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Alternate work arrangements
. . define expectations, 104
. checklist for manager, 112–113
. getting started, 105
. how to proceed, 106–112
. . compressed or flex-time, 111–

112
. . . core hours of operation, 111
. . . defined, 111
. . . elements: flex-time

agreement, 112
. . . example: municipal tax

office, 112
. . off-site work, 108–109

. . . elements: agreement
components, 109

. . . example: land surveyors,
109

. . . personal safety, 108
. . part-time and job sharing, 110–

111
. . . advantages, 110
. . . elements: agreement

components, 110
. . . example: welfare office,

111
. . work at home arrangement, 106–

108
. . . advantages, 106
. . . defining and monitoring

work outcomes, 107
. . . elements: agreement

components, 107

. . . example: human resources
office, 108

. . . where not appropriate, 106–
107

. introduction, 103–104

. . hours of work departing from
norm, 103

. . gradual change, 103

. . technology, 103–104

. performance management tool, use
of as, 104

. staff involvement, 105–106

Assault, see Criminal offences

Audits
. health and safety, 94
. recommendations, 7
. use of workplace property, 59–60

Awards program, see also Review,
cycle of

. example: IPAC awards, 41

. generally, 40–41

. recognition of achievements, 136

. selection criteria being clear and
relevant, 40

Consolidation of performance
management and managing
upwards

. conclusions, 139

. consolidating performance
management, 134–136

. . goal setting, 134

. . involve staff, 135
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Consolidation of performance
management and managing
upwards — cont’d

. consolidating performance
management, 134–136 — cont’d

. . range of techniques, applying,
135

. . recognition of achievements, 136

. . regular reviews, 135–136

. introduction, 133–134

. . review of management tools, 133

. managing performance upwards,
136–139

. . corporate style, adapting to, 139

. . having own plan, 138

. . looking beyond day to day, 137

. . record keeping, 137

. . reporting regularly, 138

. . sharing workplace goals with
senior management, 136

Core values, statement of, see also
Workplace processes

. elements: workplace values, 46–47

. example: employment services, 47

. shared values, 46

Criminal offences
. checklist for manager, 131
. Criminal Code as performance
management tool, 123–124

. getting started, 124

. how to proceed, 125–131

. . assault, 127–128
. . . defined, 127
. . . example: demanding

supervisor, 128
. . child pornography, 129–130

. . . defined, 129

. . . example: internet and
pornography, 130

. . conflict of interest in conduct of
public service, 125–126
. . . defined, 125

. . . example: purchasing
officer, 126

. . fraud and theft, 126–127
. . . defined, 126
. . . example: trusted

administrative assistant, 127
. . sexual assault, 128–129

. . . defined, 128

. . . example: sexual touching,
129

. . unauthorized use of computers,
130–131
. . . example: false computer

account, 131
. introduction, 123
. staff involvement, 124–125
. . Criminal Code, review of, 124

Customer surveys, see also
Workplace processes

. external customer survey, 55–56

. . elements: financial service
counter, 56

. . example: transportation
licencing, 56

. internal client survey, 53–54

. . elements: IT service group, 54

. . example: human resources
branch, 55

Employee discipline
. checklist for manager, 121
. getting started, 115–116
. . goal-setting and description of

expected outcomes, 115–116
. how to proceed, 116–121
. . non-performance, reassignment

for, 119–120
. . . example: unable to do work,

120
. . record of reviews, 118

. . . example: lack of records,
118

. . termination, 120–121
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Employee discipline — cont’d
. how to proceed, 116–121— cont’d
. . termination, 120–121 — cont’d

. . . example: uninterested in
work, 121

. . . test for termination, 120
. . verbal warning/written warning,

118–119
. . . example: instructions

clarified, 119
. . workplace expectations, 117

. . . example: use of outcome
statements, 117

. performance management tool, use
of as, 115

. staff involvement, 116

Flex-time, see also Alternate work
arrangements

. core hours of operation, 111

. defined, 111

. elements: flex-time agreement,
112

. example: municipal tax office, 112

Goal setting, see also Performance
Review

. alternate work agreements, 104

. common principles, 43, 48–49

. health and safety, plan, 93

. performance benchmarks, 43, 48–
49

. setting goals, 135

. shared values, 43, 46–47

. work expectations, setting, 3, 5

. work procedures, 50–51

Grievance management, see Labour
relations and grievance
management

Harassment, see also Workplace
interactions

. bullying/personal harassment, 77–
78

. human rights policy, 71

. responding to incidents, 79–80

Health and safety
. checklist for manager, 100–101
. getting started, 92
. how to proceed, 93–100
. . emergency procedures, 98–99

. . . elements: plan components,
98–99

. . . emergency planning, 98

. . . example: testing the plan,
98

. . . staff vigilance and
awareness, 98

. . health and safety plan, 93–95
. . . elements: plan components,

94
. . . example: plan preparation,

95
. . . tailored to particular

workplace, 94
. . management responsibility, 99–

100
. . . elements: manager’s

responsibilities, 99–100
. . . example: office renovation,

100
. . personal responsibility, 95–96

. . . elements: individual
responsibilities, 95–96

. . . example: medical testing
lab, 96

. . . “human error”, 95–96
. . training, 96–97

. . . elements: mandated
training requirements, 97

. . . example: peer training, 97
. introduction, 91
. . mandatory activities, 91
. performance tool, use of as, 91–92
. staff involvement, 93
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Human rights policy, 71–72, see
also Workplace interactions

Interactions among staff, see
Workplace interactions

Labour relations and grievance
management

. checklist for manager, 89

. getting started, 83

. how to proceed, 84–89

. . collective agreement, 84–86
. . . elements: topics, 85
. . . example: negotiating

change, 86
. . . performance review as

management function, 84
. . labour-management meetings,

87–89
. . . committee meetings, 87–88
. . . specialized committees, 88
. . . elements: committee topics,

88
. . . example: design of reward

program, 89
. . . formal meetings, 87

. . settlement of disputes/
grievances, 86–87
. . . elements: grievance topics,

86–87
. . . example: time off in lieu of

overtime payment, 87
. introduction, 81
. . multiple unions, 81
. performance management tool, use
of as, 82–83

. . collective agreement as active
document, 82

. . value statements on
performance, introducing, 82

. staff involvement, 83

Performance appraisals
. checklist for manager, 19

. getting started, 12–13

. how to proceed, 14–19

. . annual performance appraisal,
14–15
. . . example: use of outcome

statements, 15
. . . performance management

techniques, 15
. . . prescribed form, 14

. . new employee probation, 15–16
. . . example: knowledge gaps,

16
. . pay for performance, 18–19

. . . example: business line
bonuses, 19

. . performance tracking, 17–18
. . . example: IT projects, 18

. . 3608 performance review, 16–17
. . . example: day care

supervisor, 17
. introduction, 11
. performance management tool, use
of as, 11–12

. . expectations for work
performance, 11–12

. . formal process, value of, 12

. performance review and
recognition, 2–3

. staff involvement, 13–14

. . self-evaluation, 13

Performance management
. checklist for manager, 9–10
. how to proceed, 5–9
. . audit recommendations, 7–8

. . . example: hospital audit
response, 8

. . budget and planning routines, 6–
7
. . . example: planned hotel

renovation, 7
. . problem solving, 8–9
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Performance management —
cont’d

. how to proceed, 5–9 — cont’d

. . problem solving, 8–9 — cont’d
. . . example: sick leave policy,

9
. introduction, 1–2
. . barriers to performance

management, 1
. . private sector vs. public sector, 1

. . . tools for performance
management differing, 1

. . satisfaction of public service and
motivators, 1

. need for performance
management, 2–3

. . new workers, retaining, 2

. . ongoing performance
management and change, 2

. . performance review and
recognition, 2–3

. staff involvement, 4–5

. started, getting, 3–4

Property, use of, seeUse of property

Review, cycle of
. checklist for manager, 41–42
. getting started, 34–35
. how to proceed, 36–41
. . awards program, annual, 40–41

. . . example: IPAC awards, 41

. . . selection criteria being clear
and relevant, 40

. . budget cycle, annual, 36–37
. . . budget changes, informing

staff of, 36–37
. . . example: department

business plan, 37
. . . program statements,

significance of, 36
. . calendar year, 37–38

. . . example: payroll office, 38
. . seasonal influences, 38–39

. . . example: agricultural
extension, 39

. . training plans, 39–40
. . . example: energy utility, 40

. introduction, 33

. . highlight benchmarks and
achievements, 33

. performance management tool, use
of as, 33–34

. staff involvement, 35–36

Use of property
. checklist for manager, 69
. getting started, 60
. . policies on use in manuals, 60
. how to proceed, 61–69
. . access to workplace, 61–62

. . . elements: access
components, 62

. . . example: access card use,
62

. . computers, 63–64
. . . elements: computer policy,

63
. . . example: personal use of

office computer, 64
. . internet use, 64–65

. . . elements: internet policy,
64–65

. . . example: downloading
malware, 65

. . personal benefit/conflict of
interest, 67–69
. . . elements: conflict of

interest policy, 68
. . . example: reselling assets,

69
. . social media, 65–66

. . . elements: social media
policy, 66

. . . example: truck driver
gaming, 66

. . work files, 66–67
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Use of property — cont’d
. how to proceed, 61–69 — cont’d
. . work files, 66–67 — cont’d

. . . elements: entry-exit
checklist, 67

. . . example: samples and
manuals, 67

. introduction, 59

. . chargebacks and taxable
benefits, 59

. . workplace tools, 59

. performance management tool, use
of as, 59–60

. . inappropriate use, 60

. staff involvement, 61

Work at home arrangement, see
also Alternate work arrangements

. advantages, 106

. defining and monitoring work
outcomes, 107

. elements: agreement components,
107

. example: human resources office,
108

. where not appropriate, 106–107

Work expectations, beginning with
. checklist for manager, 31
. getting started, 23
. how to proceed, 24–31
. . awards, informal, 30–31

. . . example: homemade award,
31

. . employee manual and employee
orientation, 27–28
. . . example: conflict of interest

policy, 28
. . . intranet, post manual on, 27

. . informal contact with employees,
28–29
. . . example: vehicle

maintenance depot, 29

. . job ad and employee selection,
26–27
. . . example: extended hours,

27
. . job description/job duties, 24–25

. . . example: investment
advisor, 25

. . organizational design, 25–26
. . . example: IT support unit, 26

. . recognition, shared, 29–30
. . . example: scientific papers,

30
. introduction, 21–22
. . first staff interactions, 21
. staff involvement, 23
. performance management tool, for
use as, 22–23

. . documentation laying out work
expectations, 22–23

Workplace interactions
. checklist for manager, 80
. getting started, 72–73
. how to proceed, 74–80
. . bullying/personal harassment,

77–78
. . . elements: signs of bullying,

78
. . . example: bullying manager,

78
. . human rights policy, 74–76

. . . elements: Canadian
Human Rights Act, 74–75

. . . example: internal policy, 75

. . . grounds for discrimination/
harassment, 74–75

. . modeling behaviour, 75–77
. . . elements: positive

interactions, 76
. . . example: support for

disability, 77
. . . negative behaviour, 76

. . responding to incidents, 79–80
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Workplace interactions — cont’d
. how to proceed, 74–80 — cont’d
. . responding to incidents, 79–80

— cont’d
. . . elements: framework for

responding, 79
. . . example: harassment

complaint, 80
. introduction, 71–72
. . discrimination, 71
. . unacceptable interactions, 71
. staff involvement, 73
. performance management tool, for
use as, 72

Workplace processes
. checklist for manager, 56–57
. getting started, 44–45
. how to proceed, 45–56
. . external customer survey, 55–56

. . . elements: financial service
counter, 55–56

. . . example: transportation
licencing, 56

. . internal client survey, 53–55
. . . elements: IT service group,

54
. . . example: human resources

branch, 55
. . monthly reports, 51–53

. . . elements: license appeals,
52

. . . example: land use plans, 53
. . performance standards, common,

48–50
. . . elements: universal

activities, 49
. . . example: community

development office, 50
. . service benchmarks, 47–48

. . . elements: timeliness, 47–48

. . . example: helping people, 48
. . statement of core values, 46–47

. . . elements: workplace values,
46

. . . example: employment
services, 47

. . . shared values, 46
. . work procedures, common, 50–

51
. . . elements: insurance claims,

51
. . . example: magazine

subscriptions, 51
. introduction, 43
. . day-to-day management, 43
. performance management tool, for
use as, 43–44

. . link to formal review, 43–44

. staff involvement, 45

Workplace property, see Use of
property
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