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Message From the
President
Message du
Président et
président du conseil
d’administration
Bob Fisher, C.Mgr., CM
The management profession is being
changed in so many areas and on so many
levels that we as an association are forced
to react and adapt in a way rarely, if ever,
seen before. We successfully held our first
ever virtual Annual General Meeting for
CIM | Chartered Managers Canada. The
positive feedback that I received was both
heartwarming and encouraging.
The business of the association is
continuing through the pandemic, and the
current Board Directors is thankful that we
are able to forge ahead, even though we have
been forced to do so remotely. I thank each
one of them for stepping up to move CIM |
Chartered Managers Canada forward in a
positive way. These individuals have all been
placed into the committees listed below.
Board of Directors Standing Committees:
Governance – Membership Services –
Professional Review – Indigenous Relations
– Accreditation & Education – Nominations –
Audit & Finance – Marketing
During the summer months, I held phone
calls one-on-one with each of our Chapter
Chairpersons across the country. These
were a means to gauge both the status and
concerns of each Chapter across Canada.
These calls were very much appreciated
and valuable in providing me a first hand
understanding of the needs of our Chapters,
as well as which of our Chapters are highly
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La profession de gestionnaire est
en train de changer dans tellement de
domaines et à tellement de niveaux qu’en
tant qu’association, nous sommes obligés
de réagir et de nous adapter d’une manière
rarement, voire même jamais, vue auparavant.
Ainsi, nous avons tenu avec succès notre
toute première assemblée générale annuelle
virtuelle de l’ICG | Gestionnaires agréés
Canada. Les commentaires positifs que
j’ai reçus étaient à la fois réconfortants et
encourageants.
Les activités de l’association se
poursuivent durant la pandémie, et le conseil
d’administration actuel est heureux que nous
puissions aller de l’avant, même si nous
avons été contraints de le faire à distance. Je
remercie chaque directeur d’avoir aidé l’ICG |
Gestionnaires agréés Canada à progresser de
manière positive. Ces personnes ont toutes
été placées dans les comités énumérés cidessous.
Les comités permanents du conseil
d’administration :
la gouvernance, les services aux membres,
l’examen professionnel, les relations
autochtones, l’agrément et la formation, les
candidatures, la vérification et les finances, le
marketing.
Pendant les mois d’été, j’ai organisé
des appels téléphoniques individuels avec
chacun des présidents de nos sections à
travers le pays. Il s’agissait d’un moyen
d’évaluer à la fois la situation et les
préoccupations de chaque section dans
l’ensemble du Canada. Ces appels ont été
très appréciés et très utiles, car ils m’ont
permis de me familiariser avec les besoins
de nos sections et de déterminer les sections
hautement fonctionnelles. Notre plan pour
l’avenir consiste à coordonner nos efforts
en vue de gains mutuels pour le conseil
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Our Mission: To be the voice of Canada’s
Chartered Managers.

Notre mission : Être lar le biais de
formations, certifications et développement

Our Vision: A leading professional
association in support of Canada’s
Chartered Managers through certification,
accreditation and professional
development.

Notre vision : Être une association
professionnelle réputée et novatrice
qui soutient les gestionnaires agréés
canadiens.

functional. The plan going forward is to
coordinate our efforts for mutual gains for the
Board of Directors, the Head Office, and the
Chapters/Members.
One of the immediate needs for most of
our Chapters is to obtain more participation
from their local members. Please consider
reaching out to your local Chapter to see
where you can be of some assistance. It need
not be a huge time commitment and I will
relay to you from having firsthand experience
that volunteering for the local Chapter is both
rewarding and educational for those who step
up and assist.
Lastly, as we head into the unknown
future challenges, I expect that we will boldly
continue with our Mission and Vision.

4

d’administration, le siège social et les
sections/membres.
L’un des besoins immédiats de la plupart
de nos sections est d’obtenir une plus grande
participation de leurs membres locaux.
N’hésitez pas à contacter votre section
locale pour savoir comment vous pouvez
vous rendre utile. Il n’est pas nécessaire de
consacrer beaucoup de temps et, selon mon
expérience personnelle, le bénévolat pour
votre section locale est à la fois gratifiant et
enrichissant pour ceux qui s’impliquent et
apportent leur aide.
Enfin, alors que nous nous dirigeons vers
des défis futurs inconnus, je m’attends à
ce que nous poursuivions résolument notre
mission et notre vision.

ABOUT CIM | CHARTERED MANAGERS CANADA
Founded in 1942, CIM | Chartered Managers Canada is the leading professional association in support of Canada’s Chartered
Managers through certification, accreditation and professional development. As the voice of Canada’s Chartered Managers
we provide leadership on issues affecting the management profession in Canada, increasing awareness of management as
a profession.
As a chartered not-for-profit organization, the CIM operates through a Head Office and 14 Chapters across Canada and has
provided management development and certification to over 80,000 managers since its founding.
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– CHAPTERS –
BRITISH COLUMBIA/YUKON
CHAPTER
9727 Thompson Road
La Vista Ridge
Summerland, BC V0H 1Z3
Email: bc@cim.ca
GRAND VALLEY CHAPTER
16 Westforest Trail
Kitchener Ontario N2N 3A6
Tel: 705-725-8926
Email: dsch62@gmail.com
HAMILTON CHAPTER
2 King Street West, Jackson Square
P.O. Box 57035, Jackson Square
Hamilton, ON L8P 4W9
Tel: 905-561-9889
Fax: 866-774-2226
Email: admin@cim-hamilton.com
LAKE SIMCOE CHAPTER
81 Townline Road West
Huntsville, ON P1H 1S6
Tel: 705-789-4184
Email: lakesimcoe@cim.ca

LONDON CHAPTER
258 Ross Avenue
Sarnia, ON N7T 1J9
Tel: 519-336-3544
Email: stevenso@sympatico.ca

NORTHERN ALBERTA/NWT CHAPTER
P.O. Box 610 Main Post Office
Edmonton, AB T5J 2K8
Tel: 780-455-7951
Email: northernalberta@cim.ca

SOUTHERN ALBERTA CHAPTER
P.O. Box 49034 Ogden
Calgary, AB T2C 3W5
Tel: 705-725-8926
Email: cimsouthalberta@gmail.com

MANITOBA CHAPTER
30-360 Main St. Unit 13B - PMB# 313
Winnipeg, MB R3C 3Z8
Email: administrator@cimmanitoba.com

OTTAWA VALLEY CHAPTER
303-320 Croydon Avenue
Ottawa, ON K2B 5P3
Tel: 613-596-4923
Email: julia.orr@gmail.com

TORONTO CHAPTER
2800 14th Avenue, Suite 210
Markham, Ontario L3R 0E4
Tel: 416-491-2886
Email: toronto@cim.ca

QUEBEC CHAPTER
80 Bradford Street, Ste. 311
Barrie, ON L4N 6S7
Tel: 705-725-8926
Fax: 705-725-8196
Email: office@cim.ca

NATIONAL CHAPTER
80 Bradford Street, Ste. 311
Barrie, ON L4N 6S7
Tel: 705-725-8926
Fax: 705-725-8196
Email: office@cim.ca

MARITIME CHAPTER
325 Broad Street, Apt 204
Bedford, NS B4B 0Z2
Tel: 902-221-2374
Email: belinda.riles@nshealth.ca
NEWFOUNDLAND AND LABRADOR
CHAPTER
62 Indian Meal Line
Torbay, NL A1K 1B4
Tel: 709-437-7075
Email: nancy@knlp.ca

SASKATCHEWAN CHAPTER
27 – 5301 Beacon Drive
Regina, SK S4W 0R6
Tel: 705-725-8926
Email: jeanmarc.nadeau15@gmail.com

For additional information on your local Chapter, visit cim.ca/chapters
Fall 2020

5

CANADIAN INSTITUTE OF MANAGEMENT / INSTITUT CANADIEN DE GESTION

Table of Contents
Change Your Mindset or Suffer the Consequences... 7
5 Steps to Thrive in Our Unstable World
Brad Wolff

Four Things That Do Not Change for Recruiting and
Hiring During A Crisis.............................................. 15
Through all the uncertainty and differing opinions on what the best
approach forward is, remember that the candidate experience must
remain top of mind.
Jeremy Eskenazi

9 Tips to Make Working Remotely Work for You and
Your Employer......................................................... 17
Being effective while you work remotely takes more than a mindset shift.
Jill Johnson

Hiring Medical Office Assistants: Best Practices
in the Age of COVID-19............................................ 22
Since infected asymptomatic COVID patients can spread the virus
unknowingly, this is an invisible health threat that will guide operations
well into the future…
MEMBER CONTRIBUTION
Arthur Wolak, MBA, PhD, C.Mgr. (CAN), CM (USA)

What Managers Can Learn from the Romans ......... 26
It’s true businesses can’t succeed without adequate cash flow, but there
are other forms of capital a business needs to thrive, particularly as we
enter deeper into a COVID world.
Renée Gendron

Four Tips to Re-Build Trust Through Writing............ 30
How you communicate in writing during turbulent times can leave a
lasting impression on those within your organization and beyond.
Dr. Julie Miller

Resolving Conflicts with Emotional Intelligence
and EPR................................................................... 32

If you cannot address and resolve conflict, you cannot be in management.
Scott Warrick

What Leadership Style Does an Effective CEO Need
to Play in Today’s Business World?.......................... 34
Just as leaders need to be both autocratic and democratic at times they
also need to be both transactional and transformational at times also.
Mostafa Sayyadi

6

CANADIAN INSTITUTE
OF MANAGEMENT
INSTITUT CANADIEN
DE GESTION

80 BRADFORD STREET, SUITE 311
BARRIE, ON L4N 6S7
TEL: 705-725-8926
FAX: 705-725-8196
www.cim.ca

President & Chair
Robert Fisher, C.I.M., C.Mgr., CM
Chief Executive Officer (CEO)
Dr. Matthew Jelavic, C.Mgr.
Secretary
Chair - Membership Services Committee
Valerie Gundersen, C.Mgr.
Treasurer
Gilles Abraham, C.I.M., C.Mgr.
Vice-Chair, Chair - Indigenous Relations Committee
Terry Mitchell, C.I.M., C.Mgr.
Director, Chair - Accreditation & Education Committee
Christa Dicks, C.I.M.
Director, Chair - Professional Review Committee
Steve Lupky, C.I.M., C.Mgr.
Director, Chair - Marketing Committee
Tracy Ott, C.I.M., C.Mgr.
Director, Chair - Nominations Committee
Sanja Zoric, C.Mgr.
Director
Giselle Pieczonka Pagani, C.I.M., C.Mgr.
Director
Elizabeth Wood, C.Mgr.
Accounting
Arlene Atkinson
Manager of Communications & Administration
Jennifer Tracy, C.I.M., C.Mgr.

VISION STATEMENT
A leading professional association in support of Canada’s
Chartered Managers through certification, accreditation
and professional development.
MISSION STATEMENT
To be the voice of Canada’s Chartered Managers.
CIM AIMS AND OBJECTIVES
1. Provide a national voice on issues affecting the
management profession in Canada
2. Serve as the authority on Canadian management
developments
3. Increase awareness of management as a profession
4. Develop and maintain educational programs consistent
with the professional aspirations of our membership
5. To provide professional certification to managers
across Canada and internationally
Publisher: Canadian Institute of Management
Editor: T. Waide
Design: T. Waide
Canadian Manager is published 4 times per year by the
Canadian Institute of Management. Views of the authors
expressed in any article are not necessarily the views of the
Canadian Institute of Management.
Indexed in the Canadian Business Index and the Canadian
Periodical Index and available on-line in the Canadian
Business & Current Affairs Database.

Fall 2020

CANADIAN INSTITUTE OF MANAGEMENT / INSTITUT CANADIEN DE GESTION

7

Change Your Mindset or Suffer
the Consequences
5 Steps to Thrive in Our Unstable World

Brad Wolff

Brad Wolff specializes in workforce and personal optimization. He’s a speaker and author
of, People Problems? How to Create People Solutions for a Competitive Advantage. As the
managing partner for Atlanta-based PeopleMax, Brad specializes in helping companies
maximize the potential and results of their people to make more money with less stress. His
passion is empowering people to create the business success they desire, in a deep and lasting
way. For more information on Brad Wolff, please visit:
www.PeopleMaximizers.com.
We live in a world of unpredictable and
uncontrollable change. How can we survive
and even thrive when our environment turns
against us?
Bill Evans was the CEO of Shifting Rocks
Corporation, the dominant regional player in
providing rocks for road construction. After 30
great years, they suddenly dropped behind two
competitors. Due to a combination of unforeseen
changes, sales plunged from $50mm to $25mm.
They went from $5mm profit to a loss of $2mm
in only two years. Bill hired a firm that helps
companies thrive in a changing environment.
After one year of working together, Shifting
Rocks reached break-even. In two years, they
climbed to a $6 million profit. Their engagement
levels are now higher than the “good years”, and
Bill enjoys his job more than ever.
Become a Flexible, Adaptive,
Learning Organization
The turning point was when Bill’s mindset
changed with the realization that what led to
success in the past often doesn’t work today.
The primary characteristics needed to thrive
now are:
Fall 2020

1. Flexibility - The willingness to
change or compromise.
2. Adaptability - The ability to utilize flexibility
to meet the demands of new conditions.
3. Learnability - The ability to quickly learn
new knowledge and skills that are required
to meet the demands of new conditions.
When you implement these traits, you
become a Flexible, Adaptive, Learning
Organization (FALO). A FALO provides a unique
competitive edge in an unstable environment. A
key element is the mindset shift to focusing on
the things that lie in your area of control rather
than constantly reacting to things out of your
control. Instead of things getting easier, you get
better!
How do you develop a FALO? Below is a
five-step process to creating a FALO:
Step 1: Shift your mindset from solving
problems via processes and technologies
to solving people problems first.
All business problems (including process
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and technology problems) are people problems
at their root since people select, develop,
operate and manage your processes and
technologies. The perfect processes and
technologies with the wrong people or with
people who are not using them properly will
never work. A process and technology focus is
a convenient distraction away from the more
challenging arena of human beings. However,
starting with processes and technologies is
treating the symptoms, not the cause. Your
solutions will always be suboptimal with this
approach.
Step 2: Create a personal development
mindset as an organizational strategy.
The key to your professional growth is your
personal growth and development. We take
ourselves with us everywhere we go, and your
self-awareness, skills and character traits are
your only tools. It’s critical to realize that these
elements of personal growth are developed
not inborn. Certainly, you have inborn gifts.
However, none are very useful until they’ve been
developed over time.
History’s most successful CEOs such as
Jack Welch of GE, Lou Gerstner of IBM and
Ray Dalio of Bridgewater shared a common
philosophy. They recognized that as people
work on their personal development, they
contribute far more productivity, collaboration,
and positive energy/engagement as benefits.
Each of these benefits enhances the others
to create a multiplier effect throughout the
organization. As people develop, they also
adapt much better to ongoing life challenges.
The organization’s knowledge and skills
(learning) increase while becoming more flexible
and adaptive.
Step 3: Develop a culture that supports
ongoing personal development.
Developing a strategy of personal growth
requires that you develop a culture that
supports this strategy. Organizations frequently
fail to execute their strategies due to lacking
Fall 2020
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a culture that supports these strategies. Peter
Drucker said that “Culture eats strategy for
lunch”.
Google provides one of many examples of
an organization that focuses on culture as a
key driver of its success. Here are their “three
principles for a top-notch culture”:
1. Mission that matters - A clear
mission and vision statement to
motivate and unify employees.
2. Transparency of Leaders - A crucial element
to build safety, trust and collaboration that
requires openness and vulnerability.
3. Giving everyone a voice - Aperspective that
values everyone’s opinion and point of view.
Do these principles apply to other
companies? Yes, in fact, it’s more difficult to
apply these principles in large organizations like
Google due to increased layers of complexity.
Step 4: Starting with upper
management, take an open, honest
inventory of weaknesses.
A weakness is any habitual behavior that
impairs your effectiveness, which prevents you
from becoming who you want to be. Having
weaknesses is an unavoidable part of being
human. The key is to deliberately identify and
acknowledge these habits rather than trying to
hide or cover-up. Your weaknesses are obvious
to others anyway, so attempting to deny or hide
them impairs our growth and relationships.
The authenticity of leaders about their
weaknesses builds trust and respect and
creates a culture where people feel safe to do
the same. Research and experience consistently
demonstrate the importance of people safe
feeling safe. People won’t allow themselves to
be open about their weaknesses until they feel
safe from ridicule or punishment.
Step 5: Commit to a process
of ongoing improvement.
The key is that the leaders’ commit with
both their hearts (emotions) and minds
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(thoughts). Developing new habits that
serve you better than the old ones
requires committed effort over time.
Demonstrating this commitment helps
develop a culture of people committed
to their personal and professional
growth.
It’s also important to develop a
culture of constructive feedback and
encouragement since you often don’t
realize when you revert to old habits.
Ongoing improvement is difficult
without a culture that supports people
making a consistent effort.
Developing a FALO is not
complicated. It starts with a mindset
shift from focusing on the external
environment to focusing on the
source of your success and power—
the ongoing development of human
beings. You can try to control your
external environment or adapt to
meet (or exceed) the demands. Which
approach will you choose?

Fall 2020
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CIM Chartered Managers Canada and the McGill School of Continuing Studies have
partnered to offer a prestigious dual-credential management program. Students who
complete the Graduate Diploma in Management from the McGill School of Continuing
Studies will now also be able to attain the Chartered Manager (C.Mgr.) designation,
the most prestigious status that can be achieved in the management profession. One
of only three programs in the world to be awarded this status, McGill’s Diploma in
Management is a graduate-level program designed to prepare students for positions
in management in a variety of industries. Read the full press release online.

CIM NEWS
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PROFESSIONAL DESIGNATIONS GRANTED

NEW MEMBERS

Last Name
C.MGR.
Zarate
Bayduza
Junius
Kostenko
Spencer
Rahim
Garbutt
Osterroth
Ezzeddine
Zimnicki
Nouri
Kolawole
Beharry
Louisa
Singh
Nsengiyumva Ndeze
Haddad
George
Debleds
C.I.M.
Raes
Kamanga
Wiebe
West
Duncan
Ross
Samaan
Grota
Haskell
Binda
Sahrawat
Weerakoon
Santos
CIMA
Almubarak
CSM
Puddicombe
Mills

Last Name
McGaire
Khan
Rensen
Kahraman
Kaur
Goyal
Lohia
Ramos
Alcantara
Asare-Akoto
Allam
Rodriguez
Obioha
Campbell
Velasquez
Kunkle
Williams
Daviau
Jobes
Patel
Rami
Hessian
Ekres
Kaur
Forwell
Kiddey
Hundal
Wyer
Flores
Singh
Brown
Garbad
Johnston
Scott
Massey
Banha
Bushulak
Mahon
Zarazun
Medisky
Schuppli-Connolly
Alcanzare
Olstead
Somasekharan
Bukhari
Lavoie
Prendergast
Villoria
Bajwa
Brennan
Coleman
Roy
Chayka
Williams
Galagar
Dyck
Elsayah
Lopez de Leon
Predinchuk
Amin
Clark
Gino
Bell
El Ouahzizi
Fernandes
Poirier
Magee
Abu Akar
Qureshi
Gaida
Medina Garcia
Fantone
Lee
Au
Burdeny
David
Pimenta
Barker
Amato

First Name

Chapter

Alexandro
David
Cheng
Olga
David
Dr. Emad
Brent
Erwin Carlos
Lamia
Monica
Seyed
Olubunmi
Jonathan
Rod
Manpreet
Kennedy
Fady
Vipin
Sacha

Toronto
Southern Alberta
Toronto
NA/NWT
National
National
Grand Valley
Southern Alberta
Quebec
Manitoba
National
Manitoba
Toronto
Quebec
BC/Yukon
National
National
National
Toronto

Jay
Felix
Grant
Stephanie
Zachary
Jacobe
Anna
Lisa
Brody
Logan
Ashok
Chaminda
Arsenio

London
Manitoba
Manitoba
Manitoba
Hamilton-Niagara
Grand Valley
Grand Valley
Grand Valley
Maritime
Manitoba
Manitoba
Manitoba
Hamilton-Niagara

Feras

BC/Yukon

Chris
Karen

Lake Simcoe
Maritime

First Name
David
Prabhdeep
Vipin
Radomir
Jonathan
Diana
Marine
Tiffany
Howard
Ashley
Grace
Nirpal
Jessie
Paige
Uzma
Karen
Anwar
Roni
Rasha
Winnie
Amber Lynn
Karrie
Sarah
Sharon
Jamie-Rose
Derek
Diana
Fadekemi
Suman
Larsen
Jenn
Theodoulos M.
Rehan
Yousouf
Jeffrey

Chapter
Hamilton-Niagara
Toronto
National
Grand Valley
Hamilton-Niagara
Toronto
Toronto
Manitoba
London
Toronto
National
Manitoba
Ontario East
Manitoba
National
Manitoba
Toronto
Toronto
Quebec
Maritime
Maritime
Maritime
Maritime
Maritime
NA/NWT
Toronto
Manitoba
Toronto
Toronto
Manitoba
London
National
Toronto
Toronto
Southern Alberta

NEW MEMBERS
Last Name
Elchuk
Khela
George
Vasovic
Medina Calle
Jimenez
Ranjan
Kohinski
James
Casey
Trad
Singh
McConkey
Uttley
Batool
Post
Ziad
Khalil
Saadeh
Kagona
Pugh
Underwood
Karn
Robichaud
Mutrey
Bunting
Pinto
Fafore
Malik
Parmar
Scott
Makriyiannis
Hamid
Hanif
Seabrook
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First Name
Katie
Najmus
Steven
Aslihan
Dilpreet
Archit
Lakshay
Fausto
Maryrose
Daisy
Rajasekhar Reddy
Amanda
Chinasa Jane
Tara
Kimberley
Jessika
Rebecca
Adam
Sarah
Dharmik
Rahil
Liam
Hanna
Prabhdeep
Wesley
Austin
Mehar
Benjamin
Brenda
Manjot
Katelyn
Arbaz
Ireland
Matthew
Evan
Michelle
Alishia
Adam
Danielle
Peter
Taelon
Haroun
Christian
Jaya
Syed
Nolan
Owen
Sebastian
Josh
Cristiana
Amy
Kimberly
Haylee
Larissa
Gwynn Marielle
Jacob
Adam
Samantha
Cole
Mehnaj
Brent
Reggie Angelica
Joshua
Monir
Joshua
Jessica
Keenan
Amel
Moiz
Katrina
Nahuel
Marichelle
Sandra Bea
Martin
Trina
Maureen
Marcia
Kiona
Carey

Chapter
BC/Yukon
NA/NWT
Hamilton-Niagara
Toronto
Toronto
Toronto
Toronto
Toronto
Toronto
Toronto
Toronto
NA/NWT
Toronto
Grand Valley
Grand Valley
Grand Valley
Grand Valley
Grand Valley
Grand Valley
Grand Valley
Grand Valley
London
Grand Valley
Grand Valley
Grand Valley
Grand Valley
Grand Valley
Grand Valley
Grand Valley
Grand Valley
Hamilton-Niagara
Grand Valley
Grand Valley
Southern Alberta
NA/NWT
NA/NWT
NA/NWT
Southern Alberta
Southern Alberta
NA/NWT
NA/NWT
NA/NWT
NA/NWT
NA/NWT
NA/NWT
NA/NWT
NA/NWT
Southern Alberta
NA/NWT
NA/NWT
NA/NWT
NA/NWT
Southern Alberta
NA/NWT
NA/NWT
NA/NWT
NA/NWT
NA/NWT
Southern Alberta
NA/NWT
NA/NWT
NA/NWT
Southern Alberta
NA/NWT
NA/NWT
NA/NWT
NA/NWT
NA/NWT
NA/NWT
NA/NWT
NA/NWT
NA/NWT
NA/NWT
NA/NWT
NA/NWT
NA/NWT
NA/NWT
NA/NWT
NA/NWT
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NEW MEMBERS
Last Name
Mohammad Azadul Islam
Sandhu
Ahmed
Allen
Bobb
Girard
Patel
Purohit
Cartujano
Yap
Godin
Blanchard
Khamis
Shenoy
Cross
Ritchie
LeGrow
Robichaud
Tremblay
Harris
Wait
Ryan
Panasyuk
Gil
Montilla
De Guzman
Ruston
Mujahid
Phillips
Liston
Garza Plata
MacCallum
Michailides
Piolo
Morin
Sullivan
Nadeau
Pandya
Sharma
Millan
Sta Cruz
Kusum
Labonte
Deol
Kanojia
Kuhn
Tomich
Ly
Worshek
Khatri
Proctor
Shepherd
Sabu
Custer
Francis-Perley
Tambua
Sarmiento
Jawed
Guru
Nguyen
Atienza
Raposo
Do
Spuzak
Chiles
Punsalan
Hoppus
Minor
Tshiendela
Ahsan
Sheraz
Currie
Williams
Anto
Benaine
Amin
Madzima
Onifade
Moudallai
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NEW MEMBERS
First Name
Isra
Jasmine
Mohamed
Tayler
Daren
Adam
Jigar
Ambika
Freja
Stephen Leuman
Benjamin
Luciana
Sameer
Kris
Trinity
Theresa
Danielle
Chanie
Aleksandrina
Georgia
Patrick
Rebekah
Olga
Thomas
Frenzel
Rachelle
Adam
Sahar
Renee
Matthew
Egle
Dwight
Panayiotis
Prestee Mae
Blake
Jacqueline
Brandon
Hem
Akhilesh
Treston
Sophia
Kusum
Milo
Tejvir
Nikhil
Amy
Kendra
Brandy
Justin
Tejinder
Cassidy
Karen
Shinto
Keifer
Gregory
Moriel
Michelle Renee
Tom
Aishwarya
Rachel
Ahlyne
Ben
Nguyen Anh Thu
Sabrinna
Reid
Gabriel
Madison
David
Jean-Paul Mubengay
Zobia
Shafquat
Madison
Nichole
Ancy
David
Shaishav
Sandra
Olanrewaju
Mohamed

Chapter
NA/NWT
NA/NWT
NA/NWT
NA/NWT
NA/NWT
NA/NWT
NA/NWT
NA/NWT
NA/NWT
Maritime
Maritime
Maritime
NA/NWT
NA/NWT
Southern Alberta
Maritime
NA/NWT
Maritime
NA/NWT
Maritime
Maritime
NA/NWT
Maritime
Southern Alberta
Maritime
Maritime
NA/NWT
NA/NWT
Maritime
Maritime
NA/NWT
NA/NWT
NA/NWT
Maritime
NA/NWT
Maritime
Northern Alberta/
NWT
Maritime
Saskatchewan
NA/NWT
Saskatchewan
NA/NWT
NA/NWT
Southern Alberta
Saskatchewan
Saskatchewan
NA/NWT
NA/NWT
NA/NWT
Saskatchewan
NA/NWT
Saskatchewan
Saskatchewan
Saskatchewan
Maritime
Saskatchewan
Saskatchewan
NA/NWT
NA/NWT
Southern Alberta
Saskatchewan
NA/NWT
NA/NWT
Saskatchewan
Southern Alberta
NA/NWT
NA/NWT
NA/NWT
Toronto
Saskatchewan
Toronto
Saskatchewan
Maritime
Toronto
Southern Alberta
Toronto
Southern Alberta
Saskatchewan

Last Name
Ziyapapa
Lam
Affleck
Pang
Choudary
Sanni
Aguilar
Godwaldt
Kalra
Shiwmaharaj
Maguran
Casas Naranjo
Patel
Schlobohm
Shariff
Chow
Nketi
Mahmood
Aamir
Qashqari
Chen
Sonia
Chu
Torres Reyes
Dang
Batten
Zahid
Faleiro
Darman
Salih
Fazio
Salazr
Sanisel
Mohamed
Finlay
Meta
Sawyer
Rajendran
Waples
Phan
Benny
Merchant
Vincent
Ryan
Vij
Lee
Huang
Clarke
Culford
Wolosezky
Laubach
Evans
Chris
Islam
Orogho
Vo
Hulkundakar
Tank
Kaur
Malanchuk
Okoro
Schmitz
Sayed Yahia
Poiron
Kennington
Weldetensaie
Popadynetz
Siqueira
Rotimi-Fadipe
Parrado
Sharpe
Murchie
Hawkins
Olatunbosun
Wong
Ajisefinni
Coyle
Castro
Lim

First Name
Kudzai
Dianne
Robin
Bryan
Henna
Habeeb
Rozeni
Jody
Pparul
Govind
Daniel
Sara Valentina
Raj
Jennifer
Muzammil
Calvin
Elvis
Harris
Aqsa
Ebraheem
Shawn
Avinash
Hao Yu
Mayili
Phuong
Vilija
Menaahel
Michael Francisco
Yahya
Aymen
Phillip
Nicolas
Mohi
Muna
Jonathan
Xhemal
alexandra
Ambaal
Hannah
Ha Thu
Mathews
Aliya
Alain
Michael
Chahat
Lee J.H.
Jenna JinDian
Purnell
Katherine
Alycia
Jana
Tiffany
Crane
Shahid
Murtala
Phi Long
Madhuri
Shashikant
Sudeep
ROMAN
Chinatu
Dr. Robrecht
Mariam
Jillian
Marquesa
Adunia
Vanessa
Tashaona Janine
Obatamilore
Gina
Sonya
Melissa
Catherine
Adejoke
Hoi Chuen Sunny
Mariam
Jennifer
Pamela Rose
Taesan

Chapter
NA/NWT
NA/NWT
NA/NWT
BC/Yukon
NA/NWT
Toronto
Saskatchewan
Grand Valley
Toronto
Toronto
Quebec
Toronto
Toronto
Toronto
Toronto
Toronto
Lake Simcoe
Toronto
Toronto
Toronto
Toronto
Toronto
Toronto
Toronto
Toronto
Toronto
Toronto
Toronto
Toronto
Toronto
Toronto
Toronto
Toronto
Toronto
Toronto
Toronto
Toronto
Toronto
NA/NWT
Toronto
London
Toronto
Quebec
NA/NWT
Toronto
BC/Yukon
Toronto
Toronto
Toronto
BC/Yukon
Quebec
Manitoba
London
Manitoba
Manitoba
Manitoba
Manitoba
Manitoba
Manitoba
Manitoba
Manitoba
National
Toronto
Manitoba
Manitoba
Manitoba
Manitoba
Manitoba
Manitoba
Manitoba
Manitoba
Manitoba
NA/NWT
Manitoba
Manitoba
Manitoba
Manitoba
Manitoba
Manitoba
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NEW MEMBERS
Last Name
Bermudez
Hadden
Igbinosun
Khamba
Eden-Ettah
Bordeos
Pooran
Ling
Sinclair
Carrara
Subbarayan
Ogunsola
Wogderess
Homewood
Arowosaiye
Okpala
Ogunlesi

Fall 2020

First Name
Valerie
Crystal
Esosa
Komal
Enakeno
Jeanev
Devin
Amy
Natalie
Kerly
Seshagiri
Elizabeth
Hiwot
Brittany
Opeyemi
Chukwura
Ayodeji

Chapter
Manitoba
Manitoba
Manitoba
Manitoba
Manitoba
Manitoba
Toronto
BC/Yukon
Manitoba
Maritime
BC/Yukon
Manitoba
Manitoba
London
Manitoba
Manitoba
Manitoba
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Four Things That Do Not Change for
Recruiting and Hiring During A Crisis
Through all the uncertainty and differing opinions on what the best approach forward
is, remember that the candidate experience must remain top of mind.

Jeremy Eskenazi

Jeremy Eskenazi is an internationally recognized speaker, author of RecruitConsult!
Leadership, and founder of Riviera Advisors, a boutique Recruitment/Talent Acquisition
Management and Optimization Consulting Firm. Jeremy is not a headhunter, but a specialized
training and consulting professional, helping global HR leaders transform how they attract top
talent at some of the world’s most recognized companies. For more information on Jeremy
Eskenazi, please visit:
www.RivieraAdvisors.com
Unfortunately, there will always be another
“crisis” to deal with. Whether it’s a health
concern, a business concern with vendors,
customers and/or employees, or an economic
concern––it looks like these crises may be here
to stay for a while. While companies spend
time in their ‘war rooms’ making important
decision about customer, vendor and employee
interactions, there is an important audience that
requires your focus and planning as well. Job
Candidates.
The candidate experience has likely been
mapped out and refined by your Human
Resources or hiring manager team and is both
an art and a science. Representing your brand
from the very first interaction, through interviews
and onboarding is all about the relationship.
In the turbulent times you have ahead of you
it becomes even more important to bring your
candidate experience to life, even if it’s done
from afar. As you think about your strategy to
keep the hiring engines on and bring in the
talent your organization needs for the future,
here are four key elements of the experience
that should not change during any crisis.
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Communication.
You will need to communicate in new ways
and through different channels, but do not let
your touchpoints or interaction with candidates
go quiet! It’s even more important now to stay
connected through phone, video, text, chat,
or carrier pigeon– whatever you use as your
remote tool. Consider doubling your efforts to
reassure candidates your hiring engine is not
going to be turned off during this period.
Set Clear Expectations.
In your communication, one area to
be clear, consistent, and sure about are
expectations. If your company has suspended
all travel and banned visitors to your office,
that is a reasonable business move at this
moment. Not telling candidates that you’ve
made this move is not! If you had shared
with a candidate that they will eventually be
invited in for an in-person interview and that
can’t happen anymore, be clear about the
contingency plan, if the hiring will be paused
based on the nature of the role, and when you
will take a next step.
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Keep Interviewing.
Video interviewing is not new – but not every
company is using it. You don’t need a fancy tool;
it can be any two-way video chat that you use to
establish a visual connection to your candidates.
If you do have a video interviewing tool in place,
you can continue to scale your hiring efforts and
build a talent pipeline – but make sure you keep
#1 and #2 at the forefront of your efforts. If you
are not entering a hiring freeze, talent acquisition
teams should continue as much of their usual
operation as possible.
Be Ready.
Recruiters are the face of your company for
most candidates. Arming them with the latest
updates, decisions, business impacts, and
positive steps your company is taking during
this crisis is very important. Much like you would
share a new product release, award, or new
executives named at the company, updates
about your safety and productivity
efforts should be available for
Recruiters to share with candidates
who will likely have questions about
how your organization is protecting
employees, the financial impact
that might change the company’s
outlook, or leading efforts to keep
communities safe.
It’s a daunting time to worry
about your health and the health
of those you care about. There are
complexities from manufacturing
and retail roles that are only done in
person, to trying to work in new ways
to get a sense for who someone
is in more corporate roles without
being able to meet them. Companies
are asking candidates if they feel
comfortable coming to a business
location for interviews knowing
there might be some risk and both
sides trying to navigate the pros and
cons in the effort of having the best
matched talent in each role.
Fall 2020
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Through all the uncertainty and differing
opinions on what the best approach forward
is, remember that the candidate experience
must remain top of mind. It is your differentiator
and how you treat candidates now will impact
your ability to hire for the foreseeable future.
If you don’t know the answer to timelines,
travel guidance, or your office policies are in
flux right now, that’s OK! Many companies are
making decisions every day in real time as new
information comes to light. Communicating badly,
not being clear about expectations, stopping
your talent acquisition engines, and keeping your
Recruiters or HR teams in the dark is not OK!
Many locations may be in a state of change
for the foreseeable future. It is not a place anyone
wants to be in - but everyone is - so you have
to make sure to keep focused on engaging with
candidates to show them that regardless of any
external factor, that your company is great place
to be.
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9 Tips to Make Working Remotely
Work for You and Your Employer
Being effective while you work remotely takes more than a mindset shift.

Jill Johnson

Jill J. Johnson is the President and Founder of Johnson Consulting Services, a highly accomplished
speaker, an award-winning management consultant, and author of the bestselling book
Compounding Your Confidence. Jill helps her clients make critical business decisions and develop
market-based strategic plans for turnarounds or growth. Her consulting work has impacted more
than $4 billion worth of decisions. She has a proven track record of dealing with complex business
issues and getting results. For more information on Jill J. Johnson, please visit:
www.jcs-usa.com.
prepare your mindset for work. It can
become easy to get distracted when you
are working in a different environment, so
focus on acting like you’re still working in a
supervised workplace. This approach will
help you feel more like you are working.

The concept of remote working has been
around for a long time. Many entrepreneurs
have mastered the ability to work virtually,
but it is often a major challenge for those
who normally work in a busy office setting to
shift to working outside their traditional office
environment. Working remotely can feel more
isolating than mingling with co-workers in an
office setting.
Being effective while you work remotely
takes more than a mindset shift. It requires
a disciplined approach to planning your
activities and seeking out opportunities to
interact with your co-workers. Here are nine
practical tips you can use to make the most of
this experience.

2. Set up a Dedicated Workspace: Having an
area in your home where you do your work
is essential to success in working remotely.
It is easy to become distracted by the dog,
television or the pile of household tasks that
need to be completed. When you are in your
workspace, you are working. If you combine
it with following your normal worktimes, you
can do a better job of staying focused.

1. Establish a Routine: Just as you have a
routine in your normal workday, try to mimic
this routine as you work in your remote
location. Whether it is at your home, an
airport, or a coffee shop, following your
normal work schedule is vital to feeling
like you are really working. Start your
workday at the same time. Make sure
you get dressed. Wearing your pajamas
might be comfortable, but it does not

3. Convert Commute Time to Learning
Time: The time you used to spend
on your commute is now extra time
that you can use to enhance your
value by learning something new. With
the plethora of online courses and
videos, you can take advantage of this
“commute time” to enhance your skills.
Even better, you might be able to get a
certificate of completion that will make
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It’s cimple.

“

It’s not the strongest of the
species that survive, nor the
most intelligent, but the one
most responsive to change.”
– Charles Darwin

JOIN A CIM PEER
ADVISORY COUNCIL.
* Accelerate your growth
* Learn from experts nationwide
* Build your brand
* Network with winners
* Build competitive advantage
* Advance your career
For details please visit
www.cim.ca/pac
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you even more valuable when you get
back to a normal office work routine.
4. Take a Lunch Break: One of the most
challenging aspects about working
remotely is that it becomes easy to just
sit at your desk and eat your lunch. In a
normal work environment, you have to
walk somewhere and often wait a bit to
get your food. At home, your lunch time
could drop from an hour to 15 minutes.
Use the extra time to get in your workout
or engage in some other activity to benefit
your health. Giving yourself a solid break
during the day will help reinvigorate
you and give you a mental boost.
5. Connect with Others: When you are
feeling a little lonely or isolated, take a
minute to reach out to someone. Rather
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than sending a lengthy email, see if a
colleague is available to talk live about
a project. If they are working remotely
too, they might welcome the human
contact! Intentional connections like this
build team bonds and help sustain you
when you are working remotely. It also
offers you additional opportunities to dig
even deeper into issues and brainstorm
alternative solutions to critical issues.
6. Use Video Conferencing: Using
technology applications such as video
conferencing is a great way to connect
people from different locations. It
provides a deeper level of connection
and engagement than a phone call or
text. Don’t worry about looking perfect on
camera. The key here is using technology
to connect with each other. Remote
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meetings are often very effective, but you
need to make sure everyone is focused
on the meeting and not multi-tasking!
You can even set up regularly scheduled
meetings via video conferencing so you
can add more structure to your workday.
7. Communicate Clearly: If you are now
relying on digital communication with your
colleagues through email, be sure you
are communicating effectively. Sarcasm
or snarky comments have no place in
written communication as they can be
taken out of context without the body
language or facial expressions to convey
your meaning. Take some time to plan
out the structure for your communication.
Identify your key messages and what you
need to add to support them. This will
help you clarify your thinking and be better
understood by others when they are only
relying on your written communication.
8. Leverage Your Opportunities for
Productivity: You will likely discover you
are more productive without all of the
interruptions common during an office
workday. The lack of interruptions and
distractions create additional opportunities
for you to be more efficient in completing
your normal work responsibilities. But
it also offers you the opportunity to be
even more productive. Leverage this
productivity and tackle that special project
you were hoping to get done someday.
That someday is now! Just make sure
it is a one-off project, not a permanent
addition to your job responsibilities.
9. Be Aware of the Time Trap: It is not
uncommon for people to feel guilty
that they are not working hard enough
when working remotely. It is easy to fall
into the time trap to seek out additional
job responsibilities to fill your time.
Keep in mind that you won’t have the
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same opportunities for productivity
once you go back to a normal office
environment. You and your boss should
be clear about this so the extra work
does not cause complications when
you get back into the work setting.
Final Thoughts:
While it is not ideal to have a major shift in
how you work, you can adapt to the situation
with practice and focus. Keep in mind that
it takes time learning to balance all of the
complex aspects of working remotely. Be
creative in exploring all your options for
maintaining a connection with those you work
with. Just make sure you keep your mindset on
making a remote situation work for you—and
your employer.
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Hiring Medical Office Assistants: Best
Practices in the Age of COVID-19
Since infected asymptomatic COVID patients can spread the virus unknowingly, this
is an invisible health threat that will guide operations well into the future…

MEMBER CONTRIBUTION
Arthur Wolak, MBA, PhD, C.Mgr. (CAN), CM (USA)

Arthur J. Wolak, MBA, PhD, is executive director of King Edward Medical Centre in
Vancouver and member of the Board of Governors of Gratz College in Philadelphia. He has
extensive management and leadership experience. His most recent books are Religion and
Contemporary Management (Anthem Press, 2019) and The Development of Managerial
Culture (Palgrave Macmillan, 2015). Arthur’s articles have appeared in numerous international
journals and newspapers.
Outbreaks of viral diseases like H1N1
and SARS served as reminders that a major
viral pandemic was inevitable. Yet, prior to
the COVID-19 pandemic, only four percent
of Canadian organizations had pandemic
preparedness plans, addressing prevention,
containment, response to employee work
refusals, illness and disability coverage, leaves
of absence to care for ill relatives or to look
after children at home during school closures.1
This pandemic impaired the operations of
companies, schools, and the healthcare sector
across Canada. Not only have new protocols for
seeing patients been implemented in medical
offices, but hiring and retaining medical office
assistants (MOAs) became more challenging.
COVID-19 has caused justifiable fear
in prospective employees and physicians
alike. All provinces, territories, and the
federal jurisdiction have occupational health
and safety legislation. In BC, for instance,
employers have to abide by legislation
including the Occupational Health and
Safety Regulation in BC that contains
legal requirements that must be met by
all workplaces under the jurisdiction of
WorkSafeBC.2 Not only must a COVID-safe
workplace be maintained but staff may have
to remain home because their children require
homeschooling. Penalizing parents in this
Fall 2020

position is discriminatory.3 Moreover, new hires
are required due to voluntary and involuntary
departures including those from resignation,
retirement, illness, and quarantine.
COVID-19 requires that managers avoid
any perception of unintended discriminatory
actions and accept that additional costs may
be required to retain staff while revenues
decline as patients fear the medical office and/
or physicians decide it is too dangerous for
patients to be seen in person.
Since infected asymptomatic COVID
patients can spread the virus unknowingly,
this is an invisible health threat that will guide
operations well into the future. Hiring MOAs
requires an understanding of the importance
of safety in the workplace while implementing
new office rules and allowing for flexible
workplace options. This article therefore
recommends best practices for hiring and
retaining MOAs in the age of COVID-19,
emphasizing a healthy workplace and worksite
flexibility, combined with enhanced benefits.
Health and Safety in the Workplace
As many doctors have changed the
way they work by incorporating more
telemedicine appointments, there has been a
substantial reduction in face-to-face patient
visits, unlike emergency departments that

CANADIAN INSTITUTE OF MANAGEMENT / INSTITUT CANADIEN DE GESTION

must see patients in person. The medical
office has quickly undergone dramatic and
unprecedented change. Physical distancing
means not having too many staff members
on site at any one time and ensuring patients
waiting for appointments are appropriately
spaced apart from each other.
While MOAs can answer calls or office
email inquiries from home and communicate
with doctors from there, MOAs are still needed
to work in the office with or without patients
coming through the door. The role of the
medical office assistant therefore requires
superior communication abilities whether
for speaking on the phone, writing emails in
reply to patients, or sending faxed referrals to
specialists. More employees might work from
home if the pandemic worsens and physical
distancing requirements persist. This alternative
workplace seems unavoidable despite reports
of productivity declines when staff works from
home.4 Assessment of MOAs working from
home is possible through ongoing interaction
with office managers and by considering the
quality of email communications.
Since asymptomatic patients could also
spread the virus, protection must be provided
to MOAs, including face masks, shields,
gloves, soap, anti-viral hand sanitizers, and
plexiglass dividers at reception. Everyone
in the office must act like a carrier of the
virus and follow current recommendations
for preventing transmission.5 Many medical
offices follow the recommendations of the
Ontario Ministry of Health, such as employing
a system for virtual and/or telephone
consultations and using active and passive
screening methods.6
Given that PPE is an essential job
requirement for everyone working in medical
offices and desired or required for those who
commute to work on buses and other public
transport, all staff must be provided it and
there should be the opportunity for some
MOAs to work remotely from home in its
absence.
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MOA Compensation and Incentives
The potential hazards of medical office
work and exposure to COVID-19 are mitigated
by pre-screening patients prior to visits,
disinfecting all high-contact areas of the office,
and providing MOAs with necessary PPE.
Nonetheless, “hazard pay” might serve to
attract more qualified applicants. Many health
organizations are not large enough to provide
flexible benefits programs, even though such
programs are known to please staff.7 Instead,
providing a slightly higher wage with more
health benefits would be desirable as benefits
tend to appeal to workers more than a raise
alone. For instance, dental coverage and
additional paid sick days could be provided.
Other measures worth considering include
paid leave and continuation of short-term
and long-term disability coverage as well
as continuation of health coverage during
furloughs and required leaves of absence.8
Regarding sick leave, most policies provide
full pay for a stated number of sick days—
such as twelve per year if accumulating at
the rate of one day per month of service.9
However, for staff who are suspected of or
subsequently diagnosed with COVID-19, it
is best to pay for the time required to fully
recover from the illness up to, say, thirty
workdays. Requiring sick notes from staff is
generally not appropriate at this challenging
time. But employers should have a system
for monitoring sick leaves and for measuring
their financial impact in order to track possible
fraud.10 Staff requiring a leave of absence
because of COVID-19—such as recommended
self-isolation due to exposure or actual
quarantine if infection is found—ought to be
paid within reason. The expenditure is an
investment in staff well-being and a decent
practice that staff would appreciate.
Recruitment and Selection of MOAs
With safety measures established for MOAs
working in the office and a plan for those working
from home, placing a job ad online on a website
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like Indeed.ca is desirable. Job requirements
should be carefully outlined including
opportunities to work from home with future
relocation to the office. Since interviews are held
online at this point, best practices should ensure
interview questions are both reliable and valid.
Best practices should focus closely on the job
description and learning appropriate details from
applicants that can support experience and skills
related to the position of MOA through mixed
or semi-structured interviews that include prewritten, structured questions based on the job
description and candidate-specific, job-related
questions based on the application form or
resume.11
Focusing on skills from past training or
positions as listed in the applicant’s CV to
determine if they meet those outlined in
the job description—that includes several
valid competencies like practical experience
dealing with patients, knowledge of electronic
medical records (EMR) software, and typing
skills—is essential along with following up
on job references. Since background checks
are necessary to prevent inappropriate hires,
written permission should be obtained from
applicants to contact references to prevent
accusations of discrimination based on age
or other prohibited grounds.12 The interview
approach would be as objective as possible
as it focuses on knowledge, behaviours, and
skills. Although questions related to location
of work and work supervision would be new
for those applicants applying to work as MOAs
from home, the core questions asked would
tend to be the same as before the pandemic.
At least two people should be present at
the interview at the same time, whether in
person or online. Focus should be on asking
the same core questions of all interviewees.
Interviews are never exactly the same because
each applicant has different experiences and
broader or narrower knowledge than others.
Moreover, interviewees can ask different
questions of the interviewers about the
position or the organization.
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Conclusion
COVID-19 is a scary illness because so
little is known about how best to treat it and
no vaccine is yet available to prevent it. This
is a stressful time for everyone working in
healthcare. Medical offices need to be able
to recruit and retain MOAs by ensuring their
health is of paramount concern. Those working
in the office or those from home—both current
and new staff—should be offered additional
health benefits as finances permit. The ability
to work from home should be included in job
ads that seek such staff members. Integrating
these employees into the office environment
should be discussed but must wait until some
sense of normalcy returns to the workplace.
Interview questions must contain reliable and
valid inquiries into knowledge areas useful for
hiring qualified candidates.
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What Managers Can Learn from
the Romans
It’s true businesses can’t succeed without adequate cash flow, but there are other
forms of capital a business needs to thrive, particularly as we enter deeper into a
COVID world.

Renée Gendron

Renée Gendron teaches social entrepreneurship at Sault College. She’s also a consultant,
trainer, and public speaker. Renée is looking for 5 Canadian businesses to participate in free
webinar sessions on how to develop resilient companies in November-December 2020. She
can be reached at:
renee@vitaedynamics.com
Ancient Rome had a vast empire that
required expensive infrastructure to move armies
and goods. To help pay for this infrastructure,
Rome leased sections of highways to local
business owners. Local entrepreneurs had to
maintain the roads and guarantee they were
free to use. The owners of the sections would
then turn the sides of the roads they leased into
businesses. Often, they would grow olive trees
that provided much-needed shade to travellers
and their horses. From the olives, the road
owners would make olive oil and make a profit
on their leased roads. Different users “stacked”
their interests and forms of capital onto the
same project.
I’d like for you to remember this “stacking”
concept as I discuss the Canadian economy and
the different kinds of capital needed to breathe
new life into it.
In December 2019, the Conference Board
of Canada stated the Canadian economy had
ground to a halt. Add pressures and constraints
from the COVID lockdown, and it’s not an easy
time for Canadian businesses. What follows is a
template for strengthening your company.
Every business needs capital to survive. Most
people think of capital as financial capital and
consider money the lifeblood of all companies.
It’s true businesses can’t succeed without
Fall 2020

adequate cash flow, but there are other forms of
capital a business needs to thrive, particularly as
we enter deeper into a COVID world.
First, the apparent type of capital: financial.
Cash is king. It’s needed to hire employees, buy
supplies and services, and invest in partnerships
and R&D. The obvious ways of increasing
financial capital include: selling more, attracting
investors, loans, and government programs.
Social capital refers to goodwill directed
at a company. Think of it as a form of trust.
Your company has consistently been an active
member in good standing in your community,
and people and other businesses are inclined to
help you. A company with high social capital can
engage a series of partners to achieve a venture.
Human capital refers to the skills and abilities
of people. In the case of a business, it is the
combined talents and competencies of your
staff. The higher the talent, the more you can
achieve.
Infrastructure pertains to the physical and
technological requirements of your particular
project or business. If your business is
dependent on high-speed internet and you
operate in a region in which there is unreliable
internet, your ability to execute your plan is
diminished.
Environmental capital refers to the inputs
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you require to make your product and service
and your ecological footprint. Human beings
transform resources and make them into
useful things. The inherent transformation of
materials leaves an effect on the environment.
If a resource is depleted or rendered useless, it
damages your company’s ability and the other
businesses dependent on both the resource and
its output to compete.
Let’s go back to the Roman example of
public roads. Every country and empire needs
physical infrastructure to communicate, mobilise
armies, move goods. Box ticked with the lease.
As to financial capital, Rome made money by
leasing out sections, and entrepreneurs found
creative ways of using the tracts alongside the
road to generate revenue (without charging
a toll). Good infrastructure allowed for the
development of social capital because people
were better able to move freely. The Roman
system improved trust on all sides because
people know who owned each section of the
road. The business owner who didn’t maintain
their section of road in good repair was
punished by Rome, and their local reputation
was tarnished.
Roman infrastructure improved human
capital. When people can travel with greater
ease, they can relocate to where there are jobs
and land. They can also travel to learn new
skills. Lastly, the way entrepreneurs found ways
of growing olive trees and other commodities
along the sides of the road improved the
environment by ensuring places for animals to
forage and live.
What do all of these forms of capital have to
do you with your team and your business? In
one word: everything. As the Canadian economy
relaunches and businesses figure out how to
navigate the COVID markets, one or more of
these types of capitals can compensate for the
kind of capital your company is lacking.
Let’s say you’ve got a cash-strapped team.
You can develop human and social capital to
expand the resources to which you have access.
You can develop partnerships and co-create a
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product and ensure that each partner plays to
their strengths.
Another example of rethinking product
design and service delivery can be done by
combining human and environmental capital.
If you’re looking for a way to reduce costs
(financial capital), rethink how you make your
product. Do you need to use those supplies in
that way? Can you partner with a company that
discards the inputs you need? Here’s a fantastic
opportunity to keep and attract top talent while
meeting multiple business goals (reducing costs,
fostering business partnerships, being on-trend
with consumer interests in ecologically friendly
products, and building a stronger brand).
Ah. The trainer in me comes out. Here’s
an exercise to do with your team. Identify five
essential items needed to implement a project in
each type of capital. Then, for each item, identify
three ways to achieve the item using three
different kinds of capital.
Here are some guiding strategies:
• Barter and barter networks
• Develop product or tool inhouse
• Form a purchasing pool
• Partnerships
• Design your discards to be usable to another
company (thus another revenue stream)
• Put more effort into the design to
reduce costs, enhance value-add
• Job-share talent between companies
if you can’t hire someone full time
• Be more active in the business community
and community to make new relationships
I appreciate that some of the solutions your
team comes up with may not make sense in a
cost/benefit analysis. That said, there will be
some nuggets worth exploring that make sense
on several types of analyses.
In my opinion, the COVID economy is
creating an excellent opportunity to develop
other kinds of capital. In so doing, Canadian
businesses can innovate their way to the next
economy.
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Four Tips to Re-Build Trust
Through Writing
How you communicate in writing during turbulent times can leave a lasting
impression on those within your organization and beyond.

Dr. Julie Miller

Dr. Julie Miller is President of Business Writing that Counts! Over the past 30 years, more than
750,000 people have participated in Business Writing That Counts! on-site and online writing
courses and walked away with dramatically improved writing skills. Dr. Julie and her team are
focused on increasing our clients’ bottom line by improving the efficiency and effectiveness of
employees’ writing. Contact her at:
www.businesswritingthatcounts.com
“I wish I could rewind the clock and do it
differently.” Bob, CEO of a mid-size organization
lamented to his former colleague, Rick. A week
earlier he had sent out an internal memo warning
that things were about to change. Their entire
industry would soon be affected due to emerging
government regulations.
The day after the memo was sent, worst
case scenarios were circulating throughout the
company. The gossip mill was in full swing. Fear
quickly spread to vendors and customers. Within
48 hours, Bob had hundreds of emails from
concerned workers, vendors and customers.
“What could you have done differently? You
shared the information you had at the time.” Rick
earnestly attempted to support his friend.
“Rick, I didn’t have much information from the
Feds. I should have been upfront with people that I
was also in the dark.” The CEO confided.
“I know but you couldn’t have anticipated that
people would react so badly.” Rick responded in a
compassionate tone.
“I underestimated the importance of doing
more than sharing facts. My memo wasn’t very
warm and friendly.” Bob admitted.
For the past two decades, Bob had focused
on building a loyal team around him. He had
Fall 2020

worked hard to build their trust and was confident
he had achieved it. Now, with one poorly written
document, he was surprised to see how quickly
that trust could erode.
Here’s what also surprised Bob: how differently
employees read written communication during
times of stress and change.
Bob made some blunders. You don’t have to
repeat his mistakes.
As a leader, you can build trust during turbulent
times by following these four writing tips:
Tip #1: Choose every word carefully.
This is critical. During times turbulent times,
every word you write to your employees about the
crisis will be scrutinized.
Bob’s blunder: He used ‘unfortunate’ in his
memo. Employees obsessed about the use of this
word, convinced it reflected some dire meaning.
Do This: Before you press send, ask yourself,
could my reader derive some unintended
meaning from my wording? If you are not sure,
get a second opinion! (or third or fourth!)
Tip #2: Make a human connection.
It has been said that people will forget what
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you said, but they will never forget how you make them feel.
This also applies to written communication. During turbulent
times, employees look to leaders for reassurance and empathy.
Conveying a human connection through writing fosters trust in
leadership.
Bob’s blunder: Bob’s memo came across as uncaring to
employees since it lacked any expression of emotion.
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Do This: Before you press send, ask yourself, what
expression of genuine emotion could I share with my
readers to let them know I care?
Tip #3: Be transparent.
When you don’t have the full information to share, be willing to
honesty explain your constraints. If you do not show transparency,
you risk breaching the reader’s trust. In your writing, what you leave
unsaid can be as important as what you say.
Bob’s blunder: Bob’s memo left many questions unanswered.
Bob failed to share with his readers that he was limited by the
lack of information he was receiving from his source, the federal
government.
Do This: Before you press send, ask yourself, have I
articulated why I can’t provide more detail?
Tip #4: More is better.
During a crisis, people can get overwhelmed. This reduces
their ability to retain information. Your message may get lost.
To ensure your communication is received, aim to increase
the frequency of writing to employees about important issues.
Repetition is key. Find ways to communicate important messages
in different ways on a frequent basis during turbulent times.
Bob’s blunder: Bob waited a few weeks between his first
and second written communication about the changes and this
caused concern among employees.
Do This: Before you press send, ask yourself, have I
communicated how I will continue to keep people updated?
It has been said that the only constant in life is change. This
may be truer than ever. How you communicate in writing during
turbulent times can leave a lasting impression on those within
your organization and beyond. Your people are watching not just
what you do, but how you do it. By following these four tips, you
can leave a lasting legacy within your organization – one that you
will not look back and regret like Bob did.
Fall 2020

As we all adapt to the changes
necessary due to COVID-19,
car and home insurance
should be the last thing you
have to worry about.
That’s why CIM members can
depend on Johnson to help make
things easier with great savings
and benefits, plus caring and
compassionate service.

1.877.742.7490
Johnson.ca/savings
Mention Group Code: KF

HOME CAR
Johnson Insurance is a tradename of Johnson Inc. (“JI”), a
licensed insurance intermediary, and operates as
Johnson Insurance Services in British Columbia and
Johnson Inc. in Manitoba. Home and car policies primarily
underwritten, and claims handled, by Royal & Sun
Alliance Insurance Company of Canada (“RSA”) in Quebec
and primarily underwritten, and claims handled, by
Unifund Assurance Company (“UAC”) in the rest of
Canada. Described coverage and benefits applicable only
to policies underwritten by UAC or RSA. Car insurance not
available in BC, SK or MB. Home and car insurance not
available in NU. JI, RSA and UAC share common
ownership.
Eligibility
requirements,
limitations,
exclusions, additional costs and/or restrictions may
apply, and/or may vary by province or territory.

CANADIAN INSTITUTE OF MANAGEMENT / INSTITUT CANADIEN DE GESTION

32

Resolving Conflicts with Emotional
Intelligence and EPR
If you cannot address and resolve conflict, you cannot be in management.

Scott Warrick

Author and speaker Scott Warrick has been an employment and labor attorney and HR
professional for more than three decades. His clients range from small and large organizations
to governmental institutions. He travels the country presenting seminars on such topics as
Employment Law, Resolving Conflict, Diversity, and Leadership. You can learn more about his
new book, “Solve Employee Problems Before They Start:
“Resolving Conflict in the Real World” by visiting www.scottwarrick.com
Scott uses his unique background of LAW and HUMAN RESOURCES to train managers and
employees ON-SITE in over 50 different training programs. Scott graduated from the Capital
University College of Law (Class Valedictorian (1st out of 233)). He also holds his Master of
Labor & Human Resources and B.A. in Organizational Communication from The Ohio State
University
I once had a manager, Jim, down in Nashville
who wanted to fire his receptionist.
“Well, what is she doing wrong?” I asked.
“Oh, she is late to work, and she doesn’t get
my messages right. Can I fire her?” Jim asked in
his best southern drawl.
“What did she say when you talked to her
about it?” I asked.
“Oh, I’ve never really talked to her about it.
I didn’t want to upset her. Can I fire her?” Jim
asked again.
I cannot tell you how times I have had this
type of exchange in almost 40 years of being
in human resources or as an employment
attorney. Unfortunately, this is exactly the way
so many managers handle conflict and it kills
the organization in so many ways.
We all have conflicts. That’s life. It is how
you handle the conflict that separates the
successful people from the unsuccessful ones,
and that is the manager’s primary job: manage
Fall 2020

people, which means dealing with conflicts—all
day long.
This is why the following rule should never
be broken:
If you cannot address and resolve
conflict, you cannot be in management.
IDENTIFYING EMOTIONAL
INTELLIGENE IN CONFLICTS
In recent years, we have heard how
“Emotional Intelligence” is the most important
skill anyone could ever possess. But how
does a lack of EI hurt us exactly? What are the
practical and identifiable pitfalls we all hit every
day if we are not emotionally intelligent?
There are two major landmines we all
commonly hit on a daily basis when we act
like emotional children. Unfortunately, since
the human emotional system is based on fight
or flight, and since our emotional system, or
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namely our amygdala, can commandeer our body
in 17,000ths of a second, which is way before
our logical brain has any idea what is going on,
we humans are wired to react first and then think
later. That is why it is so vital that we all take at
least five seconds to stop, think and let our frontal
lobes, or our logical brain, catch up. A human’s
first reaction in any conflict situation is always
going to be an emotional one, not a logical one.
AS a result, unless your life really is in danger,
your first reaction is always wrong.

“back-stabbing” way of communicating kills any
hope of building trust in the organization, which in
turn kills any hope of building a team, because they
are just not honest people.
This is why so many managers are terrible at
leading people: they’re human. Most managers will
not deal with problems when they arise. Employees
are not coached and made aware of where they
need to improve. They are not given a chance to
explain their side of the story. Instead, as far as the
so-called leader is concerned, the facts only get in
the way of a good opinion. It is cruel.

Attackers (Fight)
There are some people whose first instinct
is to attack the other person whenever they feel
they are being challenged. These Attackers go
right into “fight” mode, which only escalates the
situation. This is the first kind of emotional child.
Attackers are very easy to spot because they
openly attack other people. They behave like the
stereotypical Simon Cowell. As a result, they kill
the trust whenever they go.
What is “trust”? Is it “safe”? That’s it. Is it
“safe” to disagree with an Attacker? Absolutely
not! Every time you disagree with them, they
prove that it is not safe by openly attacking
you. In the end, trust dies, as does any hope
of building a team where everyone is working
towards the same goal.

This also spells doom for the Retreaters
themselves. Pretty soon, everyone realizes the
passive aggressive will “get you” as soon as
you walk away, so you end up living in a “jungletype” of environment. You have to always be on
guard and keep your back against the wall so
no one “gets you”. No one can trust a passive
aggressive.
Further, Retreaters are evil because they are
really “enablers”. They enable the “Emotional
Children” of the world and all of the collective
synonyms that go with it, which includes the
hypersensitive people of the world, the bigots and
the bullies.
In other words, it is because of the “nice”
passive aggressive people that we have so much
bullying in our society today. We expect bullies
to be bullies. However, the assistance they get
from the enablers of the world is what allows
them to thrive.
Emotionally mature people will not attack you
or stab you in the back when you disagree with
them. It is “safe” to disagree with them.
Unfortunately, most people are like Jim. They
are “nice” people. They will smile to your face,
then stab you in the back as soon as you turn
around. These are the Retreaters, or the passive
aggressives of the world. They will not address
the conflict, so it destroys relationships.

Retreaters (Flight)
Retreaters, on the other hand, are much more
devious and destructive. This is the second kind
of emotional child and, unfortunately, this was
my client, Jim.: a classic Retreater, or passive
aggressive emotional child.
Most people you know would prefer to run
away from conflict whenever it occurs. So, they
turn into Retreaters, which means they are passive
aggressive. Unfortunately, that is the worst style
of communication anyone can adopt. These
Retreaters think they are “nice” people, so they
smile and lie to your face, tell you everything is fine,
and then stab you in the back the minute you walk
away. You simply cannot build a trusting relationship
with a passive aggressive. It is impossible. Their
Fall 2020
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What Leadership Style Does an Effective
CEO Need to Play in Today’s Business
World?
Just as leaders need to be both autocratic and democratic at times they also need to
be both transactional and transformational at times also.
Mostafa Sayyadi

Transactional leadership means just what
it says. It is a quid per quo type of relationship
between the follower and leader. A carrot on
the stick approach. Two prominent scholars
by the names of Antonio Marturano and
Jonathan Gosling in the University of Rome
and the University of Exeter believe that
the effectiveness of this leadership style is
dependent on two conditions. One being
that the current differences in organizational
hierarchies and structures are totally accepted
by subordinates and the second being that
all the employees are able to work towards
mutual exchange of benefits where they are
rewarded for achieving the determined goals.
It is somewhat reactive, however, because a
benefit can be held back or taken away if the
follower did not achieve the determined goals.
Scholars look at it as a passing fancy, a myth,
or a schematic diagram that has not been tried
and true. Unfortunately for scholars, this is
not true. Millions of managers were trained in
transactional leadership and it has advanced
into organization’s success––both from a
performance and management level.
There is a plethora of leadership theories
and models that attempt to consider leadership
as an enabler of firm performance. There is
an increased emphasis on the important role
of leaders when interacting with followers
and stakeholders. Transactional leadership
involves determining the tasks, rewarding goal
achievement and punishing failure in attaining
goals. Transactional leadership style is a new
performance paradigm evident in organizations
today. Understanding this dimension from a
Fall 2020

Mostafa Sayyadi works with senior
business leaders to effectively develop
innovation in companies, and helps
companies—from start-ups to the
Fortune 100—succeed by improving the
effectiveness of their leaders. He is a
business book author and a long-time
contributor to HR.com, People + Strategy,
Consulting Magazine and The Canadian
Business Journal and his work has been
featured in these top-flight business
publications.

transactional leadership and performance
paradigm may provide a significant realization
bridging this important field of leadership and
management.
Some scholars such as James MacGregor
Burns, Edwin Hollander and Arthur Jue illustrate
that transactional leadership is successful in
developing mutual exchange between leaders
and employees in organizations. This leadership
form actually assumes impersonal interactions
in reality where leaders do not consider higher
humanistic desires or relationships between
leaders and followers. This form of leadership
is still based on grounded theory that does
not explore a desired probable situation.
While it has its limitations it is still widely
used in organizations. This leadership style
is so popular among practicing managers
today. Transactional leadership is linked with
organizational effectiveness, particularly
in terms of achieving goals. The key is for
managers to use it sparingly, on occasion, when
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new details and tasks are assigned but not as
the main type of leadership.
Another aspect of the transactional
leadership style is that managers using this
style are passive by exception or laissezfaire when applying leadership. Laissezfaire is characterized through managing the
situation where a problem has occurred, and
leaders take a reactive approach to correct
mistakes or to overcome problems. This was
uncovered by Robert Blake and Jane Mouton
in the management grid research and still has
importance in clarifying the type of transactional
leader in some instances. Transactional
leadership style has been critiqued by scholars
as a leadership approach that is not concerned
with proactively identifying or preventing
problems. Transactional leaders do advocate
for knowledge sharing and joint problem
solving with subordinates. Laissez-faire leaders
do not possess high commitment in seeking
the proposed solutions jointly with their
subordinates. When such leaders assume the
responsibility or intervention to solve problems,
they rarely consider the empowerment of their
employees to assist in problem solving and goal
setting. To overcome this obstacle, a scholar
in the University of Aalborg by the name of
Josef Frischer suggests that leaders today
should empower followers to engage in problem
solving.
Therefore, transactional leadership can
be used to review tasks and goals and
requirements of subordinates. Leaders would
begin using transactional leadership to set
goals and determine tasks and then, when time
allows, move toward more transformational
leadership and place more emphasis more
empowered to engage followers. This supports
this approach for leadership to generated
two sides of an X and Y axis. On one side
is the concept of leadership that creates
change through taking a process-oriented
(transformational leadership) and the other
as more of a relationship-oriented approach
Fall 2020
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(transactional leadership).
Thus, transactional leadership does affect
organizational performance through achieving
business goals. And four scholars by the names
of Timothy Obiwuru, Andy Okwu, Victoria Akpa
and Idowu Nwankwere affirm this relationship.
They shed light on the critical role of
transactional leaders in enhancing non-financial
performances, particularly in terms of improving
organizational commitment. Transformational
leadership provides a frank appellation of the
importance when beginning a leader-follower
relationship, downsizing, upsizing, onboarding,
and making significant changes to structure
and organizational improvements but leaders
must be aware of its limitations. Just as leaders
need to be both autocratic and democratic at
times they also need to be both transactional
and transformational at times also. Knowing
both styles and when is best to use them is the
important concern here and will defunct the
myth of transactional leadership as being an
adequate style of leading in and of itself.
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