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A MESSAGE F&M THE SURREY BOARDF TRADE

4EA 3000AU "TAOA 1T &£ 40AAA EO bDPOIT OA O AA A PDPAO
partnership with S.U.C.C.E.S.S. This project represeatchance to work collaboratively to ensure
that our businesses are ready for theuture.

BU ¢m¢gm AOOET AOOAO xEIIl 1TAAA AEEEAOAT O xAudO O1 £E
boom generation slides into retirement. The economic fallout of shortages in IT, skilled labquand
health care could be devastating. We need to prepare our businesgesmall or large, now!

AEA 47117001 x60 71 OEPI AAA ' OEAA xEI I
to create solutions, to identifythe workforce they need, to

anticipate change, and to have akerse workforce. The project is

unigue because ibrings the community together to show how

business and employment service provider organizations can

work together to benefit their workplaces and the community.

The Surrey Board of Trade is a nefor-profit, member-based business organizationin operation
since 1918 It currently represents more than 3,600 business contactsandprovides advocacy for
business with all levels of government, networking opportunities, cossaving benefits, access to
intern ational markets, and professional development.

I encourage all businesses, Boards of Trade, Chambers of Commerce, and employment service
provider organizations to use this guide. In partnership with S.U.C.C.E.S.S. the Surrey Board of
Trade thanks the project team, the business participants, the employment service provider
organizations, and, of course our funders: Ministry of Housing and Social DevelopmentWestern
Economic Diversification Canadgand Coast Capital Savings.

| Anita Huberman

- Ohbwort

Chief Eecutive Officer
Surrey Board of Trade
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A MESSAGE FROM S.UCE.S.S.

S.U.C.C.E.S.S. is honoured to be part ofthel T OOT x8 O 71 OEDPI AAA DPOI EAAO8 4
grew from discussions at Vibrant Surrey For the SUCCESS Business and Economic
Development Division, the concept was simple: can highly focused and expert work, done in a
collaborative and supportive environment, have a positive impact orthe performance of local small

and mediumbusiness?

SUC.CESSAd 1T OCAT EUAOEIT AAOT OAA O AiTii O1 EOU AT A O,
our Mission and Vision. We hope to achieve éhVision of multicultural harmony by building o
bridges, leveraging diversity, and fostering integration through service and advocac 417117 001 x06¢

Workplace is unique in its work toleveragethe diversity of Surrey by working with small business
owners and staff to address factors needed for success. The enthusiasm and expertise of our fellow
employment service provider organizations in Surrey helped make this a reality.

The project team discoveredthat effective small business
workforce development can only be achieved by first meeting
basic business needsThishas created a new paradigm for both
business and community. There is a very real business case for
diversity, but it is most productive only when the fundamental
elements of business success are in plad&ke must work together

as partners in businessWhen these needs are met, the benefits of
inclusion are clear and natural.

S.U.C.C.E.S.S. applauds all thaggo EAT DPAA [ AEA 41711 001 x80 71 OEPI AA
project. We look forward to moving ahead with the Surrey Board of Trade and our other
community partners to make3 OOOAU # AT AAA8O &I OAi 1 606 AOOGET AOGO Al
development.

| encourage all Boards of Trade and Chambers of Commerce to look closatijthe guide and ask
guestions. | believe this dialogue will make us all stronge

Tung Chan

N

Chief Executive Officer
SU.CCESS
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SECURING YOUR BUSINES IN THE WORLD OF OMORROW

Small business ownersby their very nature, are resilient, determined and toughminded. But what
got your business to this point may not be enough for you to prosper over the long term.

The4 T 1 T OOT x8 O 71 a0dpt® biAbhighess OdisAcksmall business issuds:is driven by
the needs ofbusiness owners, addresses priorities identified by businesses, and reveals the
importance of leveragingworkforce diversity. It is for business owners and managers, Chambers of
Commerce, Boards of Trade, business consultants, and human resources praati¢ics.

This Guide is for you if:
D You want to keep business efforts focused on what will make a difference
D You want aproven strategic approach toimproving businessperformance
D You want to support members in building a diverse workforce and inclusive workjalces
D You want to help clients align business processes and practices
D Youwant to leverage yourdiverse workforce or community as a competitive advantage

The stories of 41 | T OOT x 8 O piovid® Enpdrtand Bractical information for small and
medium busit AOOAOG =1 1T AAOET ¢ O(ix Ai ) AAAPO AT A OEOEOA
AUT AT EA AOOET AQA& ORI WE @idll i1 ATAEd A d,

U How to identify key issues, barriers, and gaps to growth

U A strategic approach to help take your business to the next level

u (T x O 1 AOGAOACA xEAO Ui 660A Al OAAAU CciTA AO

U Practical solutions and personal stories from small businesses

U Links and references to other resources

This project has created avaluable community-based resource for any business, organization, or
community dealing with issues ofsmall business performance and changing demographic©ur
Guideprovides a systematicholistic, and multi -dimensional approach forsuccess.

A Bit of Background

The 4T 117 O0T x8 O pojecO kab litAdedesisET # AT AAAS8O 1 AAAhigiEl O OAO
performing small businesses.We identified a number of performance barriers keeping businesses

and communities from attaining their full potential:

1 The sentiment that there isonly enough time to
focus on meeting immediate business commitments and that investing resources in becoming a
higher performing business is impracticaffor economic and financial reasons.

1 There is a lack of knowledg regarding services
present in the community as well as knowledge about what the services offer
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1 The recognition that skill shortages will result in competition
for employees, but uncertainty about how to approach this as argll business owner.

The Solution
This Guide answers these questions:

1 What would happen if small businesses in Sursegre offered professional assistance to improve
how they do business, ultimately leading to a multidimensional workforce with diverse skill levels
and backgrounds?

1 What if that assistance were grounded within their business association, the Surrey Board
Trade?

T 7TEAO EZ£ 1T OEAO AOOET AOO 1 OCATEUAOETT O ET #AT AAA
Lessons Learned

After eighteen months and thousands of hours of work, tselessons emerged from the project:

1. Your business culture is valuable and importat, and it is the starting point for meaningful
growth and change.

2. Small businessesand the communitiesin which they work, have the same overarching goal:
strong businesses mean strong communities.

3. Diversity in the workplace is a business issue.

4. Partnering with an external business consultant or group, such as a Chamber of Commerce or
Board of Trade, helps you become better at what you are already good at.

5. Preparing for the future involves embracing new information and a willingness to change.

e

Prepare for the Future Today
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HOW TO USE THIS GUIB

HAVE A QUICK LOOKAROUND

The previous sectiors ask questions to help you determine how the
Guide will benefit you Some of you will follow the Guide section by
section front-to-back, while others may want to jump around: either
way, have a quick skim through the Guide to get an idea of the deptf#*=
and breadth of the resources available at your fingertips.

For example, he section called, AAAET C 4111 OOI
highlights the leadership skills and approachs that are needed for
the long term health of small and medium businessWe have included a section on Ieadershlp skills
because they help you set priorities, usproductive problem solving, and execute plans effectively.

The Quide also provides a 360 Assessmenframework to help you discover resourcedo improve
your business.Each of the fom modules deals with an elementof the 360 Assessment outlines
what the area is about, why it is important, and how it works. Each modulprovides suggestions
that will help you lead its activities, and whatto expect from doing these activities. The module will
alsodirect you to resources, andell you how to get started.

Appendix 1 provides a blank 360 Assessmernablefor your use, and Appendix 2 provides a copy of

life example of a small business and showswy what their 360 Assessment document looks like.

WHERE ARE THE DETAIED INSTRUCTIONS?

We recommend that you begin by conducting a complete 360
Assessment,determine your priorities to give you more scope for
analysis, and step back to see the element$ your business in relation
to the whole.

We recommend working with an external consultant to facilitate the
process or at the yeryhleast, yvith msmbgrs oj your gaxgac__utive team ar]d .
staff Anddi T 8O0 AA AEOAEA Ol AOE &£ O EAI b8
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BEHIND THE SCENES: ®W WE DEVELOPED THE GWE

When we started the project we were aware of the many,
existing resources available tosmall business owners. So
why another Guide? Unlike other toolkits and howto
manuals, this Guide helps youlevelop a solid and strategic
roadmap to the future.

We think it will help your business get to the next level
because it

9 Focuseson business esults

Takes a systems approach

1
1 Addsvalue to dayto-day operations andbusinessculture
q Team Structure

Shows how to engage a more diverse workforce that
has a greater desire for meaningful work and

= . Core team:
opportunities to contribute

2 Business Analyst

1 Demonstrates the benefits of prtnering with TR S S,

employment service provider organizations and local

businesses Specialist
1 Internet/
Communications
What we did Specialist

The Guide, in large part, is based on -depth work we V1 Project Manager
conducted recently with small businesses in the Surrey
region of Greater VancouverThe first challenge was finding
businesses thatmet all of the following criteria: v

Valuing team:

First Lead for
Determining Project

1. had up to 100 employees Value (oversight and

2. wanted to improve business performanceand were guidance)
already operating on a sound basis Second Lead for
Determining Project
3. had an interest in exploring diversity Value(assessor)

In the end, weworked with five businesses in the Surrey Associateteam members:
community over 10 month period.

V 6 Surrey Board of
Trade staff

V 1Film/Documentary
Specialists

V 1 Researcher/
Technical Writer
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The 360 Assessment: The Heart of the Process

Conducting the Assessment
We developed a360 Assessment using elements of the
Balanced Scorecard mode{Appendix 1 contains a samm
instrument). Our application of the 360 Assessment provides
a comprehensive snapshot of:

f Business SystemsSectionA z see pages 2 and 53 7 54) For information on
Strategic Planning see
Culture (SectionB 7 see pages 8 and 55 7 56) Mapping the Journey to

47117001 x80 71C¢C

1
1 Human Resources$ectionCz see pagest4 and 57 7 61) (0. 16)
)l

Community (SectionD z seepages %4 and 62)

For information on

Mission, Vision, and

Values seeBuilding the

#01 OOOA T &£ 411
Workplace (p. 19)

Reporting Back

Oncethe results of the Assessment were compiled, we me
with the business owner(s) to review the results. In addition
to the Assessment resultswe provided:

9 a profile of their business
1 asummary of keyour findings For information on
f asuggested timeline forour work with them Finance, Operations,
Customers,and
9 anindustry sector financial comparison Marketing and Sales see
_ _ , EOET C ET 4111
1 supplemental information on the models we used Workplace (p. 25)
1

results from an employee survey

For information onHuman

Setting Priorities

Within 10 days we met with the business owners to review
Assessmentresults and help them set priorities. Each item
was evaluated and given a number from 1 to 5 (1 being the
most important, 5 being the least relevant).

Resources,

Organizational Structure,

and Interpersonal
ProcessesseeHuman
Resourcesin Living in
47117001 x80 71¢C

Priorities for each business were unique.
(p. 25)
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Each businesghen work ed with a BusinessAnalyst to focus onone or two of the following areas
under

9 financial management
strategic and succession planning
internal processes

customer service

=A =4 =4 =4

marketing, sales and public relations

Carifying eachA O O E IM&gin®, ¥ision, and Values @asan important starting point for everyone.
Once theseconceptswere clear we asked them to look for stories from their dayo-day experiences
that captured Mission, Vision, and Values in action.

As other business needs were metve were able to address diversity in the workplace. Three of five
businesses were able to attend a threbour Dialogue on Diversitysession that provided an
overview of diversity issuesfor businesses today.

As a followup, a fourhour skill-building session, Diversity in Our Workplace: Building Stronger
Teams was held for one business. Thisession was attended bybusiness owners, managers, and
half the workforce.

A two-hour sessionfor another business provided the opportunity to explore the results of the five

diversity focused questions on the employee surveysee Questions 13z 17, Appendix 2) and

focused on generational issues.

# 01 OOO0AT 1| OOAOGOI AT O %l AHTAITHO O A 1 CODMAGES , AdTddSoril@$GRFA O OhE &
Section B.

Each business had the opportunity to work withthe HR $ecialist to addressprioritized segments
of human resourcesas outlined in Section C

While working with business participants, we also brought together employrant service provider
organizations (ESPs) whose clients are looking for work. We explored how ESPs can approach small
businesses through a series of facilitated meetingsA project-sponsored conference and the
471717 001 x80 71ldaichdvénBblought DuSiAedses and ESPs together.

A more detailed description of Community Assessment Elements can be found in Section D.

Pagel2
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Before we finished working with each businesswe metto review project work and our final report,
provided asummary of the outcomes and suggested next steps.

Making this Guide Work for You: Three Critical Factors
1. Partner with an external business consultant orgroup, such as a Chamber of Commerce or
Board of Tradeis recommended

2. Be opento new information and willing to change

3. Useresources that have a research or evidence base to guide the procesgh asGood to Great
(Jim Collins) and theBalanced Scorecar(Kaplan and Norton)

What to expect
We understand the time commitment required to complete this Guide. Yet we firmly believe it

AT T OAET O Al1l OEA AT AT AT OO Ui 6 TAAA O1 Ail1i11x 0O O

can expect:

1 For a different perspective on your business and how it worksand . o
information , direction, and stepsfor OOAAAAAET ¢ ET OT 11 001 x860 xI1 OEDI A

1 For a way to provide value for and engage

your small and medium busness memberswhile helping build more inclusive workplaces that
recognizethe common goals of both businesses and ESPs

1 For I H anagers: - a process angAreNSC‘)urge's o .
support moving from (usiness as usu@ O1 OT 11 00T x8 O EIT Al @esE OAh OA
workplace of the future

Resources
The Balanced Scorecard: Translating Strategy into ActimnRobert Kaplan and David Norton, 1996, Harvard
College

Good to Grealby Jim Collins, 2001, Harper Collins Publigins Inc.

&EOOO "OAAE '11 OEA 201 AGd 7EAO bpHKa&cus7HuckihghainGand WA A O - Al
Coffman, 1999, Simon & Schuster: Provides a short 12 question employee survey that will help you measure
employee engagement and help you deaidwhere you are as an organization. Questions12 were used as

the first part of our employee survey We developed and added questiond8-17 on the Employee Survey
Appendix 2) tosourcefeedback on culture and diversity

Performance Architecture: Thért and Science of Improving Organizatiorsy Roger Addison, Carol Haig and
Lynn Kearny, 2009, Pfeiffer Publishers: A handbook for improving organizational performance written for
anyone inside or outside the organization who takes on a performance consialg role.
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%! $) . 4| - | VEQRKALAGE

Leadership : The Key to Success
Leadership affects all aspects of businesmcluding productivity,
employee satisfactionand retention.

Leadership involves8
1 Defining direction
1 Communicating the direction

1 Motivating, inspiring, and empowering contributions to business
success

Why do this?
Without leadership you cannot achieve success.

The 360 Assessment reveals the extent to which constructive leadership behaviours are present in
the business. Leadershiprequires being strategically focusedapplying behavioural techniques to
build commitment, and supportingyour people in achieving the best possible workWe have drawn
IT +17T OUAO AlLeadership @ladlic@d Bventoryto group the attributes of effectve
leadership that we identified during the project:

Positive attitude, reliability, and pro-activeness
Honesty and openness with the team

=a =

Clear vision of business goals

Ability to effectively communicate the busines vision

Focus on setting a clear direction

Ability to engage with the views and needs of team members; listen first

= =4 -8 =9

Strategic thinking: planning and developing strategies
Commitment to innovation, risk-taking, and leading change

E |

Firm commitment to meeting defined goals
Ability to inspire team members to meet goals

E |

Commitment to the team and the business
Commitment to the happinessand wellbeing of the team

E |

Pagel4
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Three things that willhelpyou T AAA 47117 O01 x60 71 OEPI AAA
1. Conduct a seHassessment of your own leadership skills, and those of other key staff
2. Be open to feedback

3. Acknowledge and respond to input and feedback

Resources

University of Western Sydney, Australiafiww.smexcellence.com.au/sme/module/leadership/8/62.html ): A
structured e-learning site.

Good to Greaby Jim Collins, 2001, Harper Collins Publishers Inc.

*Leadership Practices Inventofyy Kouzes and Posner, 2007, JossBass Publishers.

NOTES:
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MODULES

1. MAPPING THE JOURNEY T®/ - /| 2 2/ WORKPLACE

STRATEGIC PLANNING

What is Strategic Planning?

Strategic Planning isthe formal consideration of a
AOOET AOOGE ~mEOOOOA AT OOOAz:
with at least one of three key questions:
1. What do we do?

2. For whom do we do it?

3. How do we excel?

Why do this?

Planning allows us to consider options, potential
challenges, unforeseen opportunities, knowledge
gaps, identify resources required to move forward,
and promote the successful implementation of new
initiatives.

How it works

We used thePlanning elementfrom the Business Systerm Section in the 360 Assessment

Strategic planning has two phased:ong Term Planning , which helps quantify longterm business
objectives, and identifies the mechanisms and resources for achieving them; a&hort Term
Planning, which focuses on the next year. We found that most participant businesses had not
formalized a longterm plan.

The chart on the next page illustrates a simplified strategic planning process.

Pagel6
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The Simplified Strategic Planning Process

EFinancial objectives: sales targets and contribution to profit
1. Establish EStrategic objectives: market share, reputation, and business position
Mission, Vision,
Values, and
Objectives

FExternal analysis to identify opportunities and threats

2= iiel-t - EIndustry analysis to identify entry barriers, suppliers, customers, substitu
Environmental products, and industry rivalry

FlInternal analysis to identify strengths and weaknesses
te
Scan

FEMatch business strengths to identified opportunities
FAddress weaknesses and external threats
3. Develop FDevelop competitive advantage

Strategy

FOrganize resources to support the plan
4. Implement FEmpower staff to achieve objectives
the Plan

wDefine performance measures
EDefine targets

FEvaluate results

SVl | EMake adjustments as needed
Adjust the Plan

ESet budgets, programmes, and procedures }

Pagel7



Tomorrow's

Workplace A Guide for Business Leaders

Three things that will help you lead these activities
1. Clear Mssion,Vision, andValues (see Module 2)
2. Complete 360 Assessment &= Appendix 1)

3. Willingness to source information needed to complete
the plan

What to expect
9 Identification of new opportunities

1 Anticipation and avoidance of future problems or
setbacks

1 A roadmap for continued success

How to get started
1. Decide on aimeframe for your plan

O highly recommend that

2. Select arexternal facilitator anybody that has the
opportunity to be

3. Commit to a series of strategic planning meetings to involved with

develop your plan 4777100 x80 7ic¢

do it! It brings your
business focus into line.

Resources It f S

The Centre forSimplified Strategic Planning \www.cssp.conj: L 1orces you 1o ~0; INgs J

Offers seminars and book recommendationsa free five minute O E A O " Ul O 0 O A . E3 (

planning assessmentaswell as tools for a fee Al EO AI O Ul OC
where it really pays

Strategic and Bsiness Planning Resource Centre dividend © g Bull Line

(work911.com/planningmaster): Provides articles and tools for
personal and business planning.

StrategicPlanning Information Resources

(www.business.com/directory/management/strategic_planning/r
eferencd: Provides a list of links to severatesources.
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2. BUILDING THE CULTURHE & 4/ -/ 22/ 706 3ACE/ 2+0,

MISSION,VISION, VALUES, ANBTORIES

What is Mission, Vision, Values, and Stories?
Mission, Vision, Values work is the practice of discovering
the core purpose of your business, the values you want tc
cultivate, and the overarching goal that can inspire you for
the next decade or longer. In this contextbusiness stories
focus on how a true story about your business communicates
company culture to employees, customers, clients, and othe

stakeholders. T
CONCEPTs about
Why do this? understanding how your

Every business owner ad manager needs to know what he | bt S BINRILERE
or she is trying to accomplish beyondroutine day-to-day Ul OO_OA _ AAOGO AC
tasks.) O EO EI BT OOAT O O Ai 1T OB arsisiuiscillic 00
in terms of character and behaviour, and to have an inspiring intersect z Collins
vision that will keep efforts focused on tle Mission. Business
stories pass on your business culture, andllow Mission,
Vision, andValuesto come alive.

How it works

We used Mission Statement, Vision Statement, Values Your BIG HAIRY
Statements, and Storiesfrom the Culture Sectionin the 360 AUDACIOUS GOAmakes
Assessment you feel compelled to try

to create greatness z

We @mmbined material from Jim Collingbooks, Good to Great Collins

and Built to Last free resources on his website, and visua
resources from VisualsSpeakom. We usel these resources
to create sessions that invited business owners to involve
employees in determininC OEA AOOET AOOS
O(AACAEI ¢ #1711 AAPDOhd AT A 8BIHgE
pictures helped spark stories and freed thinking.

We conducted several three to four hour sessiors that
focused onMission, Vision, Values, and StoriedVe used the
stories of successful businesses and entrepreneurs ftc
illustrate the way stories can make messages come alive

Pagel9
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These sessions were a great opportutyi to invite employees
to share

9 their experience of the business

9 ideas about what makes the busiess productor service
unique

O4EA -EOOEITH
Values process was right

1 how to do well 1T OEA Z11AUb®6
Bedcetera

9 their understanding of how things work

9 ideas of where effort is misguided

Three things that will help you lead these activities
1. Sharing without dominating or pulling rank

2. Creating a climate of inclusion (recognizing differences
while ensuring that all have an opportunity to
participate)

3. Acknowledging that your business culture is defined by
the stories people tell

What to expect
1 Decisionmaking based orMission andValues

T A new understanding of the way dasto-day operations
AT EClT xEOE OEA AOOEIT AOGOS |/
1 Sakeholders retain the story when they have forgotten 04111 001 x860 71

s o~ oAz o=

OOEA AEAADOGS has helped us tofurther

streamline our mission

and our visions, where

we want to be and where

x A x Al OzRIILn&g T ¢

How to get started
1. Identify reasons for being in business beyond profit

2. Decide what your businesscould be bestat

3. Ask customes, employees, and suppliers whyhey think
your businessis different
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Resources
*El #7111 ET60 AiTEO POT OEAA A A& Ol AACOET 1T A& O OEEO xI1 OES
website www.jimcollins.com under tools;: O6 EOET 1 & OAil Ax| OE6 8

Made to Stick: Why Some Ideas Survive and Otherdipiehip Heath and Dan Heat2008, Random House

Publishers: AT T T OOOABAO EIi x O | AEA EAAAO OOOEAEUGS

The HeathA OT O E A Qwivir.heAthbrothers.com): Keeps you upto-date on the way the ideas are bag
used and has free resources.

The Story Factor: Inspiration, Influence and Persuasion Through the Art of Storyteingnnette Simmons A .
2007, Perseus Publishinge@db1 AET O OEA OE@ OO1 OEAO Ui 6 1TAAA O EITIT x E
as a SkilB o

Nicky Fried Consulting(www.nickyfried.com/Services.html): Secializes instorytelling in a business. The
four questions for a developing a story come from her work.
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DIVERSITY

What is Diversity?

The word Diversity is used when different perspectives and
experiences are representedOften understood as referring
to ethnic and racial differences, it also includes a broad rangCuus
of qualities and characteristics such as age, gender, SeXUggme
orientation, religion, disability, family, country of origin, (

language and level of education

Why do this?

The baby boomer generation is reaching retirement while
the birth rate has declined. This means the workforcevill
only grow through immigration and the inclusion of groups
that were under-represented in the past, such as people with
disabilities. As theboomers retire, business will need to
recruit from groups that may not have filled these roles
before. Understanding the role diversity plays in relation to O7A80A Al CACE]
your customers, stakeholders, and markets will broaden

: - eople in every aspect in
business opportunities. peop y asp

the organization that we
probably would never
How it w orks have done otherwise. So
We used theDiversity element from the Culture Section in you get a complete vision
the 360 Assessment OEAO0B0 AAGH
from everybody in the
We looked at workforce demographics to determine the company from the entry -
current levels of diversity within the organization in relation level assembler on up to
to the community profile. We then evaluated responseso I OO0 Bl
Questions 137z 17 on the staff survey(see Appendix 2)to Systems
determine the presence ofcharacteristics of an inclusive
workplace. We asked employees to tell us how strongly the
agreed or disagreed with the following statements which
describe some key chaacteristics of an inclusive workplace:

1 |feel free to contribute my opinions and state my beliefs.
9 Differences are acknowledged.

1 We are able to talk about internal and external diversity
issues.

1 Management is committed to working with people of
diverse backgrounds.

1 Company leaders stress the importance of diversity to
the organization.
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We shared the results with business leaders and guoyees
and provided information about how to make the business
case for diversity in their organization.

Three things that will help you lead these activities

1. A commitment to fairness

2. A willingness to learn about differences

3. Recogntion that the intent and the impact of your

actions may be different

What to expect

9 An increased awareness of the different needs ana

experience of individuals

1 A Dbetter understanding of the opportunities and

challenges that diversity brings

1 A more engaged workforce

How to get started

1. Recognize diversity within your business: customers,

staff, and other stakeholders

2. Build your business case for diversity

3. Communicate your business case for diversity

O/ OCAT EUAOQEIT T ¢
greater staff diversity

will generate more

ETTT OAOEDPA EAR

Wilson; Tsui & Guter

O4EA DPOT EAAOD |
roads into linking

broader diversity issues

to overall business

DA O A&l OizAdad\idr 6
Determining Project

Value

O/ OCAT EUAOQEIT T C

greater staff diversity

will be able to tap into
new markets more

A £EA A Q@Widdh] TEUO
& Guter
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TING CTHNIC DIVERSITY"

Resources

Hiring and Retaining Skilled Immigrants: A Cultur@lompetencé&uide(www.bchrma.org/pdf/itiguide.pdf ):
Designed for employers, ands the result of a BC Human Resources Management Association profecided by the
federal andprovincial governments.

SU.CCE.SS SEED (Supporting Employers Embracing Diversity) Guide/w.embracingdiversity.ca): The result of a
SUCCESS project funded by the provincial afedleral government. The focus is on resources for employers working with
diversity.

The Return on Investmentirtual Guide of Resourcésittp://www.embracingdiversity.ca/ROltoolkit/index .cfm) is also
helpful.

AccessWORK@vww.accessworks.ca/accommodationsOverview.php Aconsortium of experts in employment support
and service, social enterprise and cop operators, technical and adaptive support service providers, and advocacy and
resource organizations focused on providing services for those with disabilities, employe@nd organizations. The
website has information, links to resources, and inspiring success stories

Aboriginal Human Resource Counciifww.aboriginalHR.com)
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3. LIVINGINTOMORRG 63 7/ 2+0, ! # %

HUMAN RESOURCES

What is Human Resources?
Human Resources (HR) is a disciplined effort to link
individual employees, teams, workplace communities, and
internal expertise to the strategic needs and objectives of the
business.) O EO Al 01 A O1 OO&thketdingE
the procedures and systems that help a business adapt an
maintain high levels of service

O 4 pidject helped us
Why do this? ey ‘?rgjgﬁgs
Your employees power your business. When the workda R
ends, your greatest asset exits your premises. All tha
remains is a building andequipment. People are the only
dynamic asset of an organization and nothing happens =
without people. They hold the intellectual capital of your |
business, and they represent the knowledge, relationships_

and skills your business requires.

How it works
We used the Human Resources Section from the 360
Assessment.

The assessment gave us an idea of how individual H
activities were aligned with business objectives. We
identified gaps and provided recommendations.

0) 6606 AAoOU Oi
business when people
want to come to work for
Ul 6h xEAT UI
2. The fundamental elements of HR: identified as a workplace

N : . . where people will be
U Ensuring compliance with  HR  regulatory EOT1 EE halikid 8 6

requirements such as employment standards,
human rights, and workplace safety

The following items were usedto determine HR priorities:

1. Key business objectives

Systems

U Ensuring employees understand what is expeed of
them (job descriptions and performance goals

U Employeedevelopment and skill building

U Employee engagement tactics and sharing
information about the core business
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3. 4EA AOOET AOOG (2 i AOAOE
compensation structures, performance plans, etc.)

We found that although HR programs prepare people to
perform, HR was the least understood element of the
business.

For example one business owner said)7 A AT 1T 6 O
AT T AAOT O He askell D& @d fOBiHon his business
issues, including strategic planning, business development
and marketing. After one hour of discussion, he commented
(t seems that many of oussues are withirour ( 2 8 6 -
Three things that will help you lead these activities :
1. Understand the value employees bring to your bottom \’
line and how this affects productivity. Ensure this is —

demonstrated dayto-day.

2. Believe that employees have the potential to achieve
outstanding results and demonstrate this by taking a
personal interest in their success. Communicate with O(2 1 AT ACAOO ¢
your employees and seek their ideas and input on & focus on developing a

regular basis. workplace culture that
3. OfferAl D1 T UAAOG | DOA: gleiaieid cobtbIOf s diversity as a

and authority over some sector of workz people need to

belong andfeel they contributeto business success. Markey

What to expect
1 More interest, input, and ideas for business improvement
from employees

1 A framework of people practies that ensures employees
will be treated fairly

I The ability to source potential employees through
referrals from your current staff who view the business
as a great place to work

How to get started
1. Determine which fundamental elements of HR are in
place

2. ldentify gaps in fundamental HR practices

3. Develop action plans to fill identified gaps

DOT AAA(
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Resources
The Conference Board of Canadawvww.conferenceboard.cg: Access current information on Canadian HR
research, strategies, and practices.

HR Council fotvoluntary and NonProfit Sector(www.hrcouncil.ca): Check out their HR Resource Centre for
the HR Management Standards, agell as other tools and resources.

Keeping the People who Keep you in Busingskeigh Branham 2001, Library of Congress Cataloguinin-
Publication Data A practical, straightforward resource for everypeoplemanager and HR professional.
Branham combires research and practices on the critical business imperatizehow to really motivate and
keep your best people. This book includes checklists, questionnaires, and sample action plans.

NOTES:
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FINANCE

What is Finance?
Financeis more than a financial accounting modeFor small
and medium businessfinance means the people, technology,
policies, and processes that determine tasks and provide
information for decisions related to the financial resources of .
the business. O&ET AT AEAT 1 AE
differ considerably at
each stage of a business
Why do this? | EEA zKaphd &A 6
Financial performance is a way for a business to measure a Norton
aspect of its sustainability, both in the short and long term. It
deals with the interrelatedness of time, money, and risk.
There are many measures of effective financimhanagement,
such as profit, return on assets, and inventory turez the key
is to determine which financial measures are most relevant
for a spedfic business or industry, andthen to monitor these
on a regular basis.

How it works

We used the Financial Management element from the
Business Systerm Section in the 360 AssessmentThis
included an assessment afachbusiness

i Balance sheet
 Income statement

9 Cash flow statement

7A AT T AOAOGAA A AT 1T DPOAEAT OEO il 0
financial performancewith industry standards and ratios, so financial perspective will

that they could see how well they were doing in relation to be customized to the

their competitors. Key priorities for action by each company individual, the company

were identified and presented to management. environment, and the

strategy of the business
O1 E®aplan & Norton

Three things that will help you lead these activities
1. Attention to detall

2. Ability to set specific goals and measurement criteria

3. Understandng how time, money, and risk affect each
other in your business
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What to expect
1 Anindustry context for your finances

9 Identification of financial targets

1 Improved chances for long term financial health

How to get started
1. Obtain industry standards and ratios

2. Conduct a financial review

3. Consider the appropriateness offour current financial systems

Resources
University of Western SydneyAustralia (www.smexcellence.com.au/sme/module/financial/8/61.html ) A
structured e-learning site that provides indepth information on small business management.

Canada Onéwww.canadaone.com/toolg: Includes an online magazine, a Canadian business directory,
Canadian specific business resources, a technology centre, and several other promotional tools designed to
help Canadians grow the businesses.

*Industry Canada(www.ic.gc.ca/eic/site/icl.nsf/feng/h_00140.html): A Federal government department
website that contains useful information and tools for business succe<3f note is the North American
Industry Classification System (NAICS) database that contains financial performance indicators by type of
business

Page29


http://www.smexcellence.com.au/sme/module/financial/8/61.html
http://www.canadaone.com/tools
http://www.ic.gc.ca/eic/site/ic1.nsf/eng/h_00140.html

Tomorrow's
Workplace

A Guide for Business Leaders

OPERATIONS

What is Operations?
Operations management focuses on the t@rnal processes,
systems, and controls that are used to manage and monito

the day-to-day activities of the business. Operations involve

enhancing work and information flow to improve your
ability to deliver products and/or services to your
customers.

Why do this?
To improve business performance.

How it works

We used thelnternal Processes element from the Business
Systems Section irthe 360 Assessment For the project, his
included an assessment cfachA OOET A0 06 d,

9 Policy and procedure manuals
9 Operational controls and tools
1 Roles and tasks of owners and employees

1 Organizational chart

These elements varied tremendously among the businesses
we worked with. For example, one business had establishec

a Lean Manufacturing System for its operations while
another had no written procedures. There are many tools

that can be used to perform an operations review. These

include: Six Sigma Principles, Lean, Process Reengineeri
PerformanceTechnology; etc.

Three things that wil | help you lead these activities
1. Thorough knowledge ofyour AOOET AOOS

ways to deliver services

3. Fostering commitment to quality

I DA

2. Ability to engage team members in investigating the best

O4EA DPOT EAAO ¢
needed catalyst for the
AOOET AOGOzbPOT A}
Bedcetera

O- AT ACAT A1 O
perspective was really
lacking. None of us are
management trained. We

are all technical people,

so the project provided a
really valuable and
AEEEAOCAT O PAOC
HY Engineering
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What to expect
1 Reduced costs of producing products anslervices

91 Increased efficiency

1 Potential innovation based on operations skills and knowledge

How to get started
1. Review current business operations addressing all three levels: the work, the worker, and the
workplace

2. Establish desired performance, assessinent performance, and identify gaps

3. Identify root causes of gaps

Resources
New South Wales, AustralisDepartment of Industry and Investment(www.smallbiz.nsw.gov.ay: An
extensive elearning site thatcovers many aspects of small business management.

University of Western Sydney, Australia:yww.smexcellence.com.au): A structured elearning site that
provides in-depth information on small business managemen

Six Sigma: Continual Improvement for BusindssWilliam Truscott, 2003, Butterworth-Heinemann Publishers
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CUSTOMERS, MARKETIN@GND SALES

What are Customers, Marketing, and Sales?

For 41 1 7T OOT x8 O , @stdnErbnicléddsA customer
satisfaction, retention, acquisition, and profitability.
Marketing includes all strategies for reaching and retaining
customers. Salesreflect customer response to your goods or
services.

Why do this?

Customers drive your business; marketing attracts
customers; and sales measure customer satisfaction an
market reach. Being opento and stayingup-to-date with fast
changing trends, such as social media, will provide the be
return on investment.

How it works

We used the Customer Service and Marketing & PR
elements from the Business System Section in the 360
Assessment This involved areview of the marketing and
sales processes used in each business and angther
customer-focussed activities.

The businesses we worked with spanned different sectors
and had manydiverse customers. Each way of marketing
was unique to its situation.

Many businesses struggle with securing resources fo
adequate marketing and customer support. Still, every
business needs a marketing plan to identify key markets,
products, distribution channels, sales, and customer service
strategies.

Key questions for developinga marketing plan include:

1 What do customes experience whenthey comethrough
the door?

1 What are they loking for?
1 What do they leave with?

1 How does the experience compare with that at a
competing business?

1 What is the wow factor that will make the customer
come back?
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O4EA AOOOITAO
perspective enables
companies to align their
core customer outcome
measures z satisfaction,
loyalty, retention,
acquisition, and

profitability z to targeted
customer and market
OAcCi A% rated &

Norton
















































































































