence, Noel Tichy and Ram Charan, 
Harvard Business review, September-October 1989, pp. 112-120. 
There is also a more recent article, The Work-Out Process at 
General Electric, A Story in Culture Change, downloadeable as a pdf 
from:
http://www.carlaspler.com/index.php?option=com_
docman&task=cat_view&gid=16&Itemid=43

*************************************************************************
Carl Aspler is a consultant with over 35 years of experience in organization 
change in both the public and private sector.  He has a proven track record 
as a trainer and facilitator in a variety of subject areas, including strategy 
development, building teams and culture change. He has been widely 
viewed as an expert in how organizations can adopt positive approaches to 
deal with stakeholders and build support for change. His many clients have 
included General Electric, Maple Leaf Foods, Desjardins Financial, Tangerine 
Bank, the Federal and provincial governments among others. 
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Boost Your Leadership Skills with 
These Five Sales Tactics

Kellan Beck

Years ago, when I was working in sales, 
one of my client’s, a senior executive of 
a large financial services institution took 
me aside and told me six words that 
made an enormous impact on me. 

“All leaders,” he said, “should have sales 
experience.”

I’ve often thought about this throughout 
my years as a business development leader and as a leadership 
coach, and today those six words often form the basis of my 
own approach to coaching leaders.

Simply put, there are five fundamental sales skills that can 
strengthen your abilities as a leader. They are 1) building 
positive relationships; 2) becoming a good storyteller (yes, 
really!); 3) asking questions; 4) developing listening skills; and 
5) learning humility.

In my work as a leadership coach, I’ve noticed that all of my 
clients who are struggling in some aspect of their career need to 
beef up one or more of those five crucial skills. The good news 
is that with some time, effort, and coaching, it’s not hard to do. 
And the even better news is that proficiency in those skills will 
spill over into your personal life, which in turn will strengthen 
your business success, and round and round it goes. Win-win.

It’s About Relationships

Whether we work from home or in an office environment, most 
of us spend at least eight hours a day relating to clients and 
colleagues in one way or another. For better or for worse, these 
folks are our community. Building a strong community not only 
feels good—our lives are easier when we like and respect the 
people we spend time with—it also reduces stress levels and is 
one of the key components of resilience. Research has shown 
time and time again that our ability to build and maintain social 
relationships is directly linked to resilience, which is our ability 
to handle pressure, to bounce back and move forward in the 
face of adversity.

Getting to know your clients and colleagues on a personal 
level can help to create a solid emotional connection. As a 
leader, when you take time to learn about your team members’ 
individual career aspirations, their children’s names, their likes 
and dislikes, this helps them feel understood and valued, and 
boosts their workplace engagement.

As a coach, I’ve heard too many leaders lamenting, “My closest 
ally at the company has left. I have to start all over again.” As 
the old proverb goes, “Don’t put all your eggs in one basket.” 
You don’t have to be best friends with everyone, but do take the 
time to get to know a variety of people on a variety of levels.

Building relationships across the organization not only makes 
work a happier, more connected place for everyone, but it 
increases your influence: you’ll get work done faster and more 
effectively—and potentially have fun doing it. Encouraging your 

team members to strengthen their own relationships will have 
a “ripple effect”: it will boost their engagement and resilience, 
provide a multitude of resources to develop their learning, and 
help provide them with a big-picture view of the organization. 
It may also take some pressure off you in terms of always being 
the main go-to person.

Ask: Who are the key stakeholders who influence and make 
decisions? What will it do for me, my team, and the company 
if I build these relationships? What is the best way to approach 
each person? What relationships can I suggest to my team for 
their success?

Become a Good Storyteller

Since the dawn of humanity, telling stories has been one of 
our most fundamental methods of communication. Stories 
bring people together, highlight our common challenges and 
values, and are a powerful way of connecting with others and 
exchanging information.

Think about a story, or perhaps a speech or a poem that 
captures your imagination. For me, Martin Luther King’s “I have 
a dream…” speech still sends shivers up my spine. There is such 
passion in his voice, so much power and hope in his words. 
When I listen to that speech on YouTube, nothing else exists for 
me during those six minutes.

There’s a reason for this: emotionally charged stories cause 
neurons in the brain to release dopamine (a “feel-good” 
chemical) into the system, making it rewarding for the listener 
to pay attention and remember the details.

Try using some storytelling skills during your next presentation 
or team meeting. Keep the story simple. Use metaphors and 
examples to explain your points. And most of all, be clear about 
the message that you are delivering: if you don’t know, your 
audience won’t know. Finally, practice. A good story can be 
shared over and over with different audiences.

Ask: Who tells good stories? What experience or story has 
inspired me and might inspire others? How can I put it together 
in a way that simplifies the message? With whom can I practice 
to get feedback and improve? 

Ask Questions

An old Chinese proverb states, “He who asks a question is a 
fool for five minutes. He who does not ask a question remains a 
fool forever.”

Many of us fear that asking questions makes us look foolish 
or ignorant. But questions are actually powerful tools for 
gathering information and fostering relationships. As a leader, 
asking questions of your team and your own leaders is key to 
understanding what is going on or the motivation behind a 
decision, or why something isn’t working. Thoughtful questions 
open up opportunities for dialogue, allowing you and your 
team to co-develop solutions, change what isn’t working, and 
continue what is working.

Creating an atmosphere where questions are encouraged is a 
critical tool in creating empowerment among employees and 
fostering self-knowledge, exploration, and understanding of 
approaches.
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Avoid asking “Why?” questions—they can put people on the 
defensive. If you are about to ask “Why?” regulate your tone 
to influence or reframe it into a “How? or What?” question. 
“Why did you do it that way?” suggests the person was wrong 
and you may not get the essence of a refreshing, new approach 
but simply a defensive, unproductive answer. Ask instead, 
“What was your thought process in your approach?” This will 
bring to light the person’s way of thinking so you can influence 
development and change.

Beef up Your Listening Skills

Growing up in a boisterous family, I didn’t often get a chance to 
be heard. The upside of that is that I developed patient listening 
skills—and I continue to work at improving these skills.

Listening effectively and actively is not easy. It means being 
in the moment and shutting out everything else (e.g., that 
upcoming presentation, what your boss said to you this 
morning, or what you’re having for lunch). It means giving 100 
percent of your focus to the person who is speaking.

Visualize an unstirred, clear glass of latte—the top is foamy, the 
middle is milky white, and the bottom is dark espresso. The top 
bit, the foam, is what we see on the surface. In a conversation, 
these are simply facts, what people often listen for in order to 
make quick assumptions to do the job.

Moving to the middle of our latte, the “thicker” bit is where 
the feelings or emotions are held. You can see and hear clues 
to this in a person’s tone of voice, body language, and facial 
expression.

Finally, the dark part of the latte represents the “deeper” part of 
the speaker: their values and beliefs, what really drives them—
and what can become toxic if it’s out of step with the values of 
the team or the company.

Think of that imaginary latte next time you listen to someone 
speaking. Listen with your eyes as well as your ears, observing 
body language, facial expressions, the types of words and 
expressions the person uses, and the tone of their voice. You 
may be surprised at what you learn.

Ask: Open questions and then, be quiet. Listen. Consider 
repeating what you’ve heard to ensure understanding, and 
ask questions to probe for further understanding. And then be 
quiet. Listen.

Learn Humility: It’s Not All About You

The Oxford Dictionary’s definition of humility is “Having a 
modest…view of one’s importance.”

We all love to feel important, but being part of a smooth-
running team means being able to step back, resist taking 
setbacks personally, and respond to challenges with aplomb, 
maturity, and effectiveness.

This is especially true if you’re a team leader. It’s easy to fall 
into the trap of wanting to just get things done—but it’s crucial 
to remember that your team members are humans too, with 
needs and worries of their own that may come into play when 
the heat is on. Keeping this in mind when you’re tempted to 
crack the whip will result in higher team engagement, increased 

productivity, and a calmer, more respectful work environment.

Some of the leaders who come to me for coaching are feeling 
anxious. This is not surprising, given today’s volatile workplace. 
“Am I doing the right things?” they ask me. Am I doing enough? 
Not enough?” Their internal saboteurs are aggressively at work.

You don’t have to have all the answers. You may not always 
be right, and you may make errors from time to time. You’re 
only human. With some self-reflection and a bit of hard work, 
however, what you will have is a solid relationship with your 
team and colleagues and can co-share in responsibilities. You’re 
not alone.

Ask Yourself: How does what I’m/my team is doing fit into the 
larger picture of the organization? What are the skillsets and 
differences around me that I can tap into? 

Ask Your Employee: What do you think is the best approach to 
this? What’s worked well for you in the past? What resources 
do you need to get this done on time? How can I help you? How 
am I doing (as your manager)?

One last thing: Developing EQ, or 
Emotional Intelligence

One resource I frequently recommend to my clients is Daniel 
Goleman’s ground-breaking book, Emotional Intelligence. 
Emotional intelligence, or EQ, is the ability to understand 
oneself, observe and understand others, and then regulate 
emotions and experiences to influence outcomes, while 
remaining empathetic throughout. Goleman states that “90% 
of top performers have high EQ.”

Having EQ can make the difference between being a caring, 
authentic and effective leader and being someone who comes 
across as a bully or indifferent and ineffective.

The book is readily available at your public library or for purchase online, 
and is an excellent starting point for readers who want to add a bit of extra 
polish to their leadership style.

*************************************************************************
Kellan Beck is a Certified Executive Coach, a Professional Certified Coach, 
and a Facilitator. During her 15+ years as a business development leader in 
the Investment Banking Information Technology and HR consulting arenas, 
she has coached thousands of individuals and teams across industries to 
be the best they can be in both their personal and professional lives. Kellan 
conducts all her coaching sessions, whether individual or group, in a safe, 
unbiased, and confidential environment.

L-R: Phil Russo and Mike Verni at the 2017 GoodLife Health & Wellness 
Leadership Summit
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The Power of YOUR Story
Irene Becker
Chief Success Officer

The stories we tell ourselves become 
our worlds.  Perspective is everything, 
consciousness drives our ability to 
evolve or devolve; and the desire to 
make sense of our personal story is 
something a task that our brain is hard-
wired to perform.

The power of YOUR story must be 
mined because its power lies not in what 

you have accomplished or not accomplished, but  in the pivot 
points, the accomplishments that touch your heart, the wins 
that are milestone markers AND moments of challenge that 
(if properly used) can help you develop a new sense of self, a 
better view of your own potential.

From birth to death, the power of our own personal story 
follows us, and it’s ability to inspire our best self, our best work 
and help us build our best life is as real as it’s power to create 
disempowerment, underachievement, overachievement at any 
cost.

What is YOUR story?  How will you look upon your journey 
with eyes that will help you see your strengths with greater 
clarity, and use challenges, failures as a lever for your greatest 
potential? Q1: improved focus, ideation, innovative thought  
Q2: improved resiliency, risk tolerance, empowerment, 
communication, collaboration  Q3: enhancement of the intrinsic 
motivators, the timeless values that drive sustainability-
courage, integrity, purpose

The power of your story, is the fire that can light the power of 
your greatest potential.  Your ability to see your story with new 
eyes, eyes that build on three Q skills starts with your desire 
to look at your story and the story of others with eyes that 
search a meaning and purpose that aligns with the courage, 
integrity, purpose, humanity required to take us all forward 
as one people sharing one planet. In a world of constant 
change, challenges, competition; at a time of titanic paradox 
where our ability to develop technological, scientific advances 
that are REMARKABLE remain dimmed by social, economic, 
environmental, organizational problems...Your story, my story, 
our stories and the way we choose to see them can either 
enhance our reduce our ability to build better lives, better 
organizations and contribute to a better world.

Two years ago, I was challenged by the author of one of my 
favorite leadership books (Serve To Lead) James Strock to 
write my story.  It was a challenge that scared me, it was a 
challenge that took me weeks to accomplish.  And, it is a 
challenge I am grateful for because it not only helped open my 
eyes, and hopefully inspire others, but it became a great lesson 
in listening to the stories of others without judgment, without 
bias, with a simple focus on finding their “inner awesome”.  
And, it became a story, and a great relationship with a great 
man who inspired me to write my forthcoming book; I Will Not 
Be Broken-The Call To Build A Better Future

What is your story?  How will you use it to empower your 
greatest potential?  How will you listen to the stories of those 
you lead, work for, befriend and love?  The challenge to see 
our own stories with new eyes and hear the stories of others 
with new ears calls to us all!  The call to build new ways of 
thinking, new ways of listening that take us forward is upon us!  
Answering this call is a powerful step forward.

L-R: Helen Berhane FCMA Chair of CIMA Canada 19 Oct 2017 Conference 
Toronto

L-R: David Tran, Peter Chan, Stan Ioffe, Kirill Zhukov and Phil Russo

L-R: David Tran, Peter Chan, Phil Russo and Joseph Mohanthas
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Stop Hating Millennials:  5 Ways 
to Manage in a Multigenerational 
Workforce

Karen Hinds

While in conversation with a group of 
managers recently, we soon started on 
the topic of Millennials (Generation 
Y) in the workplace. After the initial 
sighs, the managers lamented they had 
no idea what to do with Millennials. 
I listened intently and heard nothing 
but complaints. It was as if Millennials 
were this alien race of workers. Nothing 
could be further from the truth. In fact, 

so much emphasis has been placed on Millennials that many 
employers miss the opportunity to see the goldmine that exists 
by having five generations of workers in their organizations:–the 
Silent Generation, Baby Boomers (1945-1963),  Generation 
X (1964-1979),  Millennials (1979-1999) and Generation Z 
(2000-present), the newest generation now entering the 
workplace.

Why such animosity towards Millennials?  Could it be that the 
other generations are jealous that millennials were bold enough 
to ask for working conditions that other generations have only 
dreamed about?  How many of you wish you could spend 
more time with family and have more flex time?  Don’t you 
wish you were given regular feedback instead of the haphazard 
annual review which failed to capture your true worth to 
the company or provide feedback for growth? How many of 
you were promoted into jobs where you could only hope for 
training? Don’t you want to know that your life had meaning? 
Now imagine working for a company that not only paid you well 
but filled the need in your soul to make a positive mark in this 
world. Think carefully about what Millennials are asking for and 
ask yourself if other generations can benefit from their requests. 

As a manager, do not get swept up in the generational 
stereotypes that focuses only on ways the generations are 
different. Strive to find the common ground and capitalize 
on the individual skill sets each individual brings to the table. 
It is dangerous  to simply accept the stereotypes of each 
generation.  You are interacting with an individual contributor 
and understanding that person for who they are and the skill 
sets they bring to the table is crucial.
  
Here are seven keys to keep in mind as you manage a 
multigeneration team.

Create a space for open dialogue.

Make it a priority to create a team culture the encourages open 
dialogue that will aid in breaking down generational barriers.  
Preconceived judgments can be easily debunked with a simple 
conversation.  

Set clear expectations.

We live in a time when nothing seems impossible and 
employees will continually push the boundaries of achievement 
and up the level of expectations.  Set expectations early and 
reiterate often so everyone is clear on where they are headed 
and can be held accountable for their results.

Be flexible.

Regardless of the generation, each employee has different 
professional and personal needs.  Take the time to listen 
attentively so you can provide the tools and accommodations 
to produce a high performing employee.  Flexibility in your 
management style should also be a consideration.  Millennials 
want to collaborate and work with you and see themselves on 
your level. The Silent Generation and Boomers expect to work 
for you and know how to exist in an authoritative environment.  
Gen X does not appreciate a heavy-handed approach to 
managing and data is still being collected on Gen Z.

Provide specific, regular feedback.

Although Millennials have been categorized as a generation 
needing more feedback, this technique should not be reserved 
for them only.  Regular, specific, constructive feedback aimed at 
helping employees change behavior and solve problems should 
be available to all employees. Engaged employees always thrive 
better in a culture that is encouraging and nurturing.

Avoid stereotypes.

As the manager, set the tone of your team and steer clear of 
weak arguments that lump people into categories.  There are 
lazy, entitled, overeager people in every generation just as there 
are thoughtful, driven, committed people ready to pay their 
dues.  Look at the individual and get to know them instead of 
relying on what studies say about their demographics.

Vary your communication approaches.  

Millennials have been touted as the tech-savvy generation and 
the Silent Generation is known to prefer face-to-face contact. 
As a leader, find ways to convey your messages in a tech-savvy 
and high-touch manner to meet the needs of your team. Be 
mindful of the preferences and, if you are unsure, ask. 

Develop ways to share and transfer 
knowledge.

Look around your organization and see how many seasoned 
professionals are eligible to retire in the next 3-5 years.  One 
organization recently discovered that 50% of their workforce 
is expected to retire in the next 5 years and there still was no 
effective way to capture the decades of knowledge possessed 
by senior professionals. Allow your team to learn from each 
with traditional and reverse mentoring opportunities.

Provide professional development.

Millennials are hungry for different avenues to learn, grown and 
advance within their organizations.  Advancement is not always 
defined by a vertical move; in fact, lateral moves, opportunities 
to lead a short-term project/initiative, rotational assignments 
and access to continuing education  are excellent growth and 
retention strategies.

*************************************************************************
Karen Hinds helps organizations cultivate and grow the next generation 
of leaders.  She is author of 4 books, an international speaker and CEO of 
Workplace Success Group LLC, a boutique talent development firm. Listen 
to her podcast, You’re a Leader, So Now What? due out this fall. Contact 
her:Karen@workplacesuccess.com
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Corporate Real Estate Makeover
In the Summer 2017 issue of the Toronto Manager, Mr. 
Afolabi Oguntade submitted an article entitled “Transform 
or Die” based on the rapid changes that are happening in our 
marketplace, how various companies are reacting (or not) 
and the impact it has on the consumer as well as the business 
manager. In a recent study, McKinsey & Co. states that 
“fintech” companies are targeting the profitable operations 
of retail banks that could have dire consequences for those 
financial institutions that do not change/transform. In fact, Mr. 
Oguntade mentions in his article that the big five Canadian 
banks are aggressively finding creative ways to reduce 
structural cost as a strategy to fund their digital transformation 
agenda.

One possibility of reducing structural costs is to review 
the Corporate Real Estate (CRE) portfolio and find ways 
of managing those assets more efficiently as well as more 
effectively. In fact, with the change to the accounting standards 
in their treatment of leaseholds set for 2019 (and the 
subsequent restating of fiscal years 2018, and possibly 2017), 
now is the perfect time to undertake this analysis and any 
subsequent initiatives.

Good managers recognize that, in today’s business 
environment, they must be able to get the most value possible 
out of their CRE assets. In the past, real estate may have been 
treated almost as an afterthought in a company’s business 
planning. Securing the lowest cost per square foot was seen 
as the most important evidence (and sometimes, the only 
evidence) of an effective real estate management function. 
Today, it’s likely that companies that relegate real estate to the 
back office do so at their own peril. Following are two recent 
examples of how the management of two retailing giants 
treated their real estate assets and the effect it may have had 
on their fortunes:

1) In early 2012, I had a chance to present a transformation 
project to the Sears management whose key point was to 
reassess its real estate portfolio and unlock value where 
possible as a possible solution to their financial troubles. My 
recommendation was declined as Sears believed it needed 
to concentrate on marketing and merchandising as a priority. 
Their lack of prioritizing action on the CRE portfolio may 
have negatively impacted the other management initiatives 
as Sears Canada has recently filed for bankruptcy protection, 
its sales revenues continue to decline and its management 
could not reduce its structural costs fast enough.

2) Hudson’s Bay Company (HBC) is also feeling pressure 
from the changing retailing landscape. It has been quite 
aggressive in “renting out” space in their stores, (a good 
example of this is the basement of Toronto’s flagship HBC 
store that makes you think you are in Istanbul’s Grand 
Bazaar) as well as adopting a very proactive approach to 
real estate assets. Over the past five years it has bought 
undervalued, but lucrative real estate in Europe (Galeria 
Kaufhof) and the United States (Saks Fifth Avenue); 
acquisitions that fit their corporate strategy. While HBC’s 
return to profitability is not guaranteed, HBC management is 
actively evaluating the best uses for its real estate portfolio 
on a continuous basis.

The business environment has witnessed seismic changes over 
the past 10 years (a global recession, waves of mergers and 
consolidations, the emergence of a digital economy) that have 
cut across industry lines. In this new world, being smart about 
real estate means “aligning your workspaces with the way you 
do business in a changing world”, that is, figuring out how to 
configure the workplace in ways that increase productivity, 
boost creativity, and spur the company’s growth.

Assess What You Have

Occupancy costs can represent a significant portion of 
income statement expenses, but there is also depreciation, 
amortization and a portion of employee and administration 
costs that are part of a company’s CRE costs.  As a result, a 
rigorous approach is essential, ensuring all real estate holdings 
are inventoried and a clearly defined process with standardized 
evaluation methods and tools is implemented to facilitate future 
decision making.  This will require the involvement of not only 
the finance and facility management function, but also IT as the 
ideal process should be digitized to enable a faster process.

Align With Your Strategy

The next step should include a review of how the CRE assets fit 
with the company’s strategy. Large, global companies should 
complete this drill-down analysis on at least three levels; an 
overall portfolio analysis, a regional analysis and an individual, 
situational analysis. For example, a Canadian bank with retail 
operations across the country decides it needs to have bricks 
and mortar point of sale outlets to maintain its market share. 
However, on a regional basis, the strategy is to service smaller 
urban centers with ATM’s and other, non-traditional channels. 
The next step would be to identify all branch buildings that do 
not fit with this strategy, complete a situational analysis on 
each branch and determine a plan of action. It is imperative that 
the decision process is standardized, transparent and clearly 
communicated as the decisions often become emotional and 
parochial. 

I was part of a similar initiative where a bank made a strategic 
decision to significantly reduce its ownership of buildings 
with branches because of the increasing maintenance costs. 
As speed was a factor, the Facility Management unit simply 
auctioned off 25 buildings on a sale and leaseback basis. The 
uproar resulting from the transaction was instantaneous and 
highly negative. The manager was accused of corruption and 
bribe-taking, the employees became scared as they believed 
the bank is selling off its assets and the media started spinning 
different versions of the truth. The Board of Directors set up 
a task force to quell the cynicism now associated with the 
initiative and to set up a project to reduce CRE maintenance 
costs. I was the project manager and after developing a process 
we sold over 100 buildings in less than 3 years and successfully 
transferred the ownership of the process to the retail banking 
division where it is being used on a continuous basis. 

Embrace The Future

Once the CRE portfolio is aligned with the corporate strategy 
and is being proactively managed on a continuous basis, a 
good manager can explore ways to assist with the company’s 
growth. An example could be taking the future workforce into 
consideration. Things like daycare centers, exercise rooms and 
gardens have become features of new buildings designed to 
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attract the workforce of today and tomorrow. While in Riyadh, 
Saudi Arabia, I had a chance to visit the Ministry of Municipal 
and Rural Affairs. Surrounded by gardens and with another 
garden on the roof, the building is truly an oasis in the middle of 
a desert and a pleasure to be in, even in the middle of the Saudi 
summer and without air conditioning.

Open space floor plans have been criticized as not being 
conducive to a productive atmosphere, however with the 
addition of movable walls, the new floor plan can change 
quickly to a desired layout, one with more space for 
collaborative meetings or individual offices. Another recent 
innovation is the construction of raised floors enabling wire 
access to any part of the room as well as running underfloor air 
distribution systems, thus saving costs and making large rooms 
more comfortable. 

With the advent of smartphones and portable computers, the 
possibility of office hoteling has raised the issue of how many 
square feet do companies require for its employees. Again, it is 
important to understand the company strategy and work within 
that scope. Nevertheless, a proactive facility manager can now 
make suggestions in how to best implement a strategy rather 
than just fulfilling requests.

CRE Centre of Excellence

Today, corporate real estate is inevitably being managed to 
reduce costs. Airbnb has revolutionized the hospitality industry 
without owning any vacation properties, while Alibaba has 
become the world’s largest retailer without having a significant 
bricks and mortar presence. The financial services industry 
is being attacked by fintech companies without a branch 
network. As more traditional businesses restructure real 
estate holdings to meet the realities of smaller work-forces 
and streamlined business processes, the main issue they face 
is how to accommodate the ongoing change. Furthermore, as 
more and more companies are learning, real estate can help 
organizations change or can encumber their efforts, needlessly 
draining resources along the way. Every real estate decision has 
long-term consequences. But managers can build flexibility into 
their real estate portfolios and into individual facilities’ physical 
and financial engineering. Moreover, they can realign their 
company’s holdings, no matter how large and complex, with 
market and competitive forces so that these facilities remain 
affordable and, at the same time, support corporate goals.  

Change is constant – how you manage it is the variable!

Phil Russo, Erika Giesl and John Fyfe-Millar AAP TCB Dinner Meeting

David Tran and fellow Torontonians visit Ottawa Tulips Festival at 
Commissioners Park, Dow’s Lake Ottawa

UPCOMING 
EVENTS

Please refer to the CIM Toronto 
webpage for news on upcoming 
events

http:/cim.ca/branches/Toronto/events

FUNDRAISING  
DONATIONS
SPONSORSHIP

If you are interested in raising funds 
for CIM Toronto, sponsorship, or 
donating to CIM Toronto, please 
contact the office at Telephone 
number 416-491-2897,
Or email at: 

cimtoronto@associationconcepts.ca

www.cim.ca
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Budgeting, the Flexed Budget 
Approach – A Case Study

Dr. Philip E. Dunn
FAIA (Hon) FCMI Chartered MCIPD Cert Ed 
(Leeds) FICIA (Hon) 

Budgets and Budgetary Control 
techniques are an essential aid to 
management in their desire to maximise 
profitability and thus Return on Capital 
Employed. Before we examine a 
business activity in the Case Study I 

wish to define a number of terms associated with the Budgetary 
Technique.

These definitions are taken from CIMA’s official terminology.

Budget

“A plan expressed in money.  It is prepared and approved prior 
to the budget period and may show income, expenditure, 
and the capital to be employed.  May be drawn up showing 
incremental effects on former budgeted or actual figures, or 
be compiled by Zero-Base Budgeting.”  Zero-Base Budgeting 
involves the re-evaluation of all activities each time the budget 
is set.

Budgetary Control

“The establishment of budgets relating to the responsibilities of 
executives to the requirements of a policy, and the continuous 
comparison of actual with budgeted results, either to secure 
by individual action the objectives of that policy or to provide a 
basis for revision.”

You will note later that the continuous comparison of actual 
with budgeted results will be in the form of a variance analysis 
report – see Case Study.

Flexible Budget

“A budget which, by recognising different cost behaviour 
patterns, is designed to change as volume of output changes.”

In formulating a budget and one based upon flexible budgetary 
methodology further consideration needs to be given to 
terminology and thus cost behaviour.

Variable Cost

One which will increase or decrease in line with the volume of 
output.

Fixed Cost

One which, in the short run, will remain constant irrespective of 
the volume of output.

In some business activity we also often encounter costs that do 
not always match the definitions above; and thus semi-variable 
costs are experienced.
 

Semi-Variable Cost

“A cost containing both fixed and variable components and 
which is thus affected by fluctuations in the level of activity.”
Case Study

Crescent Cues are to introduce a further product and has 
produced the following plans for period ended March 2016  
It has conducted a full analysis of its cost structure and cost 
behaviour patterns.

Budget Jan-March 2016

Output   6000  6500
    
Sales Revenue  450000 487500

Direct Labour  189000  204750
Direct Material  126000  136500
Variable Costs  30000  32500
Semi-Variable Costs 24000  25500
Fixed Cost  25000  25000
    
   394000  424250
    
Profit / (Loss)  £56000  £63250

At the end of March the actual results showed:

Actual Jan-March 2016

Output   6800 
   
Sales Revenue  510000 
   
Direct Labour  217600 
Direct Material  139600 
Variable Costs  34680 
Semi-Variable Costs 27100 
Fixed Costs  25500 
   444480 
   
Profit / (Loss)  £65520 

To report these results fully to management and thus identify 
the variances for management control purposes we need to 
formulate the budget allowance for an output of 6800 units, so 
that a meaningful comparison of budget to actual results can be 
prepared.

In formulating the flexed budget for 6800 units we need to 
examine each element of cost to identify the effect of changing 
volumes and also the effect on income of these changes.

Sales Revenue

The budget showed a unit revenue or selling price of £75 ie: 
£450000 / 6000 = £75.

Therefore the allowance for 6800 in the flexed budget would be 
6800 units @ £75 = £510000.

Direct Labour

At the two budgeted levels of output the labour cost per unit is 
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£189000 / 6000 = £31.50 and £204750 / 6500 = £31.50.

Therefore the budget allowance for 6800 units would be 6800 
@ £31.50 = £214200.
Direct Material

At the two budgeted levels of output the material cost per unit 
is £126000 / 6000 = £21; and £136500 / 6500 = £21.

Therefore the budget allowance for 6800 units would be 6800 
@ £21 = £142800.

Variable Costs

At the two budgeted levels of output the variable costs per unit 
is £30000 / 6000 = £5 and £32500 / 6500 = £5.

Therefore the budget allowance for 6800 units would be 6800 
@ £5 = £34000.

Semi-Variable Costs

Here we need to identify the fixed and variable elements in this 
cost.  This is facilitated by the use of the Hi-Low method.

Firstly we need to examine the range of output and the range of 
cost.

Output  6000  6500  Range: 500
     
Cost  £24000  £25500  £1500 

Therefore the variable element of the cost will be £1500 / 500 
= £3 per unit.

To determine the fixed element at 6000 units:

6000 x £3 per unit variable = £18000
Total cost at this level   £24000
Fixed element    £6000

Thus at 6500 units

(6500 x £3) + £6000   = £25500
Therefore the budget allowance for 6800 units would be:
 
Variable Element 6800 @ £3 = £20400
Fixed Element    £6000
Budget allowance   £26400

Fixed Costs

These are £25000 at each level in the preliminary budget.

Therefore the budget allowance for 6800 units would be at the 
same level £25000 as the cost is fixed.

We can now using these figures prepare the flexible budget 
at 6800 units and compare it to the actual results and so 
determine the variances.

Performance Report Quarter Ended 31 
March 2016

   Flexed     Actual          Variance
   Budget              F / (A)
      
Output   6800     6800  
       £         £                      £
Sales Revenue  510000     510000        -
      
Direct Labour  214200     217600 (3400)
Direct Material  142800     139600 3200 
Variable Costs  34000     34680 (680)
Semi-Variable Costs 26400     27100   (700)
Fixed Costs  25000     25500 (500)
   442400     444480  
Profit / (Loss)  £67600     £65520 (2080)

The preliminary budgets were based on production volumes of 
6000 and 6500 units.

However the actual performance for the period was 6800 units.

The performance report is a ‘like with like’ comparison, the 
budget cost and revenue allowance for 6800 units compared 
with the actual costs and revenue for that level of activity.

The profit variance is adverse by £2080, in that the flexed 
budget, shows an anticipated profit of £67600 whereas the 
actual was £2080 less than budget.

The variances on both variable and semi-variable costs are 
relatively small and worthy of little comment as is the case of 
the fixed cost variance.

The adverse labour variance £3400, indicates that the labour 
had been less efficient than expected in the period, assuming 
that there had been no increase in the rate of pay and this 
needs attention of management.  The material variance shows 
a favourable position of £3200 and may be due to either a 
more favourable usage of material or a more favourable price of 
material than planned.

This article was reprinted with permission from the Fall 2017 issue 
of the Journal, published by the Guild of Industrial, Commercial and 
Institutional Accountants (www.guildoficia.ca).

L-R: Stan Ioffe, Phil Russo, Denis Martin and Peter Boos
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A DATE TO REMEMBER - JULY 25th, 2017 - Greek Social
David W. Nunn.
CIM. P.Mgr. C.Mgr

Most of you missed it.  That was your loss!  

Unfortunately, only seventeen persons attended for one of the most delicious dinner events that the Canadian Institute of 
Management has ever organized.  

In keeping with a tradition started many years ago by Phil Russo, a regular group of CIM members, mostly from the Toronto 
Chapter, but including members of National and other invited organizations, have regularly visited a range of international 
restaurants to savoir the foods from different cultures.   Over the years, we have enjoyed, Ethiopian, Italian, Korean, Chinese, 
Spanish, Vietnamese, Turkish, Mongolian, German, Indian, Japanese and even British fare.  (In the future, we are considering a visit 
to a Canadian restaurant!)  This visit was to a terrific Greek and Mediterranean restaurant named “The Greek Symposion”.

Situated on a main street in Brampton, the “Symposion” is a classic building with Ionic style columns decorating the front and 
excellent authentic foods on the inside.  Unfortunately, Brampton has become a traffic nightmare and many members who would 
have joined us, decided to stay away!  Some of the guests that did arrive, took more than two hours to drive from the wild and 
wonderful depths of Weston, Bolton, Scarborough and Mississauga.  When they arrived, exhausted and dishevelled due to huge 
trucks, crazy homeward bound drivers and unrelenting traffic lights, it took several moments for them to settle down and start their 
evenings enjoyment.  
And Enjoyment it was!     http://www.symposion.ca/

The restaurant offers a speciality of Roast Lamb.  (Shoulder of lamb on the blade.)  They excel in Moussaka, one of their many 
authentic Geek dishes. (Guests also enjoyed Spanakopita, Sakanaki or Dolmades!) The choices cover all palates, including 
Vegetarian.  If you like Calamari, their Kalamaria is without a doubt the best in Canada.  (I can say that with authority because 
during my sales travels throughout our great country, I have eaten Calamari to compare.  In every comparison, it has been at best, a 
second place to “The Greek Symposion.”  There were a few guests that tried it and are now spoilt for the rest of their lives!  Unless 
they come back to The Greek Symposion!”

Included in the entrees, guests are served with Greek salad, Roast Potatoes and a warm Greek style bread with delicious butter.  
Go ahead and try everything that you fancy.  (They are often asked for a “Doggie Bag” to take your choices home with you!)  They 
serve Appelia as their house wine.  Excellent!

Beside the members of CIM, at this excellent function, members from other associations were invited, such as “The Guild of 
Industrial, Commercial & Institutional Accountants”, (ICIA) and “The Association of Administrative Professionals”, (AAP)  We 
are pleased to have members of these excellent associations join us in our functions.  With CIM members, they make an excellent 
group of friends!

We would all like to see more of the CIM members enjoying our future International dinner functions.  If you have a restaurant that 
you would like the CIM to consider, please call our office.       

IF YOUR CAREER IS IN ACCOUNTING OR 
MANAGEMENT, THEN MEMBERSHIP IN THE 
GUILD OF ICIA CAN BE OF SIGNIFICANT 
VALUE AND SHOULD BE A PRIORITY!

GUILD OF INDUSTRIAL, COMMERCIAL 
AND INSTITUTIONAL ACCOUNTANTS

FOR MORE INFORMATION, PLEASE VISIT: WWW.GUILDOFICIA.CA

  I N C O R P O R A T E D  B Y  F E D E R A L  C H A R T E R  I N  1 9 6 1
  A S S O C I A T E  &  A C C R E D I T E D  M E M B E R S H I P
  P R O F E S S I O N A L  D E S I G N A T I O N  ( I C I A )
  N E T W O R K I N G ,  J O U R N A L  &  O T H E R  B E N E F I T S
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L-R: Myra and David Nunn 

Social Dinner at Greek Symposion Restaurant
July 25, 2017

L-R: Howard Phee and Paul Markle

L-R: Trevor Hitchman and Phil Russo

L-R: Afolabi Oguntade and Phil Russo

L-R: Joseph Mohanthas and Stan Ioffe

L-R: Paul Linchuang and Ibrahim Hijazi
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L-R: Peter Horlock and David Nunn

CIM Toronto 75th Anniversary 
Joint Dinner Meeting
David W. Nunn.
CIM. P.Mgr. C.Mgr

Most of you have “Done it again!”  You have missed one of the 
very best restaurants in Toronto for an excellent FREE meal with 
wine.  You also missed an excellent keynote speaker that the 
CIM had provided for the evening.  

Of the total number of Toronto CIM chapter members and 
the total Guild of ICIA members, a total of 50 members in 
attendance!  (Compared to the 15 persons that made their 
appearance at our last get together, I guess we should be 
grateful.  At the very least, it is moving in the correct direction!)

The latest enjoyable evening was the dinner meeting that was 
held on November 8th.  (Our 75th Anniversary) 

Once again, members of the Toronto chapter of the CIM, 
were treated to a wonderful meal at possibly the best Italian 
restaurant in North York.  Maybe even all of Toronto!  We 
enjoyed a presentation by Barbara Paluszkiewicz, the CEO of 
CDN Technologies.  (An excellent presentation that did not put 
you in ZZZZ land!) 

As always, we were able to meet and network with some new 
and interesting persons and renew acquaintances with old 
friends.  Everyone enjoys Wesley Spence’s very dry humour, 
Paul Markle’s enjoyable prescience and David Tran’s energetic 
stories.  (I am David’s big brother!)  

Mastro’s Ristorante Italiano at 890 Wilson Avenue, served us 
with a plethora of anti-pasta.  (Peter Boo’s mentioned that it 
was the best Bruschetta he had ever tasted!)  Along with terrific 
sautéed vegetables, we were served with the tenderest Chicken 
Parmigiana, the best tasting Lasagna and a range of delicious 
desserts.  Peter Horlock, (a 50-year veteran of the Toronto 
chapter) remarked that the Cabernet Sauvignon, was delicious.  
(As good as any high-priced Montepulciano.)  Mastro’s serve 
this pleasing red wine and their white Chardonnay, exclusively 
to their customers.  To enjoy these wines, you must visit 
Mastro’s for “your” excellent Dinner! 

In her presentation, Barbara explained how, with the twitch of a 
finger, we can be scammed, by anyone really!  She has written a 
book named, “IT scams…  How to avoid being ripped off by your 
computer guy”.  You should buy this book and learn about the 
protection of your most valuable secrets.

Beside the members of CIM, members of the “Guild of 
Industrial, Commercial & Institutional Accountants”, (www.
guildoficia.ca) often attend our functions. Many of the Guild of 
ICIA members have become friends and attend our meetings.  
On this occasion, Phil Russo, (the CIM member responsible for 
organizing these terrific events) introduced me to Carole, the 
wife of Howard Phee, the President of Riko Enterprises and a 
long term ICIA member.  I have enjoyed Howard’s company on 
several past occasions at other of Phil Russo’s social gatherings.  
(Several years ago, Phil suggested that CIM members, 
would enjoy occasional visits to international restaurants to 
experience foods from different cultures.  We have enjoyed, 
Ethiopian, Italian, Korean, Chinese, Spanish, Vietnamese, Greek, 

German and even British fare. Due to the changing ethnicity of 
CIM, we are now considering a visit to a Canadian restaurant!). 
As usual, members from other CIM chapters also attended, 
such as Don Spaetzel from the Hamilton Chapter and Donna 
Schwartzentruber and Anela Tomac from the Grand Valley 
Chapter. It was fitting that the three original CIM chapters – 
Toronto, Hamilton and Grand Valley, were all present at our 
75th Anniversary!

A few weeks ago, the President of the Toronto branch, Dr. 
Wallace J. Whistance-Smith, was obliged to step down in mid-
term due to work commitments, leaving a major board position 
open.  We were lucky to have a member able to step up and 
take the position on a temporary basis until his confirmation 
at the up-coming AGM.  Our new president, who I had the 
pleasure to meet, is Afolabi Oguntade.  He is a professional 
gentleman from the banking industry and I am sure he will fit it 
well with all CIM branches and members.

Unfortunately, Beth McKenzie, had to leave early due to a nasty 
flue-like condition, but we do want to say thank-you to her for 
her efforts in making such an enjoyable evening for the lucky 
and smart, 50 CIM and ICIA members.  Next meeting, you 
should join us!  You will enjoy yourselves.  I promise!
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L-R: Peter Horlock and David Nunn

CIM Toronto 75th Anniversary Joint Dinner Meeting
November 8, 2017, Mastro’s Ristorante, Toronto

L-R: Howard Phee, Phil Russo, Keynote Speaker Barbara Paluszkiewicz and 
Afolabi Oguntade

L-R: Ibrahim Hijazi, Bilal Mirza and Samar Mohamad

L-R: Aliona Bulat and Ed Sielmanowicz

L-R: Wes Spence, Phil Russo, Afolabi Oguntade, Peter Boos and Roy Santoo

L-R: Don Spaetzel and Paul Markle
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CIM Toronto 75th Anniversary Joint Dinner Meeting
November 8, 2017, Mastro’s Ristorante, Toronto

L-R: David Tran, Roy Santoo and Melville Olsberg

L-R: Rebecca Pereira, Krystyna Namedynski, Phil Russo and Jennifer 
Colosimo

L-R: Donna Schwartzentruber, Phil Russo, Anela Tomac and Shanaz 
Karimullah

L-R: Keynote Speaker Barb Paluszkiewicz receives a Thank You gift from 
Afolabi Oguntade

L-R: Don Spaetzel, Phil Russo, Afolabi Oguntade and Donna 
Schwartzentruber 

L-R: Vidya Espinet and Phil Russo
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L-R: Ken Noseworthy, Phil Russo and Paul Walsh

L-R: Elizabeth Kwiecien and Phil Russo

L-R: CIM Toronto Chapter Members group photo

L-R: Matthew Jelavic, Anela Tomac, Peter Boos, Phil Russo and David Tran

L-R: Nicole Hamilton, Afolabi Oguntade and Deb Daigle

L-R: Phil Russo, Ken Noseworthy and Julia Orr

CIM 2017 National Annual General Meeting
Holiday Inn & Conference Centre, Sarnia - September 23, 2017
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CIM 2017 National Annual General Meeting
Holiday Inn & Conference Centre, Sarnia - September 23, 2017

CIM Toronto Chapter members celebrate Canada’s 150th Birthday and 
CIM’s 75th Anniversary!

L-R: Phil Russo and Don Spaetzel

L-R: Peter Fernandes and Phil Russo

L-R: Elizabeth Kwiecien, Phil Russo, Lori Hume

L-R: Roy Langille and Julia Orr

L-R: Peter Boos, Afolabi Oguntade, Nicole Hamilton, Kirk Elliott, Phil Russo, 
Wes Spence and Joseph Mohanthas
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CIM knows that you want to be the best in the industry, and the best 
way to stay on top is to stay informed.
CIM is excited to announce our new weekly newsletter, Management Matters, as a free service to all of our members delivered 
directly to your inbox every Tuesday afternoon. Management Matters is an informative e-news brief that delivers the most relevant 
content to your email’s inbox every Tuesday, and will feature CIM news, events, announcements and articles. In addition, it will feature 
current and compelling news articles on leadership, management, global business, finance and banking, entrepreneurship, technology 
and more! 

If you prefer a more mobile approach, you can use your iPhone, iPod Touch and Android to get the Management Matters delivered 
straight to your device. Search the App Store (for iPhone/iPod Touch users) or the Android Marketplace for “Multibriefs”, and then 
add the CIM feed once it downloads (under “Business Management”). Content from these newsletters can also be shared directly 
to your own Twitter, LinkedIn or Facebook accounts so that you too can provide your followers with the most current news and 
information.

Know someone who would benefit from this service? Non-members can sign up for our newsletter as well. Please contact Jennifer 
Tracy at: jennifer.membership@cim.ca

*If, at any time, you do not wish to receive CIM’s newsletter, you can unsubscribe simply by clicking the Unsubscribe link in your CIM 
newsbrief.

And speaking of Facebook/Twitter, CIM is SOCIAL!

CIM is now on Facebook, Twitter and LinkedIn. You will find some similar content to that posted in the Management Matters 
newsbrief, however you will find additional content, discussions, articles and promotions available to our valued members. So we 
encourage you to “like”, “follow” or “join” us online and become a part of our social community. Please visit our pages below to see 
what we’re doing: 

If there’s content you’d like to see included, please 
don’t hesitate to contact Jennifer Tracy, Coordinator 
of Membership Services & Social Media, with your 
feedback: jennifer.membership@cim.ca. 

Jennifer Tracy
Coordinator of Membership Services & Social Media
Canadian Institute of Management
CIM National Office
15 Collier St, Lower Level,
Barrie, ON, L4M 1G5
Tel: (705) 725-8926   
Fax: (705) 725-8196
Email: jennifer.membership@cim.ca

Facebook:  www.facebook.com/CanadianInstituteofManagement

Twitter: https://twitter.com/CIM_National

Linked In – Company Profile: http://linkd.in/17sSLHJ

LinkedIn – Group: http://linkd.in/1fUL54L

Management Matters - Archive: http://www.multibriefs.com/briefs/cim/

Events Calendar: http://cim.ca/events

Website: http://www.cim.ca/
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ARE YOU AWARE OF ALL OUR MEMBERSHIP BENEFITS?
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CIM/CICAM Equivalence Information
The Canadian Institute of Management is a not-for-profit organization dedicated to providing management training and 
recognition for Canadian managers, at all levels of the profession.

From individual courses to professional designations, CIM is the leader in management education for today’s management 
professional. The Institute has two certificate programs: Supervisory Management and Management and Administration 
Studies. CIM also grants three professional designations to those who qualify. The Certified in Management designation (C.I.M.), 
Professional Manager designation (P.Mgr.), and Chartered Manager designation (C.Mgr.), signify Canada’s leaders in general 
management and administration. 

Recognizing that members of the Canadian Institute of Certified Administrative Managers have extensive experience in 
management, the Canadian Institute of Management has assessed the formation process, both academic and professional, taking 
into consideration former and current requirements, and has developed the following professional development pathway for 
members of CICAM to obtain a designation from the CIM:

How do I apply?

•	Complete an “Application Form” from the 
CIM website (http://cim.ca/node/404) to an 
applicable application form to include with 
your copy of your designation. (C.Mgr, P.Mgr., 
C.I.M. or CSM Application)  

•	Pay the application fee. 

•	 Submit your official application and references 
to the CIM Office in Barrie, ON. 

•	Please visit: http://www.cim.ca/info/cicam or 
http://cim.ca/node/404
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Taking on a management role for the first time is an exciting opportunity which will enable you to develop 
your skills and your career prospects. However, newly appointed managers are likely to face many 
challenges. Most management or leadership roles involve managing and taking responsibility for the work 
and performance of others. Rather than focusing solely the tasks you need to complete yourself, you will 
be involved, probably for the first time in setting targets, handling team workloads and ensuring that 
deadlines are met. You may also be taking on a new level of responsibility for a department or functional 
area. You will need to build relationships, motivate your team and deal with any problems or difficulties 
which arise. There will be much to take in and get used to during the first few weeks, and it may take two 
or three months for you to settle into the role. 
 
Thinking about how to adjust and adapt to the new role and the pressures it will bring, and identifying the 
key issues to focus on, will help you, as a new manager, to tackle and deal decisively with your new 
responsibilities as quickly and effectively as possible. Considering the best approach to take, and preparing 
for it carefully, will enable you to feel confident about your future success. It can be helpful for new 
managers to draw up an action plan setting out their key priorities in the first few weeks or months in 
their new job. This will help them to tackle their new responsibilities and keep on track in their new role. 
This checklist outlines the key issues which should be considered and incorporated into such a plan. 
 

 

A 'new manager' is a newly appointed holder of a position where he or she will have responsibility for a 
team of people or a function or department within an organization. 
 
New managers may be people who are taking on their first management position, or people who have 
moved to a new level of management responsibility. The relationship between a manager and their team 
will be a new one, even if the manager was previously a member of the team, or knew the team members 
through his or her work in another part of the organization. 
 

Take advantage of Management Direct, FREE to all CIM members.  This article was taken directly from 
Management Direct, i.e., http://mde.managers.org.uk/cim/checklists.aspx  if you have not had the 
opportunity to experience Management Direct, you are missing out. Take advantage of this FREE 
member benefit.  Enjoy this article / Checklist. 
 

Regards,  
 

Dr. W. J. Whistance-Smith 
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On your first day you should be met by someone from the human resource department, or possibly your 
line manager, who will show you around, deal with any formalities, and introduce you to your team and 
other key colleagues. The induction gives you an opportunity to meet with colleagues and introduce 
yourself, find out about the organization and the department as well as assisting you to get to grips with 
a new working environment and culture. Be proactive during your induction - for example, ask questions 
about matters that have not been covered. Don't forget that first impressions count so make an effort to 
present yourself professionally and politely to all those you meet during your induction. 
 

 
 
Getting to know your team is an immediate priority. Focus on understanding the purpose of your 
department, team or unit. What is the state of play? What work is taking place? What are the expectations 
of your stakeholders? 
 
Gather your new team together if possible, even if they are in dispersed locations. Introduce yourself and 
tell them that you are looking forward to working with them. Discuss their current work and team 
objectives, and say that you will meet with them all individually, as soon as possible. When you do meet 
with individuals, be generous with your time. Plan a framework for discussion, and take a friendly but 
business-like approach. Give each person your full attention and seek get to know them as an individual. 
Listen carefully, show respect and let them know that you value their knowledge, skills and experience. If 
you wish to take note, explain why you are doing so. 
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Research suggests that good people management skills are closely linked to the achievement of good 
team results, so engage with and empower team members. Try to establish group goals as soon as you 
can, and involve people in setting objectives and standards, deciding priorities and setting deadlines. 
 
Set a good example by making your commitment to achieving team goals clear, and demonstrating your 
own high standards through your personal appearance and conduct, especially the way you talk to and 
interact with others. Be friendly and warm rather than distant or aloof and be sure to fulfil any promised 
you make. Try to pick up on any underlying tension, problems or issues that may cause difficulties later 
on, or for which you might be able to provide solutions. 
 
As the manager or team leader it is vital for you to: 

 ensure everyone understands their specific duties and responsibilities 
 help people to understand how their jobs contribute to team effectiveness 
 establish clear goals 
 schedule regular discussions on individual performance 
 discuss performance honestly and agree actions for the future, as appropriate 
 listen to what people are saying 
 help people to develop plans to improve their performance 
 provide training, development and guidance to improve performance. 

From the outset, try to help individuals to realize their full potential. Take an active interest in the 
development of each team member. Notice and show appreciation when people put in extra time and 
effort. Recognize people's strengths, encourage them and give them opportunities to show what they can 
do. 
 
Make sure that you find out about and keep in mind any organizational performance management or 
appraisal systems, which aim to align personal and organizational goals and objectives, identify 
development needs and provide appropriate training and development. 
 
Creating personal development plans (PDPs) for your team members will help you to clarify: 

 team members' skills and abilities, as well as areas for improvement and development 
 the potential of individual team members 
 how development needs and aspirations can be addressed 
 when this will be done. 

 

Let your relationship with your own manager develop gradually. Find ways to spend time getting to know 
your manager better, in a relaxed atmosphere, and listen attentively for any lessons or insights he or she 
can offer. Find out how closely he or she wants to work with you and in what way and how often he or 
she prefers to communicate with you. Try to get a feel for the best times to approach your manager with 
queries, requests for advice or suggestions for the future. Think about what needs to be covered in your 
first meetings with your manager and use the early days to establish goals, objectives and priorities. 
Ensure you get enough time with your manager to enable you to fulfil your responsibilities and meet your 
objectives. Once you have settled in, it may be possible to develop your relationship with your manager 
by getting involved in a project which involves working closely with them. 
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Make sure that you are clear about the performance criteria by which your boss, your peers and your 
internal or external customers will judge you, and consider how to match them. You need a clear 
understanding of your manager's expectations of you and your team, and how you are expected to add 
value. Find out how and when your performance will be evaluated and when reviews will be carried out. 
 

 
 
If you have joined a new organization you will find it helpful to observe and listen actively to increase your 
awareness of the unwritten rules about 'how things are done around here'. This can be especially 
important if you have moved into a different industry sector or geographical area or are working for a 
foreign-owned company. Think about the details as well as the big picture: 

 How do people dress? 
 How do they greet and interact with each other? 
 What kind of behaviour is regarded as acceptable or unacceptable? 
 What methods of communication are used? 
 How are decisions taken and by whom? 
 How is conflict handled? 

 
 
While developing strong working relationships with your team and your own line manager is a key priority, 
it is also important for you to look beyond your immediate sphere to colleagues in other departments 
across the organization and beyond. Introduce yourself to your internal and external customers, to 
suppliers and to those who make up the network in which you will be operating. Start to build up 
relationships with your colleagues (especially those whose support you will need) and with your 
customers. Think about who might be able to help you, and what they might expect in return. 
 

 
 
As you are new to your role, you may not have a firm grasp of the key priorities or projects that are critical 
to the organization. You will already have some understanding of the role of your team, but you may not 
be fully aware of how it impacts others within the organization. You will find it helpful to draw up a list of 
critical information that will help you to understand the strategic priorities on which you need to focus. 
 
This might include issues such as: 

 how your team and department support other areas of the organization 
 departmental and overall organization mission, strategy and goals 
 how your team and department is positioned to contribute to the company's strategy and goals 
 the key contributions that your department has made and will continue to make to the 

organization 
 how your role supports the short or long-term aims of the department and the wider 

organization. 
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The following sources of information could be helpful: 

 meetings with key colleagues 
 organization charts 
 organizational policies and strategy documents 
 departmental processes and systems. 

Remember that it is acceptable to take the time to learn about your role and organization. You should not 
be expected to have all the answers from your first day. 

 
As a new manager you will be undergoing a period of personal and professional change. Think about your 
personal and professional values and how these relate to the mission and values of the organization which 
employs you and your job role. Think about your management style – how you communicate and relate 
to those you manage and reflect on what works best for you and your team and fits in best with the overall 
culture of the organization. Our checklist on Understanding Management and Leadership Styles will be 
helpful here. 

 
The best managers are those who are willing to learn and to develop themselves. All CMI members make 
a commitment to continually develop and maintain their professional knowledge and competence, as set 
out in the CMI Code of Conduct and Practice (See Additional resources). It is important, not just to be 
committed to continuing professional development, but to assess your skills and development needs and 
plan what you will do to meet them. 
Once you have settled into your new role think about your own personal development needs. If you have 
not yet gained a qualification in management investigate this option as it will help you to develop your 
professional skills and knowledge. Find out what training or development programs are available through 
your organization and whether your employer is willing to support you in gaining a management 
qualification or undertaking additional development activities. 
Work at drawing up a personal development plan (PDP) for yourself by: 

 carrying out a personal analysis. A range of techniques and diagnostic tools can help you here. For 
example, a personal SWOT analysis will assess your strengths and weaknesses, the opportunities 
open to you and issues which could be a threat to your success. Our Management Model 
on Personal SWOT Analysis provides an introduction. 

 setting personal goals and objectives 
 undertaking appropriate training and development activities, taking your workload and personal 

commitments into account. 
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 FUNDRAISING 
 

   DONATIONS 
 

     SPONSORSHIP 
 

If you are interested in raising funds for CIM Toronto, 
sponsorship, or donating to CIM Toronto, please contact 

the office at Telephone number 416 491 1577, 
Or email at: cimtoronto@taylorenterprises.com 

 

Toronto Talks Seminars 
 

Please note that CIM members can attend Toronto Talks 
Seminars FREE of Charge! 

 

Toronto Talks Seminars can be found at: 
www.torontotalks.org 

Another Member Benefit 
Wiley 20% CIM Member Discount 

 

The Institute has entered into a Partnership with J. Wiley 
Publishers whereby a CIM Member can purchase books 
(on all topics) directly from Wiley and get a 20% CIM 
Member discount. 
 

Log in as a member and then click Members Only 
Bookstore button on this page.  This will take you to our 
Bookstore info page and there click on Wiley logo to go 
directly to CIM Bookstore. 
 

All listings )including e-books) are eligible for the       
program. 
 

CIM 70th. Anniversary Documentary Film 

In celebration of the 70th. Anniversary of the CIM       
Toronto Branch, this documentary has been produced by 

Peter Horlock and Larry Richman. 
 

To view the documentary, please go to: 
http://www.cim.ca/branches/toronto/70thanniversary 

10 Secrets to Mastering Questions 
Continued from Page 13. 
 
10. Don’t End on a Question 

Don’t end your presentation with the questions. Perhaps 
you’ve witnessed a speaker make this mistake. The questions 
peter off. The last question is often a weak or negative    
question and then the presenter finishes with “No more   
questions? I guess that’s all. I’m done.” 

Yuck, what a disgusting close. Instead always finish with a 
closing statement after  the question per iod that will reso-
nate with the audience and reinforce your message. End your 
presentation strong. 

Bonus tip: Plant the question you most want to hear.    Before 
the program begins, ask someone sitting near the back of the 
room to 'pose' the question, on your signal. Why the back of 
the room? Because it looks more natural and        everyone 
will hear the question. This is a good way to allow you to 
address an important issue or brag about your success.  
 

You will master the presentation questions if you are        
prepared, know your facts and use these techniques. Content 
and style will determine the success of your presentation. 

For more free presentation tips visit                              
http://www.SpeechCoachforExecutives.com                     
For answers to your pressing Questions about Public 
Speaking visit http:///QuestionsAboutPublicSpeaking   
 

© George Torok is the Speech Coach for Executives. He 
coaches executives to deliver Million Dollar presentations. 
He trains business teams to deliver Superior Presentations. 

To discuss your options contact George directly                  
at 905-335-1997 

We’d love to hear from you!

If you have something that would be of 
interest to the membership, we would be 
happy to consider it for a future issue of the 
Toronto Manager, contact
Dr. W. J. Whistance-Smith at: 
dr.wjws@gmail.com
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Toronto Talks Seminars

Please note that CIM members can attend Toronto 
Talks Seminars FREE of Charge!

Toronto Talks Seminars can be found at:
www.torontotalks.org

 
 

Another Member Benefit
Wiley 20% CIM Member Discount

The Institute has entered into a Partnership with J. Wiley 
Publishers whereby a CIM Member can purchase books 
(on all topics) directly from Wiley and get a 20% CIM 
Member discount.

Log in as a member and then click Members Only 
Bookstore button on this page.  This will take you to our 
Bookstore info page and there click on Wiley logo to go 
directly to CIM Bookstore.

All listings (including e-books) are eligible for the program.

TORONTO MANAGER MAGAZINE 

ADVERTISING RATES 
Toronto Manager magazine advertising rates are as follows: 

 $400 Full page advertisement 
 $200 Half page advertisement 
 $100 Quarter page advertisement 
 $75 Business Card advertisement 

If you are interested in placing an advertisement, 

please contact Beth McKenzie at 416-491-2897

or email to: cimtoronto@associationconcepts.ca 

New Canadian Institute of Management Logo
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Want to meet new people, have fun and polish 
your business skills at the same time? 
Volunteer to help with any of CIM 
Toronto’s committees such as 
membership, programming or  
marketing. Whatever your interest, 
there’s probably a way for you to  
build new business connections. 

For more information, 
contact Beth McKenzie at 
cim.toronto@taylorenterprises.com cimtoronto@associationconcepts.ca
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Barbara Paluszkiewicz

You, the Controller, the Accountant of a 
small business, are under attack. Right 
now, extremely dangerous and well-funded 
cybercrime rings are targeting you using 
sophisticated software systems. They want to 
hack into small businesses to steal credit cards, 
information, and swindle money directly out of 
the bank accounts. 

Don’t think you’re in danger because you’re “small” and not 
a big target like Equifax or Loblaws? 82,000 NEW malware 
threats are being released every single day and HALF of the 
cyber-attacks occurring are aimed at small businesses; you just 
don’t hear about it because it’s kept quiet for fear of attracting 
bad PR, and sheer embarrassment.

You can’t turn on the TV, Radio or even read a newspaper 
without learning about the latest online data breach, and 
government fines and regulatory agencies are growing in 
number and severity. Because of all of this, it’s critical that you 
protect your business from these top 10 ways that hackers 
get into your systems.

1. They Take Advantage Of Poorly Trained Employees. The 
#1 vulnerability for business networks are the employees 
using them. It’s extremely common for an employee to infect 
an entire network by opening and clicking a phishing e-mail 
(that’s an e-mail cleverly designed to look like a legitimate 
e-mail from a web site or vendor you trust). If they don’t 
know how to spot infected e-mails or online scams, they 
could compromise your entire network. 

2. They Exploit Device Usage Outside Of Company Business. 
You must maintain an Acceptable Use Policy that outlines 
how employees are permitted to use company-owned PCs, 
devices, software, Internet access and e-mail. We strongly 
recommend putting a policy in place that limits the web 
sites employees can access with work devices and Internet 
connectivity. Further, you have to enforce your policy with 
content-filtering software and firewalls. Set up permissions 
and rules that will regulate what web sites your employees 
access and what they do online during company hours and 
with company-owned devices.  
 
Having this type of policy is particularly important if your 
employees are using their own personal devices to access 
company e-mail and data.  
 
If that employee is checking personal e-mail on their own 
laptop that infects that laptop, it can be a gateway for a 
hacker to enter YOUR network. If that employee leaves, are 
you allowed to erase company data from their phone? If their 
phone is lost or stolen, are you permitted to remotely wipe 
the device – which would delete all of that employee’s photos, 
videos, texts, etc. – to ensure YOUR clients’ information isn’t 

compromised? 
3. They Take Advantage Of  WEAK Password Policies. 

Passwords should be at least 8 characters and contain 
lowercase and uppercase letters, symbols and at least one 
number. 

4. They Attack Networks That Are Not Properly Patched 
With The Latest Security Updates. New vulnerabilities are 
frequently found in common software programs you are 
using, such as Microsoft Office; therefore it’s critical you 
patch and update your systems frequently. If you’re under a 
managed IT plan, this can all be automated for you so you 
don’t have to worry about missing an important update. 

5. They Attack Networks With No Backups Or Simple Single 
Location Backups. Simply having a solid, reliable backup 
can foil some of the most aggressive (and new) ransomware 
attacks, where a hacker locks up your files and holds them 
ransom until you pay a fee. If your files are backed up, you 
don’t have to pay a crook to get them back. A good backup 
will also protect you against an employee accidentally (or 
intentionally!) deleting or overwriting files, natural disasters, 
fire, water damage, hardware failures and a host of other 
data-erasing disasters. Again, your backups should be 
AUTOMATED and monitored; the worst time to test your 
backup is when you desperately need it to work!

6. They Exploit Networks With Employee Installed Software. 
One of the fastest ways cybercriminals access networks is by 
duping unsuspecting users to willfully download malicious 
software by embedding it within downloadable files, games or 
other “innocent”-looking apps. This can largely be prevented 
with a good firewall and employee training and monitoring.

7. They Attack Inadequate Firewalls. A firewall acts as the 
frontline defense against hackers blocking everything you 
haven’t specifically allowed to enter (or leave) your computer 
network. But all firewalls need monitoring and maintenance, 
just like all devices on your network. This too should be done 
by your IT person or company as part of their regular, routine 
maintenance.

8. They Attack Your Devices When You’re Off The Office 
Network. It’s not uncommon for hackers to set up fake clones 
of public WiFi access points to try and get you to connect to 
THEIR WiFi over the legitimate, safe public one being made 
available to you. Before connecting, check with an employee 
of the store or location to verify the name of the WiFi they are 
providing. 

9. They Use Phishing E-mails To Fool You Into Thinking That 
You’re Visiting A Legitimate Web Site. A phishing e-mail 
is a bogus e-mail that is carefully designed to look like a 
legitimate request (or attached file) from a site you trust in an 
effort to get you to willingly give up your login information to 
a particular web site or to click and download a virus.  
 

The Top 10 Ways Hackers Can Rob You Blind 
Cybercrime is at an all-time high, and hackers are setting their sights on small and 
medium businesses who are “low hanging fruit.” Don’t be their next victim! Here are the 
most common ways that hackers get in and how to protect yourself today.
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Often these e-mails look 100% legitimate and show up 
in the form of a PDF (scanned document) or a UPS or 
FedEx tracking number, bank letter, Facebook alert, bank 
notification, etc. That’s what makes these so dangerous – 
they LOOK exactly like a legitimate e-mail.

10. They Use Social Engineering And Pretend To Be You. 
This is a basic 21st-century tactic. Hackers pretend to be you 
to reset your passwords, or request invoice payments.

Want Help Ensuring That Your Company 
Has All 10 Of These Holes Plugged?

If you are concerned about employees and the dangers of 
cybercriminals gaining access to your network, then call us 
about how we can implement a managed IT security  plan for 
your business. 

Author: Barbara Paluszkiewicz, CEO CDN Technologies
2421 Bristol Circle, Suite 202 Oakville ON L6H 5S9
http://www.cdntechnologies.com
(905) 542 - 9759

Happy birthday, Canada!
Joseph Mohanthas 
RPA, CIM  C.Mgr., ICIA

During the long weekend set to celebrate 
Canada’s 150th birthday, a couple 
of important changes to GST/HST 
legislation are scheduled to take place.

What’s New? GST/HST and 
Commercial Ride-sharing 
Services

Effective July 1, 2017, the definition of “taxi business” under the 
Excise Tax Act is changing to also include people carrying on a 
business of transporting passengers for fares by motor vehicle 
within a municipality and its surroundings if the transportation 
is arranged or coordinated through an electronic platform or 
system, such as a mobile application or website.

Yes, that includes Uber drivers! This change is intended to 
capture drivers operating under other ride-sharing services 
within the definition of “taxi business.” This is especially 
important since people engaged in a “taxi business” are not to 
be excused from registering for GST/HST when taxable supplies 
are under the small supplier threshold of $30,000.

As a result of this change, self-employed commercial ride-
sharing drivers who provide taxable supplies of ride-sharing 
services will be required to:

• Register for the GST/HST, regardless of their total annual 
revenues from taxable supplies;

• Charge and collect the GST/HST on the ride-sharing services;
• Report the GST/HST; and
• Remit the GST/HST.

What’s New?  Phasing Out of Recaptured 
Input Tax Credits in Ontario
The final phase of the phase-out period for recaptured input tax 
credits (RITCs) under the Ontario HST is scheduled to begin 
July 1, 2017. The recapture rate used will be reduced from the 
current rate of 50% to 25%. Businesses affected by this change 
may need to update various calculations and internal processes 
to ensure they apply the correct recapture rate in their records.
The RITC rules were introduced in Ontario for large businesses 
in 2010 to restrict input tax credits related to the provincial 
component of Ontario HST. Generally, a large business is 
one with more than $10 million in annual revenues, including 
related entities. The RITC rules apply to specified property or 
services such as qualifying energy, telecommunications, meals 

and entertainment expenses and motor vehicles under 3,000 
kilograms.

This new RITC rate is expected to remain in effect for one year, 
as Ontario prepares to eliminate the RITCs entirely on July 1, 
2018.

What’s New? 2017 Automobile Deduction 
Limits and Expense Benefit Rates for 
Business
• Tax –exempt allowances paid by employers to employees for 

use of their personal vehicle for business purposes.
• 54 cents per kilometer for the first 5,000 kilometers driven
• 48 cents per kilometer for each additional kilometer
• Automobile operating expense- prescribed rate determine 

taxable benefit relating to personal portion paid by employer 
is 25 cents per kilometer.

• For taxpayers employed principally in selling or leasing 
automobiles, the prescribed rate is 23 cents per kilometer.

What’s New?  Voluntary Disclosure 
Program (VDP) proposed for year 2018 
  
On June 9, 2017, the Canada Revenue Agency (the “CRA”) 
proposed significant changes to the Voluntary Disclosures 
Program (the “VDP”), which, if implemented, will have the 
effect of significantly narrowing the criteria for eligibility under 
the VDP and reducing the extent of penalty and interest relief 
under the VDP in some cases. The proposed changes are 
set out in Draft Information Circular IC00-1R6[1]  (generally 
applicable to income tax disclosures) and Draft GST/HST 
Memorandum 16.5[2] (generally applicable to GST/HST 
disclosures). If implemented, the proposed changes will take 
effect January 1, 2018.

To qualify for VDP relief with name disclosure

• Must be voluntary
• Must be complete ( see below three Tracks- Tract 1-Wash 

Transactions, Track 2-General non-compliance, Track 3- 
Major non-compliance)

• Penalty must be applicable
• Tax must be over one-year overdue(current year disclosures 

allowed)
• NEW- application must include payment of estimated tax 

owing
• Use form CR199
• NEW – no relief for applications related to elections (s156), 

person in receivership or attempts to increase tax recoveries 
without a corresponding tax liability.
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To qualify for VDP relief with no-name disclosure

• Only available at pre-discussion stage – Non –binding 
informal discussion. CRA will only make determination if 
situation qualifies for VDP relief once taxpayer is identified.

• VDP relief is only available once for a taxpayer. Second 
disclosure may be considered for a different issue.

• Unlike income tax VDP, corporations with revenue in excess 
of $250 million may still apply for GST/HST  - VDR relief. 

Track 1 – Wash Transactions

• Provides 100% penalty and interest relief
• Only was transactions eligible for GST/HST relief under the 

policy described in GST/HST Memorandum 16.3.1, Reduction 
of Penalty and Interest in Wash Transaction Situations qualify 
for relief.

• Must report at least 4 years of non-compliance

Track 2 – General non-compliance or mistakes including, but 
not limited to, the following:-

• GST/HST wash transactions that are not eligible for a 
reduction of penalty and interest under the policy set out in 
GST/HST Memorandum 16.3.1

• Reasonable errors
• Failure to file information  returns
• No gross negligence or deliberate avoidance of tax or over-

claimed rebates
• Provides 100% penalty relief and 50% interest relief
• Must report at least 6 years of non-compliance

Track 3 – Major non-compliance

• Provides very limited relief fir issues, such as – GST/HST 
charged or collected but not remitted; 

• Active efforts to avoid detection (for example, persons 
involved with the underground economy);

• Large dollar amounts;
• Multiple years of non-compliance;
• A sophisticated registrant;
• Disclosure made after an official CRA statement regarding 

its intended focus of compliance or following CRA 
correspondence or campaigns;

• Provides very limited relief for major non-compliance issues, 
such as 
o Deliberate or willful default or carelessness amounting to   
    gross negligence; and  
o Any other circumstance in which a high degree of registrant  
    culpability contributed to failure to comply

• Relief under this track is limited to no gross negligence 
penalty and no criminal charges – but all other penalties and 
interest apply

• Must report all years of non-compliance  

Conclusion based on Track 1,2,3
The proposed changes to the VDP, if implemented, will come 
into effect on January 1, 2018. As a result of these changes, 
the criteria for eligibility under the VDP will be significantly 
narrowed and the extent of penalty and interest relief will be 
significantly reduced in some cases, as compared to the current 
VDP. Additionally, the concept of “major non-compliance” 
will introduce a significant degree of uncertainty as to how a 
taxpayer’s disclosure will be dealt with under the proposed 
VDP.

In light of these changes, taxpayers who wish to make a 
voluntary disclosure to the CRA should consider doing so 
before December 31, 2017.

Other areas such as Public Sector Bodies (Public Service Body 
and government), Large Business Restrictions, Real Property 
issues, Employees reimbursements, Health Care not covered. 
Please refer the following Reference Materials  

• Guide RC4022, General Information for GST/HST Registrants
• Guide RC4081, GST/HST Information for Non-Profit 

Organizations
• Guide RC4082, GST/HST Information for Charities
• Guide RC 4034, GST/HST Public Service Bodies’ Rebate
• Guide RC 4049, GST/HST Information for Municipalities    

*** The information the above and material contained is meant 
as general guide, and does not cover all issues related to a 
particular subject. If you need more, please contact 1-800-959-
5525***.

Submitted by:

Joseph Mohanthas RPA, CIM  C.Mgr., ICIA
Controller at Cintex International ( Canada) Limited
Marketing Committee Chair, Canadian Institute of Management – Toronto 
Chapter
Internal Auditor – Sri Lankan Accountants Association of Canada
Recruiter – The Society of Professional Accountants of Canada
Accredited Member – Guild of Industrial, Commercial and Institutional 
Accountants
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