Protection of personal information - We need your consent (page s>
La protection ties renseignements personnels - Nous avons besoin tie votre consentement

General Meters Corporation™

University One-Card
System

rM

I

II'

'

i ll

—=Jij

VENDING

UN

LIBRARY

TELEPHONE

II
nil
HOUSING

ifi
FOOD SERVICE

BOOKSTORE

BANKING

HANDICAP SERVICES

ATHLETICS

Call today for more information!

General Meters Corporation™
1935

DOMINION
WAY
COLORADO
SPRINGS,
CO
(719)
522-9222
FAX ( 7 1 9 )
522-9297
www.1card.com

80918

/

/
^ &

...

h

sodoloflW sees

chaos-

QUESTION EVERY ANGLE. STUDY EVERY ANGLE. RESEARCH EVERY ANGLE. WELCOME TO
THE I N T E R D I S C I P L I N A R Y UNIVERSITY. AT YORK, WE BREAK DOWN TRADITIONAL BOUNDARIES
AND BRING TOGETHER THINKERS FROM EVERY DISCIPLINE TO TACKLE REAL-WORLD ISSUES. LAST
SUMMER, WHILE OUR MATHEMATICIANS MODELLED THE SARS OUTBREAK, WE ALSO BROUGHT IN
HEALTH POLICY EXPERTS, GEOMATIC ENGINEERS AND POLITICAL SCIENTISTS TO EXPOSE EVERY ANGLE
OF THE PROBLEM. THE SAME PHILOSOPHY TRAVELS THROUGHOUT YORK, WHERE IN ADDITION TO
INTERDISCIPLINARY PROGRAMS, STUDENTS CAN COMBINE MAJORS IN COMPLETELY DIFFERENT FIELDS.
AT YORK, NOT ONLY IS IT POSSIBLE TO BOTH STUDY PHILOSOPHY AND GOTO SCHULICH, IT IS ENCOURAGED.
FOR FURTHER INFORMATION ABOUT THE INTERDISCIPLINARY UNIVERSITY, V I S I T Y O R K U . C A .
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Innovative Banking
Solutions for Universities.
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Scotiabank offers our clients a team-based approach in meeting their unique needs - with
expertise and products to help you stay on top of payables and receivables, premium rates on
business account balances, access to the information you need when you need it, and innovative
lending options to suit your seasonal, project or leasing needs.
Visit our team of University-focused Relationship Managers, and product and investment
specialists at the CAUBO conference (Booth 7) from June 12-15 in Saskatoon.

Commercial Banking
For more information, contact your Relationship Manager
or e-mail universities@scotiabank.com
Real Relationships. Real Results."
rks of The Bank of Nova Scotia.

Editor
Craig Kelman
Art Production
Tracy Toutant
Advertising Sales
Ronda Landygo
Publications Mail Agreement #40065075
Return undeliverable Canadian addresses to:
Canadian Association of University Business Officers
320-350 Albert Street, Ottawa, ON K1R1B1
email: info@caubo.ca

Published four times a year on behalf of
the Canadian Association of University
Business Officers (CAUBO) by
Publie quatre fois par annee pour
['Association canadienne du personnel
administratif universitaire (ACPAU) par

J

ASSOCIATES

rilfi 81 £rt!«Kfy=K\59lT!l9r
Winnipeg, Manitoba R3J 0K4
Tel: 204-985-9780
Fax: 204-985-9795
www.kelman.ca
info@kelman.ca

cAubo
ACpAU

Canadian Association of University
Business Officers
Association canadienne du personnel
administratif
universitaire
320 - 350 rue Albert Street
Ottawa, Ontario K1R 1B1
Tel./Te/.: (613) 563-3961 ext. 270
Fax/Te.ec: (613)563-7739
infoOcaubo. calinfo@acpau.ca
Executive Director/Directeur general
Jacques Samson
Editorial Board/Comite de redaction
Chair I President: Lawrence Durling,
St. Thomas University
Members!Membres:
Pat Hibbitts,
Simon Fraser University
Nancy Sullivan,
University of Guelph
The views expressed in this publication are
le responsibility of the publisher and do not
•cessarily reflect the views of the officers or
ibers of the Canadian Association of University
Business Officers,
s opinions exorimees dans cette publication
t la responsabilite de I'editeur et ne refletent
s necessairement celles des dirigeants ou des
ibres de I'Association canadienne du personnel
administratif universitaire.

8

CAUBO and the protection
of personal information
• L'ACPAU et la protection des
renseignements personnels

21 Quality and Productivity Awards
• Prix de la qualite
et de la productivite
41 CIOs bring IT to executive table
• Le chef des services
d'information (CSI) :
le lien entre les technologies de
1'information et la haute direction
47 Managing construction projects

Departments
Chroniques

Executive
Director's Message
• Message du
directeur general
People Moves
• En mouvement

10

Human Resources

12

Risk Management

14

Leadership

16

Legally Speaking

18

Publication Reviews

UNIVERSITY MANAGER • Summer 2004

5

CAubo

Executive Director's Message

Message du directeur general

ACpAU
Canadian Association
of University Business Officers
Association canadienne du
personnel administratif
universitaire
Board of Directors
Conseil
d'administration
Gary Draper
President/President
Acadia University
(902) 585-1627 Fax/Telec. 585-1079
gary.draper@acadiau.ca
Duncan Watt
Past-President/President sortant
Carleton University
(613) 520-3804 Fax/Telec. 520-7870
duncan_watt@carleton. ca
Larry English
Vice-President/Vice-president
Concordia University
(514)848-4310 Fax/Telec. 848-4586
larrye@alcor.concordia.ca
Nancy Walker
Secretary-Treasurer/Secretaire-tresoriere
The University of Lethbridge
(403) 329-2207 Fax/Telec. 329-2097
nancy, walker@uleth.ca
Jacques Samson
Executive Director/Directeur general
(613) 563-3961, ext. 268
Fax/Telec. 563-7739
jsamson@caubo.ca/jsamson@acpau.ca
Sheila Brown
University of Toronto
(416)978-7466 Fax/Telec. 978-4431
sheila.brown@utoronto.ca
Lawrence Durling
St. Thomas University
(506) 452-0533 Fax/Telec. 452-0546
ldurling@stu.ca
Eric Harbottle
University of Windsor
(519) 253-3000 x2641 Fax/Telec. 971-3619
eharbot@uwindsor.ca
Patricia Hibbitts
Simon Fraser University
(604)291-3381 Fax/Telec. 291-4009
pat_hibbitts@sfu.ca
Michael W. McAdam
University of Calgary
(403) 220-7231 Fax/Telec. 289-6800
mcadam@ucalgary.ca
Gabrielle Morrison
Saint Mary's University
(902) 420-5409 Fax/Telec. 420-5566
gabe.morrison@smu.ca
Andre Racette
Universite de Montreal
(514) 343-7153 Fax/Telec. 343-2282
andre.racette@umontreal.ca

6

UNIVERSITY MANAGER • Summer 2004

A showcase of innovation

line vitrine d'innovation

En procedant a revaluation des projets soumis
As we were completing the evaluation of
au concours des prix de la Qualite et de la Producthis year's submissions for the Quality and
tivite de cette annee, les membres du comite de
Productivity Award program, the members of
selection ont ete tres impressionnes par la qualite
the selection committee were very impressed
generale des projets. On entend souvent qu'une
by the overall quality of the presentations. It
facpn de contrer les baisses de resis often said that, in the face of
sources est d'ameliorer l'efficacite
declining resources, improvet l'efficience des processus admiing the efficiency of university
nistratifs. Cette annee, l'ensemble
processes is not only a good
des projets soumis represente reeidea, it is now inevitable. This
llement une vitrine d'innovation
year's group of projects was a
et de pratiques d'excellence.
real showcase of innovation and
effective practices.
Trente-quatre projets one ete
soumis en provenance de 25
This year, 34 projects from
etablissements. D'apres ce que
25 different institutions were
Ton sait, ces projets represensubmitted. From all accounts,
t e d un simple echantillon
these projects are but a sample
de l'extraordinaire capacite
of the extraordinary capacity
d'innovation des administraof university administrators to
teurs universitaires et de leur
innovate and do more with less.
Jacques Samson
habilete a faire plus avec moins.
The main beneficiaries of many
Les principaux beneficiaires de ces projets sont
of these projects are often the students and the
souvent les etudiants et les employes euxemployees. One can only hope that more
memes. On ne peut que souhaiter que plus de
people would take the time to let the world
personnes prennent le temps de faire connaitre
know about their commitment to excellence in
leur engagement envers le developpement de
the administration and to the increased quality
pratiques d'excellence et 1'amelioration de la
of their services.
qualite des services dont ils sont responsables.
Once again, the committee regretted that
Encore une fois, les membres du comite ont
more prizes could not be awarded. Additional
ete confrontes a l'incapacite de recompenser
projects that were also deserving of national
tous les projets meritants. Ils ont decerne un
recognition resulted in the award of two
prix regional a deux institutions et trois menregional prizes in one region and three submistions honorables en plus des prix.
sions awarded an honourable mention.
La grande variete de projets soumis couvre
The wide variety of projects cover not only
non seulement les domaines plus traditionnels
the more traditional areas of administrative
des processus administratifs, mais aussi de
processes, but also a growing number of projplus en plus de projets visant 1'amelioration des
ects aiming at improving student services, and
services aux etudiants, des projets touchant des
many projects addressing environmental issues
questions environnementales et enfin des projets
as well as growing concerns for the resource
visant a ameliorer les processus de planification
allocation and planning processes. In many
et d'allocation des ressources. Certains projets
instances, they are wonderfully innovative and
sont superbement innovateurs, ce qui a amene le
have prompted many committee members to
commentaire suivant« Pourquoi n'y avons-nous
say "Why did we not think of that before?"
pas pense avant? ».
I encourage you to read about the winning projects in these pages and consult the
Je vous encourage a prendre connaissance des
outlines of all projects on our web site in the
projets primes dans ces pages et a consulter les
Award page. ^ /
sommaires de tous les projets sur le site web de
l'ACPAU a la page des Prix, tyl
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CAUBO
and the protection
of personal information

L'ACPAU
et la protection des
renseignements personnels

T

L

he Personal Information Protection and Electronic Docua Eoi sur la protection des renseignements personnels et les documents
ments Act (PIPEDA) is a federal enactment which
electroniques est un texte legislatif federal qui vise, comme son
deals with the protection of personal information. As of
nom l'indique, a proteger les renseignements personnels. Depuis le l e r
January 1, 2004, it prohibits organizations from collectJanvier 2004, en vertu de cette loi, il est interdit a toute organisation de
ing, using or disclosing personal information about an
recueillir, d'utiliser ou de communiquer des renseignements personindividual in the course of commercial activity unless the
nels au sujet d'un individu dans le cadre d'activites commerciales sans
individual's consent is first obtained.
d'abord obtenir le consentement de l'interesse.
Some of CAUBO's activities qualify as commercial activCertaines activites de l'ACPAU sont considerees comme des
ity subject to PIPEDA:
activites commerciales et done assujetties a cette loi, notamment:
1. Communication de l'information contenue dans la base de donnees, y
1. Sharing database information, including mailing
compris les adresses postales, les numeros de telephone, les numeros
addresses, telephone numbers, fax numbers and e-mail
de telecopieur et les adresses de courrier electronique, aux membres
addresses, with member corporations. Access to the
corporatifs. L'acces a la base de donnees est actuellement suspendu,
database is presently suspended pending response to
dans l'attente de reponses de la part des membres a la suite de la
this announcement.
presente annonce.
2. Sharing the annual conference participant list, including
mailing addresses, telephone and fax numbers and e-mail
2. Communication de la liste des participants au congres annuel, y
addresses with delegates and sponsors. Starting with the
compris les adresses postales, les numeros de telephone, les numeros
2004 Conference, registrants may decline to have their
de telecopieur et les adresses de courrier electronique, aux delegues
personal information appear on the conference particiet aux commanditaires. A compter du congres de 2004, les personnes
pant list.
inscrites pourront refuser de voir les renseignements personnels qui
les concernent paraitre dans la liste des participants.
3. In addition, CAUBO will, from time to time, use this
information to inform its members about publications,
3. Par ailleurs, l'ACPAU utilise de temps a autre cette information pour
workshops, products and services that may be of interest
signaler a ses membres des publications, des ateliers, des produits
to university administrators.
et des services d'interet pour les administrateurs universitaires.
CAUBO is also occasionally asked to provide the names
L'ACPAU est parfois invitee a fournir le nom et 1'adresse de certains
and addresses of some of its
de ses membres au Center for Higher Educamembers to the Center for Higher
tion Research and Development (CHERD) de
Education Research and Develop1'Universite du Manitoba, qui propose au nom
ment (CHERD) at the University
de l'ACPAU des cours de perfectionnement
of Manitoba that offers, on behalf
destines aux administrateurs universitaires,
of CAUBO, professional develainsi qu'a des organismes gouvernementaux
opment courses for university
ou a des organismes de recherche (organismes
administrators, as well as to some
subventionnaires, Fondation canadienne pour
government and research organil'innovation, etc.) qui offrent des subventions
zations (granting councils, CFI,
et des services aux universites.
etc.) that provide funding and
Ces activites permettent a l'ACPAU de
services to universities.
tirer des revenus, sous forme de cotisations
These activities enable CAUBO
to generate revenue by way of
membership or conference fees
and to promote awareness of
goods and services of potential
interest to its members.
If you are a reader of University
Manager, and receive it directly,
your personal information, as
outlined above, is already in CAUBO's database. If you wish to be
removed from the database, please
contact Jacques Samson, Privacy
Officer at jsamson@caubo.ca. If
CAUBO does not hear from you by
the end of July 2004, your consent
to have your personal information
remain in CAUBO's database will
be implied.
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ou de frais d'inscription au congres, ainsi que
de faire connaitre des biens et des services
susceptibles d'interesser ses membres.
Si vous etes un lecteur de la revue Gestion
universitaire et que vous la recevez directement,
les renseignements personnels a votre sujet
sont deja dans la base de donnees de l'ACPAU.
Si vous voulez faire retirer ces renseignements
de la base de donnees, veuillez communiquer
avec Jacques Samson, responsable de la
protection des renseignements personnels,
a 1'adresse jsamson@caubo.ca. En 1'absence
d'indication de votre part d'ici la fin de juillet
2004, l'ACPAU considerera que vous consentez
a ce que les renseignements personnels qui
vous concernent demeurent dans la base de
donnees de l'ACPAU.

People Moves

En mouvement

New appointments/Nominations
Gitta Kukzycki, Vice-President,
Administration, University of
Western Ontario
Prior to joining Western, Gitta
had been the vice-president and
chief financial officer of the Grand River
Hospital in Kitchener, Ontario.
Don O'Leary, Vice-President,
Administration, Trent University
it J D Don joins Trent from his position
as Commissioner of Corporate Services for
the City of Oshawa.

Canada two years ago and serving as a management and business consultant in Toronto.
Prior to that, he had spent seven years as director of planning and analysis at the University
of Witswatersrand in Johannesburg, South Africa.

Deces/Deceased
Cest avec regret que nous vous annoncons le deces de Stuart James Budden, a Toronto, le
28 mars 2004. Stuart James Budden 6tait membre honoraire de 1'ACPAU depuis 2001./We
deeply regret to inform you that Stuart James Budden passed away on March 28, 2004 in
Toronto. Stuart James Budden was an honorary member of CAUBO since 2001.

New CAUBO Corporate Members/Nouveaux membres corporatifs
BMS Catastrophe - Richmond Hill, ON - Marc Dubois

Carolina (Lina) Willsher, Director of
Human Resources, Carleton University
Most recently, Lina served as Director,
Human Resources for St. Joseph Digital
Solutions, the largest privately owned print
and communications company in Canada.

To THE Rescue!!!
Use one durable, reliable and secure card
that combines student, library, meal,
parking, athletic and access requirements.
JDenticam has all your Photo jDentification
systems, supplies and accessories.

Glynn Nicholls, Director of Academic
Planning and Budgeting, Simon Fraser
University
Glynn assumes the university's new
administrative position after emigrating to

Call for a free, no risk, no-obligation,
trial system.

1-800-387-7031 w w w . iderttkatn.com iIDenticam
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Human Resources

Human Resource
management:
progressive discipline
By Jim Horn, Director, Human Resources, Zayed University, Dubai, UAE

Y

ou have a performance/ behavioural
problem with one of your employees. What do you do? The answer
is to deal with it. But how do you do
that? The answer is to get professional
advice before you act, not after. A prime
characteristic of a successful manager is
credibility. If you act quickly and make
a mistake, your action may have to be
changed by you - or worse - by someone
else. That is not a good situation.
Actions by any manager must satisfy
the contextual requirements. Are there
union contracts, university policies or
legal requirements that apply? Nevertheless, there is a generally accepted process
called 'progressive discipline' that has
evolved over the years through employers'
experiences in taking disciplinary action
and being challenged through grievance
and arbitration processes. The four stages
of this process are informal warning,
formal written warning, suspension, and
dismissal.
The main distinction normally made
between formal and informal is whether
or not the documentation will be placed
on the personnel file. A second and
equally important distinction is how the
problem will be handled at the informal
level. The general objective is to correct
the problem, so it is important to carefully
determine how to most effectively deal
with it at this stage. In terms of human
dignity, informal works better than
formal. However, it clearly depends on
the nature and context of the problem as
to how it should initially be handled.

One can enter this
four stage process at any
stage. A judgement must
be made as to the severity of the problem. An
immediate dismissal may
be warranted or perhaps

10

an immediate suspension pending an
investigation that could lead to dismissal.
These are matters that require expert legal
advice and are not the common problem
faced by the manager. No doubt these
are important matters that the university
must deal with effectively and efficiently.
However, this article is directed at dealing with performance problems where
the first stage of the process would be
the appropriate starting point.
A manager should also have a good
understanding of the difference between
a performance review process and progressive discipline. Clearly, they overlap.
It is very important that the manager get
advice from his or her Human Resource
Department concerning this distinction.
In a general sense, performance reviews
are annual events, whereas a disciplinary process deals with a problem when it
occurs. A performance review is designed
to deal with things that are done well and
things that need improvement. A disciplinary process focuses on problem(s)
that are the result of job performance
or behavioural issue(s). Performance
and behavioural problems can overlap,
but they can also be mutually exclusive.
Both can affect the employment status of
the employee.
The starting point in entering a disciplinary process is setting up a meeting
with the employee to discuss the problem.
This sounds like a straightforward step,
however, meeting with an employee concerning a performance/behavioural issue
normally requires the involvement of

other people. For example, it may require
a union representative being present. The
important point is for the manager to prepare for the meeting with a brief outline of
the points to be covered, questions to be
asked, and, in general, how the meeting
is to be conducted.
The manager's demeanor during this
meeting is very important. It should be
professional, not sarcastic, overbearing or
autocratic. It is important for the manager
to remain calm and focused and to listen
to the employee carefully. It is also very
important to clearly set out the problem
and give the employee an opportunity to
respond. The manager should be certain
that the employee understands the problem - what he or she has done wrong and
why performance is not at a satisfactory
level. It is generally desirable to provide specific examples to illustrate the
problem. In any case, the remedial action
expected must be clearly understood. The
employee must understand what will
occur if the behaviour or performance
level does not improve or change.
Normally, a time line is set to review the
situation. For example, another meeting
could be scheduled in a certain number
of weeks/months to review what progress
has been made. During the meeting, it is
also important to advise the employee of
the status of the meeting. For example, is
it a formal or informal stage? If, following
the meeting, a letter is going to be sent
to the employee, the status of the letter
must be made clear. For example, will it
be placed on the employee's file? If a letter
is not being sent, then
a written record of the
main points discussed
during the meeting
must be kept.
The informal warning and formal written

"A manager should have a good
understanding of the difference
between a performance review process
and progressive discipline,"
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warning can be repeated as many times
as is appropriate. There may be different
types of problems occurring. Judgement
as to how many times that an employee
must be warned before moving to a suspension will depend on the particular
case and circumstances. It is advisable to
seek advice, normally from the Human
Resources Department, all through this
process.
Suspension may be with or without
pay, depending upon the environment. For
example, suspensions with pay are more
common in faculty labour relations. There
is normally a determination of how long
the suspension should be. One approach
is that the suspension should relate to the
severity of the problem. This would be
more common when one is going directly
to the suspension level. Some collective
agreements specify a maximum. The
important point here is that this level is a
formal signal to the employee that he or
she is one step away from dismissal. This
stage is very important in the process
and must be well supported. Sustaining
a suspension provides a stronger base for
a possible dismissal.
If a dismissal level is reached, the process must be clearly thought out. A meeting must be arranged with the appropriate
people present. The dismissal letter must
specify the last day of work - normally the
day that the meeting is taking place - and
it is normally suggested that the reasons
provided are very general. The letter
should be brief and to the point. There are
different ideas about the timing of such a
meeting. Usually, it would be later in the
day when other personnel will have either
left or are about to leave the workplace.
Arrangements to clear out the workspace and return keys, university equipment or property are normally done on
that day. However, depending on the
nature of the job, it may be necessary to
make a special appointment during the
evening or weekend for the employee
to vacate the workplace. The employee
would be accompanied either by someone in Security and/or perhaps Human
Resources. A Monday is usually better
than a Friday so that any follow-up may
occur the next day if necessary. Generally,
meeting at the beginning of the week is a
good rule of thumb for any disciplinary
meeting.
In recent years, termination without
cause has been a more commonly used
approach for non-union positions. The
employer makes a judgement as to the

amount of settlement pay that would
be appropriate taking into account such
key variables as salary, level of position,
length of service, age and re-employment
probabilities.
The objective is to pay a settlement that
will not be taken to court. At this stage, a
mutually agreed upon arrangement can
sometimes be made where the employee
resigns and a settlement is paid. Using
outplacement agencies can also be an
effective supplemental strategy in assisting employees to find other jobs. This
approach can be especially effective if

\

there had simply been a poor job fit.
Ignoring performance/behavioural
problems and hoping that they will solve
themselves is a recipe for disaster. No
one has said that applying a 'progressive
disciplinary' process is easy. It is difficult
and stressful work. But, it is necessary.
The credibility of a manager is directly
linked to that manager's ability to take
appropriate actions. Ignoring problems
is a sign of poor management, possibly
even incompetence. So, if there is a problem, it must be dealt with, and the earlier
the better. ^H
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Risk Management

Enterprise Risk
Management in a
university setting (Partu)
By Nowell Seaman, Manager, Risk Management & Insurance, University of Saskatchewan
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nterprise Risk Management (ERM)
practices generally provide a more
integrated approach to identifying
and managing all types of risk across the
organization. At a recent roundtable discussion, a leader in the field observed that ERM
simply equates to managing risk well, or at
least better.
It is no small task to create a comprehensive picture of all types of risk facing a
university, considering that most universities
must manage an exceptionally broad range
of risks within a very complex organizational
structure. Faculties and units engage in a wide
variety of activities in diverse disciplines, each
with its own risk culture within the organization.
A number of Canadian universities have
implemented, or are at least considering,
some form of enterprise-wide risk management. While ERM frameworks may differ
significantly according to the needs of the
institution, steps to development will commonly include:
1) Identification of all of the significant risks
and risk categories across the institution.
The methodology is usually a combination of workshops, surveys, and in-depth
interviews with key personnel, senior
management, board members, and key
stakeholders.
2) Assessment of each identified risk, with
particular attention to the potential effects
of each risk on the strategic objectives of
the university, current measures in place
to manage each risk, accountabilities and
actions required to further mitigate risk.
3) Development of a common risk language
to communicate about risk throughout
the organization.
4) Development of an explicit risk management framework and policy that clearly
defines roles and responsibilities for
managing risk at all levels of the organization.

5)

Determination of the risk-retention
capacity or 'risk appetite' of the organization, often expressed in terms of tolerance levels for various types of risks.
6) Establishment of measures to monitor
and report on enterprise-level risks.
As with any university-wide initiative,
the full support and active involvement of
senior management is critical to success.
To engage the academic side of the house,
enterprise risk management usually needs
the support of a 'champion' at the president,
provost or senior vice-president level. Given
the strategic focus of ERM, board support is
essential as well. Boards are often very interested in ERM as a means to address the risk
management elements of effective corporate
governance.
Because risk is driven by the academic
and research functions of a university, broad
involvement from those areas is essential to
validate the risk assessment. The process
often involves a steering committee with
senior level representation from office of the
provost, vice-president academic, research
administration, colleges and deans, integrated planning, student and enrolment, as
well as vice-president finance and administration, and other units that have a primary
risk management function.
Consultants are often engaged to provide
facilitation and project management services,
as well as guidance and technical support to
expedite development. ERM consulting services are offered by most major chartered
accounting firms, major insurance brokerage
firms and a wide selection of independent
consulting firms. It should be noted that most
consultants are not subject matter experts in
all risk categories, nor do they usually hold
themselves out to be. At the end of the day,
each university must ultimately identify
and assess its own set of risks, and develop
a framework to suit its own needs.
ERM is still evolving, and a number

of framework models have emerged. A
recent survey of a sample of North American risk managers engaged in enterprise
risk indicated that significant number of
organizations have or intend to create
their own ERM framework, rather than
adopting a standard approach. Two of the
more common approaches to consider are
the ERM framework developed by Committee of Sponsoring Organizations of the
Treadway Commission (COSO) - http:
//www.erm.coso.org/Coso/coserm.nsf,
and the Australia/New Zealand risk management standards - http://www.riskma
nagement.com.au/, which are receiving
acceptance in Canada and the US as well
as down under.
The implementation of ERM at a university is an evolutionary process that
involves a change in organizational culture. A sound enterprise risk management
program should result in fewer unpleasant
surprises, and support the strategic goals of
the university. It is helpful to remember that
the objective of ERM is to understand and
more effectively manage, rather than eliminate, all risks. All management involves risk
and, in the words of Peter Drucker, "A decision that doesn't involve risk probably isn't
a decision." yU
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Leaders hip

Living your values:
two stories
By Judith Gibson, Managing Partner of Gibson, Sage and Associates

A

s we witness tales of scandal,
abuse and malfeasance, it is hard
to avoid concluding that something
has gone wrong with our collective moral
compass. And it doesn't seem an issue that
new Ethical Guidelines or the appointments
of Chief Ethical Officers are likely to make
the problems go away. Analyses into the
underpinnings of famous, and infamous,
ethical breakdowns suggest the roots are
deep and the problem systemic.

A partnership gone awry
One such case was the tragic failure of
Ford and Firestone to avoid, address and
ultimately accept responsibility for the
catastrophic tire failures that occurred on
the Ford Explorer, which, before a recall
was finally issued, cost scores of lives and
caused hundreds of injuries. As sobering as
senior executives' denial of responsibility
was the dismaying record of design, production and marketing decisions leading
up to the Explorer's introduction.
In his analysis of the dynamics at play in
these companies, 1 Robert Green identifies
contributing factors that are common in
organizations today: high levels of stress
and performance pressures, goal obsession, rationalization, buck-passing, leadership failure and values conflict. He notes
the "many failures in individual moral
responsibility," from Firestone line managers to Ford designers to corporate lawyers
to senior decision-makers. And he notes,
without absolving them of responsibility,
that the organizational context imposed
difficult moral dilemmas for managers.
It was a moral quagmire, values-driven
indeed, but driven by a set of values gone
seriously wrong.

The Johnson 8t Johnson Credo
In 1945, Robert Wood Johnson, son of the
founder, sat down and drafted what has
since become famous as the Johnson &

14
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Johnson Credo. It is not a well-crafted tag
line, and it does not fit on a business card.
It was not developed by consensus. And,
if you asked, few could repeat it verbatim,
certainly not on an elevator ride. But the
Johnson & Johnson Credo has shaped that
company's growth, defined its culture and
influences its decisions.
In one page, Robert Johnson laid out
the company's responsibilities, first to the
doctors, nurses and clinicians, parents and
children who use its products and services,
then to its employees, the community and
environment, and its stockholders. And
he defined the principles and values that
would govern how Johnson & Johnson
would act on those commitments.
What differentiates Johnson & Johnson,
however, is not that this statement exists.
Many organizations have defined their
mission and crafted their vision. Some
have gone so far as to articulate their values.
What differentiates Johnson & Johnson is
the degree to which those values have
become synonymous with the Johnson &
Johnson name. When eight people died of
cyanide poisoning after taking tampered
Tylenol capsules in 1982 Johnson & Johnson responded rapidly and, as one would
expect given its credo: full disclosure,
constant communication and immediate
product recall, despite huge costs to the
company. In doing so, they set the gold standard in crisis management. The dismaying
thing is that the Tylenol example remains
the exception rather than the rule.
Johnson & Johnson is one of the U.S.'s
most successful global corporations, it
has been recognized as having the best
corporate reputation in the U.S. for five
years running by the Wall Street journal, it
is acknowledged for its philanthropy and
employment practices, it partners with its
local university and works closely with the
community. In short, it lives its values.

The case for values
Having looked at the Ford and Firestone
case, what were Green's conclusions? "On
matters of ethical integrity, all the members
of an organization, from top leaders to rank
file, must speak with one voice." Leaders,
he argues, must achieve organizational consensus on key values, and they must be alert
for, confront and address the organizational
dynamics that subvert values-based decision-making.
Why values? They shape behaviour
and they create the context for decisions.
As Green notes, the Ford and Firestone
story is particular in some ways, but it is
also typical, "because the problems that
came to light often make their appearance
in other, less tragic instances of corporate
negligence and misconduct." From that, no
organization is immune. The reality is that
individuals throughout the organization
exercise judgement and make decisions
every day, sometimes in ambiguous and
stressful circumstances, based on their sense
of organizational priorities and norms, right
and wrong, personal risk or safety. And all
this can vary, not only from one part of the
organization to the next but from one individual to the next. Without explicit, widely
held organizational values, ethical decision
making cannot be assumed. And, in situations of extreme pressure, or crisis, the risks
of poor decision-making compound.
These are specific cases, in organizations
very different from the university. Yet, the
lessons are worth heeding. Organizations
need clarity around their guiding values, the
commitment to move those values to practice, and the courage to make the difficult
decisions those values will demand. It may
be the greatest leadership challenge of all. 4ft
1

When Good People Do Bad Things: Anatomy of a
Corporate Disaster, Ronald Green, The Many Facets
of Leadership, Financial Times, Prentice Hall, 2003
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Legally Speaking

Employee Assistance
Programs revisited
By Peter Mercer, Professor of Law at the University of Western Ontario, where
he recently served as Vice-President Administration and General Counsel

I

t has long been recognized at Canadian
universities that personal difficulties
which encompass physical, mental,
emotional, marital, family, alcohol, drug or
financial problems are likely to have serious
adverse effects on the work performance
and overall health of employees as well
as on colleagues and family members.
Experience shows that many of these can
be resolved if they are identified early and
assistance is made available. Consequently,
Employee Assistance Programs (EAPs)
typically offer free professional counselling
services to all full-time employees.
As the nature of work changes, with
greater encroachment of work responsibilities on life outside the formal workplace,
the other costs of what has been described
as work/life conflict are also seen to be
growing (see, for example, Work-Life
Issues: An EAP's Perspective, WarrenShepell
Research Group, 2004 Series, Vol. 3, Issue 4).
Employees may be more frequently absent
or less likely to be fully engaged while at
work. While some of these issues can be
dealt with through modifications in the
workplace, there is increasing employer
interest in trying to improve the quality of
life for employees outside the workplace.
The findings of an empirical study by the
WarrenShepell Research Group, referred to
above, are revealing:
• The use of work-life programs is
increasing relative to traditional EAP
mainstream counselling.
• Legal and financial services have the
highest use. However, use of nutrition
and family services is rapidly increasing.
• Work-life programs are used more or
less equally by males and females and
by younger and older workers.
• Males are accessing more legal and
financial services; females are accessing
more nutritional, childcare and medical
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• Younger workers are accessing more
childcare, medical and nutritional services; older workers are accessing more
financial and eldercare programs.
• The consulting, hospitality and provincial
government sectors are among the most
frequent users of work-life programs.
• The hi-tech/software, healthcare and
municipal government sectors are least
frequent users of work-life programs.
My point here is not to discuss the
substantive merits of EAP work-life
programs; it is enough for my purposes
to note their growing incidence and significance. Instead, I want to consider why
some university employees have refused to
participate even in traditional EAP counselling programs.
Older, internal measures to accommodate the balance between home and work
responsibilities, such as flextime, were often
not taken up because employees felt they
would be harming their careers by doing so.
It is thought that EAP work-life programs
will be seen as a workable alternative
because they are, by contrast, delivered by
third party providers and are confidential.
However, this is true of traditional EAP
counselling programs as well.
Under university EAP programs,
professional counselling is provided at
an off-campus location by an unaffiliated independent agency. Participation is
strictly voluntary and confidentiality is
strictly maintained; As a matter of university policy, reinforced by provincial human
rights laws, an employee's decision to take
advantage of an EAP program may not
affect that employee's employment or
opportunities for promotion or advancement. Furthermore, there are strict controls
on the potential release of information to the
employer. If the employee chooses to advise
the university that treatment is being undertaken, the EAP counsellor can only provide
that advice if authorized by the employee

in writing and approved by the employee
for transmission.
A colleague once told me, only half in
jest, that maintaining the 'confidentiality'
of information in a university required
telling no more than one person at a time.
In this respect, universities are probably
no worse than other large, decentralized
organizations.
However, independent agencies providing EAP services are legally constrained in a
number of ways that should militate against
any such perception.
The first is that participants must give
their informed consent to participation
in an EAP. Those delivering the service
are professionally bound to ensure that
such consent is obtained and to abide by
its terms and failure to do so would have
professional consequences. Furthermore,
they are subject to professional and legal
record keeping and confidentiality obligations that can only be abrogated under
extraordinary circumstances. These might
include disclosure requirements pursuant to a search warrant or court order or
because of legislated reporting obligations. An example of the latter would be
the obligation for an EAP professional to
disclose information concerning possible
child abuse under provincial child protection legislation. However, there is no legal
requirement to report behaviour (arising
out of substance abuse for example) that
might otherwise constitute grounds for
even criminal charges.
Absent these extraordinary circumstances, employee ability to control the flow
of information arising out of EAP participation is powerful indeed. Employees have
the right to decide whether they wish to
participate but, in light of legal protections
afforded them, it would be a shame if the
decision not to seek assistance was made out
of a misguided concern that to do so would
make them professionally vulnerable, ^ j /
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publication: Does Education

Matter?

Myths about Education and Economic Growth
Author:
Alison Wolf
Published by: Penguin Books, 2002
Reviewed by: Ken Snowdon, Snowdon & Associates Inc.

D

oes education matter? Alison Wolf sets out to answer
that question and, in the process, provides a provocative analysis of government policy towards state assisted
education. Wolf, a Professor of Education at the University of
London's Institute of Education, focuses some of her attention on
the situation in the United Kingdom, but she uses a significant
amount of comparative information from other jurisdictions to
make her points.
Essentially, Wolf argues that, to the individual, education
does matter - the return on investment is very good - a fact that
will come of no surprise to individuals in the higher education
sector. The more interesting part of her analysis focuses on a particular aspect of the 'public good' argument that investment in
higher education is the 'driver' behind economic growth. With
that supposition firmly in her sights, she provides a persuasive
argument that there is little economic evidence to support the
assertion that more public investment translates directly into
economic growth.
Using examples from around the world, Wolf illustrates the fiction
associated with the basic premise. To what end you might ask?
• First, to dispel the myth. In her view, the "belief in a simple,
direct relationship between the amount of education in a society
and its future growth rate" is simply incorrect (p.244).
• Second, to draw attention to the waste of public monies on
wrong-headed government policies, especially the investment
in vocational training.
• Third, to sound the alarm that more public investment brings
with it greater government intervention that, in turn, assures
'quality' is only a seven letter word. Driven by an economic
agenda that promotes a fixation for the quantitative indicators
governments are quickly drawn to measures of success that can
be easily counted. Impacts on quality are swept aside by the
obvious 'good' associated with economic growth.
• Fourth, to bring attention to the fact that, as demand for higher
education has grown, the result has been "constant downward
pressure on costs and on real levels of spending." (p.247) In
turn, this has taken higher education to the point where the
'very best' no longer seek out research or teaching as a career.
• Finally, to suggest that the focus on education as the "engine
of economic growth" has "narrowed the way we think about
social policy and has also narrowed - dismally and progres18
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sively - our vision of education itself." (p.254)
Wolf's basic arguments have a measure of truth to them and she
is persuasive in her analysis, especially with respect to the waste
of government directed investments in vocational training. While
her focus is on the United Kingdom, many of her observations and
arguments would be applicable to countries around the world,
including North America. However, she appears to have a warm
spot for the United States, where the presence of the marketplace
and emphasis on competition leads to differentiation and "hopefully some world-class winners (but probably some world-class
stinkers too)." (p.219)
So, what is to be done? Wolf's disenchantment with government intervention and centralized education policies leads her to
lean towards the virtues and vices of the American system. She is
not hopeful, however, about the likelihood of much movement in
that direction in her own country. Interestingly, if she were writing
today, she would likely see recent funding reforms in the United
King as a step in the right direction, but would be quick to note
the bureaucracy the reforms have engendered.
The value of Does Education Matter? is that it provides a different perspective on the current economic rationale for greater
public investment in higher education. Consequently, it may
sharpen arguments about the 'public good' and focus greater
attention on determining what the term 'quality' in higher education really means. Finally, it sheds some light on higher education policy in the UK and provides an insider view that contrasts
sharply with what might be considered the more commonly held
view of education reform in the United Kingdom.
Previous reviews - Kirp's Shakespeare, Einstein and the Bottom
Line, and Bok's Universities in the Marketplace - provided a glimpse
into the workings of the higher education market in America and
the perils and pitfalls associated with the market. Wolf's analysis
provides an interesting perspective on the dangers inherent in a
system dominated by centralized bureaucratic control. As Canada
grapples with the fiscal reality of an expanding higher education sector - and as governments across the country take steps
to increase accountability - the lessons from elsewhere should
be instructive.
Lauded by The Economist as "One of the bravest, most interesting
and most valuable books about economic policy to have appeared
oflate..." Does Education Matter? is a recommended read. Uft
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his year, 25 universities have submitted a total
of 34 projects to the CAUBO Quality and Productivity Awards Program. By region, seven
projects come from the Atlantic region, four
from Quebec, five from Ontario and 18 from the
West. These numbers are very much in keeping with
those of recent years. The members of the selection
committee all agree that the overall quality of the
submissions was very good and regretted that more
awards could not be given. The selection committee
has invited all the winners to present their project
at the poster session to take place during the main
conference. This initiative is to showcase the best
projects and give added visibility to those who work
so hard at improving the quality and productivity
of administrative services. While there can only be
a few winners, all projects this year would certainly
be worthy of local recognition as they definitely
should contribute to the quality and productivity
of the operations of those universities.

T

, ette annee, 25 universites ont soumis quelque
'34 projets au concours des Prix de la qualite
,et de la productivite de l'ACPAU. La distribut i o n par region montre sept projets de la region
atlantique, quatre du Quebec, cinq de l'Ontario et
18 des provinces de l'Ouest. Le nombre de soumissions se compare a celui des annees passees. Les
membres du comite de selection ont note la qualite
des soumissions et ont regrette ne pas avoir plus de
prix a remettre. Le comite a invite tous les gagnants
a presenter leur projet pendant le congres. Cela permettra de mettre en valeur les meilleurs projets et de
reconnaitre les efforts de ceux qui cherchent a ameliorer la qualite et la productivite des services administratifs. M£me s'il ne peut y avoir que quelques
gagnants, tous les projets soumis cette annee meritent
certainement une reconnaissance locale tant il est
clair que ces projets contribuent sans aucun doute a
1'amelioration de la qualite et de la productivite de
1'administration des universites concernees.

CAUBO takes this opportunity to thank the sponsors, Legg Mason Canada and Watson Wyatt Worldwide, who make this program possible.

L'ACPAU remercie les commanditaires, Legg Mason
Canada et Watson Wyatt Worldwide, qui rendent ce
programme possible.
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LEGG MASON
CANADA

May 2004
Mr. Jacques Samson
Executive Director
Canadian Association of University Business Officers

Dear Jacques,
We at Legg Mason Canada Inc. are proud to be a sponsor of the Canadian Association of University Business
Officers 2004 Quality and Productivity Awards. We congratulate all of the individuals and universities who
participated in the competition, with special congratulations to the recipients of the 2004 Awards.
Tom Burrow, our Vice-President, Cash Management Products, who acted as a judge in the 2004 Awards
competition, was extremely impressed with the quality of the submissions.
At Legg Mason Canada, we too believe in the power of broad based teams to develop and implement quality
and productivity initiatives. Over the last six months, Tom Burrow and Dave Mason have worked with a team
of industry specialists and clients to develop and launch our cash management web platform, Legg Mason
Canada CASH PLUS. The feedback from our clients has been extremely positive. I encourage everyone
involved with the investment of operating cash for a university or its endowments and pension plans to log on
to www.leggmasoncanadacash.com and take a demo tour.
Once again, on behalf of the Legg Mason Canada team, congratulations to all of the 2004 Awards recipients.
Tom Burrow will be attending the CAUBO conference to present the awards and personally congratulate the
winners.
Yours truly.

iV
Stephen J. Griggs
President and Chief Executive Officer

Legg Mason Canada Inc.

Telephone: 416-860-0616

320 Bay Street, Suite 1400

Toll Free 1-800-565-6781

Toronto, Ontario M 5 H 4A6

Fax (416) 860-0628

www.leggmasoncanada.com

BEBBj PARTOI U H I I <,<, MASON
Email GRI II l>OF( OMPANIES
^^mm

st

Quality and
Productivity
Awards

1 P r i t e 2004

'"last.

'Books on Beds' initiative
I ount Allison University, through its Administrative Services Department, launched a joint initia' tive known as 'Books on Beds' in August 2002. The
residence and bookstore operations offered the program as
a unique shipping option to students living in residence.
Anytime during the summer or Christmas break, students
choose their textbooks and course materials on the bookstore
web site, prepay by credit card, select the 'Books on Beds'
shipping option, and give their residence room address. The
correct materials are packed in a keeper box and delivered
the day before the residence move-in dates in September
and January.
The program is a hit with students and their parents. First
year students are being targeted for the initial years to help
ease them into university life. Benefits include the elimination of lineups, reduced 'sticker' shock on textbook prices,
convenience, improved cash flow, smoother retail spike or
bookstore 'rush' periods, reduced hiring of casual cashier

M

',.,•

staff, and higher sales of study aids and other non-textbook
items. Sales are recorded and deposited two to three weeks
earlier than the arrival date and first week of classes. Students are assured that their books will be waiting for them
upon their arrival.
This co-ordinated effort involving residence, bookstore,
custodial, print shop and mail services staff is now an integral part of student residence life at Mount Allison. A total
of 426 (or 41%) of residence students benefited from the
initiative this year. Plans to completely eliminate bookstore
lineups for next September are in place. The 'Books and
Beds' service will be marketed to new residence students
and a 'Books in Boxes' service of prepaid and pickup orders
at the bookstore will be offered to all students living off
campus. The new convenience of hassle free deliveries
paired with textbooks sold at discounted prices (5.5% to
25.5% below suggested publisher prices) contribute to the
success of this initiative.

For further information on
this project, please contact:
Michelle Strain
Director,
Administrative Services
(506) 364-2249
mstrain@7iita.ca

(L-R) Eric Wheaton, Central Shipping/Receiving Clerk, Support Services; Laura Greene, High
Speed Printing Technician, Support Services; Jennifer Cormier, Student Mail Clerk, Support
Services; Amanda O'Blenis, Clerk, Bookstore; Kim Robinson, Textbook Buyer/Manager, Bookstore;
Michelle Strain, Director, Administrative Services; and Ian Allen, Campus Mail Co-ordinator,
Support Services.
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A textbook example of innovative thinking
by Direct Energy Business Services

How Okanagan University College
saves $300,000 a year without having to
secure capital funding

CONGRATULATIONS TO OKANAGAN UNIVERSITY COLLEGE ON WINNING THE
2004 QUALITY AND PRODUCTIVITY AWARD FOR "THE VALUE OF ENERGY
AUDITS AND CONSERVATION INITIATIVES FOR ALL CAMPUSES" PROJECT.
Working with Direct Energy Business Services and the City of Kelowna, the university has improved the efficiency of its
heating, cooling and ventilation systems using recycled waste water. This innovative project reduces carbon dioxide
emissions equal to planting 418 acres of trees and contributes to Canada's Climate Change Plan under the Kyoto
Protocol. While initial costs for the project were approximately $2.4 million, Okanagan University College expects to
save over $300,000 per year in energy costs equating to an initial cost payback period of eight years.
Call us today at 1-888-393-5553 to learn more!

A textbook example of
innovation and partnership,
and the Energy Bolt Des

of Direct Energy Marke

Direct Energy:
Business Services
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The value of energy audits and conservation initiatives

I

t is not often that a major educational institution would
consider a waste water discharge system on its property
to be an asset. However, Okanagan University College
(OUC), in partnership with the City of Kelowna, has initiated a Waste Water Heat Reclamation Project that will use
the clear water discharge from the City's water treatment
plant as the heat source for OUC's South Kelowna Campus.
This project is part of a larger energy retrofit for OUC's two
Kelowna campuses undertaken in 2003-04 that is enhancing
operating conditions, significantly improving the core heating
and cooling infrastructure, and permanently reducing energy
costs. More importantly, it is making a positive impact on the
environment. The resulting reductions in carbon dioxide are
equivalent to planting 418 acres of trees or taking 166 cars off
the road each year.
Currently, over 28 million litres of sewage are processed
daily in the City of Kelowna's water treatment plant. The plant
uses a cutting edge non-chemical process to clean clear water

discharge to almost drinking water quality. The reclamation
project will indirectly utilize the clear water, and, by way of
a sophisticated heat recovery process, extract low-grade heat
from the clear water discharge. Systems then convert it into
valuable energy that will be delivered through existing underground heating lines leading to all buildings as a primary space
heating source for OUC's entire South Kelowna Campus. In
addition to fulfilling Canada's commitment to the Kyoto protocol (a global initiative to reduce greenhouse gas emissions),
the project benefits the environment by significantly cooling
the water that will be returned to Okanagan Lake.
The project showcases a creative solution to energy conservation tailored to the City of Kelowna's proactive approach to
the environment and addresses the need for a fiscal payback.
The conservation measures will result in an annual cost saving
of approximately $300,000 (based on 2003 energy rates). The
total cost of the project is approximately $2.4 million with an
expected payback of eight years.

For further information on
this project, please contact:
Aiden E. Kiernan
Associate VP,
Campus Development &
Facilities Management
(250) 862-5612
nkienian@ouc.bc.cn

I

(L-R) Colin Lacey, Manager, Building and Energy Services, OUC; Aidan
Kiernan, P. Eng., Associate VP, Campus Development and Facilities
Management, OUC; Bill Berry, P. Eng., Wastewater Utility Manager,
City of Kelowna; Kirk Wootton, Project Manager, Direct Energy Business
Services.
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Smart solutions start
with the card —

MultiCard
The campus solution that you
have asked for over the years.
SmarTrack
Transaction Reconciliation and Settlement

m
SYSTEMS

US 800-650-7772 ext. 103
CDN 800-263-0208 ext. 211

sales@itcsystems.com
www.itcsystems.com
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of Manitoba
The University of Manitoba Recycling and Environmental Group:
a student-operated, student-funded campus-wide recycling program
"(What's hot at the University ofManitoba:) Recycling and Environmental Group: staff and students
collect and sort recycling bins, run awareness campaigns and help shape environmental policy."
Maclean's Guide to Canadian Universities 2003

T

he University of Manitoba (U of M) has a unique approach
to container recycling that is an exceptional example of
student initiative combined with administrative support.
In 1999, after years of strained volunteerism, a referendum saw
students vote overwhelmingly in favour of a $2 tuition levy to
support a campus-wide, student operated recycling program.
Since then, the University of Manitoba Recycling and Environmental Group (UMREG) has been operating the university's
recycling program at both U of M campuses, as well as servicing
two additional post-secondary institutions. Results have been
outstanding, and support from students, the Students' Union
and the university administration has been unwavering.
The program is an excellent example of efficient use of
resources, multi-stakeholder co-operation, a high-quality service and environmental commitment:
• Students fund and operate the program.
• University administration provides generous in-kind assistance, equipment and funding negotiations, while a Waste

Prevention Co-ordinator works with a Sustainable Development Steering Committee.
• Physical plant workload of general maintenance and paper
collection is alleviated and complemented with students
working alongside them to reduce campus waste.
• Students earn income and valuable work experience in
project management, budget planning, events co-ordination and communication.
The success of the program is evidenced in its outstanding
results, showing a near 300% increase in materials capture
since 1999, with staff growing from 5 to 13 gainfully employed
students. The university's unique and tailored approach to
recycling has fostered an environmental attitude throughout
the U of M community and has contributed to the infusion
of sustainability principles within numerous aspects of the
university's operations.
Details are available at the university web site at: http:
//www.umanitoba.ca/campus/recycling

v

For further information on
this project, please contact:
Maire McDermott
Waste Prevention
Coordinator, Recycling &
Environmental Group
(204) 474-8166

mcderrhott@ms.umanitoba.Ci

(I-R Back) Jane Driedger, Daniel Gravenor, Matthew Frocse, Marin Bonk
and Amy Jenkins. (L-R Front) Cathy Van deKerckhove and Amanda Aziz.
(Missing) Kelly Watson, Khaing Myae, Jody Read, Anders Amtell, Christa
MacGregor, and Maire McDermott, Waste Prevention Co-ordinator.
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A broad perspective on value.
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Howson Tattersall Investment Counsel's recent merger with Lancet Asset Management
combines the strengths of two exceptional firms with a shared belief in value investing. Our
40 years of investment management experience has proven that only by exercising patience,
discipline and consistency will superior long-term results be recognized for our clients.
Howson Tattersall — providing exceptional service, expanded product offerings and
proven results to pension plans, foundations, endowments and other institutional
investors. For more information, please call Richard Herscovitch, Vice President of Business
Development, at 1 888 933-0335 or visit www.htic.ca.

HOWSON

TATTERSALL

Atlantic Region

Quebec Region

Ihousie University McGill University
Quick Calc - a web-based budget calculator

F

acilities Management at Dalhousie University has developed a creative and innovative web-based tool used for
determining budget figures for various projects. Quick Calc
is quick and easy to use; based upon project histories; and used
for determining the range of cost for a project from building to
building based on project type. It can help to determine whether
there is sufficient funding to proceed with a project.
Quick Calc is a response to the university client's need for
immediate project budget figures to help them determine whether
the project is within their funding envelope before committing
to design and detailed estimates. One of the biggest challenges
and time consuming demands Facilities Management faced was
providing quick budget figures to their clients. At best, when a
client requests a budget figure, they only have a rough idea on
project scope and project location, but still need a budget to help
them make a decision. Quick Calc fills this need.
Because the client can now use Quick Calc to determine
whether or not to proceed, this tool has decreased the number
of work orders Facilities Management receives requesting budget
figures. By reducing the number of hours spent producing numerous budget figures, Facilities Management staff can spend their
energies on important projects that are under construction.
Quick Cal runs on a web server. The data is gathered into a
SQL database and does the calculations of historic highs and lows
based on work histories. The concept is simple and fairly portable
to any organization so long as they have historic data with which
to develop the historic highs and lows. This tool can be used by
anyone who has access to the web. For more information on this
project, please contact:
Mary Jane Adams
Assistant Director, Planning & Project Services
(902) 494-1078

Radioactive waste disposal minimization
using custom software design

I

n November 2001, McGill University was informed by
Atomic Energy of Canada Limited that future shipments
of radioactive waste destined for disposal at its facility
landfill site would be subject to a substantial disposal rate
increase. Based on the volumes generated at McGill, it
meant an increase of at least $350,000 per annum. Given
that this increase was announced in the middle of the
university's fiscal year, and that additional funds were not
available to absorb the projected increase, it was imperative
that a computerized Radioisotope Tracking System (RTS)
be created and implemented immediately. This system
would enable the Waste Management Program to effectively and efficiently control the usage and disposal of all
radioisotopes by delaying and decaying the waste.
This user-friendly system would provide detailed
documentation of all radioisotopes as well as a clear and
precise control of its disposal in order to reduce the risk
and cost of expensive disposal fees.
While the RTS program would effectively control and
facilitate the user side, it was agreed that new administrative guidelines, policies and training manuals would also
need to be developed, as the new system would radically
change how the university controlled the management of
radioisotope disposal.
For further information on
this project, please contact:
Claude Lahaie
Manager, Waste Management Program
(514) 398-5066
claude.lahaie@mcgill.ca

mary.jane.adams@dal.ca
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Mary Jane Adams, Assistant Director, Planning & Project Services,
and Nick Tentomas, Senior IT Technical Support. (Inset) Robert Carter,
former Director, Facilities Management.
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(L-R) Claude Lahaie, Manager, Waste Management Program;
Christina Fatu, Programmer Information System Resources; and
Joseph Vincelli, Radiation Safety Officer, Environmental Safety Office.
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With 2,000 employees managing $200 billion

Sure, you can invest from afar. But third-party
research and yesterday's business news are
no match for insights gained first-hand. At
MFC Global Investment Management, we believe
in getting up close.
We achieve this with a network of investment professionals living and working in key markets around the
world, well positioned not only to gain superior
insights into markets at local and international levels,
but to exchange global views, and debate and challenge ideas.

Now, MFC Global's network expands
even further as Manulife joins forces
with John Hancock.
Combined, our new team gives us more expertise
in more asset classes and in more places than
ever before.
Global intelligence and shared perspectives. It's an
approach we believe leads to better investment decisions. And better returns.
Managing over C$200 billion in a broad range of
equity, fixed income, asset allocation, and alternative
investment mandates, MFC Global is one of Canada's
largest asset managers. And with the strong commitment of Manulife - a company known for its
integrity and high standards - we have the infrastructure and extensive resources needed to excel in
today's global marketplace.
To see our investment capabilities up close, please
call us at 416-926-5736.

MFC Glob
Investment Management
Toronto

Hong Kong

A Manulife Company
www.mfcalobal.com

Western Region (tie)
University of
British Columbia
A consolidated billing and payment web
service for students and departments

I

mproved services for students and simpler, more efficient
administration are strategic priorities for the University
of British Columbia (UBC). Until 2002, students paid fees
at different locations. Separate departmental systems could
not share information, and a single student account was not
possible. Manual processing was inefficient, and caused lineups at peak periods. A redesign team proposed a single bill,
which students could pay "at any time, at any place, and by
any method."
A web application, available through the online Student
Service Centre, queries departmental accounting systems, and
presents a single, consolidated bill (CB) to students. Students
can request details on any item. They can pay any selected
amount, either by credit card or by Electronic Funds Transfer
(EFT) directly from their bank accounts. Departments can
specify which items must be paid first or in full, and they can
credit the student's account when payment is approved.
Use of EFT for ad-hoc, real-time, online payments directly
from a billing application is a Canadian first. The cost of EFT
to the university is $0.12 per transaction, much less than for
credit cards. In the future, in order to replace paper cheques,
EFT will be used to transfer money directly to student bank
accounts, for fee refunds, awards, etc.
A credit card authorization (CCA) web service is also available to departments for online or in-person sales. Payments
go into a single university account. For both CBs and CCA,
an accounting module does all reconciliation, distributes payments to the appropriate university account, provides reports
and allows real-time online adjustments.
With the accounting module having saved 5.5 person years
of work in 2003, EFT will further increase savings in staff time
and reduce credit card charges. Both consolidated billing and
CCA are highly scaleable, with very low incremental costs for
additional transactions.
For further information on this project, please contact:
Audrey Lindsay
Associate Registrar and Director, Student Systems
(604) 822-6343

audrey.lindsay@ubc.ca

(L-R Front)
Cecilia Ng,
Fred Wang,
Sherman Tse,
Gord Uyeda,
Marianne
Schroeder,
Audrey
Lindsay,
Heather Johnson
and Rosanna Chiu. (L-R Back) Hugo Martinez, Jason Tang, Todd James,
Jeremy Gordon, Michael Chan and Maggie Hartley. (Missing) Richard
Spencer, Brian Silzer, Doug Eagle, Doris Yen, Maria Mannella and
Brian Sullivan.
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University
Meeting fiscal challenge through cost
containment and revenue enhancement

A

s part of the U of A's four-year integrated planning process, specific revenue enhancement, cost containment, and
budget re-allocation targets were built into the budget
plan calling for $21 million in revenue enhancement, $3.4 million
in cost containment, and $14.6 million in budget re-allocations
over four years.
To achieve these goals, the U of A established the Funding
Solutions Task Force (FSTF) to engage the campus community in
a process to find new savings by identifying and implementing
specific revenue enhancement and cost containment strategies.
The FSTF compiled over 120 cost containment or revenue
enhancement opportunities, grouped these into major themes
and assessed whether they could be achieved in the short,
medium and long term. Achievements have been substantive:
• $10.3 million of the four-year target has been achieved.
• The business case development process targeted additional
cost containment or revenue enhancement of almost $4 million.
• The FSTF process has successfully engaged the university
community in identifying cost containment and revenue
enhancement opportunities.
• Through an open and inclusive process, administration enjoys
positive relationships with staff and student associations.
• The exercise actively engaged experts from outside the university. This has not only brought the wealth of their experience
to the table, but has successfully built new and highly positive
linkages between the external community and university.
• The university has implemented best practice procedures to
streamline administrative processes.
• The Board of Governors and government have viewed the
commitment to continuous improvement and administrative
efficiency very positively.
• Due to the initial success of the FSTF, the university is committed to continuing this process.
For further information on this project, please contact:
Phillip Stack
Director, Resource Planning
(780) 492-4976

phillip.stack@ualberta.ca

(L-R) Phillip Stack,
Director, Resource
Planning; Von
Wliiting, Special
Projects Officer for the Funding Solutions Task Force, Resource Planning;
Nazim Merali, CFU and Associate VP, Finance and Administration; and
Art Quinney, Deputy Provost.

• Summer 2004

31

University of Western Ontario
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Healthy and safe work environment for caretakers

H

ealthier workplaces make for healthier bottom lines
through lower turnover, less absenteeism, and fewer
and less severe workplace injuries.
An analysis of accident/ injury rates at the University of
Western Ontario illustrated that over 43% of lost days were
attributed to over exertion/strains and 70% of these were
attributed to caretaking. These results prompted the establishment of a Caretaking Steering Committee, with the goal of
improving workplace health and safety. Western is a researchintensive university that believes there is value in internal staff
delivering this service. While the caretaking service was good,
the goal was to make it better. The desired outcomes were safer
work practices, a safer work environment, a more respectful
work environment, a reduction in lost work time, an effective
caretaking service, and efficient use of resources. The Steering Committee had representation from senior management,
union, caretakers, physical plant and human resources. The
first step was to conduct comprehensive focus groups with all
caretakers to hear their concerns/issues regarding workplace

health and safety. Based on the feedback of the focus groups,
task teams where established to address these concerns.
One issue identified was the spring cleaning of residences
from student housing to conference services. Following the
implementation of several recommendations from the task
team, only two days were lost due to injuries. In February of
2004, an analysis of the data indicated that the frequency and
severity of over exertion/strains in caretaking had declined
significantly and lost days for 2001-2003 showed a reduction of
32% overall compared to 1999-2001. This reduction translates
into cost savings for WSIB, staff replacement, and productivity
as well as health care.
Systems and roles have been developed to sustain these
achievements and other goals set out by the Caretaking Steering Committee.
For further information on this project, please contact:
Valerie Smith
Director, Health & Safety
(519) 661-2111 (ex 84742) vsmith@uwo.ca
wmmm
(L-R Top) Andrew Fuller, Mike Lathem, Scott Bishop,
Valerie Smith, Mark Denomy, Jim Cameron (L-R Middle)
Jane O'Brien, Lillian Squire, Rebecca Hansen, Frank
DeGurse, Mary Stiles, Brian Humphrey (L-R Bottom)
Dave Riddell, Phil Howell, Steve Pepper, Glenn Silver,
Jerry Minler, Susan Grindrod.

Honourable
University of Calgary
Creation of a highly efficient
response team to address high
ROI workflow solutions across
campus
Contact: Jim Standen
Manager, Information Technologies
(403) 220-4430
jstanden@ucalgary.ca
'
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Concordia
University

University of
Lethbridge

Implementing VOIP

Working alone

Contact: Andrew McAusland
Executive Director, IITS
(514) 848-2424 (ex 2035)
andrew.mcausland@concordia,ca

Contact: Ross Caffyn
Occupational Health & Safety Officer
(403) 329-2190
caffrg@uleth.ca
"V

New CAUBO publications
CAUBO is pleased to announce that three
new publications will soon be available.
• A Guide for Faculty Collective Bargaining: Issues, strategies, communication.
The purpose of this Guide is to assist university administrators in managing critical
events in a manner that is respectful of the
bargaining process while ensuring that the
other activities of the university continue
without disruption.
• A Debt Management Guide. The Guide
captures the experience of many universities about financing alternatives, financing processes, and the requirements of
debt management. Input from financial
professionals was obtained to produce a
Guide for those considering issuing debt
as well as those that have issued debt and
are now faced with the unfamiliar task of
managing that debt.
• A complete review of the CAUBO
Financial Reporting Guide. The Guide is
intended to supplement the CICA handbook and focuses on financial reporting
issues unique to universities and colleges.
For further details on access or purchase
of these publications, we invite you to visit
our web site (www.caubo.ca) and go to the
Publications page.

How successful are
your student success
programs?

Mouvelles publications de I'ACPAU
L'ACPAU est heureuse d'annoncer que
trois nouvelles publications seront bientot
disponibles.
• Un Guide de negociation collective
avec les professeurs. Enjeux, strategies,
communications. Le but de ce guide est
d'aider les administrateurs universitaires
a gerer des evenements critiques d'une
maniere respectueuse du processus en
cours tout en permettant la poursuite des
autres activites universitaires sans trop de
perturbations.
• Guide de gestion de la dette. S'appuyant
sur 1'experience de plusieurs universites et
sur les conseils de specialistes financiers,
ce guide presente une vue d'ensemble
des possibilites et des methodes de
financement et offre une mine de
renseignements utiles aux responsables
des finances qui envisagent emprunter ou
qui sont charges de la gestion de la dette.
• Nouveau Guide de preparation des etats
financiers. Ce guide est un complement
au Manuel de 1TCCA et met l'accent
sur les problematiques particulieres aux
universites et colleges.
Pour plus d'information, nous vous invitons
a consulter la page des publications de notre
site Web (www.acpau.ca).

Evaluate the effectiveness of your
student retention programs—and find
ways to strengthen them right now.
Contact Noel-Levitz for an on-campus
Retention Opportunities Analysis™
and see how you can help more of your
students succeed.

Noel-Levitz
CANADA™

Ask for your analysis.
Call 1-877-828-6236
or e-mail drew-ness@noellevitz.com
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Livres Livres au pied du lit

E

n aout 2002, l'Universite Mount Allison, par l'entremise
de son service administratif, a lance une initiative conjointe appelee Books on Beds, qu'on pourrait rendre par
l'expression « Livres livres au pied du lit ». Des intervenants
des residences et de la librairie universitaire ont offert ce
programme de livraison tout a fait unique aux etudiants en
residence. C'est simple : n'importe quand pendant l'ete ou les
vacances des FStes, les etudiants choisissent leurs manuels et
leur materiel de cours sur le site Web de la librairie, payent
par carte de credit, selectionnent l'option de livraison Books on
Beds, puis fournissent leur adresse a la residence universitaire.
Le materiel ainsi commande est emballe dans une boite qui est
mise en reserve, puis livree a la residence la veille du retour
des etudiants, en septembre et en Janvier.
Le programme a connu un franc succes autant aupres des
etudiants que de leurs parents. Ce sont les etudiants de premiere annee qui ont ete cibles au debut de ce programme, dans
le but de favoriser l'integration des nouveaux a l'universite.
Parmi les avantages, mentionnons l'elimination des files
d'attente, l'amortissement du choc face au prix des livres,
l'aspect pratique pour les etudiants, de meilleures rentrees de
fonds, des periodes de pointe moins prononcees en librairie,

la reduction du personnel d'appoint aux caisses ainsi que
l'accroissement des ventes d'aides pedagogiques et autres
articles que les livres. Les ventes sont enregistrees et deposees de deux a trois semaines avant l'arrivee des etudiants et
la premiere semaine de cours. Les etudiants sont ainsi assures
que leurs livres les attendent, prets a etre ranges sur les rayons,
dans leur chambre.
Ce service, fruit des efforts concertes du personnel des
residences, de la librairie, de l'entreposage, de l'atelier
d'imprimerie et du courrier, fait maintenant partie integrante
de la vie etudiante a l'Universite Mount Allison. En tout, 426
etudiants en residence, soit 41 % d'entre eux, ont eu recours a
ce service cette annee. On a mis en place des mesures visant
a eliminer completement les files a la librairie a 1'occasion de
la rentree, en septembre prochain. Le service Books and Beds
continuera d'etre propose aux nouveaux etudiants en residence
et un service Books in Boxes, ou « Livres en boites », qui consiste
en des commandes prepayees a emporter, sera offert a tous les
etudiants residant hors campus. L'aspect pratique de faire livrer
les commandes combine a la vente a prix reduit (de 5,5 % a
25,5 % moins que le prix suggere par 1'editeur) ont largement
contribue au succes de cette initiative.

Pour obtenir plus
d'informations sur ce projet,
veuillez communiquer avec:
Michelle Strain
Director,
Administrative Services
(506) 364-2249
mstrain@mta.ca

(G-D) Eric Wheaton, Central Shipping/Receiving Clerk, Support Services; Laura Greene, High
Speed Printing Technician, Support Services; Jennifer Cormier, Student Mail Clerk, Support
Services; Amanda O'Blenis, Clerk, Bookstore; Kim Robinson, Textbook Buyer/Manager, Bookstore;
Michelle Strain, Director, Administrative Services; and Ian Allen, Campus Mail Co-ordinator,
Support Services.
34
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anagan University College
Utilite des verifications
du rendement energetique et des
initiatives en matiere d'economie d'energie

I

II est plutot inhabituel de voir un etablissement
d'enseignement d'envergure considerer parmi ses actifs
le systeme d'evacuation des eaux usees en place sur ses
terrains. Pourtant le Okanagan University College (OUC),
en partenariat avec la ville de Kelowna, a lance un projet de
recuperation de chaleur tiree des eaux usees. II s'agit d'utiliser
1'eau claire evacuee de l'usine de traitement comme source de
chaleur pour le campus South Kelowna du college OUC. Ce
projet s'inscrit dans une demarche plus large d' amelioration
du rendement energetique qui a ete entreprise en 2003-2004
pour les deux campus de OUC situes a Kelowna, demarche
qui vise a ameliorer les conditions d'exploitation ainsi qu'a
moderniser considerablement 1'infrastructure de base responsable du chauffage et de la climatisation tout en reduisant
de facon permanente les couts d'energie de 300 000 $ par
annee.
Mais ce qui importe encore davantage, ce sont les effets
positifs sur 1'environnement. La reduction d'emissions de
dioxyde de carbone decoulant de ce projet equivaut a la
plantation d'arbres sur 418 acres ou au retrait de 166 voitures
de la route chaque annee.
A l'heure actuelle, plus de 28 millions de litres d'eaux
usees passent dans l'usine de traitement d'eau de la ville de

Kelowna chaque jour. On y utilise un procede non chimique
avant-gardiste pour epurer l'eau claire evacuee et ainsi obtenir
une eau de qualite proche de l'eau potable. Pour le projet de
recuperation de chaleur, on utilisera indirectement l'eau claire
et, par un procede complexe de recuperation de chaleur, on
pourra extraire la chaleur a basse temperature de l'eau claire
evacuee. Des systemes convertissent ensuite cette chaleur en
energie utile qui sera distribute par les conduites de chauffage
souterraines existantes vers tous les batiments et servira de
principale source de chauffage des locaux sur tout le campus
South Kelowna du OUC. En plus de repondre aux engagements du Canada a 1'egard du Protocole de Kyoto (initiative
mondiale visant a reduire les emissions de gaz a effet de serre),
le projet est bon pour 1'environnement immediat, etant donne
que l'eau qui retourne au lac Okanagan se trouve ainsi considerablement refroidie.
Ce projet presente une solution d'economie d'energie parfaitement adaptee a l'approche proactive de la ville de Kelowna
tout en repondant aux imperatifs de rentabilite fiscale. En effet,
les economies d'energie entrainent des economies d'environ
300 000 $ par annee (selon les tarifs de l'energie en 2003). Le
cout total du projet est d'environ 2,4 millions de dollars et on
evalue a huit ans la periode de recuperation.

(G-D) Colin Lacey, Manager, Building and Energy Services, OUC;
Aidan Kiernan, P. Eng., Associate VP, Campus Development and
Facilities Management, OUC; Bill Berry, P. Eng., Wastewater Utility
Manager, City of Kelowna; Kirk Wootton, Project Manager, Direct
Energy Business Services.
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Groupe de recyclage
et de protection de Fenvironnement de l'Universite du Manitoba:
un programme de recyclage a l'echelle du campus gere etfinancepar les etudiants
I'environnement: lepersonnel et les etudiants ramassentet trient
« (Quoi de neufa l'Universite du Manitoba :) Groupe de recyclage et de
les bacs de recyclage, menent des campagnes de sensibilisation et con
tribuent a I 'elaboration d'une politique environnementale. »
Maclean's Guide to Canadian Universities 2003

L

'approche unique adoptee par l'Universite du Manitoba
en matiere de recyclage des contenants constitue un
exemple exceptionnel d'initiative etudiante appuyee par
l'administration. En 1999, apres des annees de benevolat ardu,
un referendum mene aupres des etudiants s'est solde par un
vote ecrasant en faveur d'un prelevement de deux dollars de
frais de scolarite afin de financer un programme de recyclage
gere par les etudiants a l'echelle du campus. Depuis ce temps,
le Groupe de recyclage et de protection de l'environnement de
l'Universite du Manitoba (University of Manitoba Recycling
and Environmental Group, UMREG) gere le programme de
recyclage des deux campus de l'Universite et offre ses services
a deux autres etablissements postsecondaires. On a obtenu des
resultats remarquables et un appui indefectible des etudiants,
du syndicat etudiant et de l'administration.
Ce programme est un exemple par excellence de l'utilisation
efficace des ressources, de la collaboration entre de nombreux
intervenants, d'un service de grande qualite et d'un engagement envers l'environnement.
• Les etudiants financent et gerent le programme.
• L'administration de l'Universite offre une aide genereuse de
plusieurs facons : don en nature, equipement, poste de coordonnateur de prevention de la production de dechets, obten-
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tion de financement et coordination du comite directeur du
developpement durable.
• Le travail d'entretien general et de ramassage du papier
effectue par les employes du service des immeubles est
allege grace aux etudiants qui travaillent a leurs cotes pour
diminuer la production de dechets sur le campus.
• Les etudiants en tirent un revenu et de l'experience de
travail interessante en gestion de projets, en planification
budgetaire, en coordination d'evenements ainsi que des
competences en communication.
Les resultats du programme temoignent de son succes
exceptionnel: augmentation des matieres recueillies de pres
de 300 % depuis 1999 et croissance des effectifs, qui passent
de 5 a 13 etudiants remuneres. L'approche de l'Universite,
unique et taillee sur mesure en matiere de recyclage, a favorise
une attitude respectueuse de l'environnement dans 1'ensemble
de la collectivite universitaire et a contribue a insuffler des
principes de durabilite dans de nombreux aspects des activites
de l'Universite.
On peut obtenir des renseignements detailles en consultant le site Web de l'Universite a 1'adresse suivante : http:
//www.umanitoba.ca/campus/recyclin

G&gn&nts Regional 2004:
Universite Dalhousie Universite McGill
Quick Calc - Une calculatrice budgetaire Web

L

e service des immeubles de l'Universite Dalhousie a developpe un outil Web creatif et novateur pour calculer les donnees
budgetaires de divers projets. Quick Calc est rapide et facile a
utiliser, il s'appuie sur des historiques de projet et il sert a determiner
une plage de couts qui ne tient pas seulement compte du batiment
a construire mais aussi du type de projet de construction. Cet outil
peut vous aider a evaluer si vous avez suffisamment de fonds pour
demarrer un projet.
Quick Calc repond au besoin des universites qui, en tant que
clients, veulent des chiffres qui les aideront a decider si un projet
respecte les limites budgetaires, et ce, avant meme d'engager des
fonds a la conception et a la preparation d'estimations detaillees.
Nous avons decouvert que parmi les taches les plus difficiles pour
le service des immeubles et qui exigent le plus de temps, on note les
cas ou il faut fournir rapidement des budgets aux clients. Au mieux,
lorsqu'un client demande des chiffres, il n'a qu'une idee generale
de l'envergure du projet et de son emplacement, mais il a tout de
meme besoin d'un budget pour prendre une decision. Or, Quick
Calc comble ce besoin.
Grace a cet outil, le nombre de demandes de budget transmises au
service des immeubles a diminue, puisque le client peut desormais
utiliser Quick Calc pour decider s'il peut aller de 1'avant ou non avec
son projet. L'horaire des employes du service des immeubles s'est
allege puisqu'ils n'ont plus a faire autant de calculs, ce qui leur a
permis de consacrer leur energie a d'importants projets en cours.
Quick Cal tourne sur un serveur Web. Les donnees sont recueillies dans une base de donnees SQL, puis l'outil calcule des valeurs
maximales et minimales d'apres des historiques de travaux. Le
concept est simple et assez aisement utilisable par toute organisation, pourvu qu'elle dispose de donnees historiques pour pouvoir
exploiter les valeurs maximales et minimales historiques. Cet outil
peut etre utilise par toute personne ayant acces au Web.
Pour obtenir plus d'informations sur ce projet, veuillez communiquer avec:
Mary Jane Adams
Assistant Director, Planning & Project Services
(902) 494-1078
mary.jane.adams@dal.ca

Reduction au minimum de dechets radioactifs
a evacuer grace a un logiciel sur mesure

E

nnovembre 2001, Energie atomique du Canada limitee indiquait a l'Universite McGill qu'une hausse de
tarif substantielle s'appliquerait a tout envoi futur
de dechets radioactifs a son site d'enfouissement. Selon
le volume de dechets generes par l'Universite McGill,
la hausse de tarif se traduisait par une augmentation
minimale de 350 000 $ par annee. Etant donne que cette
augmentation a ete annoncee au milieu de l'exercice financier de l'Universite et qu'il n'y avait pas de fonds supplementaires disponibles pour contrer cette hausse projetee,
il devenait imperatif de creer et d'implanter sur-le-champ
un systeme informatise de suivi des radio-isotopes (Radioisotope Tracking System, RTS). Assorti d'un tel systeme,
le programme de gestion des dechets permettrait de
controler efficacement l'emploi et 1'evacuation de tous
les radio-isotopes en les retenant et en permettant a leur
activite de decroitre.
D'emploi facile, ce systeme fournirait de la documentation detaillee sur tous les radio-isotopes ainsi qu'une
gestion claire et precise de leur mode d'evacuation afin
de reduire les risques ainsi que les couts eleves inherents
a 1'evacuation des dechets.
Bien que le programme RTS puisse etre efficace sur le
plan du controle et faciliter la tache de l'utilisateur, il a ete
convenu qu'il faudra egalement rediger de nouvelles directives et politiques administratives ainsi que des manuels
de formation, puisque le nouveau systeme transformera
radicalement la facon dont l'Universite gere l'evacuation
des radio-isotopes.
Pour obtenir plus d'informations sur ce projet, veuillez
communiquer avec:
Claude Lahaie
Manager, Waste Management Program
(514) 398-5066
claude.lahaie@mcgilLca

(G-D) Claude Lahaie, Manager, Waste Management Program;
Mary Jane Adams, Assistant Director, Planning &
Christina Fatu, Programmer Information System Resources; and
Project Services, and Nick Tentomas, Senior IT Technical
Joseph Vincelli, Radiation Safety Officer, Environmental Safety Office.
Support. (Medailhn) Robert Carter, former Director, Facilities Management.
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Regional de l'ouest (Ex aequo)
\

Universite de
Colombie-Britannique
Service Web de facturation
consolidee et de paiement a l'intention
des etudiants et des departements

L

'Universite de Colombie-Britannique, UBC, s'est fixe comme
priorites strategiques d'ameliorer les services offerts a ses
etudiants ainsi que de simplifier et d'accroitre l'efficacite de
son administration. Jusqu'en 2002, les etudiants reglaient leurs factures en plusieurs lieux. Les systemes des divers departements ne
pouvaient s'echanger de 1'information. II etait impossible de generer
un compte unique pour un etudiant. En raison de l'inefficacite du
traitement manuel, il y avait des files d'attente durant les periodes de
pointe. Une equipe de restructuration a propose de creer une facture
unique que les etudiants pourraient acquitter « en tout temps, en
tout lieu et par n'importe quel procede ».
Une application Web accessible par l'intermediaire du centre de
services aux etudiants permet d'interroger les systemes comptables
des departements et de presenter une facture consolidee et unique
aux etudiants. Ces derniers peuvent demander des renseignements
detailles sur n'importe quel element de leur facture. lis peuvent
payer l'un ou l'autre des montants indiques par prelevement direct
de leur compte bancaire, au moyen d'une carte de credit ou par
transfert electronique de fonds (TEF). Les departements peuvent
indiquer les elements qui doivent etre payes en premier ou en
totalite. lis creditent le compte de 1'etudiant lorsque le paiement
est approuve.
Le recours au TEF pour effectuer un paiement ponctuel, en temps
reel ou en ligne, directement d'une application de facturation, constitue une premiere au Canada. Le TEF coute a 1'universite 0,12 $
par transaction, ce qui est beaucoup moins que pour les cartes de
credit. A l'avenir, on pourra avoir recours au TEF pour effectuer
directement un virement au compte bancaire d'un etudiant afin de
lui rembourser certains frais, de lui verser des bourses, etc., ce qui
remplacera 1'emission de cheques.
Les departements disposent egalement d'un service Web
d'autorisation de cartes de credit pour les ventes en ligne ou en
personne. Les paiements sont verses dans un mfime compte de
l'Universite. Tant pour les factures consolidees que pour les autorisations de cartes de credit, un module comptable effectue le rapprochement des comptes, achemine les paiements vers le compte
approprie, genere des rapports et permet de faire des rajustements
en ligne, en temps reel.
Le module comptable a effectu6 tous les rapprochements
de comptes, achemine tous les paiements et effectue toutes les
operations comptables, ce qui a permis une economie estimee a
pres de 5,5 annees-personnes en 2003. Le TEF, qui a ete introduit
en decembre 2003, permettra de multiplier les gains de temps et de
diminuer les frais de cartes de credit. Les systemes de facturation
consolidee et d'autorisation de cartes de credit peuvent tous deux
etre utilises a plus grande echelle; les couts necessaires a l'ajout de
transactions s'avereraient minimes.
Pour obtenir plus d1 informations sur ce projet, veuillez communiquer avec:
Audrey Lindsay
Associate Registrar and Director, Student Systems
(604) 822-6343
audrey.lindsay@ubc.ca
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Universite de Alberta
Le defi fiscal: succes de 1'universite de
l'Alberta en matiere de compression des
couts et d'Aaccroissement des revenus

D

ans le cadre de son processus quadriennal de planification integree, l'Universite a incorpore des objectifs
specifiques d'accroissement des revenus, de compression des couts et de reaffectation de postes budgetaires dans
son plan budgetaire. Ce dernier combinait un accroissement
des revenus de 21 millions de dollars, des reductions de 3,4
millions de dollars au chapitre des couts et des reaffectations
budgetaires de l'ordre de 14,6 millions de dollars.
Pour atteindre ces buts, l'Universite a cree le groupe de
travail sur les solutions de financement (Funding Solutions
Task Force, FSTF). Le FSTF avait le mandat de rallier toute la
communaute universitaire a un processus destine a trouver
de nouveaux moyens d'economiser en elaborant des strategies specifiques d'accroissement des revenus et de compression des couts, puis en les mettant en ceuvre.
Le FSTF a compile plus de 120 pistes de compression des
couts ou d'accroissement des revenus, les a groupees par
grands themes et a ensuite evalue leur faisabilite a court, a
moyen et a long termes.
Les resultats ont ete significatifs :
I On a atteint 10,3 millions de dollars, par rapport a l'objectif
quadriennal de 24,4 millions de dollars (compression des
couts et accroissement des revenus).
wg Le processus d'analyse de rentabilite actuellement en
cours a cible d'autres objectifs de compression des couts
et d'accroissement des revenus qui representent pres de
4 millions de dollars.
• Le processus mis en place par le FSTF a reussi a susciter
l'engagement de la communaute universitaire dans
la recherche de possibilites de reduction des couts et
d'augmentation des revenus.
• Grace a un processus ouvert et inclusif, 1'administration
entretient des liens tres positifs avec le personnel et les
associations d'etudiants.
• Dans le cadre de cet exercice, on a engage des experts de
l'exterieur de l'Universite. Ceci a permis non seulement
de tirer profit de la riche experience de ces personnes,
mais egalement de tisser de nouveaux liens, par ailleurs
tres positifs, entre la collectivite externe et l'Universite.
• L'Universite a mis en ceuvre des pratiques exemplaires
pour rationaliser les processus administratifs.
• Le conseil d'administration et le gouvernement ont trouve
cet engagement a l'egard de 1'amelioration continue et de
l'efficacite des services administratifs tout a fait positif.
• Devant le succes qu'a connu le FSTF, l'Universite s'est
engagee a maintenir le processus qu'il a mis de 1'avant.
Pour obtenir plus d'informations sur ce projet, veuillez
communiquer avec:
Phillip Stack
Director, Resource Planning
(780)492-4976
•*>
phillip.stack@ualberta.ca
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Universite Western Ontario
Milieu de travail sain et securitaire pour les preposes a l'entretien

U

n milieu de travail sain se traduit par de meilleurs resultats, qu'on peut attribuer a un faible taux de roulement
du personnel, a une diminution du taux d'absenteisme
ainsi qu'a la reduction du nombre et de la gravite des blessures
sur les lieux de travail.
L'analyse des blessures et des accidents survenus a
l'Universite Western Ontario a revele que plus de 43 % des
journees de travail perdues etaient attribuables au surmenage
ou aux entorses et que 70 % de ces problemes etaient lies
aux travaux d'entretien. A la lumiere de ces resultats, on a
mis sur pied un comite directeur sur les services d'entretien
afin d'ameliorer la sante et la securite sur les lieux de travail.
L'Universite Western Ontario est une university fortement
axee sur la recherche qui reconnait l'importance de confier a
1'interne les services d'entretien. Bien que la qualite des services
d'entretien soit bonne, on mettra tout en ceuvre pour les ameliorer. Les resultats escomptes etaient les suivants : des pratiques
plus securitaires, un milieu de travail plus securitaire et plus
respectueux de l'environnement, une diminution des heures
de travail perdues, des services d'entretien efficaces et une
utilisation efficace des ressources. Le Comite etait compose
de representants de la haute direction, du syndicat, du service d'entretien, du service des immeubles et du service des
ressources humaines. Dans un premier temps, il s'agissait de
former des groupes de consultation elargis integrant 1'ensemble
du personnel d'entretien afin de recueillir toutes les preoccupations ou questions concernant la sante et la securite au travail. A

la lumiere des commentaires recoltes aupres de ces groupes, des
equipes de travail ont ete creees pour trouver des solutions.
Un des problemes qui ont ete mentionnes etait celui du
nettoyage printanier des residences, allant des residences
d'etudiants aux services de conferences. En 2001, quarante
journees de travail ont ete perdues en raison de blessures
subies par des preposes a l'entretien au cours de cette periode.
En 2003, a la suite de la mise en application de plusieurs recommandations formulees par l'equipe de travail, seulement deux
journees ont ete perdues en raison de blessures. En fevrier 2004,
une analyse des donnees a revele que la frequence et la gravite
des cas de surmenage ou d'entorse observes aupres du personnel d'entretien avaient diminue de facon importante et les
journees perdues pour la periode de 2001-2003 avaient diminue
dans 1'ensemble de 32 % comparativement a 1999-2001. Cette
diminution se traduit par des economies de couts pour la Commission de la securite professionnelle et de l'assurance contre les
accidents du travail (CSPAA), au chapitre du remplacement du
personnel, de la productivite et des soins de sante.
Des regies ont ete etablies et des roles ont ete definis pour
maintenir ces bons resultats et atteindre d'autres objectifs fixes
par le comite directeur sur les services d'entretien.
Pour obtenir plus d'informations sur ce projet, veuillez communiquer avec: Valerie Smith
Director, Health & Safety
(519) 661-2111 (ex 84742)
vsmith@uwo.ca

(G-D Rangee du haut) Andrew Fuller, Mike Lathem, Scott
Bishop, Valerie Smith, Mark Denomy, Jim Cameron (G-D
Rangee du milieu) Jane O'Brien, Lillian Squire, Rebecca
Mansen, Frank DeGurse, Mary Stiles, Brian Humphrey
(G-D Rangee du bas) Dave Riddell, Phil Howell, Steve
'Pepper, Glenn Silver, Jerry Minler, Susan Grindrod.

Mention Honorable
University of Calgary
Creation of a highly efficient
response team to address high ROI
workflow solutions aeross campus
Contact: Jim Standen
Manager, Information Technologies
(403) 220-4430
jstanden@ucalgary.ca

Concordia
University

University of
Lethbridge

Implementing VOIP

Working alone

Contact: Andrew McAusland
Executive Director, IITS
(514) 848-2424 (ex 2035)
andrew.mcausland@concordia.ca

Contact: Ross Caffyn
Occupational Health & Safety Officer
(403) 329-2190
caffrg@uleth.ca
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s bring I
to executive table
By Christine Hanlon

R

apidly evolving technologies
and information technology
(IT) infrastructures are having
an impact on the operations of all academic and
service units at universities.
More than ever, institutions
require effective and efficient IT planning and implementation to maximize
benefits while supporting and enhancing
a university's strategic planning process.
To leverage this process and facilitate
effective co-ordination of IT development
across campus, universities rely on senior
IT administrators. Whether they are called
Chief Information Officers (CIOs) or function under another title, the role of these
business officers is crucial.

The September 2002 report of the University of Alberta's (U of A's) Information
and Communications Technology (ICT)
task force states this clearly: "Currently, no
central administrative structure exists to
provide the leadership and vision to most
effectively manage ICT at the University
of Alberta. Such a structure must be established so that a long-range ICT plan for
the U of A can be developed, maintained
and implemented. It should also provide
a mechanism for the approval, coordination and arbitration of major ICT activities across campus. Only then will the U
of A be able to take full advantage of the
opportunities that ICT affords for teach-

ing, research, and information services."
The U of A's ICT task force was formed
to review the university's ICT reporting
relationship, structure and accountabilities, so as to make recommendations to
the Executive Planning Committee. As a
result, the position of CIO was created and
will be filled by Paul Sorenson starting
July 1, 2004.
At Simon Fraser, Jim Cranston has
been fulfilling the role of CIO for the past
two and a half years. He describes his
position as having two sides. One is an
operational role involving responsibility
for central computing resources such as
the backbone network, including wireless;
major institutional services such as account
management, e-mail and shared web/file
space; major core systems such as student
administration and finance; a host of
smaller, more departmental systems; and,
some student labs and desktop support in
various areas.
At some other universities, such
as Mount Allison, the responsibility of
the most senior IT business officer also
includes telecommunications, such as
telephones and wireless, as well as systems
that support library and audio-visual services. Although the title of the most senior
IT person at Mount Allison is Director,
Computing Services, the position encompasses many of the same responsibilities as
the CIO at Simon Fraser.

Cranston notes that the other half of his
position is a coordination role that involves
promoting standards and consistency as
well as developing policy across the entire
University. Part of this involves organizing
the operation of IT on an enterprise-wide
basis rather than as a collection of small
entities.
At Mount Allison, Helmet Becker sees
this as an important part of his position.
"Standardization is a big issue that we
have been working on for a long time,"
says the Director, Computing Services. The
university has standard desktop, office
automation system and hardware. Student
and staff use a standard interface to access
data and services. Mount Allison has
moved as much of its ERP system as possible onto the web.
Becker chairs the Web Committee
to ensure standards are adhered to and
developed by the broad campus community. For e-learning, Web-CT is the
standard across campus. Not only is this a
tremendous advantage to students, but it
is also beneficial to the institution. "With
our small number of staff, we cannot
afford to support 15 different platforms,"
he explains. "It has a real impact on the
total cost of ownership (TOO)."
At the U of A, several departments and
faculties have started developing their
own wireless technology cells. Sorenson
would like to see this project come under
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1 Andrew McAusland,
Executive Director
of Instructional and
Information Technology
Services, Concordia
University
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a plan for total campus coverage. He
points out that integrating and leveraging existing technologies is much easier if
there is some uniformity and compatibility
between units. "If you are going to have
your voice systems supported by digital
technology you should have a single signon and single capability for integrating,"
he says. "You have got to be looking at a
more system-wide strategy. Otherwise, you
get a lot of tension." And creating a single
sign-on and a common portal system for
accessing everything from registration to
e-commerce to class work is easier with
someone acting as a focal point for all ITbased services.
From 1992 to 2002, there was no enterprise-wide administrator for IT at Simon
Fraser. Eventually, the four departments
responsible for IT began to advance in
quite separate directions. "Over time, it
became obvious that there was a need for
better coordination and rationalization,"
says Cranston. "Now, when we bring in
new or changed applications, it is easier
to get agreement of people across campus.
Our office is a common problem solver that
deals with IT." For instance, it would have
been much more difficult for the university
to make a fundamental change from its
legacy system without a CIO.
A crucial part of the enterprise-wide
responsibilities for the CIO (or other senior
IT administrator) is institutional leadership and planning. "We do have an impact
in a consultative and policy-making role,"
notes Andrew McAusland, Executive
Director of Instructional and Information
Technology Services at Concordia University. "The tools we deploy affect the way

policy and planning is implemented."
The U of A's ICT Task Force Report
describes the role of the Chief Information
Technology Officer as a position ".. .with
the authority to lead the development,
evolution and implementation of a longrange ICT plan for the university..."
Information Technology is a large
consumer of the institution's resources. At
York University, CIO Bob Gagne points
out that that there are a growing number
of opportunities for IT to influence the
way institutions go about their business.
Yet, universities are struggling to grasp
how IT fits into the strategic planning of
the enterprise. Thus, an important role of
the CIO is alignment of IT with the goals
of the institution. "One way that we do
this is to ensure that IT is integral to the
thinking and planning of the institution,"
says Gagne. "The emergence of the senior
IT leader in the organization is to help
people at the highest levels think through
the process."
In order to do that, Gagne feels it is
critical for that person to sit at the executive table of the university. "Traditionally,
IT has been a backroom sort of operation," he explains. "It is emerging into
the executive ranks. The application of IT
in education is only beginning to find its
way into the core of what universities do
in teaching, learning and research."
To be at the core of decision-making,
the CIO must report to the most senior
officer of the university, whether that
is the President, the Chancellor or the
CEO. Gagne acknowledges that reporting
structures vary widely from institution to
institution. For instance, although Gagne
reports to the President at York, Cranston
at SFU reports to both the Vice-President
(VP) Academic and the VP Administration. At Mount Allison, Becker reports
to the VP Finance, while at Concordia,
McAusland reports to the Vice-Rector, Services. The U of A's CIO will report to both

the Provost and the VicePresident (Finance and
Administration). According to a 2002 study of 621
North American universities conducted by Educause,in30.8%and24%
Bob Gagne,
of institutions, the highest
CIO, York
ranking IT administrator
University
reported to the highest
Academic Officer or Highest Administrative
Officer, respectively. Only 27.1% of institutions had their CIO or equivalent reporting
to the Chancellor, President or CEO.
"It relates to the profile of IT as an
important unit within the enterprise," says
Gagne. He argues that it is also important
for the senior IT administrators to adopt
the title of CIO. "CIO is a title that industry
recognizes," explains Gagne. "It is a known
quantity with vendors and industry partners in the IT world. If you say you are the
Director of IT, the scope of your responsibilities can vary widely. But, if you say that
you are the CIO, they know that you are
speaking for the enterprise."
According to the Educause study, less
than 20% of the 621 institutions surveyed
referred to their highest ranking IT administrator as the CIO. "There are plenty of
people in higher education that do not have
that title but who serve the same function,"
acknowledges Gagne. "They are the senior
individual who speaks on and leads on IT
issues at the university."
Regardless of their title, these people
have a key role to play in ensuring the university is able to take advantage of technological innovations to move forward in its
strategic plans. "It is truly an infrastructure
business now," says Concordia's McAusland. "Before, we provided applications
that people would access and use. Now, we
provide information infrastructure to enable
people to operate. The entire process has to
be driven by planning. Technology has to
provide the infrastructure for those plans." yn
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chef des services ({'information (CSI)
le lien entre les technologies de
I'iiiformation et la haute direction
Par Christine Hanlon

L

es infrastructures de technologies et de technologies de
1'information (TI), qui evoluent rapidement, ont des repercussions sur les activites de toutes les unites au sein des
universites, qu'elles se rattachent au volet academique ou
au volet des services. Plus que jamais, les etablissements
ont besoin d'une planification et d'une mise en ceuvre des
TI efficaces pour en optimiser les avantages tout en soutenant et ameliorant le processus de planification strategique.
Afin de miser sur ce processus et de faciliter la coordination
efficace du developpement des TI a l'echelle de leur campus, les
universites s'appuient sur des administrateurs de TI chevronnes.
Qu'ils portent le titre de chef des services d'information ou un
autre titre analogue, ces cadres superieurs jouent un role crucial.
Le rapport de septembre 2002 du groupe de travail sur les
technologies de l'information et des communications (TIC) de
I'Universite de l'Alberta en temoigne clairement: « A l'heure
actuelle, il n'y a aucune structure administrative centrale qui
assure le leadership et impregne une vision de maniere a gerer
les TIC le plus efficacement possible au sein de I'Universite
de l'Alberta. II faut mettre en place une telle structure afin de
creer, de maintenir et de mettre en ceuvre un plan a long terme
concernant les TIC a I'Universite de l'Alberta. Cette structure
devra egalement fournir un mecanisme charge d'approuver, de
coordonner et de concilier les activites entourant les TIC dans
tout le campus. Ce n'est qu'alors que I'Universite de l'Alberta
pourra pleinement tirer profit des possibilites qu'offrent les TIC
dans les domaines de l'enseignement, de la recherche et des
services d'information. »
Le groupe de travail sur les TIC de I'Universite de l'Alberta
a ete forme afin d'etudier les liens hierarchiques, la structure et
l'imputabilite des services de TIC, puis de faire des recommandations au Comite de direction de la planification. Dans la foulee de
ces recommandations, le poste de CSI a ete cree. Monsieur Paul
Sorenson occupera cette fonction a compter du l e r juillet 2004.
A I'Universite Simon Fraser (USF), Jim Cranston assume le
role de CSI depuis deux ans et demi. II estime que ses taches se
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repartissent en deux volets. D'une part, il joue un role operationnel. A ce chapitre, il a sous sa responsabilite les ressources informatiques centrales, a savoir le reseau de base, y compris le reseau
sans fil; les grands services de l'etablissement comme la gestion
des comptes, le courriel et l'espace commun pour le Web et les
fichiers ; les grands systemes fondamentaux tels que celui des
finances et celui qui concerne 1'administration des donnees sur
les etudiants ; ainsi qu'une foule de systemes de plus petite taille,
qui se rattachent davantage a un departement; sans compter les
laboratoires pour etudiants et les ordinateurs de bureau accessibles en divers endroits.
Dans certaines autres universites, notamment a Mount
Allison, les responsabilites qui incombent au responsable le plus
eleve du secteur des TI englobent egalement les telecommunications, soit les telephones et les reseaux sans fil, de meme que
les systemes qui assurent les services de la bibliotheque et les
services audio-visuels. Bien que le plus haut responsable des TI
a I'Universite Mount Allison porte le titre de directeur, ses taches
concretes recoupent bon nombre des responsabilites confiees au
CSI de I'Universite Simon Fraser.
Monsieur Cranston explique que 1'autre volet de ses taches
consiste en des activites de coordination; dans ce role, il cherche
a promouvoir des normes et une certaine uniformite ainsi qu'a
instaurer une politique dans 1'ensemble de l'etablissement. Cela
suppose, entre autres, d'envisager 1'organisation des activites de
TI a l'echelle de 1'organisation plutot que dans une multitude de
petites entites.
A I'Universite Mount Allison, Helmet Becker considere qu'il
s'agit la d'un aspect important de ses attributions. « La normalisation constitue un gros dossier auquel nous travaillons depuis
longtemps », indique le directeur des services informatiques.
L'Universite est dotee d'ordinateurs de bureau, de systemes
bureautiques et de materiel normalises. Les etudiants comme
le personnel utilisent une interface standard pour acceder aux
donnees et aux services. Mount Allison a porte sur le Web la plus
large part possible de son systeme de gestion integre (ERP).

Monsieur Becker preside le comite Web pour veiller a ce que
des normes dans ce domaine soient definies dans l'ensemble
de la communaute universitaire et que de telles normes soient
respectees. Pour ce qui est de l'apprentissage electronique,
1'environnement Web-CT est la norme instauree a l'echelle
du campus. Non seulement cet environnement procure
d'extraordinaires avantages aux etudiants, il est egalement bon
pour l'etablissement. « Avec notre personnel reduit, nous ne pouvons pas nous permettre d'offrir le soutien pour 15 plateformes
differentes, explique-t-il. Cette facon de faire a des repercussions
reelles sur le cout total de possession. »
A l'Universite de l'Alberta, plusieurs departements et facultes
ont commence a creer leurs propres cellules de technologie sans
fil. Monsieur Sorenson aimerait voir ce projet s'inscrire dans un
plan de couverture de l'ensemble du campus. II souligne qu'il
est beaucoup plus facile d'integrer les technologies existantes et
d'en tirer profit lorsqu'il existe une certaine uniformite et une
certaine compatibilite entre les unites. « Si vous avez l'intention
d'articuler vos systemes vocaux autour de la technologie
numerique, vous devriez recourir a une identification unique et a
une seule autorite pour l'integration, ajoute-t-il. II faut vraiment
chercher une strategie davantage orientee vers l'ensemble du
systeme. Autrement, on se retrouve avec beaucoup de tension. »
La creation d'une identification unique et d'un portail commun
pour acceder a tout, de l'inscription au commerce electronique
en passant par les travaux en classe, se fait plus facilement s'il
y a une personne qui agit comme point de contact pour tous les
services informatises.
De 1992 a 2002, il n'y avait pas d'administrateur responsable
des TI pour l'ensemble de l'Universite Simon Fraser. Graduellement, les quatre departements responsables des TI se sont
orientes dans des directions plutot differentes. « Avec le temps, le
besoin d'une meilleure coordination et d'une meilleure rationalisation s'est clairement fait sentir, raconte monsieur Cranston.
Maintenant, lorsque nous introduisons des applications nouvelles ou des mises a jour, il est plus facile d'obtenir l'assentiment
des personnes concernees dans tous le campus. Notre bureau
agit comme une unite de resolution de problemes communs qui
se preoccupe des TI. » Par exemple, il aurait ete beaucoup plus
difficile pour l'Universite de changer fondamentalement ses
systemes traditionnels sans la presence d'un CSI.
Le leadership et la planification a l'echelle de l'etablissement
constituent d'autres aspects importants des responsabilites
du CSI (ou d'un autre administrateur de TI haut place). « De
fait, nous exercons de l'influence dans notre role de consultation et d'elaboration de politiques », signale Andrew McAusland, directeur general, technologies de l'information et de
l'enseignement, a l'Universite Concordia. « Les outils que nous
deployons ont des repercussions sur la facon dont les politiques
et la planification sont implantees. »
Le groupe de travail sur les TIC de l'Universite de l'Alberta
decrit le poste du chef des technologies de l'information en ces
termes : ... un poste dont le titulaire a le pouvoir de piloter le
developpement, revolution et 1'implantation d'un plan de TIC a
long terme pour l'Universite... »
Le service des technologies de l'information est un grand
consommateur des ressources de tout etablissement. Le CSI de
l'Universite York, Bob Gagne, signale qu'il y a un nombre croissant d'occasions ou les TI peuvent influer sur la facon dont les
etablissements d'enseignement s'acquittent de leurs taches. Et
pourtant, les universites se demenent pour saisir comment les
TI s'inscrivent dans le plan strategique de leur etablissement.
Done, l'un des roles importants du CSI consiste a aligner les TI
sur les buts de l'etablissement. « L'une des facons d'y parvenir

est de voir a ce que les TI fassent partie integrante des reflexions
et de la planification au sein de l'etablissement, selon monsieur
Gagne. Le fait d'integrer le leader des TI aux echelons superieurs
de l'organisation reflete le souci d'aider les hautes instances a
examiner attentivement l'ensemble du processus. »
Pour ce faire, monsieur Gagne estime qu'il faut absolument
que cette personne se retrouve parmi les membres de la haute
direction de l'Universite. « Traditionnellement, les TI constituaient un service d'arriere-plan, explique-t-il. Maintenant, cette
fonction se hisse au rang de la haute direction. L'application des
TI dans le monde de l'education commence a peine a toucher
le coeur de ce que font les universites dans les domaines de
l'enseignement, de l'apprentissage et de la recherche. »
Pour etre au coeur des prises de decisions, le CSI doit relever directement de la plus haute autorite de l'Universite, qu'il
s'agisse du recteur, du chancelier ou du chef de la direction.
Monsieur Gagne reconnait que les structures de rapports hierarchiques varient considerablement d'un etablissement a l'autre.
Par exemple, tandis que lui-meme releve directement du recteur
de York, monsieur Cranston, de l'USF releve a la fois du vicerecteur a l'enseignement et du vice-recteur a l'administration.
A l'Universite Mount Allison, monsieur Becker rend compte au
vice-recteur aux finances et, a Concordia, monsieur McAusland
releve du vice-recteur aux services. Quant au CSI de l'Universite
de l'Alberta, il rendra compte a la fois au vice-recteur aux ressources academiques (provost) et au vice-recteur aux finances et a
l'administration. Selon une etude effectuee en 2002 par Educause
aupres de 621 universites nord-americaines, dans 30,8 % et 24 %
des etablissements, le plus haut responsable des TI relevait
respectivement du premier dirigeant du secteur academique ou
du premier dirigeant du secteur administratif. A peine 27,1 %
des etablissements comptaient dans leurs rangs un CSI, ou un
equivalent, qui relevait directement du chancelier, du recteur ou
du chef de la direction.
« Cela revele que la structure des TI represente une unite
importante au sein de l'organisation », selon monsieur Gagne.
II affirme qu'il est tout aussi important que les premiers administrateurs des TI adoptent le titre de CSI. « Le titre de CSI est
recormu dans 1'industrie, explique-t-il. II est evocateur pour les
fournisseurs et les partenaires dans le domaine des TI. Si vous
dites que vous etes le directeur des TI, la portee de vos responsabilites peut varier amplement par rapport a d'autres directeurs
des TI. Mais si vous dites que vous etes le CSI, chacun sait que
vous parlez au nom de toute l'entreprise, ou de l'Universite, dans
notre cas. »
Selon l'etude d'Educause, e'est dans moins de 20 % des 621
etablissements vises par le sondage que le principal administrateur des TI porte le titre de CSI. « II y a beaucoup de personnes
dans le milieu de l'enseignement superieur qui ne portent pas
ce titre, mais qui assument la meme fonction, reconnait monsieur Gagne. Ces gens sont les plus hauts responsables des
TI, qui presentent et pilotent les dossiers concernant les TI a
l'Universite. »
Quel que soit le titre qu'ils portent, ces responsables jouent un
role cle afin de garantir que leur universite puisse tirer profit des
innovations technologiques et ainsi concretiser leurs plans strategiques. « II s'agit vraiment d'une affaire d'infrastructure, maintenant », avance monsieur McAusland, de Concordia. « Avant,
nous fournissions des applications auxquelles les gens accedaient
et qu'ils utilisaient. Aujourd'hui, nous fournissons une infrastructure d'information pour permettre aux gens de fonctionner.
Tout le processus doit etre soumis a la planification. La technologie doit fournir l'infrastructure necessaire a la concretisation de
ces plans. » M^
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Managing construction projects
By Kirsten Hailey

hether it involves the construction of a $500,000 addition
on an administrative building or the erection of a $50
million research centre with specialized labs, universities
must make decisions on how to manage capital proj7
ects. It should be on a project by project basis," says Lee Gavel,
Director of Campus Planning & Development at Simon Fraser
University.
Project management involves the care of the entire project
from conception to delivery. Encompassing scope, schedule and
budget, it starts with the identification of needs and ends when
the users move into the building.
Gavel points out that various criteria can influence what
project, or what part of one, is managed in-house or out-sourced.
These include project size, source of funding, nature of the building (for academic or non-academic use), and whether the space is
leased or wholly owned by the university.
Almost invariably, the first steps of project management start
in-house. "Universities hire consultants to help with the planning, but it still has to be managed internally because you are
bridging the academic need and the administrative functions of
delivering the project," says Gavel. "You need local knowledge."
Simon Fraser's standard approach for institutionally-funded
projects is to handle the entire project management in-house.
Gavel points to an early understanding of institutional values
and mission as a definite advantage to this approach. The
in-house project managers know the context of the building
and how it is meant to serve a particular purpose within the
institution. They can integrate the project with others that may

be taking place on campus, thereby identifying allied program
elements that capture efficiencies and overlaps. Co-ordination of
university operations around the project is also easier.
Gavel adds that it is less expensive to assign the project management in-house, since internal staff is generally paid at significantly lower rate than consultants. Paying more by out-sourcing
may not be a problem for the short term but can be expensive
over a longer period. Consultants also take away with them any
expertise gained from the project, expertise that could otherwise
reside in-house. Furthermore, when project management is outsourced, the university still needs to pay staff for the contract
management. "We need someone to manage the consultants
and bring them up to speed in terms of what it is they are really
trying to do," says Gavel.
He adds that consultants usually prefer a narrow frame of
reference. However, in the early stages, the institution is often
still trying to determine goals, timing and budget. "If changes in
scope or needs occur, then shifting the team is an easier process
for an internal development manager to articulate to the outside
world," Gavel explains.
Another issue is accountability. With government-funded
projects, institutions need to work within a regulated process
of rules, formulas and reporting. "If you have people already
trained in that process, it saves an entire loop," says Gavel.
Besides, he continues, the university functions within a
language and political structure that is sometimes not well
understood by the private sector. Meanwhile, in the construction
industry, architects, engineers and contractors have their own
language and way of doing business. "One of the fundamental roles of my development managers is to act as translators
between the two worlds," says Gavel.
Nevertheless, he acknowledges that there are also some
disadvantages to having a large complement of in-house project
managers. The cyclical or peak-loaded nature of most capital investment at universities makes it hard to maintain staff
through low periods of activity.
At Guelph, the Director of Planning, Engineering and
Construction, Chris Pickard, has responded to this issue by
combining internal full-time staff with external consultants who
augment the skill set and capacity of the in-house complement.
Hired for a fixed term, these consultants are deployed to Guelph
full-time. By being residents of the university, they can integrate
with the culture of the institution. They also bring a degree of
"cross-fertilization" with the non-university world. "I get the
best of both worlds," says Pickard. "They learn from my staff
who, in turn, learn from them. To my clientele, it is a seamless
delivery."
The project managers - both internal and external - are
charged with control of the entire process of scope, schedule and
budget. They work with Guelph's users, clients or stakeholders
to define the project needs. They oversee the consultant selection
process as well as all the work that goes into the project through
the various construction phases. By having this full and flexible complement of project managers, Guelph has been able to
undertake some large projects.
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Size and volume of projects are also the reasons that Concordia combines in-house and outsourced project management.
Besides its five internal project managers on staff, the university has four out-sourced project managers, each assigned to
one building in a $350 million program that includes a science
building, an engineering and visual arts building, and a school
of business. The four project managers report to a senior project
executive who reports to the Executive Director of Facilities Management. "The volume of projects has prompted the university
to seek outside help in managing projects," confirms Bolla.
"Other major reasons include the size and scope of projects. They
involve higher risk and require experienced project managers
with support in estimating and accounting. We did not have
anyone in-house who could manage a $350 million program."
Sometimes the size of the institution can be a factor as well.
"One of the issues we face is our relatively small size," says Drew
Peck, Manager of Building Services at Acadia University. "We do
not have enough construction volume to have a full-time project
management staff."
Small renovations under $1 million are handled in-house by
Acadia's physical plant staff. "Beyond that, we are looking at
additional resources to see the project through," says Peck. When
there are less restrictive time constraints on a larger capital project, such as Acadia's proposed $30 million Life Science Complex,
consultants will work with the university to establish a good set
of construction documents for tendering to obtain a fixed lumpsum price. The consultants then act on behalf of the university
to oversee the work of the general contractor that the institution
has hired through a tender process. Says Peck: "For a project of
this magnitude, a project manager, in all likelihood, will also be
engaged by the university to assist with the construction and
commissioning process."
Stipulated price contracts or lump-sump bids can only be
tendered to general contractors once the drawings are completed.
This sequential process takes time. Therefore, when time constraints are a factor, institutions sometimes turn to construction
management to fast track the project.
Construction managers provide the service of managing the
construction for a fee. Although they tender each of the individual sub-trades on behalf of the university, it is the institution that
signs all the contracts. The construction manager then manages a
variety of smaller contracts instead of one large general contract.
The advantage of construction management is the ability for
the consultant to start managing the construction even before the
design is finalized. "You can start building the foundation before
the roof is designed," explains Pickard at Guelph.
Using the construction management approach, St. Thomas
University was able to open its new residence for the start of the
2003 academic year, despite the fact that the architect's detailed
design work was not finalized until late December 2002. In the
end, the residence came in under budget.
Acadia has also been pleased with the construction management approach it used for a 17-week, $12 million residence
renovation. "By hiring a construction manager early in the
process, we were able to prepare accurate budgeting," says Peck.
"We rely on the construction manager to work along with us and
our design consultants, not only to prepare budgets based on the
drawings and our desires, but also to suggest alternative ways
things might be done to save money. The construction manager
also worked with us to develop ways to effectively manage
schedules to ensure the project was completed on time. This
offers more flexibility than the lump-sum tender process."
However, under construction management, there is no guar48
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antee that a project will come in on budget. "There is a risk of
prices coming in quite differently from estimates," confirms Lawrence Durling, VP (Finance & Administration) at St. Thomas. "To
a degree, it depends on the construction environment. If prices
are volatile, then the risk is greater. Fortunately, our first experience with construction management was very favourable."
Concordia's experience was not as positive. "We did one part
of a project using construction management and there was a bit
of variance," says Bolla, adding that the university mainly uses
lump-sum bids. "We were more successful with the fixed price.
In construction management, the owner takes the risk."
To mitigate this disadvantage, several universities are exploring the option of 'construction management at risk.' Using this
approach, the institution initially hires the construction manager
on a service contract to tender the sub-trades, but, when the
prices are in place, the university signs a second 'general contract' with the construction manager who then becomes responsible for all agreements with the sub-trades. Explains Gavel at
Simon Fraser: "When you go back to the board, you have had
the advantage of the participation and advice of a construction
expert to do the scoping of the work and final design of how it
is going to be built, but now you have a bottom line." The risk is
shifted to the general contractor rather than to the institution.
Creating the general contractor from the construction manager is something that St. Francis Xavier University found helpful when building two new residences. "We wanted to deal with
a team in which we had confidence," says Director of Facilities
Management Leon MacLellan. "That is the advantage of going
the construction management route. We approved the choices,
then signed off so we no longer had the risk."
St. Francis Xavier recently considered another approach when
building the Keating Millennium Centre, a conference centre
with two ice surfaces. Because the building shared the repetitive requirements of most conference centre/arena complexes, a
'design build' approach was possible. In design build, the general
contractor works from a schematic drawing and a detailed
requirements document that includes the critical parameters
to be met. The budget is set on a per square-foot basis within a
lump-sum tender. The institution signs off on the project early in
the process and has little to do with the final design, construction
or overall management.
"Design build is a good way of obtaining the best an industry can offer in terms of a specific type of building," says Darryl
Boyce, Carlton University's Director, Physical Plant Department.
Carleton is currently using the design build approach to build a
two-pad ice arena on campus.
Another situation in which a university may wish to completely out-source the management of a capital project is for a
leased property where the landlord already has an established
process for facility improvement. Also, when a university owns
commercial property for investment purposes, it is preferable
for an independent corporate entity to manage the entire project.
Nevertheless, close controls should be kept to preclude the possibility of an independent mandate conflicting with the university's mission or institutional values.
Regardless of how much or how little management a university assumes for the project, the institution must always have
close ties to the process. "It is important to keep the link with the
university," says Bolla at Concordia. "Project management ownership always has to reside with the institution. No matter what
approach you choose, it is a team effort. During the duration of
the project, all the players - whether they come from inside or
outside - must work as a university team member." M^
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