
BC HRMA’s InfoRMAtIon souRCe foR HuMAn ResouRCes PRofessIonAls

PM
 4

00
10

72
2

www.bchrma.org Diversity	 V20	•	N3	•	Fall	2013

How Accessible is Your 
Workplace...Really?

The New 
Language 

of Business: 
Courage Required

Hear and Now: 
The Art of Listening

Measuring the 
Dividends of

 Diversity

XYBOOM: Eight Key 
Generational Issues (& Opportunities)



http://www.clearlycontacts.ca


http://www.clearlycontacts.ca
www.sbis.ca/peopletalk


How to join  
Vancouver’s  
business leaders.

 biv.comSubscribe

Get the essential news, advice, 

and resource you need to be a 

business leader.  |  It’s in here.

Sign up for free daily news updates  
or subscribe at biv.com

604.688.2398
subscribe@biv.com

How join Vancouvers business leaders 8.25x10.75.indd   1 9/9/13   10:27:05 AM

http://www.biv.com


 p e op l e ta lk  |  Fal l  2013  5  

C O N T E N T S

14

V 2 0  |  N 3  |  F a l l  2 0 1 3

cover story
20 Measuring the Dividends of Diversity
 By Cathy Gallagher-Louisy

association news
7 president’s message
8 editor’s message

9 contributors

departments
10 people and perspectives

How is diversity supported in 
your workplace—and what is 
the greatest benefit?

12 upfront and online 
HRVoice.org, LinkedIn  
and Twitter highlights

13 members’ corner
Diversity Unified  
by Volunteerism 
By Debra Finlayson, CHRP

14 training and  
 teambuilding

Hear and Now:
The Art of Listening

 By Amelia Chan, CHRP

XYBOOM: Eight Key  
Generational Issues
(& Opportunities) 
By Jane Terepocki , CHRP

18 peopletech
Embrace Diversity in
the Social Media Age 
By Anca Aroneanu, CHRP and 
Christine McLeod, CHRP

30 leadership
Bring Diversity Off the
Sidelines (And Into Play) 
By Michael Bortolotto

Different Thinking 
About Neurodiversity 
By Isabelle St-Jean

34 recruitment & retention
The Language of Business:
Courage Required
By Raluca Manolache, CHRP

‘Top Recruiter’ Taps Local
Talent for Global Challenge 
By Kyla Nicholson, CHRP

Bottom Up Succession:  
Diversity Key to Retention 
By Pam Paquet

40 workplace wellness
How Accessible is Your
Workplace...Really?

 By Mark Gruenheid

42  CHRP update
HR Urged to Focus on
Strategy and Finance Skills

43 raising the bar
Light at the End of the
Accommodation Tunnel?

 By Graeme McFarlane

44 bottom line
National Trends Evident In BC 
By Jock Finlayson

46 voice and vision
Olga Shcherbyna:
Seeking Diversity Clues

44

20

“It is never too late to give up your prejudices.”
—Henry David Thoreau

“Parents and schools should place great 
emphasis on the idea that it is all right to 
be different. Racism and all the other ‘isms’ 
grow from primitive tribalism, the instinctive 
hostility against those of another tribe, race, 
religion, nationality, class or whatever. You 
are a lucky child if your parents taught you to 
accept diversity.”

—Roger Ebert

“Recognize yourself in he and she who are not 
like you and me.”

—Carlos Fuentes

“Diversity and independence are important 
because the best collective decisions are the 
product of disagreement and contest, not 
consensus or compromise.”

—James Surowiecki
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upfront | president’s message

WWe l c om e t o ou r Fa l l e di t ion oF  
PeopleTalk. As a topic we take to heart 
in the HR profession, the ties between 
diversity and so much positive potential 
are clear. As always, the topical takes on 
dynamic meaning in the context of our 
own organizations and careers.

As previously vowed, I took the oppor-
tunity to sit down, listen and speak with 
BC HRMA members throughout the 
summer. Whether traveling to take part 
part in the Central and Southern Interior 
regions’ year end celebrations or speak-
ing locally at another BC HRMA event in 
Burnaby, the experiences have been eye 
opening. While the chance to connect 
one-on-one with many of you remains 
the obvious highlight, one thing became 
apparent—just how different the events 
were in the varying regions. 

Those differences in style and substance alike are what make 
each of our eight regions so dynamic. That they are underlined 
by a shared passion for our profession and our association is what 
make them so effective. By its very nature, from the make up of 
our membership to the breadth of the membership events across 
the province, BC HRMA is unified in diversity. To see that evi-
denced time and time again makes me feel extremely proud to be 
part of this association. It speaks to BC HRMA’s impact in com-
munities near and far, as well as the rewards of being a member.

This issue of PeopleTalk explores the impact of diversity on 
organizations, as well as some of the opportunities moving 

forward. As a human resources profes-
sional, I have faced challenges concerning 
diversity in my own working role in public 
education. When out visiting the schools, 
I see both the increasing diversity in our 
student population, as well as an organi-
zational challenge shared by many—the 
need to constantly revisit and adapt our 
programs and HR strategies to meet these 
changing needs from many perspectives 
such as culture, engagement and staffing.

Given that our classrooms are just 
snapshots of a broader demographic pic-
ture, I have often wondered if organiza-
tions as a whole are prepared to meet 
the challenges of the emergent diversity. 
As demographics continue to shift, they 
depict a future of ever greater diversity in 
the workplace. This makes the impact of 
diversity on the bottom line of any orga-

nization an issue every HR professional needs to recognize. There 
is peril in inactivity and great potential for those who both factor 
and embrace the ongoing change.

As you take a break from the heat of the Summer and settle 
into Fall, I hope you will take a moment to enjoy this thought-
provoking issue as you consider the important role we play as HR 
professionals in issues surrounding workplace diversity. 

Shannon Joly, CHRP
President, BC HRMA
sjoly@bchrma.org

BC HRMA: Unity in Diversity

Shannon Joly, CHRP

RCCs Are Helping Stressed Employees 
Get Their Lives Back

RCCs Are Helping Stressed Employees 
Get Their Lives Back

BC Association of Clinical Counsellors Enhamcing Mental Health All Across Our Province

Registered Clinical Counsellors (RCCs) 
are your best ally in improving employee health 
and productivity at a fair rate.
The BC Association of Clinical Counsellors 
represents over 2700 highly trained and 

accountable therapists, dedicated to providing the highest standard 
of professional counselling services. 

Call us at 1-800-909-6303
or visit us at www.bc-counsellors.org
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editor’s message

J
Of Obstacles and Opportunities

John F. Kennedy once said, “iF we cannot end now 
our differences, at least we can help make the world 
safe for diversity.” As an appeal to our essential shared 
humanity, these words have endured, if not ultimately 
prevailed.

While originally grounded in compliance-based 
models of hiring that ensured employment equity 
regardless of race, ethnicity or gender, building a better 
business case for diversity has greatly expanded its 
definition and exploded prior models. Its proponents 
have ranged widely from Albert Einstein to Maya 
Angelou to Malcolm Forbes who defined diversity as 
“the art of thinking independently together.”

In this issue of PeopleTalk, we delve into the science 
behind that art and explore the multiformity of opportunities that define the 
dividends of diversity. We also reach out to BC HRMA members to ask “How is 
diversity supported in your workplace—and what is the greatest benefit?” (p.10). 

Getting beyond the rationale for diversity to bring it forward as both a business 
driver and culture builder, the Canadian Institute for Diversity and Inclusion 
recently examined diversity measurement practices in Canadian organizations. 
The results of their landmark research lie at the core of this issue’s cover story 
“Measuring the Dividends of Diversity” (p.20). Unsurprisingly perhaps, diversity is 
firmly on the radar for nearly four-fifths of Canadian employers.

During our own discussions of diversity at the editorial table, the topic 
transformed from a thorny subject to take on a new bloom of definition—one that 
spoke to origin, but reached further to explore the hidden strengths within every 
individual, team and organization alike. 

From Mark Gruenheid’s exploration of “How Accessible is Your Workplace...
Really?” (p.40) to Michael Bortolotto’s first person appeal to “Bring Diversity off 
the Sidelines and Into Play” (p.30) to our back page interview with Olga Scherbyna 
of Diversity Clues (p.46), we go to source with those on the front lines of ongoing 
efforts. 

We also go between the lines to factor some of the enduring obstacles. 
Challenging the orthodox concepts of mental ‘disability’, Isabelle St-Jean serves up 
“Different Thinking About Neurodiversity” (p.32). What shines through in both 
Raluca Manolache’s “The New Language of Business: Courage Required” (p.34) 
and Amelia Chan’s “Hear and Now: The Art of Listening” (p.14), is that our greatest 
impediments are most often within: our fears, prejudices and faculties alike.

Fortunately, what began as a topic of affirmative action has evolved into an 
unparalleled opportunity and reality. As per Jane Terepocki’s “XYBOOM: Eight Key 
Generational Issues & Opportunities (p.16), Impact99’s “Embrace Diversity in the 
Social Media Age” (p.18) and Jock Finlayson’s demographic overview in “National 
Trends Evident in B.C.” (p.44), the world in which we live and work is already, and 
increasingly, heterogeneous.

What we make of it defines the true genius and ultimate dividends of diversity.

Jason McRobbie
editor, PeopleTalk
jasonmcr@telus.net

Jason McRobbie
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contributors

Each issue of PeopleTalk draws upon the HR expertise of our Advisory Council and the editorial acumen of 
thought-leading professionals. Here are just a few of those whose diverse efforts make our Fall 2013 issue greater 
than the sum of its parts.

Mark Gruenheid
How Accessible is Your 
Workplace...Really? p. 40

For over two decades Mark Gruenheid 
has focused on the inclusion of 
persons with disabi l it ies in the 
workforce. A graduate of UBC, Mark 
has a professional background in recruiting and has worked as a 
counsellor, marketer and job developer. As the manager of Abilities 
in Mind (AIM) at the BC Centre for Ability (abilitiesinmind.ca), 
Mark regularly facilitates workshops on disability awareness, 
vocational rehabilitation and job development. He envisions a 
world where “disabled” is not used to describe people. 

Amelia Chan, CHRP
Hear and now: the  
Art of listening p. 14

As the founder and principal consultant 
of  H igher  Opt ions  Consu lt ing 
Services(hr-options.com), Amelia 
Chan is passionate about operational 

excellence and employee engagement. Her boutique consultancy  
provides a wide range of human resources and immigration 
services to small to mid-sized businesses. While holding her 
CHRP, Amelia is also a Regulated Canadian Immigration 
Consultant (RCIC) and a BC Commissioner of Oath who enjoys 
volunteering with various non-profit organizations to support 
educational opportunities for training and development. 

Jane Terepocki, CHRP 
“xYBOOM: eight key 
generational issues  
(& Opportunities) p. 16

Jane Terepocki, CHRP is a recruiter 
and trainer in the human resources 
department at Mountain Equipment 
Co-op—Canada’s leading outdoor 

retailer (mec.ca). She takes pride in building collaborative, 
long-term relationships, and understanding the nature of the 
issues people face, so that she can improve their employment 
experience. Jane is a member of the International Leadership 
Association, and has attended conferences in the USA  
and Europe. 

Cathy Gallagher-Louisy
Measuring the dividends of 
diversity p. 20

Cathy Gallagher-Louisy is a diversity 
and inclusion leader and certified 
cultural competence trainer and coach 
with over 20 years experience in a 
range of corporate, government and 

non-profit organizations. As director of community partnerships 
and knowledge services with the Canadian Institute of Diversity 
and Inclusion (cidc.ca), she leads the institute’s research projects 
and develops key partnerships. Previously with Hewitt Associ-
ates, Cathy developed, implemented and led Hewitt’s diversity, 
sustainability, philanthropy, and community involvement 
strategies in Canada.

Michael Bortolotto
Bring diversity Off the  
Sidelines and into Play p. 30

Michael Bortolotto is a successful  
professional speaker and author  
(positiverebel.ca) who was diagnosed 
with Cerebal Palsy at the age of 16 
months. Through an extensive routine of time-consuming exer-
cises, he led himself beyond the various challenges and obstacles 
which threatened to prevent him from walking, talking, and 
using his arms, hands, and fingers. By using real life experiences 
and examples, he encourages, persuades, and leads audiences to 
rethink and realize that anything is possible with enough deter-
mination and a firm focus on results.

Jock Finlayson
national trends evident in Bc p. 44

Jock Finlayson is executive vice presi-
dent and chief policy officer at the 
Business Council of British Columbia  
(bcbc.com), an organization repre-
senting 250 large and mid-size BC  
companies and affiliated industry associations that together 
account for approximately one-quarter of all jobs in the province. 
In this capacity he directs the Council’s work on economic, fiscal, 
tax, environmental, regulatory and human capital issues of inter-
est to the province’s business community. Jock previously served 
as vice president of research at the Canadian Council of Chief 
Executives. Since 2007, he has served on the Board of Directors 
of the Bank of Canada.

abilitiesinmind.ca
hr-options.com
mec.ca
cidc.ca
positiverebel.ca
http://www.bcbc.com
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people & perspectives

Lynda Gerty

director of engagement
Vantage Point

Lynda Gerty is the director of engagement 
at Vantage Point and co-author of The 
Abundant Not-for-Profit: how talent (not 
money) will transform your organization. 
With over 15 years of leadership experience, 
Lynda thrives on harnessing the power 
of talented people to move causes and 
organizations forward. She has enjoyed 
previous adventures in grassroots community 
organizing, the travel industry and electoral 
politics—and is currently engaged as a board 
member with ArtStarts and HFBC Housing 
Foundation. 

At Vantage Point, we intentionally 
attract, engage and integrate people with 
a broad diversity of talent and expertise 
into our workforce. As a not-for-profit 
organization, our unique competitive 
advantage is our ability to pay talented 
people with meaning. Last year, our eight 
salaried employees worked alongside 
almost 200 knowledge philanthropists 
(in 235 different customized roles) as one 
integrated talent team. Together these 
people contributed passion, talent and 
expertise to further our mission.

This diversity of experience, skills 
and perspectives exponentially increases 
our impact in the community. Each 
time we connect with a new knowledge 
philanthropist, our team is invigorated 
by their unique perspective, insightful 
questions and innovative ideas—and 
our increased capacity to make new 
ideas happen. And the greatest benefit of 
engaging with the diverse brilliance of 
our community is that it replaces not-for-
profit scarcity with possibility. 

“How is diversity supported in your workplace—and  what is the greatest benefit?”

Barbara Walker, CHRP

 
HR manager
City of Whitehorse

Barbara Walker is the manager of human 
resources for the City of Whitehorse, Yukon. 
She holds an MA, Leadership from Royal 
Roads University and has held her CHRP 
since 2010. She is passionate about strategic 
leadership and is focussed on bring organiza-
tional values alive in the workplace.

Over my career, workplace diversity 
has has evolved from dialogue about valu-
ing visible minorities in the workplace 
towards our current struggle with valuing 
the observable and unobservable differ-
ences among employees. It remains easy to 
hold the ethnocentric view that everyone 
around us has the same world view, but in 
so doing we miss out on huge opportuni-
ties. Learning about the strength of our 
differences and building on our shared 
values creates opportunities for improv-
ing the customer experience, internally 
and externally. At the City, one of our 
diversity challenges is met by valuing the 
differences and strengths in generational 
abilities, needs and ambitions. 

A current example of diverse attitudes 
is the degree of comfort across genera-
tions with the rise of social media in our 
employee and external customer groups. 
The City is adapting our business pro-
cesses to enable electronic transactions 
and electronic inclusion into public and 
organizational policy decisions to bridge 
the divide between generational cultures. 

When we provide opportunities for 
feedback by all generations, we are better 
able to design tools, processes and prod-
ucts that will meet the needs of all of our 
citizens.

Andrew Woods

HR consultant
Lexxon

Andrew Woods, MBA is a professional speaker, 
university lecturer, trainer and author of 
BOOM! engaging and inspiring employees 
across cultures. He has provided leadership, 
management development, cross-cultural com-
munication, innovation and creativity work-
shops for over 400 companies in 16 countries. 
He is co-chair of the BC HRMA Fraser Valley 
roundtable on career advancement and volun-
teers as a business mentor for S.U.C.C.E.S.S. 
and Canadian Youth Business Foundation.

Accepting people for ‘who-they-are’ 
and embracing cultural and individual 
differences is crucial in today’s global-
ized economy. At Lexxon, we embrace 
cultural diversity across the organization. 
Our training team has a wealth of inter-
national and local training experience 
which provides depth, cultural sensitivity 
and the ability to train individuals using 
multi-modal techniques to ensure a uni-
form message across cultures and training 
with lasting quantifiable results.

Switched on businesses rely on their 
people to work together as a functioning 
team, but subtle and deeply ingrained 
beliefs and values often interfere. Most 
of us aren’t aware that we have prejudices 
that get in the way of open relationships. 
Transforming and re-framing a ‘them’ 
to an ‘us’ mentality breaks down invis-
ible barriers within an organization. 
The organization evolves into a culture 
of increased trust and improved moral 
which helps ensure better teamwork, 
higher productivity and increased profits. 
We see this both in our organization and 
those of our clients.
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“How is diversity supported in your workplace—and  what is the greatest benefit?”

Gena Amulung, CHRP

HR and employee benefits
Capri Insurance Ltd.

Gena Amulung, BMgt, CHRP is human 
resources and employee benefits at Capri Insur-
ance Ltd. based in Kelowna. With 10 years of 
experience in a variety of industries in both 
Alberta and British Columbia, her background 
in customer service and employee benefit 
programs has allowed her to expand her HR 
experiences into the insurance industry. The 
current HR role is relatively new to Capri and 
she is excited by the opportunity to contribute to 
a vibrant workplace. 

Capri is one of the largest insurance bro-
kerages in the Interior of British Columbia. 
Consequently, we service a diverse clientele. 
It’s important to us to hire a workforce 
which reflects the community we serve in 
terms of gender, ethnicity and age. As an 
added benefit, clients are serviced by friends 
and neighbours who understand their  
specific needs. 

Employees describe working at Capri 
as being part of an extended family. New 
employees receive a company orientation 
where they learn about Capri’s culture 
from our CEO. We enjoy successfully built 
programs that encourage and reward 
employees who contribute back to the work-
place by bringing forward new processes or 
ideas to create a better workplace. 

Participation in wellness campaigns 
and community charities allow employees 
to share interests and create bonds that 
extend beyond the workplace. Activities are 
employee led. They choose the method and 
means to support diversity and strengthen 
our Capri family.

Brenda Wagner

 
director of HR
Axis Family Resources 

Brenda Wagner obtained a Bachelor of Arts 
Degree in Psychology in 1989 and Post Bac- 
calaureate in HR Management in 2005. She 
has worked supporting adults with autism 
and developmental disabilities in a manage-
ment role with Axis Family Resources, as an 
HR coordinator at Finning, and returned to 
Axis as director of HR in 2007. Axis Family 
Resources is a multi-service social services 
agency that has served children, youth, adults 
and families since 1992. 

The greatest benefit of diversity is 
the opportunity to learn about different 
approaches to situations, building stron-
ger relationships, better understanding of 
people and a more accepting staff group.

Axis Family Resources is a social ser-
vices agency that supports the diverse 
people and staff we serve in many ways. 
We hire staff of all ages, gender, sexual 
orientation, staff who have struggled 
through challenges that many of our 
youth/families are going through, and 
staff with different cultural, experience 
and educational backgrounds. 

We celebrate people’s differences and 
work within their skills and abilities 
to achieve their goals. Our staff review 
cultural awareness on an annual basis 
and encourage those want to be involved 
to maintain their culture or differences 
in their lives. We have an annual Team 
Day—and coincidentally this year’s 
theme is Diversity. Each region creates fun 
activities for staff to participate in while 
they learn how diversity in the workplace 
makes for a stronger workplace.

http://www.canadianhrpress.com
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Team esteem is one of the most important drivers of 
organizational effectiveness in the workplace. Team 
esteem can be described as how people feel about the 
team, as well as how people feel about being a mem-
ber of the team. Moreover, team esteem can have a 
powerful impact on any workplace. hrvoice.org/five-
top-team-esteem-blocking-behaviours/

Five Top Team Esteem  
Blocking Behaviours 

Is your pizza being delivered by an agriculture  
engineer from Dubai? We have all heard the familiar 
story of how highly-skilled, internationally-trained 
professionals are wasting time in low-wage survival 
jobs. Does this happen because of inadequate lan-
guage skills? hrvoice.org/improving-communication-skills-with-immigrant-employees/ 

Improving Communication Skills  
with Immigrant Employees 

In the past, the North American workplace was quite  
homogeneous. Workers, for the most part, knew the 
unwritten rules about what was expected and how 
things were done. Today’s workforce, however, includes 
employees from various backgrounds who bring with 
them different workplace perspectives, preferences and 
expectations. The rules can no longer remain unwritten. 
hrvoice.org/successfully-leading-a-diverse-workforce/

Successfully Leading a Diverse Workforce 

Research confirms that training often has a cogni-
tive bias in its design and delivery. Whether you use 
MBTI, KAI or DISC, it’s obvious that people do not 
think alike. Yet do we use this insight when design-
ing training programs? The research suggests not. 
hrvoice.org/do-your-training-programs-assume- 
people-think-alike/

Do Your Training Programs  
Assume People Think Alike? 

BC HRMA LinkedIn Weighs in On 
“Reasonable” Termination Notice

Georges Gracieuse, CHRP asks: What 
would you consider to be a “reasonable” 
working notice for the termination of the 
services of a senior sales person of 50 years 
working 11 years with the company.

Karin Wills responds: Even the best 
intentioned employee may tend to curb 
their normal enthusiasm once they have 
been told “we want you to work for “X” 
more weeks, then we don’t need you 
anymore”. That person, aside from having 
to present a professional face to customers 
during that time frame, also has to act on 
finding something new. That is a difficult 
situation to be in and everyone will 
manage it differently. 

Kael Campbell, CHRP responds:  
A recent round of termination by an EPC 
firm provided 8 weeks notice, 18 weeks 
severance pay and career counseling for 
someone with similar length of service. 
I would highly recommend the company 
contact an employment lawyer so they 
can fully understand the obligations and 
liabilities that could arise.

Dr. Eli Sopow responds: ”Working 
notice” can be an emotional death 
sentence to many, especially if it is 
unexpected. I personally am very opposed 
to such concepts as “working notice” and 
“constructive dismissal.” All work requires 
an emotional and personal investment, 
some activities far more than others. 
Unfortunately some employees define 
themselves by what they do, not by what 
they are as humans. In such cases losing 
a job is far more than losing work. It is 
also a loss of identity, self-image, and 
hope. “Working notice” can be extremely 
traumatic, akin to a slow but inevitable 
death.

Top BC HRMA Tweets

RT @CareerBuilder: Leaving your job 
doesn’t have to ruin your career—#HowTo 
make a graceful exit: cb.com/1doqV0O

Managers and Gen Y: The mindsets that 
keep them apart ow.ly/oyOlF

RT @bhv: A Creative Approach to Career 
Development - @BCHRMA ow.ly/onRhn

By  G ob inder  G i l l

By  J e f f  Mad igan

By  Ed B ernack i 

The results of the 2013 HR Trends Survey  
demonstrate continued expectations for steady or 
increasing revenue, a need to be flexible to operate 
in an environment of reorganization, restructur-
ing and change, and a need to access talent that can 
manage these changes and deliver on organizational 
revenue targets. 
hrvoice.org/hr-trends-survey-2013-key-results/ 

HR Trends Survey 2013: Key Results 

By  Randy Kennet t

hrvoice.org/five
hrvoice.org/improving
hrvoice.org/successfully
hrvoice.org/do
cb.com
ow.ly/oyOlF
ow.ly/onRhn
hrvoice.org/hr
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 members’ corner

By  D ebra  F in layson ,  CH RP

I
n The Difference: How the Power of Diver-
sity Creates Better Groups, Firms, Schools, 
and Societies, author Scott Page explains 
how diversity trumps like-mindedness 

through the four dimensions of cognitive 
diversity: perspectives, perceptions, solu-
tion generation and predictive models. 

Diversified teams offer what Page 
calls “super-additivity”. When a group 
of people work together and one per-
son makes an improvement, the others 
can often improve on this new solution 
even further—improvements build upon 
improvements. (Princeton, 2007)

Volunteers Define BC HRMA Value
Such diversity is built into the DNA of  
BC HRMA membership, just as the spirit of 
volunteerism serves as an integral driver of 
member value. At every level, volunteers 
make it happen, bettering their industry, 
association and lives in the process.

When peering through the lens of 
diversity, there are few association bod-
ies as all-encompassing as BC HRMA. 
Its vision, to be recognized as the ‘place’ 
for leading people practices, holds 
significance at every level within its struc-
ture—as well as impacting the broader 
business community.

BC HRMA is a volunteer-driven orga-
nization, led by a board of directors 
whose expertise establishes and guides the 
vision, mission and mandate of the asso-
ciation. Within their ranks, there is a wide 
array of business and human resources 
leaders spanning industry sectors, each 
selected for their knowledge and experi-
ence to ensure BC HRMA is a viable and 
professional entity within and outside the 
association—both today and tomorrow.

The membership itself spans the expe-
rience scale from student to senior HR 
and business leader, across all industries. 
Moreover, BC HRMA membership reaches 
vertically and horizontally within organi-
zations. This diversity has given rise to a 
value offering that both addresses the wide 
breadth of membership needs and utilizes 
their wealth of skill sets and professional 
experience—benefiting industry and 
member alike. Uniquely volunteer-driven 
in many aspects, the inclusive platform 
of roundtables, symposiums and other 

learning events is constantly evolving 
according to member demand and desire.

Member Benefits a  
Collaborative Creation
In the summer issue of PeopleTalk, Tim 
Read, CAE, stepped into this Member’s 
Corner column to outline the wide range 
of BC HRMA member benefits and high-
lighted the development, networking and 
savings made available through the asso-
ciation’s products, services and programs. 
Our network of volunteers is the key to 
this offering, providing a rich body of 
expertise that supports a collective matrix 
of energies and experiences which link 
member’s services to member needs.

Internally, BC HRMA staff work 
directly with various volunteers to gar-
ner needed advice. Volunteer committees 
provide innovative and creative thought 
at every juncture, including the annual 
conference and tradeshow, professional 
development programs and member 
communications such as HRVoice.org and 
PeopleTalk.

Another key group of volunteers, the 
regional advisory councils (AC) and com-
mittees operationalize the vision, mission 
and mandate of the board throughout  
BC HRMA’s eight regions assisted by their 
member relations manager (MRM). These 
councils provide a representative voice for 
each region that reflects the diverse geo-
graphic, industry and experience levels of 
BC HRMA members. 

Recognition of Shared Success
It is the diversity within the collective 
expertise and experience of our volun-
teers that defines the true value offering 
of the BC HRMA—key to moving mem-
ber events and services from good to great 
such as HR Connects, HR Community 
Showcases and the HR Café to name to 
name just a few.

While the BC HRMA volunteer con-
nection runs along multiple lines, its 

frontline are the membership leads, 
phone ambassadors and event hosts who 
welcome new members into the commu-
nity. The regional AC’s provide plenty of 
support here too, creating regional CHRP 
study groups and connecting mentors to 
protégés in the mentorship program. 

In keeping with the culture of respect 
fostered by the members, our volunteers 
also seek out those deserving special rec-
ognition through the BC HRMA awards 
program. That these recognitions extend 
from giving out scholarships to those 
beginning their HR career journey to 
those leading the profession to new 
heights, is indicative of both the asso-
ciation’s breadth and meaning to those 
within the membership. 

What our volunteers have recognized 
and shared in abundance is the powerful 
opportunity to grow and develop both their 
careers, as well as a bigger picture grounded 
in both community and commerce. 

The Volunteer Opportunity and Impact
For those seeking to become involved 
with BC HRMA, connect with your 
regional MRM and let us understand your 
professional needs so that we provide 
an overview of current opportunities. 
Change is constant, so an ideal fit may 
be just around the corner. As MRMs, we 
strive to create meaningful volunteer 
experiences thriving from the shared suc-
cesses that emerge.

There is tremendous satisfaction 
der ived f rom working with such a 
diversely-skilled group of volunteers. 
Their hearts, minds and voices have long 
defined BC HRMA—just as their collective 
efforts have redefined both the member-
ship value and full scope of HR.

As a member relations manager for 
BC HRMA, I can assure you that noth-
ing brings a wider smile than being 
asked about the on-going initiatives of 
our regional volunteers. The answer is 
always along a similar line: they are doing 
amazing things—for one another, the 
association and their organizations. 

Debra Finlayson, CHRP, MA (c.) is BC HRMA’s 
Member Relations Manager for the Fraser  
Valley and Greater Vancouver regions.

Diversity Unified by Volunteerism

“Our network of 
volunteers is the key”
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HR professionals seek inspi- 
ration, insights and ideas 
on a daily basis. After all, 
herein dwells innova-

tion and no small measure of fulfillment. 
However, the greatest asset available to 
HR in this arena is often the most under-
utilized—namely, our listening skills.

Neither the challenge nor the barriers 
are unique to HR, but shared by every-
body on the planet to varying degrees. 
Nonetheless, nobody likes to have poor 
listening skills pointed out.

What if there was an extreme upside? 
What if a measure of humility might 
restore both the humanity of communi-
cations and provide better business results 
than imagined? Can listening really make 
that much of a difference?

The Most Critical Skill of All
According to author Bernard Ferrari who 
wrote Power Listening: Mastering the Most 
Critical Business Skill of All, the answer is a 
definitive ‘yes’. Ferrari holds good listen-
ing in the pole position for leading busi-
ness success and integral to gaining the 
fresh insights and ideas which maintain 

that success. Using his version of the 
80/20 rule, we should devote 80 per cent 
of each conversation to listening and only 
20 percent to speaking—primarily asking 
questions.

Unfortunately, while the math ratio of 
ears to mouth supports the importance of 
listening, Ferrari points to just the oppo-
site in terms of where our efforts are most 
often focused. Presentation has become a 
primary skill set, especially in our inter-
connected, multi-media moment. Given 
the exponential growth of communica-
tions technologies, the core concentration 
on communications is understandable. 

While presentation is key, good listen-
ing is the foundation upon which better 
business is built. However, many execu-
tives take listening skills at face value and 
spend little time in their development. 

As communicators, we have come far. 
As listeners, we need a rethink.

Three Traits of Great Listeners 
The thrust of Ferrari’s research is that 
listening and great leadership are intrin-
sically linked. Of greater application are 
the three core traits he identifies in any 

great listener. Across industry and rank, 
they show respect for others’ ideas, talk 
less than they listen, and challenge the 
assumptions and subtext underlying each 
conversation.

The art of listening requires “slowing 
down” to be in the moment. If we are to 
understand the essence of what others are 
trying to convey, conversations need to be 
approached differently. While invariably 
there are desired outcomes for both par-
ties in any conversation, the opportunity 
to recognize the contributions being 
made and explore beneath the surface 
yields valuable outcomes.

If we want to motivate and engage, we 
need to keep the lines of communication 
open and reciprocal.

The more tools we apply, the more iso-
lated or separate from each other we often 
seem to become. We are caught up with 
the tools but not the “talk”. The greatest 
gift we can give others is being present in 
the here and now.

While modern technologies can be 
used creatively for dynamic exchange, 
they can also reduce communications to 
a series of “me to you” messages—neither 

By  A mel ia  Chan ,  CH RP

Hear and Now: 
The Art of 
Listening 
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requiring nor generating a great deal of 
engaged interaction between parties. Like-
wise, the hierarchical history of the work-
place has been traditionally grounded in 
similar uni-directional communications.

Two Steps Ahead  
(or Getting Ahead of Yourself?)
This leads to a breakdown in commu-
nications, which is understandable.  
Fortunately, it is also remediable.

We often hear what we want to hear 
instead of listening without judgment and 
for comprehension. We aren’t connecting 
when we are just moving the conversation 
along—and people can sense it when you 
are only going through the motions or 
paying lip service with your ears. 

Part of the reason for that is the inher-
ently task-driven mindset that predomi-
nates in many work cultures. This creates 
a checklist mentality, whereby the nuance 
of response is easily passed over. Selective 
hearing is a common enough affliction 
for the goal-oriented, but perfunctory 
listening is more pervasive. As a result, 
despite the key messaging and cleverness 
of our communications, much of what we 
have to offer one another, whether frus-
tration or innovation, simply fails to be 
addressed—or possibly even heard.

We are trained to look for the skills, 
knowledge and experience for the imme-
diate roles to be filled. In doing so, we 
can fail to recognize of the value-added 
qualities of a candidate once they become 
employees. It’s these hidden talents and 
special qualities that our future stars need 
to develop to become the leaders of tomor-
row. We just need to be more aware of the 
potentials to be found outside the scope of 
our expectations.

While it might be a truism for HR 
professionals, we can’t truly get to know 
people if we aren’t listening to them.

The Universal Language
Listening is the true universal language. 
It doesn’t matter whether we are familiar 
with the dialect or understand the words. 
The meaning (and interpretation of the 
intent) comes from more than the words 
being used via all the nonverbal cues of 
the message being delivered. The words 
themselves actually only communicate a 
small percentage of the message. 

When we are relying solely on technol-
ogy to communicate, we can actually be 

missing up to 80 per cent of the actual 
communications—and the potential.

Human resources is really about com-
munication at its core. We, as a function, 
are employed to think for our living—and 
our ears are our minds best asset. We can’t 
provide strategies when we don’t have a 
good handle on the situation. For this, we 
need to listen. 

Listening with Fresh Ears
Beyond Ferrari’s three essentials, consider 
the following:

Anchor Your Intentions: Make a list 
of things you need to do and prioritize. 
Clear your mind of the chatter through 
active meditation. Focus gives you clarity 
of action and the presence of mind to be 
open and “available” to your management 
team and employees.

Be, Hear, Now: Be cognizant that we are 
neurologically incapable of hearing and 
formulating a response at the same time, 
so be in the moment. Instead of waiting 
for the next moment to speak or focus-
ing on making your point, hear what the 
other person is telling you – this includes 
all body language, visual cues and tone.

Tailor Your Talk: Focusing on your 
audience is the key to creating compact 
communications tailored to their ears and 
your mutual need. It also keeps your talk 
to a tailored minimum and ears open to 
opportunity. This fits well with Ferrari’s 
80/20 approach and allows your conversa-
tion partner a full 80 per cent input.

Reflect, Question, Connect: If we are 
basing our responses on our assumptions 

or imperatives alone, we are listening to 
understand. Commit as much of your 
talking as possible to asking questions. 
This not only garners valuable informa-
tion, it provides assurance that you are 
indeed listening—and that your conver-
sation partner is being heard. While this 
fuels innovative potential, it also builds a 
reciprocity of respect.

Avoid Assumptions: We have all judged 
books by their cover only to ‘discover’ 
their worth later. In HR, there is seldom 
a later without consequence. Talent is 
hired elsewhere and turnover tells its own 
internal tale. Consciously or not, in a busy 
environment and our rush to ‘get things 
done’, we make a lot of quick judgments 
of an individual or a situation. 

Superficialities can be misleading. 
Diversity in culture and communication 
styles can also lead to misunderstandings. 
These simple errors can lead to ineffec-
tive interactions, impasses or even bigger 
problems. Fortunately, they can also be 
eliminated with more mindful exchanges 
from the start.

Lead With Your Ears (and Actions): 
People are influenced and inspired by con-
viction and clarity of action. Leadership 
needs HR to foster that connection with 
the executive, managers and employees 
alike. Employees want to be heard, but 
need to see that what they say and do 
makes a difference. CEOs, executives and 
managers need to lead with words and 
actions that showcase vision, humility 
and interest. The reason for HR’s seat at 
the table in the modern ‘idea’ economy 
has never been more apparent.

While all of us can further hone our 
listening skills, it is refreshing to realize 
how a small shift in our attentions can 
remove many of the existing obstacles 
to innovation and productivity in the 
workplace. There is no need for a complete 
overhaul, just some fine tuning and smart 
modifications applied to break the great-
est communicator barrier of all—the one 
between our ears. 

As founder and principal consultant of Higher 
Options Consulting Services (hr-options.com), 
Amelia Chan is passionate about operational 
excellence and employee engagement. Her 
boutique consultancy provides a wide range 
of human resources and immigration services.

“break the 
greatest 

communicator 
barrier of 

all—the one 
between 
our ears”

hr-options.com


16  p e op le ta lk  |  Fal l  2013 

G
reat ideas are most often born 
of tough questions.

In May 2013, I was a panelist 
for the XYBOOM Conference, a 

multi-generational event that owes its ori-
gins to a good conversation—in this case 
between a few 20-somethings scratching 
their collective heads. 

How was it that such a well-educated 
generation was unable to find work in 
their fields of interest?

From that conversation, the first full 
day event emerged in 2012 with a simple, 
yet complex, mission: to facilitate intergen-
erational understanding and collaboration 
of shared dialogue, and to develop mentor-
ship and research opportunities.

Well run, dynamic and thought-
provoking, the relevance of the XYBOOM 
Conference continued to grow in its second 
year. From two morning panels to live case 
studies in the afternoon followed by a Wis-
dom Café, the opportunity to share views 
and questions were constant throughout 
via social media and face-to-face.

Our panel tackled a question on the 
minds of all in attendance: “In the Work-
place: What Generational Issues Hinder 
Organizations Today?” Together with 
Carol Chiang, partner, KPMG, Val Litwin, 
VP, franchise operations, Nurse Next Door 
and James Palmer, VP, sales and market-
ing, Great Little Box Company, the panel 
generated a strong exchange of ideas and a 
succinct summary of eight key issues.

1. Intergenerational Issues in the 
Workplace Are Not New: However, 
new dynamics such as employees stay-
ing in the workplace longer and flattened 
organizational hierarchies have forced 

intergenerational issues to the forefront. 
There is more generational blending with 
various generations working as cohorts 
rather than hierarchical structures, which 
may also result in more space for genera-
tional conflict.
Opportunity: Different generations 
working closely can foster different per-
spectives and increase creativity—it is 
important to embrace generational diver-
sity and challenge organizations or 
systems that don’t. There are also more 
opportunities for mentorship within the 
wider spectrum of experiences.

2. Practice Emotional Intelligence: 
With the various generations together in 
the workplace, it is important to practice 
emotional intelligence and be aware of 
individual and generational preferences
Opportunity:  Knowing when to  
compose an email that demonstrates 
formality and respect vs. an email that 
is brief and to-the-point may involve 
understanding generational preferences. 
Communications need to be customized 
based on who the audience is. The ultimate 
goal, regardless of generation, is effective 
communications. 

3. Culture-based Hiring: Those in 
hiring positions make decisions based on 
limited time spent with the candidates 
(e.g. the 45 minute interview) while can-
didates often focus on short-term needs 
such as immediate pay.
Opportunity: When hiring, more time 
must be spent on determining cultural 
fit and soft skills; these traits should take 
precedence over generational perceptions 
and hard skills.

4. Fostering Passion: Individuals can 
and should bring their passion to an orga-
nization. However, organizations must 
have a clearly communicated rallying cry 
that channels these passions effectively.
Opportunity: If people know what the 
organization needs from them, it will help 
to drive the passion within themselves. 
Passion can also be complemented with 
recognition and reward programs.

5. Succession Planning: People change 
careers more often today and retention 
strategies need to keep pace. The average 
duration for individuals of any generation 
with a company is about five years. This, 
combined with flattened organizations 
and people delaying retirement makes 
workforce management especially tough.
Opportunity: Companies need to bal-
ance succession planning for tomorrow 
vs. managing the perceived bottlenecks 
of today.

6. Work/Life Balance for All Gen-
erations: There is a shift taking place 
that puts higher importance on work-life 
balance. When compared to other coun-
tries with rapidly growing economies such 
as China or India, our workforce is not as 
high strung.
Opportunity: Create meaningful flex-
ibility for employees. For instance, flex-
ibility can be in the form of allowing work 
from home when it makes business sense, 
or a focus on output rather than hours 
worked. BC-based businesses may need 
to manage perceptions they are not as 
competitive as their counterparts in other 
parts of the country and globally.

By  Jane  Terep o ck i ,  CH RP

XYBOOM: 
Eight Key Generational Issues 
(& Opportunities) 

“The world has never been richer, and yet we somehow cannot see 
how we can leave the next generation a world better than what we 
inherited. Are you willing to imagine together and take risks to  
realize possibilities for a better future?”

training and teambuilding
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7. Work Ethic and Perception: It is 
evident that all generations work hard, 
but do younger generations expect to be 
recognized and rewarded for their hard 
work faster? There is a perception that 
Gen Y-ers are not as willing to put in the 
hours to build a strong foundation but 
are more focused on instant gratification. 
While companies need to be transparent 
that long hours are the norm (if that is the 
case), potential and new employees still 
need to understand strong work ethics are 
what is valued.
Opportunity: Mentorship is important 
for putting expectations in context. It 
can be a great way to build organizational 
trust and empowers individuals to be their 

own leaders and figure out how they want 
to move forward. Mentors can be sought 
within an organization but also in the 
community, which can then extend men-
torship into life experiences.

8. Unpaid Internships: There appears 
to be more and more unpaid internships. 
Young people and new graduates are faced 
with the cost of working in unpaid intern-
ships in order to gain experience to be 
more competitive for paid positions.
Opportunity: If faced with the decision 
to accept an unpaid internship, negotiate 
what other benefits the position would 
result in (e.g. contacts, leads for paid 
employment).

It is amazing how one day of exchang-
ing ideas and experiences can help define 
the genuine generational issues at the 
heart of the workplace AND unearth a 
wealth of possible solutions. At the end 
of the day, it does not matter if you are 
X, Y or Boomer, only that you recognize 
the dreams and aspirations of others. In 
that regard, forums such as XYBOOM 
which bring all generations together, go 
a long way towards creating the working  
solutions needed most. 

Jane Terepocki, CHRP is a recruiter and  
trainer in the human resources department 
at Mountain Equipment Co-op—Canada’s 
leading outdoor retailer (mec.ca).

Changing the 

mindset of the 

community to 

promote instead 

of look down on 

trades. #xyboom - Jonathan Tsang 

@OfficeCritic

 

Blend of working together, cross-

mentorship, coaching and sharing 

lead to better partnerships - Carol 

Chiang #XYBOOM - XYBOOM 

Conference @XYBOOMdotCOM

“It’s about emotional wisdom 

& respect, acknowledging that 

we are at different stages and 

backgrounds”- @vlitwin #xyboom - 

CYBF BC @ CYBFBC

 

Last audience question: how 

do you get dialogue to start 

within your company? #XY- 

BOOM - XYBOOM Conference@

XYBOOMdot- COM

#xyboom panel highlighting the 

need for effective workplace 

communication skills to help 

unleash passion & chemistry - 

Connie Chong @connie_chong

Audience question: Younger 

generation demands flexibilty, 

but is the current workplace 

feasible to achieve this? #XYBOOM 

- XYBOOM Conference @

XYBOOMdotCOM

It’s the relationship building  

and informal conversations  

that lead to successful formal 

business pitches and ideas 

#XYBOOM - Carolyn Shum@ 

shumbum1210

 

Overheard at #XYBOOM: “At  

the end of the day we are all 

human” - XYBOOM Conference  

@XYBOOMdotCOM
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Embrace 
Diversity in 
the Social 
Media Age
By  A nc a A roneanu ,  CH RP  and  Chr i s t ine  M c L e o d ,  CH RP

D
iversity is defined as “the condition of having or being 
composed of differing elements: variety.” 

Variety itself is the spice of life—something that 
extends to today’s workplace. We can now speak our 

mind, complain, celebrate, share, and learn instantly through 
a variety of tools. That variety is considerable and loaded with 
potential for organizations and individuals alike.

The Evolution of Connectivity
The business world has changed and continues to do so—espe-
cially the way we connect. We used to communicate face to face 
alone. Then came the telegraph followed by the telephone and 
fax. Then email revolutionized the workplace. Instant messaging 
quickened the scenario considerably. We no longer had to get up 
from our desk to talk to someone. Cell phones emerged the size 
of shoe boxes and quickly shrank in size 
while growing in usage: smartphones. 

THEN came social media. 
Do you know how many social media 

tools there are out there? I don’t. The 
number changes every day. Only a decade 
ago, most of us only had one phone and 
one email address at work. If you needed 
something from a colleague, the deci-
sion to call or email was relatively easy. 
Now, employees can choose from any of 
many tools to communicate and collabo-
rate. Moreover, the word ‘social’ does not 
negate the fact that there are tools for all facets of business: social 
advertising and marketing, analytics, employee facing, customer 
facing, and the list goes on and on. 

Facing Down the Fear Factor
So why are some companies terrified of social media?

Perhaps it’s a numbers game and some business leaders are 
feeling a bit intimidated. There IS power in numbers and the 
number of employees conversing online grows daily. To think of 

this in terms of ‘the company’ vs. social media is both destabiliz-
ing for any internal culture and pointless. Good luck overpow-
ering something that multiplies faster than you can say ‘social 
media.’ 

Regardless, some companies have decided to take the avoid-
ance and denial route. ‘Social media is distracting our employees 
so we are going to ban everyone from using it at work.’ But wait—
employees have smartphones WITH social media tools on them. 
‘Okay then, we will ban employees from using their smartphones 
at work.’ 

Tying Tools to Productivity
How effective is this mentality? This is obviously not a produc-
tive dialogue for any organization. The telephone used to be 
viewed as a distraction, as was email. 

In fact, email is still one of the big-
gest enemies of productivity. A survey of 
corporate email users done by Osterman 
Research showed that on average, we spend 
2.5 hours per day working with email.

However, while it may feel productive 
to put emails into folders, respond and 
delete—that’s not productivity. Labour 
productivity is defined as the amount of 
goods and services produced by one hour 
of labour. When email is checked, noth-
ing is produced.

Even worse, if employees spend more 
than a quarter of the work day on email, how does collaboration 
prosper? Two or more brains are better than one. Unfortunately, 
even if the workplace is dynamically diverse, the majority of 
those valuable contributions are stifled by such routines as email 
management. Email has a definite function, but is a poor reflec-
tion of social media’s productivity potential.

Nonetheless, social media has just as often been painted with 
the ‘time-wasting’ brush. Logically, it makes sense to assume 
that with more online tools productivity should decrease even 

“if your 
organization 

is living in 
denial, it will 

not be able to do 
so for long”
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Sendgine. We have ‘trains’ for all the dif-
ferent aspects of Impact99. We can share 
files, comment on posts, and create ‘to do’ 
lists. What I love about working on Send-
gine is that I never feel like I’m ‘out of the 
loop.’ There is complete transparency and 
clarity in everything we do. While virtual, 
it has been the best environment I have 
ever worked in. Social tools = motivation 
and engagement.

Social media tools increase collabora-
tion and productivity in today’s diverse 
work environments. The corporate land-
scape is changing. Just as we embrace 
diversity with our human resources, it’s 
time to apply this acceptance to social 

tools as a means of unlocking the poten-
tial of that diversity. 

It does not matter which tool you use, 
but if your organization is living in denial, 
it will not be able to do so for long. Compe-
tition, collaboration and innovation are key 
to any business success—and social media 
is both a driver and a provider in these cru-
cial areas. Don’t be afraid of diversity and 
change. Engage with social media. 

Anca Aroneau, CHRP is event coordinator 
for Impact99 (impact99.ca) and Christine 
McLeod, CHRP is Impact 99’s chief possibili-
ties officer.
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further, but this is not the case. Microsoft 
has recently completed a two year study 
and found that employees who use social 
media are more productive.

Furthermore, employees noted that 
management underestimates the benefits 
of using social tools and that they could 
perform their jobs better if management 
was more supportive of social tools.

Banning social tools is clearly not the 
answer if organizations expect high pro-
ductivity, collaboration and engagement.

If You Can’t Beat Them...
Many companies are already embracing 
social media and seeing results. They are 
using social media tools at every level 
from marketing to HR, and as a result, 
have gained exposure, increased sales and 
developed their brand image. 

However, as mentioned, there are so 
many tools available. How do you choose 
what’s best for your organization?

A simple Internet search brings up a 
wealth of articles on different tools avail-
able and how to choose the best one. 
The truth is it doesn’t matter what social 
tool(s) you use. Just pick one (or several) 
and see where it takes you. Like any other 
tool you use in your organization, its 
effectiveness needs to be gauged accord-
ing to how it helps achieve agreed upon 
company goals.

Moreover, when the same technologies 
are put to use by teams working together, 
the results can even surpass strategic 
expectations. And if you are allowing peo-
ple to work together, you will be amazed 
at what they can achieve (and no micro-
managing required!) The collaborative 
effectiveness unleashed by social tools is 
best served by a quick anecdote.

Why Social Media Works
As the event coordinator for Impact99, 
I am part of a national team and not 
one member of our team lives less than 
an hour apart. How do we get anything 
done? While we certainly don’t have a 
central office, we are always in touch. We 
have regular team meetings using Google 
Hangouts. We discuss and debate topics 
using Twitter, Facebook and the Impact99 
blog. 

Ninety-nine per cent of our com-
munication takes place on social plat-
forms. Last year, we used 37 Signals and 
BaseCamp. This year, we collaborate on 

“Ninety-nine 
per cent of our 
communication  

takes place on 
social platforms.”
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cover story

By  C athy  Gal lagher - Louisy

Measuring the 
Dividends of 

Diversity 

Imagine a company launching a new product 

or service without the ability to measure sales 

and profitability. 

Imagine a public sector or non-profit 

organization launching a new public service 

without the ability to track how much it costs 

or how many people it will serve. 

Unthinkable, right?
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Yet, surprisingly, most organizations do not apply the same 
rigour to measuring the impact of diversity and inclusion (D&I) 
initiatives.

Many organizations today understand the business case for 
D&I. Our workforces, customers and the public are all becoming 
increasingly diverse. Organizations that are not addressing these 
changing demographics stand to experience negative impacts, 
including: 

• loss of market share amongst different communities; 
• decreased ability to serve the diverse population; 
• loss of access to talent; 
• lower employee engagement and higher turnover rates 

among underrepresented groups of employees; and
• many other potential impacts.

Employers already understand these issues exist and there 
is growing pressure to address them. Yet, how can organizations 
ensure they are going beyond understanding the rationale for diver-
sity to actually improving inclusion within their workplaces? Are 
your diversity efforts making your organization more inclusive? 

These questions confound most HR and diversity and inclu-
sion practitioners and very few have the answers. With this in 
mind, the Canadian Institute of Diversity and Inclusion (CIDI) 
committed to the research required. 

The CIDI is a national non-profit organization, that is quickly 
becoming a trusted advisor for all issues related to diversity, 
inclusion, equity and human rights management within Cana-
da’s workplaces. Our goal is to help employers, business leaders, 
HR and D&I practitioners effectively address the full picture 



22  p e op le ta lk  |  Fal l  2013

of diversity within the workplace by providing innovative and 
proven strategies, research, measurement tools, and educational 
supports with the goal to help improve the overall inclusivity of 
the Canadian workforce.

New Research on Canadian Organizations
The new research report, What Gets Measured Gets Done: Measur-
ing the Return on Investment of Diversity and Inclusion, examines 
diversity measurement practices in Canadian organizations. Our 
research was comprised of a comprehensive literature and web-
site review, an online survey with responses from 56 Canadian 
employers, and 19 in-depth research interviews with D&I leaders 
across the country. 

While many are committed to D&I, our research found few 
organizations conduct even the most basic of measurements.

Diversity & Inclusion is a Strategic  
Priority in Our Organization (Really?)
Nearly four-fifths (79.6 per cent) of Canadian employers who 
responded to our survey indicated D&I, equity and human rights 
are considered a strategic priority within their organizations. 
However, less than one-fifth (18.8 per cent) reported that they 
measure the impact, efficacy, or return on investment (ROI) of 
their diversity initiatives. 

This is puzzling. How many other strategic initiatives does 
your organization NOT measure?

Many organizations invest significant resources in D&I initia-
tives. Why would so many organizations NOT measure something 
they consider to be a strategic priority? How can they know 
whether their efforts are effective and having the intended impact? 

Fewer Than Half Collect Basic Demographic Data
Just over half of the survey respondents (52.9 per cent) had con-
ducted an employee census or asked employees to self-identify 
based on demographic categories. That means nearly half of 
employers do not track the most basic demographic information 
about their employees.

Why does this matter? If you don’t understand who is in your 
organization, how can you develop strategies that respond to 
their needs?

Gathering employee demographic data is widely considered 
to be a basic practice and a first step for organizations dedicated 
to focusing on diversity and improving inclusion. 

“The primary purpose of diversity 
measurement and scorecards is to 

answer the questions: Are we making 
our organization more inclusive with our 
initiatives, and how do they impact the 
organization’s overall strategic goals?”

At Coast Capital Savings, we pursued CHRP as a 
team. The designation has led to people strategies more 
aligned and involved with the needs of our organization. 

— Jay-Ann Fordy, Chief Human Resources Officer, Coast Capital Savings Credit Union

Discover the CHRP Designation at bchrma.org/chrp

CHRPs at Coast Capital Savings Branch

http://www.bchrma.org/chrp
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Measuring demographics in your organization is essential to 
identifying gaps in representation, and determining inclusion 
issues and barriers to advancement. Access to this data allows you 
to set goals, establish appropriate programs and initiatives, and 
measure results. This ensures that you are building a representa-
tive pipeline of the leaders of tomorrow. 

Organizations that have done this effectively have yielded 
great results. They have the ability to compare their workforce 
to Canadian census data and determine if certain groups are 
missing from their staff. They can track representation, hiring, 
promotion and turnover rates to determine if certain groups 
are experiencing fewer promotions or greater turnover. More-
over, they can examine employee survey results by demographic 
breakout to determine how different groups are experiencing the 
workplace. 

Collecting demographic data is essential and key to under-
standing your employees, allowing HR programs and business 
strategies to respond to the needs of your organization’s unique 
workforce.

Measurement Provides Greater  
Visibility with Leadership
Today’s organizational leaders use a balanced scorecard,  
dashboard or a suite of standard metrics to track the performance 
of strategic goals and priorities. 

However, our study found that less than 13 per cent of  
Canadian organizations have a Diversity Scorecard. 

Interestingly, of those that had a Diversity Scorecard, 100 
per cent said it has raised the profile of their diversity initiatives 
among their leadership; similarly, 100 per cent said that it has 
become part of their organization’s strategic reporting. That’s a 
fairly compelling argument for having such a scorecard.

It is becoming increasingly difficult for many organizations 
to justify ongoing expenditures or use of resources. Developing 
robust metrics to prove the value of D&I initiatives is a corner-
stone to their ongoing success.

continued on page 26

“The primary purpose of 
diversity measurement and 
scorecards is to answer the 
questions: Are we making our 
organization more inclusive with 
our initiatives, and how do they 

impact the organization’s 
overall strategic goals?”
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Standard Measures of Inclusion
Standard metrics among organizations measuring the impact of 
D&I include:

• Representation of diverse/under-represented groups by  
job level;

• Recruitment, promotion, and turnover statistics by demo-
graphic group;

• Employee engagement scores by demographic group;
• Diversity-related or inclusiveness questions on employee 

surveys;
• Human rights, harassment, or discrimination complaints;
• Participation in training on diversity, inclusiveness, equity 

and/or human rights; and
• Participation in employee resource groups / networking 

groups.

Going Beyond Standard Metrics
In addition to the standard measures, leading organizations 
are monitoring inclusion by correlating many data points (e.g., 
employee survey data, performance management data, mean 
performance rating by demographic group and employees on 
flexible work arrangements). 

More advanced organizations measure diversity-related met-
rics in their external and internal pipelines. For example, they 
track the number of people hired from diversity recruiting 
efforts, and/or examine the demographics of their succession 
planning programs to ensure that the next level of promotions 
better represent the available labour pool.

Very few organizations go a step further to measure leading 
indicators (as opposed to lagging indicators). Lagging indicators 
are measurements of what has already happened in an organi-
zation, such as turnover, complaints or litigation. Conversely, 
leading indicators predict what will happen with an employee’s 
experience and are more important than lagging indicators when 
measuring D&I work. 

Additionally, very few organizations measure D&I impact 
throughout an employee’s lifecycle. One major public sector 
organization was amongst the few Canadian organizations we 

examined with extensive metrics at all levels of the organization, 
and for a range of employee experiences.

CIDC found it was rare for organizations to conduct ROI 
analyses of their D&I efforts. Only three of the organizations 
examined had undertaken an ROI analysis of specific programs. 
However, in The Diversity Scorecard, Dr. E.E. Hubbard suggests 
that the ROI on D&I initiatives outweighs the ROI on almost 
any other business initiative. Clearly more organizations could 
benefit from such analyses.

What Makes a Diversity Scorecard or  
Measurement Framework Successful?
CIDC’s research indicated that a diversity scorecard is most  
successful when:

• The top leader is accountable for the results and holds their 
leadership teams accountable;

• The leadership teams regularly read and understand the 
scorecard;

• Leadership and managers understand how they can person-
ally impact the results;

• Leaders are involved in developing the scorecard;
• The results are relevant to the organization’s strategic goals;
• The organization is ready for the measures;
• A wide range of historical data is available on all aspects  

of the employee experience throughout all levels of the 
organization; 

• It is brief and easy to read;
• It is communicated effectively and consistently; and
• Measures demonstrate efficacy and impact, not just list 

activities undertaken.

Holding Leaders and Managers Accountable
A few progressive organizations have tied diversity results to their 
leaders’ annual performance objectives. In some organizations, 
diversity-related metrics are incorporated into the competencies 
of partners, senior leaders, or all people managers. 

However, the best practice discovered was at a large national 
employer where everyone in the company has D&I competen-
cies included in their annual performance review. Diversity and 
integrity were tied to the company’s core values, so the weighting 
of D&I measures on performance reviews was higher for those at 
the director level and above.

“Ultimately the scorecard can 
only do so much...Leaders need 
to truly understand and drive 
D&I efforts, and work on the 
identification, mentoring and 

development of diverse talent to 
ensure they are promotion ready.”

Norma Tombari,  
Director, Global Diversity at RBC 
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The CIDI is a national non-profit organization that is quickly becoming the 
trusted advisor for all issues related to diversity, inclusion, equity and human rights 
management within Canada’s workplaces.

The CIDI helps employers, business leaders, and HR and D&I practitioners 
effectively address the full picture of diversity within the workplace by providing 
innovative and proven strategies, research, measurement tools, and educational 
supports with the goal to help improve the overall inclusivity of the Canadian 
workforce.

Effectively managing diversity and inclusion is a strategic imperative for 
all Canadian employers. In many organizations, Diversity and Inclusion (D&I) 
practitioners are responsible for the achievement of big performance goals, as well 
as transforming their organizations into inclusive work environments; however, they 
are often under-resourced which creates challenges achieving their organization’s 
strategic goals.

At CIDI, we take an integrated and holistic approach to the full range of diversity, 
inclusion, equity and human rights issues faced by our members and clients. We 
believe that diversity is a journey, not a destination. 

For more information on our research, learning events, and services, visit our 
website at www.cidi-icdi.ca

About the Canadian Institute  
of Diversity and Inclusion 

Key Findings from the Research 
Hard metrics are vitally important, but 
we need both qualitative and quantitative 
measures to tell the full story of where an 
organization is on its diversity journey. 
Measurements must always relate back 
to the strategies and key objectives of the 
organization. 

It’s not enough for the HR or D&I 
team to develop a scorecard on their own. 
Diversity scorecards are most successful 
when they are developed with and owned 
by the senior leaders, where there are 
regular reviews and consistent effective 
communication of the results—and lead-
ers understand how they can personally 
affect the results. 

Most importantly, if measurement 
strategies are to be truly useful, they need 
to go beyond simply providing a list of 
activities and programs undertaken; they 
must demonstrate the efficacy of D&I ini-
tiatives and show how these impact the 
organization’s strategic goals. 

But We Can’t Afford to Measure
You may feel like your organization 
doesn’t have enough resources to imple-
ment a Diversity Scorecard or a robust 
measurement strategy. On the contrary: 
you can’t afford NOT to measure. 

As within most organizations these 
days, chances are you are struggling 
with tightening budgets. What gets 
cut? Anything that cannot show value. 
Measurement is key to showing you are 
actually making progress toward your goal 
of creating a more inclusive organization, 
and that your D&I initiatives are valuable 
to the organization’s strategic goals.

Dig Deeper With Diversity
To read the full report along with the 
detailed toolkit to help you implement 
or improve diversity measures, download 
the report from our website http://www.
cidi-icdi.ca/reports/what-gets-measured-
gets-done.pdf

Visit our website to learn more about 
our latest cutting-edge research on Cana-
dian organizations and the many ways we 
can help you achieve your organizational 
inclusivity goals. www.cidi-icdi.ca 

By Cathy Gallagher-Louisy, director, commu-
nity partnerships and knowledge services, 
Canadian Institute of Diversity and Inclusion.

www.cidi
-icdi.ca
http://www.cidi-icdi.ca/reports/what-gets-measured-gets-done.pdf
http://www.cidi-icdi.ca/reports/what-gets-measured-gets-done.pdf
http://www.cidi-icdi.ca/reports/what-gets-measured-gets-done.pdf
www.cidi
-icdi.ca
http://www.montridge.com
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Strategize First

As with any business priority, you need a strategy. 

If you don’t have a D&I strategy, you risk having 

your diversity efforts viewed as a series of dis-

jointed events—and they might just be. Create a 

D&I strategy document that outlines your objec-

tives, what actions you’ll take to achieve them, 

and how you’re going to measure success. Set 

goals that align with your organization’s overall 

strategic objectives. Determine what success will 

look like and how you will know (if and when) 

you’ve achieved it. 

Ensure Leadership Support

The tone from the top is one of the single most 

important pieces of a diversity initiative. Regard-

less of how much grassroots support exists in 

your organization for your D&I programs, if 

your leadership doesn’t support these initiatives,  

ultimately you will not see the results you are 

hoping for. 

If leadership doesn’t understand the busi-

ness case for diversity, you need to work with 

them until they do. Furthermore, they need 

to believe in the business case and live it. If 

it’s not important to them, it won’t be impor-

tant to the organization. Employees are very  

perceptive and savvy about leaders who don’t 

‘walk the talk’, so it’s vitally important that they 

‘get it’, and exemplify inclusion through their 

own daily behaviours.

Make the Case for Measurement

Your organization is likely already conducting 

some form of measurement—metrics such as 

voluntary and involuntary turnover. Make the 

business case for why measurement of your D&I 

initiatives is essential to your organization’s suc-

cess, and demonstrate how it will impact your 

organization’s strategic goals. 

As a bonus, use the WIIFM (What’s In It For 

Me) argument with any detractors, and consider 

articulating how collecting data may also benefit 

other departments, divisions, or business units 

within your organization. 

Conduct an Employee Census

An employee census is a basic first step to under-

standing how your organization is performing. 

Demographic data can be a very powerful tool. 

Don’t be afraid of it. Organizations that are 

most successful in the area of D&I collect robust 

demographic data so they can understand who 

their people are.

If you don’t have the resources internally to 

collect the data, consider utilizing an external 

service provider.

Something Borrowed…

If you have limited resources, work well with them:  

•	 Recruit	 diversity	 champions	 who	 already	

exist in your organization, e.g., employees 

who are involved in employee resource 

groups, diversity councils, or other D&I 

initiatives. Ask them to take on different as-

pects of the measurement process and give 

them tasks that will take a limited amount 

of time. This way, you can spread out the 

workload. 

•	 If	 you	 have	 an	 analytics,	 reporting	 or	

performance management team, find 

out what data they are already col-

lecting. Perhaps they can spare an 

analyst for a few hours per week or month.  

If these are not options within your  

organization, then consider engaging an external 

service provider that can take your data, analyze 

it and create a useful scorecard for you.

Tools and Techniques for Implementing Measurements

Call now to learn more  
1.800.590.9799 
banffcentre.ca/leadership

Bring strategic  
value to the table

THE DESIGN STUDIO  
@ The Banff Centre
Generate better solutions for your organization’s 
challenges with our collaborative, structured, and 
carefully facilitated approach

•	 Leverage	the	power	of	design	thinking
•	 Work	with	highly	experienced,	talented	facilitators
•	 Design	solutions	to	align	people	with	purpose	 
 in your organization
•	 Inspire	innovation	across	teams	and	through	 
 your organization
•	 Find	focus	in	our	inspiring	Canadian	Rockies	setting

http://www.banffcentre.ca/leadership
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Review and Reassess

Review your diversity strategy and measurements 

to ensure they are aligned with the key objectives 

of your organization. 

Show Impact

Determine methods to evaluate efficacy or 

impact for every goal or activity listed on your 

strategy. Your D&I report should be more than 

just a checklist of activities you have completed. 

Hold Your Leaders Accountable

If you are not already doing it, make the case to 

include some form of leadership accountability 

that is tied to D&I. Make sure it aligns to your 

organization’s strategic goals or existing leader-

ship competencies.

Before You Go…

Ensure you are conducting exit interviews, focus 

groups, and/or individual interviews with rep-

resentatives of all key demographics to reveal 

insights about different groups’ experiences of 

your organizational culture.

 

Communicate. Communicate. Communicate!

Communication is one of the more critical pieces 

when it comes to a diversity strategy. Even more 

so when it comes to measurement. 

Explain to your people why you are measur-

ing, what the measurements mean and how 

they can personally impact the results. Include 

your metrics on your intranet and public website 

to demonstrate your commitment to improving 

inclusivity. 

Review and Repeat

Review your measurements regularly to deter-

mine if they are telling you the complete story. 

Ask questions like: 

•	 How	are	we	doing?	What	have	we	achieved	

to	date?

•	 What	has	worked?	What	didn’t	work,	and	

why?

•	 What	needs	to	be	adjusted?

•	 Where	do	we	go	from	here?

Stay the Course

One of the most important pieces of advice we 

can give to D&I practitioners is: be patient and 

creative. Forgive yourself for not being able to do 

it all. We know you have lofty goals and limited 

resources. You are doing this work because you 

are passionate about it and because you know it 

is good for your organization and your people. 

Harness	 that	 passion	 to	 engage	 others	 and	 en-

courage them to contribute.

Just Do It

Ask for and be open to feedback on your mea-

surements and reports. Once you have it, make 

sure you do something about it.

If D&I is a strategic priority, it is imperative 

that you understand how you are doing so you 

will know if you’re successful.

You can probably come up with a thousand 

reasons why you shouldn’t or can’t measure, but 

there’s one essential reason why you should: 

What Gets Measured Gets Done.

Tools and Techniques for Improving Measurements
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By  Michae l  B or to lot to

S
ports are a great metaphor for a lot of things in life—
business included. Regardless of the game, sport offers a 
lot of true life lessons that stretch from the playing field to 
the classroom to campus to work. 

From Spectator to Game Changer
“The difference between the impossible and the possible lies in a per-
son’s determination.” – Tommy Lasorda

One of the things I have always liked most about sport is how 
it inspires us as spectators. We have all had times in our lives when 
we find ourselves standing on the sidelines watching the action 
and saying, “I’m just as capable as any player out there. If only...” 

This is the point at which we either step back from the field 
or take the steps to move from being an observer to a successful 
game changer. 

Those steps differ depending upon the sport and to a certain 
extent the position, but one thing is universal—the drive. It can 
work wonders on and off the field, in business as in life. 

Unfortunately, getting off the sideline is more of a challenge 
for some of us. 

Stepping Past the Boundaries
“Do you know what my favorite part of the game is? The opportunity 
to play.”– Mike Singletary

I know because I stood on that sideline long enough to see 
it for what it was: an invisible boundary made of poor attitudes 
(some of them mine), lack of understanding, discrimination 
and ignorance. Those attitudes and boundaries were mine alone  
to change. How other’s defined my unique physical difference 
provided me all the motivation I needed to get off that sideline. 

I have Cerebal Palsy and I was determined to play football. As 
I came to discover, many of these boundaries were based on my 
assumptions of other’s assumptions. 

My first opportunity to participate as a real player came when 
I started high school and was trying to find a way to fit into the 
social fabric of my new school. One morning I found myself 
on the soccer field watching 19 boys playing football at the far 
end of the field. It soon became very clear and apparent the two 
teams weren’t even because one team was scoring almost at will. 
Watching the game in silence for approximately five minutes, I 
was wondering where they were going to get another player for 
the team with only nine players. 

Then, one of the player’s shouted at me, “Can you play foot-
ball?” I quickly yelled back, “What?” Another boy yelled back 
asking the same question, “Can you play football? We need 
someone on our team to make the game fair.” 

Bring Diversity Off the 
Sidelines (And Into Play)
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Daring to Attempt the Impossible
“You were born to be a player. You were meant 
to be here. This moment is yours.”
– Herb Brooks

My answer was an immediate and 
unequivocal, “Yes!” 

That’s when they let me know I would 
be playing wide receiver. Suddenly I was 
in the game, but for how long I wondered? 
They had yet to see me in action and 
had no idea about my secret misgivings. 
Playing wide-receiver was an impossible 
position for me to play. Having Cerebral 
Palsy meant I couldn’t make my arms and 
hands work in the coordinated fashion 
required to catch a football on the run. 

What had I been thinking? Once they 
found out I was incapable of catching a 
football, I was sure they’d boot me off the 
field and my life would slide back into the 
reality of being a sideline spectator.

On the very first play, my ‘secret’ was 
unveiled for all to see. I ran down the field, 
past all the defenders, and into an open 
spot. The quarterback saw me standing 
alone and threw a bullet pass right at me. 
I raised my arms and hands to catch the 
ball—and my worries became a reality. 

I dropped the pass. 
All the boys surrounded me. I waited 

for the inevitable excusal which surpris-
ingly never came. What they wanted to 
know was my secret to running zigzags 
so fast? 

Everyone was talking at once, but one 
thing I remember hearing is, “Hey, if 
Michael could catch the football, he’d be 
unstoppable and the best wide-receiver on 
the field.”

Hitting the Bullseye on the Fly
“What you lack in talent can be made up with 
desire, hustle, and giving 110 percent all the 
time.”– Don Zimmer

That’s when they began brainstorming 
new ideas to get me to catch the football. 
This was amazing, for the first time in 
my life, people were looking beyond my 
apparent physical condition and focus-
ing on how they could access my unique 
and effective running abilities to raise the 
quality of their own game. 

The team came up with some really 
crazy ideas to utilize my unique running 
style and compensate for my inability to 
catch. The idea we settled upon was to use 

me as a human bullseye. This involved 
running down the field, stopping, expos-
ing the face of my chest and stomach to 
the quarterback, and letting the quarter-
back hit me with the football, “Bullseye”! 

This sounded like a really painful and 
dangerous idea to me, but I was on the 
field and in the game. “Sounds good. Let’s 
give it a try.”

The plan was for me to run down 
field 25 yards, stop, turn around, and not 
move. So that’s exactly what I did and 
sure enough it worked without a hitch. 
Amazing, but just as I’d thought, the ball 
hurt when it hit me. Over the next three 
week every time we played football, I was 
unstoppable. That said, being on the field 
came at a punishing cost to me physically 
and that had to stop soon.

Innovation is Smart Play
“Stubbornness usually is considered a nega-
tive; but I think that trait has been a positive 
for me.”– Cal Ripken Jr.

One morning I decided to change my 
stance. Instead of exposing my chest to 
receive the ball from the quarterback, I 
switched to a Kung Fu position. The idea 
to protect my chest was both defensive 
and novel. While I WAS catching the ball, 
my bruises were far from metaphoric. 

The ball is snapped. I cross the line and 
run my pattern, stop and turn around. 
When the ball came towards me, my 
hands started moving in a circular motion 

to bat the ball away from me—my Kung 
Fu was limited. That’s when I accidentally 
caught the football.

Every player on both teams stopped 
and stood in silence over what had just 
happened. One boy yelled out “You 
said you can’t catch a football and I just 
watched you do it.” Another boy asked 
me “How did you do that?” That I didn’t 
know proved not to matter.

My quarterback quickly told me to 
stand 15 yards away from everyone. Then 
he pitched the football at me and I caught 
the ball. We repeated the experiment to 
repeated effect and a growing wave of 
incredulity. What I remember most are 
the smiles on everyone faces continuing 
to grow until one boy yelled out: “Bulls-
eye. We fixed him.”

Shifting Mindsets  
and Achieving Success
“Champions keep playing until they get it 
right.”– Billie Jean King

Over the years, I spent a fair amount 
of time trying to figure out why and how 
my hands were able to catch the football. 
The conclusion it seems is quite simple. I 
had a good team and enough success to 
encourage me to try another, less painful, 
approach to achieving my goal. 

I had gained the field, caught the ball 
and achieved my goal of playing football. 
Given the opportunity to step off the side-
line, I surprised myself and my team. Did 
they fix me? Insofar as I can still manage 
to catch most anything thrown my way, 
they did indeed. They also opened my 
eyes to the fact that some of the obstacles 
in our path are of our own creation. 

Deep down though, I know I did my bit 
to fix them too. I definitely improved all 
of their coaching skills. Moreover though, 
I helped them hit a bullseye of their own. 

When we mobilize people who are 
deemed different, when we collaborate 
beyond our traditional mindsets and 
silos, we grow more than just points on 
the scoreboard or figures on the bottom 
line. We come to to realize and respect the 
benefits of the unique, sometimes latent 
and often hidden talents and abilities that 
define our future potential. 

Michael Bortolotto, is a successful profes-
sional speaker (www.positiverebel.ca) who 
lives with Cerebral Palsy. 

“Leadership,  
like coaching, 
is fighting for  
the hearts and 

souls of men 
and getting them 

to believe  
in you.”

– Eddie Robinson

www.positiverebel.ca
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By  I s ab e l l e  St - J ean

W
hile diversity is increas-
ingly recognized as both 
a competitive differentia-
tor and primary driver of 

engagement and productivity, it has 
become a common aspiration for organi-
zations. 

As an ideal, it speaks to the harmoni-
ous potential of people of various ages 
from diverse backgrounds with diverse 
abilities working together in synergy. 
Leaders know the importance of core cul-
ture, but have come to realize that each 
culture and generation carries unique 
strengths that bring further strength and 
resilience. A diverse workforce as such can 
come together to draw on collective intel-
ligence and foster excellence.

Over the past decade, the breadth of 
diversity in the workplace has grown more 
inclusive, especially in regards to people 
with physical disabilities, creating oppor-
tunities for organizations and individuals 
alike. 

Neurodiversity Redefines  
Notions of Normal
However, one category that continues to 
struggle to find their place of belonging 
in the world of work are those whose  
‘disabilities’ are neurological. The dis-
ability label itself is misleading, as people 
with neurologically diverse abilities have 
much to offer. 

For tunately,  through extensive 
research on the brain in recent years, we 
have come to recognize the full scope of 
our neurodiversity. Indeed, the spectrum 

of normalcy for this vital organ is much 
wider and expansive than previously 
thought. Moreover, we know now that 
aspects of brain function can change in 
accordance with focus, habitual activity 
and environment. This allows us to better 
grasp the implications of brain plasticity 
and neurodiversity alike.

By recognizing mental ‘normalcy’ 
as a largely illusory label, we are far 
better equipped to redefine the poten-
tial of other neurologically differen-
tiations. Rather than regarding attention  
deficit disorder, dyslexia or autism as men-
tal illnesses or the results of abnormality, 
we can adjust our perspectives accordingly. 

Great Strengths Within  
‘Different’ Thinking
Although these neurological differences 
may present certain challenges, they also 
imply remarkable abilities. For example, it 
is commonly known that most people who 
have autism tend to have less social and 
emotional intelligence, and are therefore 

challenged by interpersonal relations. 
However, their ability to focus on details, 
memorize and integrate information in 
their fields of interest can be outstanding. 
How much so? Ask Albert Einstein. 

Much of what comprises our defini-
tion of normal in the world was created 
by people who thought differently. In his 
book, Neurodiversity, Thomas Armstrong, 
PhD uses a clever analogy to help us 
understand our own biases when it comes 
to what we consider “normal”. 

A Rose By Any Other Name?
Armstrong encourages us to consider the 
world of flowers. What if we were to decide 
that the rose embodied the epitome of 
what a flower should be? What then 
would we say about the elegant simplicity 
of the calla lilly—which is odourless and 
consists of one petal swirling around its 
pistil? Is that really any less of a flower? 
Surely not. 

How is it then, that we can appreciate 
the diversity in flowers, yet struggle with 
our own interpersonal relations. Arm-
strong’s recommendation is obvious. We 
need to better appreciate that people have 
diverse and complementary abilities that 
can be of tremendous use across a wide 
variety of occupations. 

Specialisteme: Autism an Asset
By better understanding the gifts and 
assets across the spectrum of neurodiver-
sity, we can connect them to specifically 
suitable roles to increase employee satis-
faction and productivity. 

Different 
Thinking About
Neurodiversity 

“What if we were 
to decide that 

the rose embodied 
the epitome of what 
a flower should be?”
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Inclusivity Ennobles Us All
Lastly, speaking from the personal side, as 
the mother of a young man on the mild end 
of the autism spectrum, I am relieved to see 
the diversity conversation becoming more 
inclusive in the field of human resources and 
in our society. This will hopefully open more 
possibilities for neuro-diverse young people 
to have a brighter future and find their place  
of belonging while reaching their full 
potential. 

After all, a truly civilized and evolved 
culture not only champions the obvious 

strengths and resources of its people; it 
strives to include and encourage all people 
to contribute their gifts in the world of 
human endeavour. Embracing and acting 
on this ethos not only fosters and expands 
the true significance of human resources, 
it ennobles us all. 

Professional speaker, author, life and business 
coach, Isabelle St-Jean, RSW, ACC, brings 
over 20 years of communication, leadership 
and personal effectiveness to her audiences, 
readers and clients (inspiredmomentum.com).

One of the best known examples 
of this kind of workplace is a Danish 
software company called Specialisteme 
where the company prides itself in hav-
ing about 75 per cent of their employees 
with a diagnosis on the autism spectrum. 
Specialisteme is owned by The Specialist 
People Foundation whose mission is to 
enable one million jobs for people with 
autism and similar challenges through 
social entrepreneurship, corporate sector 
engagement and a global change in mind-
set. Instead of seeing dysfunction, the 
company saw the opportunity to put their 
autistic employees’ enhanced perceptual 
functioning and attention to small details 
to work on software development and 
testing for ‘bugs’. These are two areas that 
task neurotypical individuals with their 
difficulty and tedium alike.

While leading the way, Specialisteme 
and other organizations such as the 
Technical Standards and Safety Author-
ity are fostering greater awareness and 
providing information to individuals and 
employers about neurodiverse conditions. 
By making a few simple accommodations 
and reasonable adjustments to the work-
ing environment, people on the autism 
spectrum can develop their full potential 
while being productive and having a posi-
tive experience at work. 

Da Vinci’s Gift Revisited
Likewise, dyslexia is another version 
of neurodiversity which is still largely 
misunderstood. Although commonly 
thought of as a learning disability affect-
ing reading, math, and writing, dyslexia 
is actually a kind of mental functioning 
with hidden strengths, in addition to the 
more obvious challenges. In his book, 
The Gift of Dyslexia, Dr. Ron Davis, identi-
fies these abilities: sharpened intuition, 
insightfulness, imagination, awareness of 
one’s environment, enhanced creativity, 
multi-dimensional perception, and picto-
rial thinking.  

Given this definition, how many are 
surprised to find history filled with, and 
in many cases created, by great dyslexics 
who were geniuses in their field: Leonardo 
Da Vinci, Winston Churchill and Walt 
Disney to name just a few. Moreover, these 
brilliant people did not have the benefit 
of the assistive software available today to 
counteract the challenges of dyslexia at 
work or at school. 
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By  Ra luc a  Mano lache ,  CH RP

“I know nothing in the world that has as much power 
as a word.” 

—Emily Dickinson

W
ords have the ability to change worlds. 

That power is undiminished by the prolifera-
tion of modern communications. However, what 
the rise of social media has 

exposed is a disconnect between the tradi-
tional language of business and the hearts 
and minds of employees and employers 
alike. 

Amidst all the change that defines the 
world around us, we often forget that the 
most powerful technology of all are the 
words we use daily. Their impact, and the 
impact of others’ words upon us, in many 
ways defines our shared and individual 
realities—in life as in business.

Simply put, that is because words both 
reflect and direct our emotions, both posi-
tive and negative.

Where is the Love?
As noted by management consultant and author Gary Hamel 
in his latest book, What Matters Now, the need to humanize the 
language of business is both overdue and hurting business. He 
advises companies to collect and read through a batch of their 
most recent communications, including the last annual report, 
blogs and the mission statement.

“Note the key phrases. Make a list of oft-repeated words. Now 
do a little content analysis. What are the goals and ideas that get 
a lot of airtime in your company?” Hamel asks. “It’s probably 
notions like superiority, advantage, leadership, differentiation, 
value, focus, discipline, accountability, and efficiency. Nothing 

wrong with this, but do these goals quicken your pulse? Do they 
speak to your heart? Are they “good” in any cosmic sense?”

“Now think about Michelangelo, Galileo, Jefferson, Gandhi, 
William Wilberforce, Martin Luther King and Mother Theresa. 
What were the ideals that inspired these individuals to acts of 
greatness? Was it anything on your list of commercial values? 
Probably not.”

Hamel points out that remarkable achievements are most 
often rooted in passionate commitment to values which tran-

scend the current business vocabulary, 
including “beauty, truth, wisdom, justice, 
charity, fidelity, joy, courage and honor.”

“A noble purpose inspires sacrifice, 
stimulates innovation and encourages 
perseverance. In so doing, it transforms 
great talent into exceptional accomplish-
ment,” says Hamel. “That’s a fact—and it 
leaves me wondering: Why are words like 
“love,” “devotion” and “honor” so seldom 
heard within the halls of corporate-dom? 
Why are the ideals that matter most to 
human beings the ones that are most 
notably absent in managerial discourse?” 

Courage and Beyond
Leadership consultant and Vancouver-based author Ross 
Buchanan, founder of Strategic Results International, has spent 
much of the past 20 years working through these types of ques-
tions with over 1,000 organizations across North America.

According to Buchanan, the number one reason most orga-
nizations hit a plateau and stay stuck is that “they allow the 
mindset of scarcity to reside at the heart of their corporate cul-
ture. Without a strong presence of abundant thinking in any 
organization its success will be severely limited.”

Businesses seem to use the same words but expect different 
results. Language applies to everyone, so why don’t we change 
the language in which we communicate? Is it fear that leads to a 

The 
Language
of Business: 
Courage Required
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language of scarcity rather than a language of abundance? Or is 
it a language of scarcity that leads to fear?

As for the language of business, Buchanan sees room for 
almost immediate improvement for organizations and individu-
als alike, by simply embracing a single word: courage. “To me, 
abundance is all about the courage to dream, to trust and to 
act—which are three of the 10 steps outlined in our new book,” 
Buchanan says.

In his latest book, co-authored with Bob Anderson, Courage 
and Beyond: 10 Steps to Courageous Living, Buchanan asks a ques-
tion right up front that goes to the heart of the matter. “What 
would you do if you were not afraid?”

“Courage or the lack of courage which 
we call fear will really define and deter-
mine our lives won’t it? We allow fear, 
which more often than not is nothing 
other than a feeling of discomfort or 
anxiety, to paralyze our success and the 
success of others around us. The price we 
pay in the workplace for this courage defi-
cit is high in that it erodes our ability to 
enjoy life to the fullest and robs us of free-
dom, joy, health and success”.

An Abundance of Potential
When people love what they do, they transpire their voluntary 
positive energies into innovation, which leads to productivity. 
According to the numbers, there is room for improvement—
much of which hinges upon how we communicate.

As per Gallup’s 2013 survey, 70 per cent of employees do not 
want to be at work. While a discouraging statistic on disengage-
ment, it is perhaps underlined by the fact that over 60 per cent of 
the workforce do not trust their senior leaders according to the 
Canadian Management Centre’s Build a Better Workplace survey. 

What then does it take to turn negative energies into positive 
energies? 

Buchanan offers that “in order to embrace and embed courage 
at the heart of an organization, it really must be modeled by the 

leadership team. I have personally witnessed how freeing and 
refreshing it is to the members of a firm when their leaders model 
courage—and how contagious courage really can be when the 
leaders do more than simply mouth the words.”

Walk the ‘New’ Talk
One area where the language of business has evolved is in recruit-
ment. However, aside from those vanguard companies of change, 
Buchanan often sees a wide gap between the good words and the 
actual bill of goods.

“What I see is typically nothing other than false advertis-
ing. They advertise for what they want to 
become rather than what they are,” says 
Buchanan. “Once invited on board, most 
new employees in a matter of days awaken 
to the chasm between what they had been 
sold and what the reality is. Unfortu-
nately, only the courageous few have what 
it takes to immediately rectify the situa-
tion by escaping the fraud.”

Unfortunately, those courageous few 
are most likely top performers, which 
makes walking the ‘new’ talk essential at 
all levels of leadership. 

The language of business is key to 
employee happiness and organizational success. That words such 
as courage, love and beauty inspire us in our daily lives is beyond 
question. That these same words and ideals can elevate the cul-
ture and bottom line of any organization is growing increasingly 
apparent.

“Heck, if the leaders and employees of an organization can’t 
get excited, then how or why should they expect their clients (or 
employees) to be excited?” asks Buchanan. “The real, genuine 
and meaningful inclusion of these words would produce results 
beyond our wildest expectations.” 

Raluca Manolache, CHRP is a passionate writer and HR professional 
who has worked with CBC/Radio, Service Canada and S.U.C.C.E.S.S.
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O
ver the past decade, hr has 
come a long way in the minds 
of business leaders. More 
recently, it has been winning 

over the hearts of an ever-growing audi-
ence.  At least part of that success might 
be attributed to the efforts of Chris LaVoie, 
creator and executive producer of Top 
Recruiter: The Competition.

Yes, HR reality TV has arrived. You 
may have heard of it through the Huffing-
ton Post, Forbes or Details magazine. Over 
2.2 million viewers tuned in online for 
the first season and now Top Recruiter: The 
Competition is back—with an infusion of 
BC HR talent.

Amongst the global pool of competitors 
is Vancouver’s Yvonne Wu, senior recruiter 
at AbsoluteSoftware. A veteran with over 
10 years of recruiting experience, Wu “fell 
into” recruiting when she took her first job 
at Blast Radius. She stuck with it because 
she “loves seeing people grow and being 
part of someone’s journey to success”.

As you’d expect from reality TV, there 
will be drama, but there’s also healthy 
competition and valuable advice. Whether 
you’re a job seeker, a hiring manager, an 
HR practitioner or a recruiter, you’ll find 
this online reality show provides some-
thing for everyone.  

PeopleTalk chatted with LaVoie and Wu 
to get some insights into the competition 
and tips for your recruiting practices. 

Q: Where did the idea for a show 
about recruiting come from? What 
can people expect to see? 
Chris LaVoie (CL): I was watching the 
presidential debates and it was all about 
the recession and jobs and the lack of jobs. 
And then I’d talk to people that had access 
to opportunities. So it was really about 
educating people that there are opportu-
nities out there while entertaining them. 

The job advice is really the golden nug-
get, but you have to deliver it in unique 
ways so the audience absorbs it. How 
do you make your kids eat something 
healthy if they don’t like the taste? You 
put the vitamin in peanut butter. People 
are attracted to the combination of drama, 
substance and solid advice.

Q: Last season the contestants were 
all North American and this year 
they’re from around the world. 
Why the change?
CL: This season there’s more substance 
to the characters. These are major play-
ers from companies globally. It’s a global 
economy. It’s a smaller world because of 

the Internet and social media, and every 
company is affected by that. Everyone’s 
connected.

Bringing together the backgrounds, 
personalities and philosophies, and bring-
ing in the cultural learning was another 
element to enjoy.

PT: How did making it a global com-
petition affect you as a contestant?
Yvonne Wu (YW): The [recruiting] 
process is generally the same, but how 
situations are handled and what’s said to 
candidates is different based on culture. 
There are some things that we couldn’t 
even do here. 

Q: What are some things to keep 
in mind when recruiting from an 
increasingly diverse talent market?
YW: Companies need to make sure they 
don’t hire the same people all the time. 
It’s important to make sure there’s a cul-
tural fit with the organization and that 
people bring new things to the table that 
are valued. The way people communicate 
or share perspectives shouldn’t rule them 
out – you have to keep an open mind. 

PT: When people think about diver-
sifying their organization, cultural 
diversity is often the focus. How 
does introducing HR help diversify 
the perspectives at an organization?
YW: Our company started out without an 
HR department. Now we have HR and a 
recruiter—that’s me. As an HR team, we 
partner with managers and introduce 
them to new things they’ve never used 
before. Sometimes we expect people 
to understand the value of something 
because we do. They might not be familiar 
with it and they might not see the value 
until they know how to use it. 

PT: What are the best social media 
tools for recruiters? Anything new 
that people should keep their eyes 
open for?
YW: LinkedIn. You can search, connect 
with people, join groups for industry 

‘Top Recruiter’ Taps Local 
Talent for Global Challenge

By  Kyla  N i cho l son ,  CH RP

Vancouver’s Yvonne Wu, senior recruiter at 
AbsoluteSoftware

Chris LaVoie, creator and executive producer 
of Top Recruiter
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networking, brand yourself and your com-
pany—and they come up with new things 
all the time.

Twitter’s great for branding. It lets you 
know about the company culture. It gets 
out information about jobs and helps your 
company be visible.

HireVue is something that I wasn’t 
exposed to before the show. It’s an online 
interviewing platform to check out.

PT: What piece of recruitment 
advice would you give to HR?
YW: Don’t judge a book by its cover. If a 
resume doesn’t read well, it doesn’t mean 
the person isn’t qualified. Consider having 
a conversation, at least over the phone. They 
may just not know how to write a resume.

PT: Advice to candidates?
YW: Don’t inflate information on your 
resume. If you can’t give examples or back 
up what you’ve said people will know it’s 
not true. Recruiters will catch you when 
you’re not truthful and it’ll hurt you in 
the long run.

PT: What are three recruiting tips for 
organizations that don’t have HR?
YW: Network. It’s an affordable, easy way 
to meet people, and they’ll have friends, 
and they’ll know people.

Use social media. It’s time-consuming, 
but it’s free to join groups, sign up for 
news, and get yourself out there. 

To save time, prescreen so you don’t 
need to spend hours and hours in inter-
views. All it takes is a 10 minute call. 

PT: Some people might be nervous 
to put themselves “out there” on TV, 
what made you decide to? 
YW: I found out about the show through 
Twitter – a tweet from [season 1 contes-
tant] Alysse. I clicked the link, loved 
the show, and tweeted about it. Chris 
re-tweeted me and we started chatting 
through Twitter and he asked if I’d be 
interested in auditioning.

My first instinct was “not really”, but 
the team here [at AbsoluteSoftware] and 
my manager were so supportive. I figured 
it doesn’t hurt to try. I saw the work last 

season and it was tasteful and I felt I could 
handle it. I knew there were over 4,000 
videos to see so I thought, “there’s not a 
huge chance”…

When Chris called with the news  
[I was on the show] everyone was around 
my desk—it was Christmas time. It was 
like winning American Idol. 

PT: Why should people tune in?
CL: In the first 10 seconds you’ll see that 
it’s more than a show about recruiting. It’s 
an entertaining show about the industry. 
Recruiters are important. They choose the 
people that impact companies and their 
growth. There’s a lot of things that people 
can take away. It’s not completely politi-
cally correct, but it has a lot of human 
spirit. 

To see HR step into the spotlight, visit http://
toprecruiter.tv/season-2-episode-1. To see 
how it all began, check out season one at the 
same location. A third season’s already in the 
works. Audition information is available online. 
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R
etention is notably measured 
with numbers, percentages and 
metrics. While recognizing those 
measures is key, so too is recogniz-

ing people as individuals with skills and 
interest beyond their roles. Diversity sur-
rounds us. To keep it alive and well, we 
must go beyond job descriptions, duties 
and roles to access the potential of our dif-
ferences. 

Though differences are often obvi-
ous, rarely are they explored, understood 
or optimized. Great retention strategies 
begin with foundations that challenge the 
pockets, boxes and bubbles used to cate-
gorize individuals. Respect can soar when 
workplaces embrace diversity, implement 
education and increase awareness.

The link between retention and suc-
cession is strong and well correlated. It 
is simple—lacking the team and talents 
required, succession cannot succeed. The 
obvious shift needed is re-thinking where 
succession plans should focus and how 
they are communicated.

People Basics
People think, feel and behave in rather 
habitual and predictable ways. A basic 
desire for respect, consideration and hon-
esty is widely shared. Succession plans and 
retention strategies are only as successful 
as their ability to meet these basic needs. 
A second level requirement is to clearly 
communicate the succession plan to pro-
vide clarity, transparency and encourage 
conversation. Bottom line: building trust 
with staff enhances the probability of suc-
cess in succession plans.

When a basic level of trust is not pres-
ent in a workplace, the impact/result can 

be seen daily. Employees may whisper 
over the water cooler, conversations can 
spread wildly and become heated—even 
boil over. Staff then stop talking because 
of a continuance of assumptions and 
unsubstantiated fears. There is a new 
dilemma born for employees when suc-
cession plans are devised or kept ‘under 
cover’. They question whether to stay: to 
trust it will be okay—or begin to search 
for a more trusting company.

This clash of allegiance and self-preser-
vation is not minimal or insignificant. The 
recent Canadian Management Centre Build a 
Better Workplace survey found 61 per cent 
of employees have no trust in their leader-
ship. If generational characteristics were 
added to this data, one might expect it to 
be higher for Gen Xs who strive for work/
life balance and even higher for Gen Ys 
who want to know, in no uncertain terms, 
about their opportunities for learning, 
promotion and rewards.

On the other side of the table, com-
panies, management and executives will 
profess inclusiveness with development 

and communication of the plan. They 
believe that policy manuals and wall 
plaques are sufficient methods to share 
visions, missions and business plans for 
the future with staff. They will proclaim 
and are convinced “we told them” and 
“staff are very aware” of our succession 
plans and their role. Without connecting 
with employees beyond their roles, it is 
easy for companies to believe that the staff 
are on board and excited to implement.

Moving business into a position of 
organizational future success involves 
four steps/phases:

1. Avoid B2B Attitude: Be a people 
business rather than functionally 
driven.
There is no need to keep secrets and hold 
cards to your chest. Success and future 
planning are key to everyone, so treat the 
people in the company as assets, invest-
ments and treasures to nurture, grow and 
optimize. Staff is not the competition or 
the enemy; they are the key—they are 
the people who put the success into suc-
cession. Focus on their needs, wants and 
feelings while assessing their statistics and 
functionality. Make people number one 
rather than strictly championing opti-
mized systems, maximized operations 
and financial rewards.

2. Avoid Hyper Stasis: Be present to 
fix the now before next or later.
Retention and succession are all about 
creating a future filled with personnel 
continuity, loyalty and business suc-
cess (maintained or grown). Do not look 
past the problems, issues and challenges 
that exist today to dream of a Pollyanna 

Bottom Up Succession: Diversity Key to Retention
By Pam Paquet
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picture of tomorrow and the future. Dan-
gling the carrot of “what will be” doesn’t 
bode well for those trying to survive and 
cope with today’s problems. Create “now” 
solutions so that “next” and “later” have 
a solid base of success and good momen-
tum. Succession is impossible if today is 
laden with tension and retention issues.

3. Avoid Rote Communication: Use 
timeliness and clarity to create 
movement and forward momentum.
Repeating the company line and referenc-
ing a vision (mission or values) plaque 
on the wall will go a long way to cripple 
communication, retention and succes-
sion. Gone are the days of employees sim-
ply willing to accept messages without 
meaning added. Retention and succession 
require clear communication and expla-
nation. If communications lack either 
clarity or substance, then succession is 
stopped in its tracks. If trust is not evident 
in everyday conversations, including dif-
ficult conversations and assessments, then 
listening and loyalty cease. Communica-
tion needs to be personalized, energized 
and consistent to create forward and 

future movements of people (laterally and 
upwardly) in companies. Challenge the 
elephants in the room and skeletons in 
the closet to allow transparency and clar-
ity to become the norm. This builds trust 
in people and in the future.

4. Get Your Head Out of the Sand: 
Stress impacts retention.
Responsibility and accountability are 
crucial to business success and how each 
is managed by management is a great 
predictor of retention and organization 
succession. The challenge for many HR 
professionals is finding the common 
denominator between operations and 

“human” resources. The soft stuff, like 
personalized communication, enthusi-
asm and engagement, often gets missed 
by executives, but is crucial to staff at all 
levels. No harm, no foul will turn reten-
tion on its butt and throw success out the 
window. The communication of strengths 
and futures are just as important as talk-
ing about challenges and present issues to 
tie together retention and succession.

Retention is essential for succession; 
people are essential for succession. The 
anchor between good retention and suc-
cession is clear. Transparent and honest 
communication needs to flow at all levels 
when succession plans are being made. 
The opportunity exists to improve from 
the bottom up. How? By keeping our 
most valuable assets—people—by ensur-
ing appreciation, inclusivity and smarter 
thinking. 

Pam Paquet, MEd is a master level facilitator 
and principal of Pam Paquet and Associates 
(www.thepossibilities.ca). Speaking interna-
tionally, she is an instructor with BCIT and 
certified with the Canadian Counselling  
Association.
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By  Mark G ruenhe i d

M
ost of us are comfortable 
with the concept of an “acces-
sible workplace”. Through the 
BC Centre for Ability, we seek 

to expand the definition of accessibility.

Taking AIM at Inclusion
The Abilities in Mind (AIM) program 
of the BC Centre for Ability currently 
works with prominent companies includ-
ing CTV Bellmedia, TD Canada Trust, 
Shangri-La Hotels, London Drugs, Vancity 
and Spectra Energy in a consultative role, 
shifting corporate culture to one of accep-
tance and understanding of disability. 

Great strides have been taken toward 
the physical inclusion of persons with dis-
abilities, particularly those with mobility 
challenges who are wheelchair users in 
the work environment. New buildings are 
subject to stringent accessibility require-
ments and older, existing locations are 
being retro-fitted and renovated to ensure 
equal access for all. This is where most of 
the current focus on accessibility is placed.

Other areas of accessibility are yet to be 
fully developed. The idea of accessible job 
applications, interviews and job descrip-
tions should be the next logical step in the 
evolution of accessibility. As an employ-
ment specialist who assists persons with 
disabilities to access work opportunities, 
I have seen through the eyes of the appli-
cant and witnessed some startling things. 

Overlooked Aspects of Accessibility
An IT specialist with quadriplegia was 
asked in a job interview about her typing 
speed. She explained that although she 
does not have full use of her hands she 
has an accommodation for this—a pair of 
wrist clips that enable her to type 25 words 
per minute. The job called for a minimum 
of 60 and she was not considered to be a 
qualified candidate. Unfortunately the 
interviewer did not take into account her 
aptitude for learning, experience with 
software and equally important, her 

ability to adapt to situations. Thankfully, 
another employer did and she is now 
working in the field again.

In another situation, an application for 
an administrative position in the insur-
ance industry was asked to answer a series 
of questions requiring paragraph-length 
answers. This individual is blind and 
therefore could not read the questions on 
the test paper. The spur of the moment 
solution was to have someone read the 
questions to her, but it put the applicant 
at a disadvantage—having to remember 
details of the question, and respond in a 
way that was not comfortable to her.

I can recall numerous instances of 
individuals with sensory challenges 
involving sight and hearing who have 
been unable to apply for postings online 
as websites have not included the neces-
sary adaptations. Sometimes this can be 
as simple as a font boosting option. The 
good news is that many organizations are 
taking note of this and improving their 
online accessibility.

Trading Tradition For Talent
One hurdle we have not yet come to terms 
with is the traditional face-to-face job 
interview. This can be a difficult aspect 
of the job hunt for individuals owing to 
a disability. In typical hiring practice, the 
determination of job fit hinges greatly on 
one’s ability to “perform” in an interview 
situation. 

To individuals with speech, sight and 
hearing challenges, as well as those with 

heightened anxiety or cognitive process-
ing challenges, the traditional interview 
presents all too often as a “no-win” situa-
tion. Some employers offer interpretation 
services or extra time to answer questions 
which are good steps. Unfortunately, the 
charismatic candidate who can think on 
the spot will often get the job even though 
the position may not require these traits 
specifically.

Mindsets Need Moving
All of these challenging situations point 
to one unfortunate conclusion: disabil-
ity is not well accounted for in many 
workplaces. I still meet with employers 
who claim that “nobody with a dis-
ability works here”. This is most often 
said without malice and is not intended 
to indicate that persons with disabilities 
could not work there. Instead it is a reflec-
tion of the misunderstanding of disability 
and the continuation of the stereotype 
that persons with disabilities are a small 
minority group who traditionally don’t 
work and need charity. Needless to say 
comments like these do not promote 
existing employees to disclose a disability 
they may have.

At a recent conference I had a short 
conversation with an attendee who 
asked me why someone with a disability 
would want to work. I was surprised by 
this and went on to explain that such a 
person would likely want to work for the 
same reasons anyone else would: self-
sufficiency, satisfaction, monetary gain, 
etc. Her response to me was surprising: 
“I thought the government took care of 
these people”.

A Disabling Sense of Definition
Such a conversation shows me that we still 
have some distance to travel before disabil-
ity in the workplace is fully understood. 
“Disability” is a catch-all “category” that 
we have created. Disability per se is on a 
large spectrum involving many conditions 

How Accessible is Your 
Workplace...Really?
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and situations. And, each individual with 
a disability is just that, an individual. One 
person’s experience will not necessarily 
resemble another’s even though they may 
have the same “disability”.

What is required is an understanding 
that disability exists in society and that 
those with disabilities generally have 
the same desires as those without. This 
can include working competitively. The 
solution is for organizations to accept 
disability and build internal and external 
structures that not only provide accessible 
options for persons with disabilities, but 
also embrace the contribution of persons 
with disabilities and view this group as 
an integral, contributing factor to the 
workplace.

Individual and Societal Challenges
The social model of disability states that 
the “person” is not disabled. It is the 
restrictions that society place on the indi-
vidual that cause them not to function. 
Therefore society is disabled if it cannot 
fully incorporate a person with a disabil-
ity into the activities of daily living. In 
other words, society must change to allow 
persons with disabilities to function more 
effectively.

We are all familiar with conventional 
devices that allow each of us to function 
more effectively: eyeglasses, traffic lights, 
curb cuts, even computers. We take these 
for granted. We need to continue working 
on making necessary improvements for 
persons with disabilities to develop a truly 
“accessible workplace”. In turn, attitudes 
towards persons with disabilities in the 
workplace will shift and this concept will 
become second nature to employers. 

Stay Attuned
The AIM program also hosts regular 
awareness events and an annual confer-
ence focused on best practices in the 
attraction, employment and retention of 
persons with disabilities. The next confer-
ence called “Embracing Ability: Making it 
Happen” will take place on March 5 and 
6, 2014 at the Marriott Pinnacle Hotel in 
downtown Vancouver and features local, 
national and international perspectives 
on the issue. 

Mark Gruenheid is the manager of Abilities 
in Mind (AIM) at the BC Centre for Ability  
(www.abilitiesinmind.com).

TM

Business 
Communications
Our expert instructors provide your employees with practical programs  
designed to improve workplace communication and business writing skills.

Courses and programs offered at the UBC Point Grey campus, in downtown 
Vancouver at UBC Robson Square, or 100% online include: 

• Introduction to Business Writing
• Report and Business Writing
• Collaborative Writing and Writing in Teams
• Preparing Presentations and Public Speaking
• Using Narrative and Storytelling in Corporate Contexts
• NEW UBC Certificate in Professional Communication

cstudies.ubc.ca/wcpt
604.822.9564

www.abilitiesinmind.com
http://www.oopsolutions.com
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T he 2013 Practice Analysis Study for 
the Human Resources Profession 
confirmed the need for strategic 
outlook and financial acumen 

skills among HR professionals across 
Canada. These additional skills are highly 
valued by organizations, as well as exper-
tise in the legal requirements pertaining 
to human resources policies and practices.

“When we spoke to CEOs and other 
organizational and HR leaders about the 
skills they valued in HR professionals, 
they all mentioned the ability to provide 
a broad, strategic outlook and the abil-
ity to assess the financial impact of HR 
decisions,” said Sharon Lee, executive 
director of the Canadian Council of 
Human Resources Associations (CCHRA). 
“These competencies are in addition 
to the more traditional HR functions, 
such as compensation, employee rela-
tions, talent management and legal HR  
requirements.” 

The Canadian HR professional practice 
analysis was conducted by Castle World-
wide Inc. for CCHRA. Its primary purpose 
is to update required professional capa-
bilities (RPCs) and validate the content of 
the National Knowledge Exam (NKE), a  
current requirement for the Certified 
Human Resources Professional (CHRP) 
certification.

“A regular professional practice analy-
sis is a critical component to keeping the 
body of knowledge relevant and ensur-
ing that the CHRP designation remains 
credible, valued and recognized”, said 
Lee—the last one was conducted in 2009 
with CCHRA planning to do a full review 
every five years.

The Professional Practice Analysis (PPA) 
Panel of the CCHRA has made some initial 
conclusions, based on the PPA study. 

1. Although it has been stated for quite 
some time that CHRPs need to oper-
ate at a more strategic level, this new 
practice analysis clearly confirms this 
view. 

2. In regards to competencies, nothing 
was taken away, but new areas of com-
petence have been added, particularly 
in the areas of strategy and finance.

3. Some of the competencies which were 
added require CHRPs to create solu-
tions for their organizations, rather 
than simply administer processes 
(more ‘engineers’ than ‘mechanics’).

The practice analysis process consisted of 
four phases:

1. Initial development  
and validation
This involved determining the scope 
of the study and identifying the 
domains, capabilities, knowledge and 
skills essential to the performance of 
HR professionals at various levels in a 
range of settings. 

The nine domains or major areas 
of responsibility proposed by the PPA 
Panel were: strategy; professional 
practice; engagement; workforce 
planning and talent management; 
labour and employee relations; total 
rewards; learning and development; 
health, wellness and safe workplace; 
and human resources metrics, report-
ing and financial management.

The PPA Panel then developed 
tasks that HR professionals would 
actually perform under the nine 
domains and then developed 
knowledge statements regarding the 
knowledge and skills required to 
perform the tasks. 

2. Focus group review
Focus group participants, who had 
not been involved in the study to 
this point, meticulously reviewed 
the domains, tasks and knowledge 
statements drafted by the PPA Panel. 
Participants were recruited from the 
education community, CHRPs and 
input was collected from a group of 
chief executive officers.

3. Validation study
All HR professionals with mem-
bership in any CCHRA member 
association were personally invited 
to participate in a national survey to 
determine which tasks they actually 
performed and the level of knowledge 
among practitioners across employ-
ment levels and experience ranges. 
Survey results from respondents 
were considered in the analysis. More 
than 10 per cent of respondents were 
working in British Columbia. 

4. Analysis of data and 
 decisions about levels

Based on the results of the survey, the 
PPA Panel determined that there was 
appropriate support for the RPCs. The 
RPCs or tasks were then classified as 
appropriate to several levels of prac-
titioner. Knowledge statements were 
also ranked across these classifications.

The changes to the body of 
knowledge will, after a comprehen-
sive communication program, be 
incorporated into the NKE. Recent 
CHRPs have been invited to provide 
real work-life examples of various 
tasks and knowledge to assist in bet-
ter defining the task statements for 
the RPCs. 

HR Urged to Focus on 
Strategy and Finance Skills

CHRP update
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T
h e Du t y t o Ac c om m oDAt e 
cAn be a significant burden to 
employers who are trying to 
balance often competing busi-

ness and employee interests. Employer 
frustration has been mounting with 
the seemingly unsympathetic decisions 
issued by Human Rights tribunals across 
the country. However, the recent decision 
in Dotchin v. Simply Computing and 
another (No. 2), 2013 BCHRT 189 moves 
in the opposite direction and perhaps 
signals an adoption of common sense.

Simply Stated Upfront
Simply Computing recruited Mr. Dotchin 
away from his position at an Apple store 
to be a store manager. During the recruit-
ment process, he told one of the company 
representatives that he had a genetic 
disease. The evidence was equivocal about 
whether he provided Simply Computing 
with any details about his condition. At 
the hearing, Mr. Dotchin described his 
symptoms as including depression and 
anxiety.

Mr. Dotchin started working for  
Simply Computing in August of 2009; 
just over a year later, Mr. Dotchin’s medi-
cal condition started to interfere with 
his ability to discharge his duties as store 
manager. However, he did not advise any 
of his managers that his health condition 
was deteriorating. In late 2010, for health 
reasons, Mr. Dotchin arranged a transfer 
to a lesser sales position where he did not 
need to attend the store premises but still 
had to meet monthly sales targets. In this 
new role, Mr. Dotchin received salary and 
commission payments.

Mr. Dotchin was not able to meet his 
sales targets. He testified that his symp-
toms, including depression, continued to 
worsen during this period. He “thought 
he could plough through his depression 
and be successful”, and because of this 
belief he did not seek medical help or call 
in sick. He held this belief in spite of the 
fact that he said that his symptoms were 
so bad that he could not leave the house.

Expectations and Accommodations
By February 2011, Simply Computing 
had become unhappy with Mr. Dotchin’s 
performance, and it informed him that it 
would be issuing a letter of expectations. 
In response, Mr. Dotchin informed his 
supervisor that he had a genetic disease 
that interfered with his work. Simply 
Computing issued the expectations letter 
in which Mr. Dotchin was warned that he 
could be dismissed if he continued to miss 
his sales targets.

On March 2, 2011, Mr. Dotchin was 
dismissed from his sales position because 
he could not perform his required duties. 
Mr. Dotchin then met with the CEO to 
discuss alternate arrangements. The par-
ties entered into a subcontractor, commis-
sion-based position which also provided 
access to medical and LTD insurance.

In July 2011, Simply Computing termi-
nated the subcontractor agreement after it 
discovered problems with purchasing and 
inventory documents that dated back to the 
time when Mr. Dotchin was the store man-
ager. Mr. Dotchin did not allege that the 
termination of the subcontractor agreement 
was in any way discriminatory. However, 
Mr. Dotchin filed a complaint stating that 
Simply Computing’s March 2011 termina-
tion action was discriminatory because it 
was based in part on his disability. The com-
pany did not dispute Mr. Dotchin’s medical 
condition and the issue was whether it had 
discharged its duty to accommodate.

Tribunal Dismisses Complaint
The tribunal held that Mr. Dotchin had 
been reasonably accommodated:

Even though Mr. Dotchin had not fully 
disclosed his need for accommodation, Simply 
had earlier accommodated Mr. Dotchin’s 
health-based request to move from the position 
of store manager. Later, when he could not do 
what was required as an account manager, 
the CEO had a conversation with Mr. Dotchin 
and Simply agreed that Mr. Dotchin’s employ-
ment would change to that of a sub-contract 
employee. Mr. Dotchin was worried that he 

still be eligible for LTD benefits and the sub-
contractor arrangement provided that benefit.

I find that it would amount to undue 
hardship to require Simply to continue to pay 
Mr. Dotchin for work he could not perform. It 
had benefits that were accessible to employees 
facing health problems that rendered them 
unable to work. Further, I am influenced in 
my decision by the fact that Mr. Dotchin will-
ingly agreed in writing to the accommodation.

While it did not engage in an elaborate 
evaluation of Mr. Dotchin’s medical condition 
and its impact on his employment, I conclude 
that by its agreement with him, Simply 
accommodated Mr. Dotchin’s disability.

Mr. Dotchin’s complaint regarding the 
March 2011 termination was dismissed. 
The case was dismissed even though Mr. 
Dotchin was terminated before any sub-
contract position was even discussed. The 
tribunal held that the employee’s agree-
ment to the new position as evidenced by 
his execution of the contract documents 
provided for the accommodation.

Tips for Employers
This decision provides some guidance for 
employers dealing with medical accom-
modation issues: 

First, if an employee raises a medical jus-
tification for poor performance, meet with 
the employee and discuss how the condition 
may be a factor and explore what might be 
done to accommodate the position. 

Second, ask the employee for medical 
confirmation about the limitation or dis-
ability (this was not done in the above case). 

Third, try to maintain the employee’s 
eligibility for medical benefits in any 
accommodate position. 

Fourth, create a paper trail regard-
ing any accommodation, and obtain the 
employee’s agreement in writing with 
respect to any modified arrangement. 

Graeme McFarlane is a partner at Roper 
Greyell LLP, a firm focused on partnering 
with companies to find solutions to work-
place legal issues.

Light at the End of the 
Accommodation Tunnel?
By  G rae me M c Far lane

raising the bar
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S
tatistics canada has just started to release data drawn 
from its 2011 census and a major National Household 
Survey which the agency undertook at the same time. 
The results confirm what most people already know: the 

population is aging, with the front-end of the baby boom genera-
tion having reached 65 in 2011; Canadian 
society is urbanizing as more of us are liv-
ing in large and mid-sized cities; there are 
more one-person households, reflecting 
the high incidence of divorce, as well as 
longer life spans; and the workforce and 
population are becoming increasingly 
multi-ethnic, as immigration continues 
to shape the nation’s demographic profile.

All of these national-level trends are 
certainly evident in British Columbia. 

Median Age Climbs in BC
By 2011, the median age of British Columbians was 41.9 years, a 
bit higher than the national average. The median age has been 
climbing steadily for four decades. Twenty years ago, it was 34.7; 
back in 1971, the typical B.C. resident was a youthful 28. 

Of the province’s 4.4 million people in 2011, almost 700,000 
were aged 65 and over. And these oldsters are easily the fastest 
growing age group: their ranks expanded by a whopping 15 per 
cent between 2006 and 2011. 

Urban Density and Rural Opportunity
While B.C. has both a vast land mass and 
an economy still dependent on natural 
resources, a large majority of the people 
live in a handful of urban centres, mainly 
clustered in the southwestern corner of 
the province. Metro Vancouver (popula-
tion 2.3 million) is home to 52 per cent 
of all British Columbians, a share that’s 
expected to keep rising over time. Greater 
Victoria, with 345,000, has the second 
biggest concentration of people, but has 
experienced sluggish population growth 

since 2006. Like Metro Vancouver, the census metropolitan areas 
of Kelowna (2011 population: 180,000) and Abbotsford-Mission 
(170,000) are growing faster than the province as a whole. 

In aggregate, the northern two-thirds of B.C. has just 10 per 

National Trends 
Evident In BC
By  J o ck  F in layson

“the province’s 
population is 
destined to 
become ever 
more diverse”

bottom line
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welcomes 240,000 – 260,000 permanent 
newcomers. On top of this are sizable 
inflows of foreign temporary workers and 
students. According to the 2011 census, 
foreign-born residents comprise 26 pr cent 
of British Columbia’s population; in the 
Lower Mainland, the proportion is much 
higher at 41 per cent. Estimates suggest 
that by 2020, half of all Greater Vancou-
ver residents are likely to have been born 
outside of Canada. 

As immigration continues to drive 

demographic growth, the province’s 
population is destined to become ever 
more diverse. For employers and human 
resource managers, this underscores 
the need to plan and prepare for the  
increasingly heterogeneous workforce 
that will be staffing and operating our 
businesses and public institutions in the 
years ahead. 

Jock Finlayson is the executive vice-president 
of the Business Council of BC.

cent of the population. Given the B.C. 
government’s strong focus on energy 
and natural resource development in the 
north, one has to wonder where the work-
force to build and operate these industries 
will come from. 

Census Families Shrinking in Size
Statistics Canada defines “census fami-
lies” as households of two or more related 
individuals. There were 1.23 million of 
these in B.C. in 2011, up 7 per cent from 
five years earlier. More than 70 per cent 
of them were married couples, with the 
remainder living common-law or as one-
parent families. Of interest, approximately 
three-fifths of all British Columbians aged 
15 and over are either married or living 
with a common-law partner. So the insti-
tution of marriage remains intact. 

Not everyone, of course, is part of a 
census family household. Indeed, half a 
million British Columbians live alone, 
which represents 28 per cent of all house-
holds. Another 50,000 are part of multi-
family households (two or more census 
families in the same dwelling). More 
than 80,000 B.C. residents are classified 
as “other” households – where two or 
more unrelated individuals share a single  
dwelling. 

As in so many other advanced 
economies, average family size has been 
decreasing in Canada, largely due to lower 
fertility rates. Here in B.C., the average 
number of children per family is now 1.9, 
down from 2.7 half a century ago. With 
fewer children, the typical household has 
also been shrinking in size. In 2011, the 
average household in B.C. had 2.5 per-
sons, identical to the national figure. An 
interesting trend that’s garnering plenty 
of attention from social scientists is that 
one-person households are becoming 
more common, rising from 23.5 per cent 
of all B.C. households in 1981 to 28.3 per 
cent today. Fifty years ago, only 13 per 
cent of British Columbians lived in single-
person households. 

Immigration Drives Further Diversity
A final demographic development that 
warrants mention is immigration and its 
role in creating a more diverse population. 
Globally, Canada ranks near the top in 
the number of immigrants admitted mea-
sured relative to the size of the existing 
population. In an average year, Canada 
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voice and vision an exclusive PeopleTalk interview

Olga Shcherbyna:  
Seeking Diversity Clues

How has the workplace perspective 
of diversity changed in recent years 
due to labour shortages and demo-
graphic shifts?
As Canada becomes more diverse so does 
the Canadian workforce. Approximately 
one in five people living in Canada is a 
visible minority and in many communi-
ties visible minorities are becoming the 
majority. British Columbia is expected to 
have over one million job openings over 
the next decade; since only 650,00 people 
will come out of BC’s school system, 
policy makers predict that internationally 
trained workers will fill one-third of these 
job openings through to 2020. 

As more BC sectors experience skills 
shortages, employers are becoming more 
open to diversity in the workplace and 
are increasing their efforts to reach out 
to untapped labour and skills sources. In 
particular, the BC’s Provincial Nominee 
Program (PNP) has been gaining momen-
tum as it allows employers to bring work-
ers overseas to meet current labour needs. 
While I am not questioning the effective-
ness of the PNP to address immediate skills 
shortages in our province, I do advocate for 
getting local employers to become more 
knowledgeable about and interested in the 
diversity of skills and expertise of local for-
eign trained professionals, i.e. those who 
are already in Canada and looking for jobs. 

What are the practical steps involved 
in attracting and retaining a diverse 
workforce? 
There are many ways by which employers 
can diversify their talent pools. These 
strategies are discussed in detail in many 
online and printed resources that have 
been developed in the last few years, 

including A Cultural Competence Toolkit 
developed by BC HRMA in 2009. The strat-
egies will be different depending on the 
size of an organization, the make up of its 
current workforce and many other factors. 

However, some practical steps apply to 
all organizations. Building relationships 
with local agencies serving different 
population groups allows companies to 
expand their talent pools. Separating 
job requirements into essential and 
“nice-to-have” categories provides clear 
guidelines both for applicants and the 
decision-makers during the selection 
process. Finally, using plain language and 
avoiding slang allows hiring managers to 
better connect with potential immigrant 
employees and ensures that candidates 
are better positioned to demonstrate their 
core competencies during interviews.

What do you see as the most  
challenging aspect of a diverse  
working environment? What 
steps have you taken to meet this 
challenge?
I think one of the most challenging 
aspects of working in a diverse environ-
ment is to overcome our individual biases 
or at least be aware of them. As humans 
we tend to discriminate based on our per-
sonal preferences and past experiences. 

Challenging our unconscious biases is 
difficult, as it requires consistent efforts in 
questioning our thoughts and actions. I 
found that learning to recognize my dis-
comforts, pause and think about my feel-
ings were the first steps towards becoming 
less biased. I have also accepted that this 
learning process is a life long journey: 
moving beyond tolerance and remaining 
curious and open to new ways of being.  

With such diversity within BC, 
in what ways are we defining 
the opportunity of the diverse 
workplace?
In this knowledge-based economy, the 
majority of new jobs will require people 
with post-secondary education and skilled 
immigrants are becoming important 
players in the highly-skilled job market. 
For example, in 2012, foreign-trained 
professions accounted for 46 per cent of 
newly registered pharmacists and 38 per 
cent of newly licensed engineers with 
local regulatory bodies.  

Local employers have tremendous 
opportunities to take advantage of this 
culturally-diverse and competent work-
force. To tap into immigrant talent pools, 
employers may participate in the initiatives 
developed and/or funded by the Immigrant 
Employment Council of BC and/or partner 
with established immigrant serving 
agencies, such as MOSAIC, S.U.C.C.E.S.S, 
ISSofBC and others. Moreover, there are 
a number of training opportunities for 
employers ranging from seminars on 
diverse workforce offered by BC HRMA to a 
certificate in Intercultural Communication 
by UBC Continuing Studies.

Additionally, companies can also learn 
from outstanding local employers who 
were awarded with local and/or national 
diversity awards. At the BC HRMA 
Diversity in the Workplace Roundtable, 
we had the good fortune to learn from a 
wide variety of local diversity champions. 
I would like to thank all the presenters 
for volunteering their time to share their 
expertise and generate lively group discus-
sions at our roundtable from 2009 to June 
2013—and I hope the group will continue 
with new leadership this fall. 

As founder of the Vancouver-based Diversity Clues Consulting Inc., Ogla Shcherbyna’s 
favourite quote has always been M. Ghandi’s: “Be the change you want to see in the world”.  
Diversity Clues promotes livable and welcoming communities and inclusive workplaces by 
assisting organizations to plan and deliver their workforce strategies, services and programs. 
For the last four years, she co-chaired BC HRMA’s Diversity in the Workplace Roundtable and 
led over 50 discussions with diversity experts. Holding a M.Sc. in Planning from UBC, Olga 
most recently launched a new online publication www.thinkimmigrants.com which offers 
an independent platform for exchanging knowledge and opinions between scholars, policy 
makers, immigrants and employers.

M.Sc
www.thinkimmigrants.com
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