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	Record of Discussion


	Action

	Co-Chairs: Pat Wakefield and Ken Burfoot

1. Welcome, Opening Remarks

Ken Burfoot and Pat Wakefield welcomed everyone to Vancouver and Pam via telephone.
	

	2. Draft HRSDC Code of Conduct – Claire Thifault & Jennifer Potter

The RLMCC participated in a facilitated session to discuss the Draft HRSDC Code of Conduct. The feedback will be incorporated into the code, which must be completed by March 31st. Any additional comments can be sent to Claire Thifault before mid-February. An implementation plan will also be developed.
	All Note

	3. Site Leads Contact List – Pat Chaba

Pat provided the updated Site Leads Contact List. 
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	4. EHSM Update – Andy Netzel

Andy provided a 2010/2011 Budget Update and discussed the anticipated 2011/2012 Budget. The region does not anticipate any major reduction in staff. Andy committed to update the union members when the budgets are confirmed.

Don Rogers expressed concern that the department is expected to reduce the budget by 5%. 

Andy replied that the 5% reduction from Strategic Review is from the entire department. Program budgets are also being reviewed. Pay raises of 1.75% (June 1) will be factored into the budget. There is a large number of staff eligible for retirement, so some attrition is expected.
	

	5. Lower Mainland Accommodations Strategy – Dianne Mitchell

Dianne requested that the move of the Program Officers from the Surrey and Coquitlam offices to the Vancouver 10th Avenue office be reconsidered and that the messages regarding the alteration of work locations be communicated more effectively. Dianne and Pat Wakefield both stated that at no time during the Labour Market Development Agreement (LMDA) process did management communicate this move to employees. They went on to say that employees may have made different choices had they known about the move.

Hal Howie clarified the historical background of the issue in relation to the LMDA and that the Vancouver 10th Avenue office had been identified as the LMSDP headquarters for the Lower Mainland. Hal committed to work with Directors that have staff affected by the move on the communication of any relocation, as well as confirmation of communications with staff during the LMDA process.

Cam King has also committed to speak at the next RLMCC in-person meeting to discuss the W-T Accommodation Strategy.
	Hal Howie 

Cam King

	6. Security Cameras & Regional Communications – Pat Wakefield

Pat expressed her concern over the lack of communication surrounding the installation of security cameras in various SCC locations in British Columbia. 

Pat Chaba and Erica Tao confirmed that national messaging was being written for the Regions. The security cameras are part of the national model for SCCs and were implemented in response to the National Report on Occupational Health and Safety. John Jackson committed to sharing the documents in the RoDs from this meeting (attached below).
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	7. Inclement Weather Policy – Don Rogers for Noreen Klassen

Noreen is concerned that staff are being forced to take LWOP if they are unable to report to work due to inclement weather. It was requested that a refresher on the application of the policy be completed. 

Joanne Krepakevich made a commitment to host a Labour Relations conference call on the Inclement Weather Policy to ensure consistent W-T application.
	Joanne Krepakevich

	8. Family Related Leave – Don Rogers for Noreen Klassen

Noreen expressed a concern that family leave was not being applied equally to all members and that the new Collective Agreement inclusion for family leave was not well communicated to Team Leaders and Managers. 

Joanne Krepakevich in Labour Relations will author a message to all staff that clarifies its effective dates as a follow up to the communication sent on December 23, 2010.
	Joanne Krepakevich 

	9. Toll Free Number – Don Rogers for Noreen Klassen

Due to the high call volumes at the call centres, clients are not getting through and are expressing frustration at staff when coming into the SCCs. As well, the union expressed concern that call back times are not being met.

Anne Milne replied that we are in the winter peak workload and that there are a large number of calls. Work is being done to try figure out how clients can get information instead of calling (e.g. 17% of calls are asking how to apply for EI). The W-T Region has been meeting the call back standards. The call centres are resourced higher than ever before.

Dianne Mitchell also mentioned that the length of time to serve clients in the front end has increased and asked if there are service standards for front end wait times.

John Jackson replied that there is not a specified service standard for front end wait times, although it is being examined nationally to determine what data should be measured.
	

	10. Sharing of Information to NVPs in a timely manner – Don Rogers for Noreen Klassen

Union members expressed frustration that information was not being communicated in a timely manner. Some Business Lines are better than others at providing information.

Pat Chaba apologized for the incident mentioned in Noreen’s document. All Executive Directors requested that the NVPs call them directly when there is an issue. The EDs confirmed their commitment to communicate in a timely manner.
	All

	11. CPP/OAS and EI Workloads – Don Rogers

It is acknowledged that the workloads in CPP/OAS and EI are very high, and staff continue to meet goals and targets.  Overtime is available to the end of the fiscal year.
	

	12. Time off for Local Presidents for Union Responsibilities – Don Rogers

Don requested that the region consider allowing the local union presidents one day a month with pay to work on local union business. This time would allow the local presidents to properly manage their responsibilities. IITB has recently signed an agreement with their CEIU members to allow three days/month for union duties.

Andy stated that he would take the request under advisement and would seek additional information and clarification from NHQ. The number of union presidents in the region are: 

BC: 32, AB: 10, SK: 11, MB: 12. 
	

	13. Telework Arrangements Under Duty to Accommodate going to Vacancy Management Committee – Don Rogers

Don questioned why DTA Telework Agreements needed to go to the VMTC as he felt that it was a privacy issue. He requested that an explanation be included in the RoDs.

The W-T Region Vacancy Management and Transition Committee is a working group of Regional Executive Committee members that meets weekly to collaborate on and facilitate HR management processes and related activities and ensure the appropriate and consistent application of delegated authorities. As such it reviews all new Telework requests and renewals allowing an agreement to go beyond 12 months. The intent is to facilitate the recording, tracking and bringing forward of regional agreements; ensure appropriate security arrangements will be put in place; and expedite the timely establishment of telework arrangements where unique circumstances may exist. It is in this context that DTA based telework agreements, already approved by the appropriate business line ED are tabled. The specifics of the DTA case itself are not discussed.

In addition, the VMTC reserves the right to serve as a forum for reviewing complex DTA cases in which collaboration is critical to a successful outcome such as those cases that require accommodation of an employee in a different part of the organization than that in which the employee’s substantive position is located. 

The VMTC will also review new DTA jurisprudence, interpretations, CHRC decisions, precedents, etc. in order to ensure a consistent region-wide application of DTA.
	

	14. Sick leave and the Requirement for Medicals – Sandy MacDonald

Sandy expressed concern that staff are increasingly being required to provide medical certificates in order to be given leave.

Joanne Krepakevich stated that requesting medical certificates is not normal practice. Joanne and Sandy will have a discussion to see if there are any patterns in who is requesting the certificates. 

Don Rogers stated that according to the collective agreement, staff should not be required to take LWOP to get a medical certificate.
	Joanne Krepakevich and Sandy MacDonald

	15. Computer Security – Sandy MacDonald

Some staff have been asked to share their email accounts and passwords.

Management replied that staff should not have to share passwords or email accounts, except for General Delivery mailboxes. Pat Chaba and Sandy will discuss further.

The union also requested that NVPs should be given access to HRSDC/Service Canada email as they are having trouble with emails into the department being blocked.  Sandy Stor replied that this is being discussed at a national level and a decision will be made for the entire department. She will try to get an update from NHQ to share with the unions. 
	Pat Chaba and Sandy MacDonald

Sandy Stor


	16. Workforce Adjustment Procedures and Employee Entitlements and The Future of Non-Growth Offices – Sandy MacDonald

Sandy stated that staff outside of the main centres have the perception that they are eventually going to lose their jobs, e.g. EI centralization. If the jobs are not going to be there, employees should be given WFA.

Anne Milne replied that Processing & Payment Services was the first Business Line to declare their consolidated sites. The region is not using WFA. Staff are being offered positions in other Business Lines where appropriate and when vacancies occur, they are being moved to the consolidated sites. There are currently less than 90 PPS staff in the non-growth sites in the W-T region.

Andy stated that he and Anne had visited the non-growth sites and explained the strategy. Staff are being told of openings in other Business Lines. 
	

	17. Service Canada Center Issues and Pressures – Sandy MacDonald

Sandy raised issues around the pressures and difficulties in scheduling in SCCs with a small number of staff. Staff are also concerned about security, particularly in doing Outreach to remote locations. She also raised concern about the length of time it takes to staff vacancies in some offices.

John Jackson stated that a Hazard Review was done for the SCCs and that he would share the Management Action Plan, which addresses some of the concerns (attached below).
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Management is trying to find ways to staff vacancies more quickly, particularly in smaller offices. Some communities have been challenging, so management has tried different methods, including the VMTC, local unadvertised processes, etc. 

Many training tools are now on-line, so that will make it easier for staff to receive training. 

John requested that Sandy contact him directly to discuss examples of leave for Citizen Service staff.
	

	18. Career Laddering Project – Anne Milne

Anne provided an update on the Career Laddering Project, which is currently running in Kamloops. Candidates are working through the training and PPS expects to make the first appointments by the end of the second quarter. After one cycle is complete, an analysis will be done for other Business Lines to consider a similar process.
	

	19. Roundtable

Ken Burfoot is retiring. The union members thanked Ken for his work in chairing this committee.
	

	20. Next Meeting

The next RLMCC will be scheduled in May.
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From: 

  Labelle, Céline 

[NC]   On Behalf Of 

Herbert, Stuart [NC] 
Sent:   2011-01-24 11:20 AM 
To:     

Jackson, John [W-T]; King, Cam [W-T]; Crescenzi, Mary 

[ON]; Tapley, Jeff E [ATL]; Kronstal, Joe [W-T]; Simoneau, Marc [QC]; McDowell, 

Christine [ATL]; VanDiepen, Arlene B [ATL]; Pope, Bonnie [ATL]; McKiee, Jackson 

[W-T]


Cc:     Skea, 

John-David [NC]; Jodouin, Michèle R [NC]; Fisher, Cheryl [NC]; Lessard, Esther 

[QC]; Backhouse, Heather [W-T]; Fernback, Jeff [ON]; St-Cyr, Laurent [ATL]; 

Blais, Sue [NC]




Subject:         Management Action Plan (MAP)/ Plan d’action de gestion 

(PAG) 




Le français suit 

l'anglais 





The purpose of this message is to 

provide you with a copy of the approved Management Action Plan (MAP) for the 

Hazard Identification for the In-Person Service Experience Model in Service 

Canada Centres. The Hazard Identification Report (HIR) and the MAP were 

presented  to the National Policy Health and Safety Committee in June 2010 

and approved by the Senior Management Team in December 2010.  Some of the actions are to be 

implemented as offices are refit to the new Interior Design Standard or as 

budgets allow for sites where refits are not imminent.  In addition, there 

are some actions included in the MAP that have more precise implementation 

dates. 




<<FINAL 
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Please share this information with 

all of your area Directors and service managers and note that it will 

be shared with the National Policy Health and Safety Committee.  Finally, a 

copy of the HIR, as well as the MAP will be posted on the In-Person Service 

Experience Model Intranet website.




We trust that our Service Canada 

Centres will be a safer work environment as a result of this plan and thank you 

for your collaboration in conducting this assessment over the past year. Should 

you have any questions on this matter, please feel free to contact Michèle 

Jodouin or John David Skea.   




Stuart 




************************************************************************* 






Le présent message a pour but de 

vous faire parvenir une copie de la version approuvée du Plan d’action de 

gestion (PAG) relatif à la détermination des risques pour le Modèle de service à 

la clientèle en personne dans les Centres Service Canada. Le rapport sur la 

détermination des risques et le PAG ont été présentés au Comité national 

d’orientation en matière de santé et de sécurité en juin 2010 et approuvés 

par l’équipe de la haute direction en décembre 2010. Certaines des mesures 

préconisées seront mises en oeuvre au fur et à mesure que l’on réaménagera les 

bureaux selon les nouvelles normes d’aménagement intérieur, ou selon ce que 

permet le budget, dans les bureaux où le réaménagement n’est pas imminent. 

D’autres mesures présentées dans le PAG sont assorties d’une date de mise en 

oeuvre plus précise.




<<Management 

Action Plan2010-12-21FINAL-FR.doc>> 




Veuillez communiquer ces 

renseignements à tous les directeurs et gestionnaires de service de votre 

région. Notez qu’ils ont aussi été communiqués aux membres du Comité national 

d’orientation en matière de santé et de sécurité. Finalement, une copie du 

rapport sur la détermination des risques et du PAG sera affichée sur le site 

intranet du Modèle de service à la clientèle en personne.




Nous sommes convaincus que grâce à 

ce plan, nos Centres Service Canada offriront un milieu de travail plus 

sécuritaire. Nous vous remercions d’avoir collaboré à la réalisation de cette 

évaluation au cours des dernières années. Si vous avez des questions sur le 

sujet, n’hésitez pas à communiquer avec Michèle Jodouin ou John David 

Skea.




Stuart 





Stuart 

Herbert 
Director General Service Delivery 
Directeur général Prestation de 

services 
Service Canada 
Tel: (613) 957-4441 
Fax:(613) 

957-6300 
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Management Action Plan



for the



Hazard Identification for the In-Person Service Experience Model


 in Service Canada Centres 


Prepared by: Integrated Channel Management Directorate – In-Person Service Experience Model Team


Presented June 21, 2010 - National Policy Health and Safety Committee



Presented December 2, 2010 - Senior Management Team


Introduction



In January 2010, Human Resources and Skills Development Canada (HRSDC) retained Resource Environmental Associates (REA) on behalf of Service Canada, to identify and assess hazards encountered by occupations employed in the Service Canada Centres (SCCs) that result from the full implementation of In-Person Service Experience Model (IPSEM). REA, in addition to assessing the IPSEM, also assessed the physical design and layout of the SCCs. Hence, by default, the Interior Design Standards (IDS) was assessed as it is the result of the IPSEM business requirements.



The project involved visiting six SCCs in Quebec and New Brunswick regions. Observations were made relating to the physical design and layout as well as the activities performed by Citizen Service Officers (CSOs) PM-01, Team Leaders (PM-03) and Service Delivery Managers (PM-05) working in the SCC. 



With the assessment report now completed, the following management action plan, based on the identified hazards, has been developed. The management action plan will be used to ensure the hazards identified have been mitigated where appropriate or the appropriate actions has been taken to limit the hazard. The actions identified in this management action plan will further support the direction of IPSEM and the IDS.


Below are the hazard ranking definitions used by HRSDC for all hazard identification and assessment exercises in the department.



Hazard Levels






These hazards are the highest ranking and require an action plan to identify and implement preventive measures. These hazards are a priority and as they could result in a significant disabling injury if adequate preventive measures are not implemented.






Hazards are also considered to require immediate attention. An action plan should be developed in order to implement appropriate preventive measures.



Hazards are hazards that have a relatively low level of severity.  This group should never be ignored but are not a priority.



Hazards are the lowest level but should not be ignored.  No immediate action plan is required.



The following table heading outlines the scope of each column:


			HAZARD


			HAZARD RANKING


			ACTION



The measure required to reduce the probability of the hazard occurring to the lowest level practicable


			RESPONSIBILITY



Who is responsible for ensuring these  actions are carried out


			TARGET DATES



When are these actions required to be completed


			MONITOR EFFECTIVENESS



What are some of the trends to watch?


			COMMENTS








			HAZARD


			HAZARD RANKING


			ACTION






			RESPONSIBILITY






			TARGET DATES






			MONITOR EFFECTIVENESS






			COMMENTS





			1. Ergonomics – Awkward postures e.g. an employee may work at a workstation that is not ergonomically designed or an employee may bend to assist a client at a self-serve computer


			B (C) for PM-01


Citizen Service Officers



C for 


PM-03



Team Leaders



C for PM05 Managers


			1.1 Encourage regularly, scheduled job rotation of CSOs through the three service zones 


			Local management


			Ongoing


			Number of Health & Safety incidents reported


			Review IPSEM intranet  page for - Staff flow solutions 


http://intracom.hq-ac.prv/servicecanada/eng/work/sd/worktools/ipsem/staff_flow_solutions.shtml





			


			


			1.2 Ensure height adjustable lecterns are provided for employees (at the welcome point, assistance point and team leader observation point) minimize awkward positions


			Regional Accommodation Asset Management (RAAM) 


			Ongoing – based on office refit schedules 


			


			As office refit projects are carried out, RAAM staff will utilize the Interior Design Standards (IDS) to ensure these offices have the appropriate ergonomic equipment to mitigate these risks.



All lecterns at the welcome point, assistance points and team leader observation points will be electronically height adjustable in new offices to facilitate a better client experience and respect ergonomic needs of employees.





			


			


			1.3 Provide citizens with a demonstration at the assistance point in advance of the citizen being directed to complete an activity at the Service Canada Workstation (SCWS).


			Local management


			Ongoing- based on office refit schedules 


			


			As office refit projects are carried out, an Assistance Point will be included in the Self Help Zones of SCCs.Refer to the “How-to” document entitled working in the Self Help Zone. 



http://intracom.hq-ac.prv/servicecanada/eng/work/sd/worktools/ipsem/self_help_zone.shtml








			


			


			1.4 Develop an Integrated Ergonomic Program (IEP) to support local managers  in providing information to employees on how to change postures / encourage employees to change postures regularly (e.g. standing / sitting, upright position / reaching, etc)


			National Occupational Health and Safety Unit 


			December 2010





			


			An IEP is being developed by the National Occupation Health & Safety.  Will publish the final document at the following site 



http://rhdcc-hrsdc.prv/eng/hrsb/hrs/ohs/topics/ergonomics.shtml





			2. Ergonomics - Static postures e.g. an employee may stand at a lectern or pod when in self-serve area or at the welcome point when clients do not require assistance


			B (C) for CSOs



C for Team Leaders



C for Managers


			2.1 Refer to 1.1


			Local Management


			Ongoing


			Number of Health & Safety incidents reported


			Occupation Health & Safety Unit will publish the final document at the following site 



http://rhdcc-hrsdc.prv/eng/hrsb/hrs/ohs/topics/ergonomics.shtml





			


			


			2.2 Refer to 1.4


			National Occupational Health and Safety Unit


			


			


			





			


			


			2.3 Provide anti-fatigue mats, foot rests, or specialized flooring at all lecterns where standing is encouraged. 


			Regional Accommodation Asset Management  


			Ongoing – based on office refit schedules


			


			As office refit projects are carried out, RAAM staff will utilize the Interior Design Standards to ensure these offices have the appropriate ergonomic equipment to mitigate these risks. 





			3. Ergonomics – Repetitive Motion – not applicable to PM 01 Citizen Service Officers (CSOs)


			B



For Team leaders and managers


			3.1 Refer to 1.4


			National Occupational Health and Safety Unit 


			Ongoing


			


			Occupation Health & Safety Unit will publish the final document at the following site 



http://rhdcc-hrsdc.prv/eng/hrsb/hrs/ohs/topics/ergonomics.shtml





			4. Biological – Communicable diseases (viral or bacteria)


			B for



PM 01



CSOs



C



For Team Leaders



C for Managers


			4.1 Ensure employees are familiar with the requirements of HRSDC’s Pandemic Flu plan 






			Local management


			Ongoing


			


			See Manager’s guide on Human Resource Issues for Pandemic Influenza



http://rhdcc-hrsdc.prv/eng/hrsb/hrs/ohs/virus/index.shtml





			


			


			4.2 Ensure employees have anti-bacterial dispensers and wipes at their disposal to decontaminate all equipment at SCC sites. 






			Local Management


			Ongoing


			


			





			5. Psychosocial – Interaction with intimidating clients


			C


			5.1 Ensure that all SCC employees operating in the service delivery areas complete the online/classroom training modules on “How to deal with distressed and difficult client behaviours”.


If possible, preference should be given to classroom training when operationally feasible.


			Local management 


			Based on availability of classroom course.


			Number of Health & Safety incidents reported


Incidents reports from security 


			Departmental Security Policy and Procedures Manual



Appendix 4. Personal Security Guidelines for Employees



http://intracom.hq-ac.prv/sc-isb-dsi/eng/security/security_manual2.shtml#app4


Guideline - Personal Safety in the Workplace



http://intracom.hq-ac.prv/sc-isb-dsi/eng/security/personal_safety_guideline.shtml


TBS Policy on Government Security - Sec. 10.10 Protection of employees



http://www.tbs-sct.gc.ca/pol/doc-eng.aspx?id=12322&section=text#sec10.10





			


			


			5.2 Blind spots in offices will be eliminated 


			Regional Accommodation Asset Management  


			Ongoing – based on office refit schedules 


			


			The IDS promotes and configures an open concept office where blind spots will be minimized and where required mirrors will be installed.









			


			


			5.3 Draft and distribute a Code of Conduct for clients 


			Director, Strategies and Policy, Integrated Channel Management  Directorate


			Winter/Spring 2011


			


			Develop strategy in collaboration with regions for distribution across the In-Person network. Possible use of the Digital Display Network.





			6. Psychosocial – interaction with verbally abusive or threatening clients


			C


			6.1 Refer to 5.1


			Local management 


			


			


			





			


			


			6.2 Refer to 5.3


			


			


			


			





			7. Psychosocial - Interaction with physically abusive clients


			C


			7.1 a) Ensure closed circuit video equipment (CCVE) where it currently exists is installed in the SCC and utilized properly.


7.1 b) In new and re-fit SCCs CCVE are to be installed.


			Local Management  


			Ongoing – based on office refit schedules 


			Number of Health & Safety incidents reported 



Incidents reports from security






			Signage indicating office is under video surveillance will be clearly posted. 



Refer to IDS Appendix 6 “Security Specifications” http://intracom.hq-ac.prv/en/cfob/amp/caam/policies/docs/IDS-Appendix_6-SecuritySpecifications.pdf








			


			


			7.2 a) Develop and publish a security standard for the purchase and use of CCVE.


7.2 b) Develop a training package that will support local management with clear roles and responsibilities for the service and upkeep of the CCVE


			Director - Corporate Security



Internal Integrity and Security 



Service Canada 


Director - Corporate Security



Internal Integrity and Security 



Service Canada


			March 2011


March 2011





			


			An approach for the appropriate use of CCVE to ensure a consistent application of this security tool will be developed. The IDS states that CCVE will be installed in all refit offices see IDS,  Appendix 6 “Security Specifications” http://intracom.hq-ac.prv/en/cfob/amp/caam/policies/docs/IDS-Appendix_6-SecuritySpecifications.pdf


The training package will be developed to support this tool.








			


			


			7.3 a) Ensure panic buttons/alarms are installed in all SCCs and functional


7.3 b) Develop a training package to ensure the proper response to panic button alarms.



7.3 c) Emergency equipment must meet industry standards.


			Corporate Asset and Accommodation Management



Director - Corporate Security



Internal Integrity and Security 



Service Canada


Corporate Asset and Accommodation Management






			Ongoing – based on office refit schedules 


March 2011


Ongoing – based on office refit schedules


			


			Alarm systems should be tested periodically 


Where a panic button is linked to a strobe light to indicate a problem in the front-end, it must be replaced immediately by another product that meets industry standards. 


Refer to IDS Appendix 6 Security Specifications  http://intracom.hq-ac.prv/en/cfob/amp/caam/policies/docs/IDS-Appendix_6-SecuritySpecifications.pdf








			


			


			7.4  A Team Leader Observation Point is a standard furniture element in the IDS and will be in all medium, large, and very large SCCs 


			Regional Accommodation Asset Management  


			Ongoing – based on office refit schedules 


			


			Refer to  IDS 


As per REA assessment report p. 26 psychosocial recommendations – “The addition of a team leader observation point will reduce the likelihood that a difficult situation escalates into workplace violence” when and where a Team Leader is present.





			


			


			7.5 Identify and educate employees on exit strategies in case of dangerous situations. 



The non-public zone will be secured via key code or swipe card to ensure that members of the public can not gain unescorted access in all new and refit offices. 


			Local Management



Regional Accommodation Asset Management  


			Ongoing


Ongoing – based on office refit schedules


			


			Development of this design standard will comply to national fire and building codes.





			8. Other – Working Alone


			C


			8.1 Ensure employees are aware of emergency evacuation plans.


			Local Management






			Ongoing






			


			A building emergency plan and fire plan will be posted in all SCCs and provide accurate escape routes.


A minimum of two exits must be provided for employees as per lease agreements





			9. Other – Slips/Trips/Falls


			C


			9.1 Install slip resistant mats in areas where employees or clients enter an SCC


			Local Management


			Ongoing based on refit schedules


			Number of Health & Safety incidents reported


			Through local OHS committees this will be monitored.








A









B









C









D














� Hazard Identification for the In-Person Service Experience Model at Service Canada Centres p. 22 section 7.2.1 ****PLEASE NOTE: The hazard rankings in parentheses represent what  REA would expect the hazard ranking to be once the IPSEM and Interior Design Standards (IDS) are fully implemented
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Plan d’action de gestion


pour


L’identification du risque pour le Modèle de services à la clientèle en personne 



 dans les Centres Service Canada 



Préparé par : Direction de la gestion intégrée des modes de service – équipe du Modèle de services à la clientèle en personne


Introduction



En janvier 2010, Ressources humaines et Développement des compétences Canada (RHDCC) a retenu les services de Resource Environmental Associates (REA), au nom de Service Canada, pour identifier et évaluer les risques découlant de la mise en œuvre complète du Modèle de service à la clientèle en personne (MSCEP) et auxquels pourraient être confrontés les employés des Centres Service Canada (CSC). En plus d’évaluer le MSCEP, REA a également évalué la conception physique et l’aménagement des CSC. De ce fait, les normes d’aménagement intérieur (NAI) ont aussi été évaluées par défaut puisqu’elles découlent des exigences opérationnelles établies dans le MSCEP.



Le projet a exigé la visite de six CSC situés au Québec et au Nouveau‑Brunswick. Les observations portent sur l’aménagement et la conception ainsi que sur les activités exécutées par les agents de service aux citoyens (ASC) (PM-01), les chefs d’équipe (PM-03) et les gestionnaires des services (PM-05) qui travaillent dans un CSC. 



Le rapport d’évaluation étant maintenant terminé, le plan d’action de gestion suivant, fondé sur les risques identifiés, a été élaboré. Ce plan sera utilisé pour garantir que les risques identifiés ont été réduits, lorsque nécessaire, ou ont fait l’objet de mesures visant à les limiter. Ces mesures, définies dans le présent plan d’action de gestion, faciliteront l’orientation du MSCEP et des NAI.



Voici ci‑dessous les définitions des risques par ordre d’importance qui ont été utilisées par RHDCC pour identifier tous les risques et les exercices d’évaluation au Ministère.


Niveaux de risque





Ces risques sont les plus élevés et ils exigent un plan d’action pour définir et appliquer des mesures préventives. Ils doivent être gérés en priorité car ils pourraient entraîner une blessure invalidante importante si l’on ne prend pas des mesures de prévention suffisantes.






Ces risques doivent également faire l’objet d’une attention immédiate. Un plan d’action doit être élaboré pour mettre en œuvre les mesures de prévention appropriées.



 Il s’agit de risques ayant un niveau de gravité relativement faible. Il ne faut pas faire abstraction de ce groupe de risques, mais il ne s’agit pas d’une priorité.



 Il s’agit des risques au niveau le plus faible, mais il ne faut pas en faire abstraction. Un plan d’action immédiate n’est pas requis.



Le tableau qui suit présente la portée de chaque colonne.


			RISQUE


			IMPORTANCE DU RISQUE


			ACTION


La mesure requise pour réduire la probabilité que le risque se produise au niveau le plus bas possible


			RESPONSABILITÉ


Qui est chargé de s’assurer que ces mesures sont appliquées


			DATES CIBLES Quand ces mesures requises doivent être prises


			SURVEILLANCE DE L’EFFICACITÉ



Quelles sont les tendances à surveiller?


			COMMENTAIRES








			RISQUE


			IMPORTANCE DU RISQUE


			MESURE






			RESPONSABILITÉ





			DATES CIBLES





			SURVEILLANCE DE L’EFFICACITÉ






			COMMENTAIRES





			1. Ergonomique – Postures incommodes, p. ex., un employé peut travailler à un poste d’accès qui n’est pas ergonomique ou un employé peut devoir se pencher pour aider un client à un ordinateur dans une zone de libre‑service.


			B (C) pour PM-01


Agents de service aux citoyens



C pour 


PM-03



Chefs d’équipe


C pour PM05 Gestionnaires


			1.1 Favoriser les rotations régulières des postes de travail des ASC dans les trois zones de service.


			Gestion locale


			En permanence


			Nombre d’incidents liés à la santé et la sécurité qui ont été signalés.


			





			


			


			1.2 S’assurer que des lutrins à hauteur réglable soient fournis aux employés (au point d’accueil, au point d’assistance et au point d’observation du chef d’équipe) pour minimiser les postures incommodes.


			Gestion des installations et des biens régionaux (GIBR) 


			En permanence – En fonction du calendrier de réaménagement des bureaux.


			


			Revoir la page intranet du MSCEP pour – solutions de mouvement des employés



 http://intracom.hq-ac.prv/servicecanada/eng/work/sd/worktools/ipsem/staff_flow_solutions.shtml


Au fur et à mesure que les projets de réaménagement des bureaux sont réalisés, le personnel de la GIBR s’assurera que les normes d’aménagement intérieur (NAI) sont respectées afin que les bureaux soient dotés d’un équipement ergonomique adéquat en vue d’atténuer ces risques. 


La hauteur de tous les lutrins dans les zones d’accueil, les points d’assistance et les points d’observation des chefs d’équipe sera ajustée électroniquement dans les nouveaux bureaux pour pouvoir mieux servir les clients et répondre aux besoins ergonomiques des employés. 





			


			


			1.3 Offrir aux citoyens une démonstration au point d’assistance sur le fonctionnement du poste de travail de Service Canada (PTSC) avant qu’ils n’aillent eux‑mêmes compléter une activité à l’un de ces postes. 


			Gestion locale


			En permanence – En fonction du calendrier de réaménagement des bureaux.


			


			Au fur et à mesure que les projets de réaménagement sont réalisés, un point d’assistance sera installé dans les zones de libre‑service des CSC.  



Consulter le document d’orientation intitulé « Comment travailler dans la zone de libre‑service ». 



http://intracom.hq-ac.prv/servicecanada/eng/work/sd/worktools/ipsem/self_help_zone.shtml








			


			


			1.4 Élaborer un Programme d’ergonomie intégré (PEI) afin d’aider les gestionnaires locaux à renseigner les employés sur la façon de changer leur posture, les encourager à changer de posture régulièrement (p. ex., debout/assis, se lever/s’étirer pour atteindre des objets hors de la portée immédiate, etc.)


			Unité nationale de la santé et sécurité au travail  


			Décembre 2010






			


			Santé et sécurité au travail élabore actuellement un Programme d’ergonomie intégré (PEI) et publiera le document final sur le site suivant :


http://rhdcc-hrsdc.prv/eng/hrsb/hrs/ohs/topics/ergonomics.shtml





			2. Ergonomique – Postures statiques 



p. ex., un employé peut travailler debout à un lutrin ou un espace modulaire dans la zone libre‑service ou dans la zone d’accueil lorsque les clients n’ont pas besoin d’aide.


			B (C) pour les agents de service aux citoyens


C pour les chefs d’équipe


C pour les gestionnaires


			2.1 Consulter la section 1.1


			Gestion locale


			En permanence


			Nombre d’incidents liés à la santé et la sécurité qui ont été signalés.


			Santé et sécurité au travail publiera le document final sur le site suivant :


http://rhdcc-hrsdc.prv/eng/hrsb/hrs/ohs/topics/ergonomics.shtml





			


			


			2.2 Consulter la section 1.4


			Unité nationale de la santé et sécurité au travail  


			


			


			





			


			


			2.3 Fournir des tapis antifatigue et des repose‑pieds ou installer un revêtement de sol spécial pour tous les lutrins où la station debout est encouragée. 


			Gestion des installations et des biens régionaux


			En permanence – En fonction du calendrier de réaménagement des bureaux.


			


			Au fur et à mesure que les projets de réaménagement des bureaux sont réalisés, le personnel de la GIBR s’assurera que les normes d’aménagement intérieur (NAI) sont respectées afin que les bureaux soient dotés d’un équipement ergonomique adéquat en vue d’atténuer ces risques. 









			3. Ergonomique – Mouvements répétitifs – ne s’applique pas aux agents de service aux citoyens (ASC)


			B pour les chefs et les gestionnaires 


			3.1 Consulter la section 1.4


			Unité nationale de la santé et de la sécurité au travail  


			En permanence


			


			Santé et sécurité au travail publiera le document final sur le site suivant :


http://rhdcc-hrsdc.prv/eng/hrsb/hrs/ohs/topics/ergonomics.shtml





			4. Biologique – Maladies transmissibles (virales ou bactériennes)


			B pour les


PM 01



ASC


C pour les chefs d’équipe


C pour les gestionnaires


			4.1 Veiller à ce que les employés connaissent les exigences du plan de lutte contre la pandémie de RHDCC 





			Gestion locale 


			En permanence


			


			Consulter le Guide du gestionnaire sur les questions de ressources humaines en cas de grippe pandémique


http://rhdcc-hrsdc.prv/eng/hrsb/hrs/ohs/virus/index.shtml





			


			


			4.2 Veiller à ce que les employés aient des distributeurs de solutions antibactériennes et des chiffons pour décontaminer tout l’équipement à tous les bureaux de CSC. 






			Gestion locale


			En permanence


			


			





			5. Psychosocial – Interaction avec des clients intimidants


			C


			5.1 S’assurer que tous les employés des CSC qui travaillent dans le secteur de la prestation de services complètent les modules de formation en ligne/en classe « Traiter avec les clients en détresse ou ayant des comportements difficiles »



Si cela est possible sur le plan opérationnel, la formation en classe devrait être privilégiée.


			Gestion locale


			En fonction de la disponibilité des salles de classe. 


			Nombre d’incidents liés à la santé et la sécurité qui ont été signalés. 



Rapports d’incidents de la sécurité. 


			Manuel des politiques et méthodes de sécurité



Annexe 4. Lignes directrices concernant la sécurité personnelle des employés



http://intracom.hq-ac.prv/sc-isb-dsi/eng/security/security_manual2.shtml#app4


Directives sur la sécurité personnelle au travail 



http://intracom.hq-ac.prv/sc-isb-dsi/eng/security/personal_safety_guideline.shtml


Politique du SCT sur la Sécurité – Art. 10.10 Protection des employés



http://www.tbs-sct.gc.ca/pol/doc-fra.aspx?id=12322&section=text#sec10.10





			


			


			5.2 Les angles morts dans les bureaux seront éliminés.






			Gestion des installations et des biens régionaux






			En permanence – En fonction du calendrier de réaménagement des bureaux.






			


			Les  NAI favorisent et configurent le concept de bureau ouvert où les angles morts sont réduits et, si c’est requis, des miroirs seront installés.









			


			


			5.3 Rédiger et distribuer un code de conduite à l’intention des clients






			Directeur/directrice



Stratégies et politique, Direction de la gestion intégrée des modes de service


			Hiver/printemps 2011


			


			Élaborer une stratégie en collaboration avec les régions afin de la diffuser dans le réseau de prestation de services en personne. Utilisation possible du réseau d’affichage numérique.





			6. Psychosocial – Interaction avec des clients violents verbalement ou menaçants


			C


			6.1 Consulter la section 5.1






			Gestion locale


			


			


			





			


			


			6.2 Consulter sa section 5.3






			


			


			


			





			7. Psychosocial – Interaction avec des clients physiquement violents


			C


			7.1 a) Veiller à ce que lorsqu’il y a un équipement vidéo en circuit fermé, celui‑ci fonctionne et est utilisé correctement.


7.1 b) Un équipement vidéo en circuit fermé sera installé dans les nouveaux CSC et ceux en réaménagement.


			Gestion locale


			En permanence – En fonction du calendrier de réaménagement des bureaux.


			Nombre d’incidents liés à la santé et la sécurité qui ont été signalés. 



Rapports d’incidents de la sécurité 





			Des panneaux doivent clairement indiquer que le bureau est sous surveillance vidéo. 



Consulter l’annexe 6 des NAI : « Spécifications relatives à la sécurité » 


 http://intracom.hq-ac.prv/en/cfob/amp/caam/policies/docs/IDS-Appendix_6-SecuritySpecifications.pdf








			


			


			7.2 a) Élaborer et publier une norme de sécurité relativement à l’achat et à l’utilisation d’un équipement vidéo à circuit fermé.  


7.2 b) Élaborer, pour aider la direction locale, une trousse de formation qui définira clairement les rôles et les responsabilités relativement au service et à l’entretien de l’équipement vidéo à circuit fermé.


			Directeur/directrice – Sécurité ministérielle


Sécurité et intégrité interne 



Service Canada 


Directeur/directrice – Sécurité ministérielle



Sécurité et intégrité interne 



Service Canada 






			Mars 2011


Mars 2011





			


			Une approche pour l’utilisation de l’équipement vidéo à circuit fermé visant à assurer une application cohérente de cet outil de sécurité sera élaborée. La DGI demande qu’un équipement vidéo à circuit fermé soit installé dans tous les bureaux réaménagés. Consulter l’annexe 6 des NAI : « Spécifications relatives à la sécurité »


http://intracom.hq-ac.prv/en/cfob/amp/caam/policies/docs/IDS-Appendix_6-SecuritySpecifications.pdf


La trousse de formation sera conçue pour appuyer cet outil. 





			


			


			7.3 a) Veiller à ce que des boutons de panique/alarme soient installés et en état d’utilisation dans tous les CSC.



7.3 b) Élaborer une trousse de formation pour garantir une intervention adéquate en cas de déclenchement de l’alarme.



7.3 c) Le matériel d’urgence doit répondre aux normes de l’industrie.






			Gestion des installations et des biens ministériels 


Directeur/directrice – Sécurité ministérielle



Sécurité et intégrité interne 



Service Canada 



Gestion des installations et des biens ministériels 






			En permanence – En fonction du calendrier de réaménagement des bureaux.


Mars 2011



En permanence – En fonction du calendrier de réaménagement des bureaux


			


			Les systèmes d’alarme doivent être vérifiés régulièrement.


Lorsqu’un bouton panique est branché à une lumière  stroboscopique afin d’indiquer qu’il y a un problème à l’avant, celle‑ci doit être remplacée immédiatement par un autre produit qui répond aux normes de l’industrie.



Consulter l’annexe 6 des NAI : « Spécifications relatives à la sécurité » 



 http://intracom.hq-ac.prv/en/cfob/amp/caam/policies/docs/IDS-Appendix_6-SecuritySpecifications.pdf





			


			


			7.4 Un point d’observation du chef d’équipe est un élément de mobilier standard des NAI et il sera installé dans chaque grand et très  grand CSC, ainsi que dans ceux de taille intermédiaire. .


			Gestion des installations et des biens régionaux


			En permanence – En fonction du calendrier de réaménagement des bureaux


			


			Consulter les NAI


Conformément aux recommandations relatives aux risques psychosociaux du rapport d’évaluation de REA (p. 28), « l’ajout d’un point d’observation destiné au chef d’équipe réduira la probabilité qu’une situation difficile ne dégénère en violence en milieu de travail » lorsqu’un chef d’équipe est présent.





			


			


			7.5 Informer les employés sur les différents moyens de sortir lors d’une situation d’urgence.


L’accès à la zone interdite au public sera sécurisé au moyen d’un code d’identification ou d’une carte magnétique de façon à ce que les citoyens ne puissent pénétrer sans être accompagnés dans tous les nouveaux bureaux et tous les bureaux réaménagés.


			Gestion locale


Gestion des installations et des biens régionaux


			En permanence


En permanence – En fonction du calendrier de réaménagement des bureaux


			


			L’élaboration de cette norme de conception sera conforme au code de prévention des incendies et au code du bâtiment.  









			8. Autre – Travailler seul


			C


			8.1 Veiller à ce que les employés connaissent les plans d’évacuation d’urgence. 






			Gestion locale 



 


			En permanence


			


			





			9. Autre – Glissements, trébuchements, chutes


			C


			9.1 Des tapis antidérapants seront installés dans les zones où les employés ou les clients entrent dans un CSC.


			Gestion locale


			En permanence – En fonction du calendrier de réaménagement des bureaux


			Nombre d’incidents liés à la santé et la sécurité qui ont été signalés


			La surveillance sera assurée par les comités de SST locaux.








A









B









C









D














� Identification du risque pour le Modèle de services à la clientèle en personne aux Centres Service Canada p. 22 section 7.2.1 ****VEUILLEZ NOTER : les cotes de risque entre parenthèses représentent les cotes que REA espérerait obtenir une fois que le MSCEP et les normes d’aménagement intérieur (NAI) sont entièrement mises en oeuvre. 









Présenté le 21 juin 2010 – Comité national d’orientation en matière de santé et sécurité


Présenté le 2 décembre 2010 – Équipe de la haute direction
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		Office Profile		Address		City		Prov		Area Director		Manager		Team Leader
On-Site Contact		BCP Maintenance 
Contact		Building Management
(Landlord)

		Brooks SCC (4875)		Cassils Shopping Plaza
2, 608 - 2 Street, W
Brooks, AB  T1R 1A8		Brooks		AB		Steve Windlinger
(W) 403-292-4020
(C) 403-701-5997
BB PIN 303889F9		Kathy Edwards
(W) 403-292-5535
(C) 403-874-0743
BB PIN 30346ADI		Carla Yewchuk
(W) 403-363-2065
(C) 403-363-8568 
BB PIN		Tania Escalante
(W) 403-292-4021		Emergent Investments
Mark Pellerin
(W) 403-427-1059

		Calgary - Centre SCC (4802)		Harry Hayes Bldg, 
220 - 4th Avenue, SE
Calgary, AB  T2G 4X3		Calgary		AB		Steve Windlinger
(W) 403-292-4020
(C) 403-701-5997
BB PIN 303889F9		Lorie Legge
(W) 403-292-5500
(C) 403-874-00782		Steve Windlinger
(W) 403-292-4020
(C) 403-701-5997
BB PIN 303889F9		Tania Escalante
(W) 403-292-4021		Maple Leaf Property Management Limited Partnership
Jean Lekopoy
(W) 403-619-8120 
jlekopoy@mlpm.ca

		Calgary - East SCC (4810)		Marlborough Mall
1502, 515 Marlborough Way, NE
Calgary, AB  T2A 7E7		Calgary		AB		Steve Windlinger
(W) 403-292-4020
(C) 403-701-5997
BB PIN 303889F9		Michelle Luctkar
(W) 403-292-5840
(C) 403-874-0967		Lorna Vennard
(W) 403-292-6194
(C) 403-852-3859
BB PIN		Tania Escalante
(W) 403-292-4021		20 Vic Management
Troy Stoushnow
(W) 403-207-6207
tstoushnow@20vic.com

		Calgary - North SCC (4803)		One Executive Place
1816 Crowchild Trail, NW
Calgary, AB  T2M 3Y7		Calgary		AB		Bob Coe
(W) 403-292-6324
(C) 403-554-4904
BB PIN  3OF2DE3A		Joan Elvey
(W) 403-292-5484 
(C) 403-510-8491		Janice Prpich
(W) 403-292-4848
(C) 403-801-3548		Tania Escalante
(W) 403-292-4021		G.W.L. Realty
Jeeban Mangat
(W) 403-777-0393

		Calgary - South SCC (4804)		Fisher Park II
6712 Fisher Street, SE
Calagary, AB  T2H 2A7		Calgary		AB		Steve Windlinger
(W) 403-292-4020
(C) 403-701-5997
BB PIN 303889F9		Brenda Draper-Hanley
(W) 403-509-1666 
(C) 403-826-1409		Martin Allard
(W) 403-509-1606
(C) 403-801-3953		Tania Escalante
(W) 403-292-4021		G.W.L. Realty
Jeeban Mangat
(W) 403-777-0393

		Camrose SCC (4821)		Federal Building 
2nd Floor, 4901 - 50 Avenue
Camrose, AB  T4V 0S2		Camrose		AB		Marcia Lee
(W) 403 341-7102
(C)  403 505-7138
BB PIN 3037156D		Susan Thompson
(W) 403-341-7153
(C) 403-357-0767		Lyndi Raymond
(W)  780 679-5035  
(C)   780 678-5512		Tracy Green
(W) 403-309-4959
(C) 403-877-7784		Roman Paziuk
(W)  780 475-6220  
(C)   780 914-5550
alternate
Darrell 780-975-0093 (C) or 780-471-2952

		Canmore SCC (4720)		Canmore Gateway Shops
Bldg C, 113, 802 Bow Valley Trail
Canmore, AB  T1W 1N6		Canmore		AB		Steve Windlinger
(W) 403-292-4020
(C) 403-701-5997
BB PIN 303889F9		Kathy Edwards
(W) 403-292-5535
(C) 403-874-0743		Clare Elsbett
(W) 403-609-6125
(C) 403-609-8537		(W)
(C)
(H)
BB PIN

		Edmonton - (FMC) File Management Centre		17412 - 116 Ave
Edmonton, AB		Edmonton		AB		Kelvin Mathuik
(W) 780-495-4870
(C) 780-913-5666
BB PIN 300E9CB3		Jamie Johnston
(W) 780-495-2675
(C) 780-975-2634

Andy Northrup, A/Manager		Sandy Saunders
(W) 780-495-7532
(C) 780-690-3069		Carli Genoe
(W) 780-495-7932		David Whalen
PWGSC Property Manager
(W) 780-497-3900
(C) 780-497-3842
Paul Wong (Owner)
(C) 780-903-8082

		Edmonton - Call Centres for CPP/OAS (4643) and EI (4744)		Capital Boulevard Building 
7th Floor, 10044 – 108 Street
Edmonton, AB T5J 3S7
Mail:  1440, 9700 Jasper Avenue, Edmonton, AB  T5J 4C1		Edmonton		AB		Bob Coe
(W) 403-292-6324
(C) 403-554-4904
BB PIN 3OF2DE3A		Cindy Danyluk
(W) 780-495-8235
(C) 780-217-3718		Cindy Danyluk
(W) 780-495-8235
(C) 780-217-3718		(W)
(C)
(H)
BB PIN		Dundee Realty Management Group
Brenda Middagh, Sr. Property Manager
 780-423-4805 ext 222

		Edmonton - Canada Place RHQ (4700)		Canada Place, 
1440, 9700 Jasper Avenue, NW
Edmonton, AB  T5J 4C1		Edmonton		AB		John Jackson
(W) 780-495-7690
(C) 780-499-0459
BB PIN 3222895C		Anne Milne
(W) 780-495-2740
(C) 780-554-4617		John Jackson
(W) 780-495-7690
(C) 780-499-0459
BB PIN 3222895C		Cindy Warwick
(W) 780-495-4369		Maple Leaf Property Mgmt Ltd.
Property Mgr:  Carla Towstego-Desousa
(W) 780-822-6011
(C) 780-822-6010 (Leslie Truman)
(F) 780-429-1310

		Edmonton - Canada Place SCC (4754)		Canada Place, 
260, 9700 Jasper Avenue, NW
Edmonton, AB  T5J 4C1		Edmonton		AB		Debra Pynten
(W) 780-495-3481
(C) 780-910-0195
BB PIN 300CAF24		Lorraine Crowder
(W) 780-495-3290
(C) 780-717-9147
BB PIN  303030E2		(W)
(C)
(H)
BB PIN		Cindy Warwick
(W) 780-495-4369		Maple Leaf Property Mgmt Ltd.
Property Mgr:  Carla Towstego-Desousa
(W) 780-822-6011
(C) 780-822-6010 (Leslie Truman)
(F) 780-429-1310

		Edmonton - Canada Place SCCY		Canada Place, 
Concourse, 9700 Jasper Avenue, NW
Edmonton, AB  T5J 4C1		Edmonton		AB		Debra Pynten
(W) 780-495-3481
(C) 780-910-0195
BB PIN 300CAF24		Lorraine Crowder
(W) 780-495-3290
(C) 780-717-9147
BB PIN  303030E2		Trese Biddiscombe
(W)
(C)
(H)
BB PIN		Cindy Warwick
(W) 780-495-4369		Maple Leaf Property Mgmt Ltd.
Property Mgr:  Carla Towstego-Desousa
(W) 780-822-6011
(C) 780-822-6010 (Leslie Truman)
(F) 780-429-1310

		Edmonton - Meadowlark SCC (4753)		Meadowlark Shopping Centre
120, 15710 - 87 Avenue, NW
Edmonton, AB  T5R 5W9
Mail:  P.O. Box 1106, Edmonton, AB  T5J2M1		Edmonton		AB		Debra Pynten
(W) 780-495-3481
(C) 780-910-0195
BB PIN 300CAF24		Lorraine Crowder
(W) 780-495-3290
(C) 780-717-9147
BB PIN  303030E2		Barbara Edmundson
(W)780-495-6494
(C)780-887-1345		Carli Genoe
(W) 780-495-7932
or
Jewell Estes
(W) 780-495-7958		Strategic Group
Service: 1-888-770-2301             
(W) 780-454-8018
(F) 780-454-8818
E-mail: service@strategic-group.ca

		Edmonton - Millbourne SCC (4820)		148 Millbourne Market Mall
38 Avenue & Millwoods Road
Edmonton, AB   T6K 3L6		Edmonton		AB		Debra Pynten
(W) 780-495-3481
(C) 780-910-0195
BB PIN 300CAF24		Lorraine Crowder
(W) 780-495-3290
(C) 780-717-9147
BB PIN  303030E2		Marilyn MacKay
(W) 780-495-2373
(C) 780-868-1240		Debra Pynten
(W) 780-495-3481
(C) 780-910-0195
BB PIN 300CAF24		SNC-Lavanlin ProFac
Daniel Lynch, Mall Manager
(W) 780-462-3333

		Edmonton - North SCC (4752)		Northgate Centre 
2000, 9499 - 137 Avenue, NW
Edmonton, AB  T5E 5R8		Edmonton		AB		Debra Pynten
(W) 780-495-3481
(C) 780-910-0195
BB PIN 300CAF24		Lorraine Crowder
(W) 780-495-3290
(C) 780-717-9147
BB PIN  303030E2		Robert Gillis
(W) 780-495-7609
(C) 780-910-4811		Robert Gillis
(W) 780-495-7609
(C) 780-910-4811		SNC-Lavanlin ProFa
Adam El Safadi , Mall Manager
(W) 780-377-2532

		Edmonton - Processing CPP Disability		Standard Life Bldg, 
500-10405 Jasper Ave
Edmonton, AB  T5J 3N4		Edmonton		AB		Denise Montpellier
(W) 780-495-6272
(C) 780-991-2806
BB PIN: 801FC40F		Kim Duke
(W) 780-495-5093
(C) 780-720-7496
BB PIN 302D84F2		Stephanie Tempest
(W) 780-495-5972
(C) 780-619-1956
BB PIN: 302D84F0		SNC LAVALIN PROFAC Marilyn de Athe,               (W) 780-442-2995		Standard Life Assurance Company of Canada
Darrin Geddes 
(W) 780-944-1152

		Edmonton - Roper Ridge (4764)		5605 - 70 Street, NW
Edmonton, AB  T6B 3P6		Edmonton		AB		Ron Koster
(W) 780-495-3336
(C) 780-719-9585
BB PIN 23947B2A		Linda Wilderman
(W) 780-442-3970
(C) 780-720-4355		Linda Wilderman
(W) 780-442-3970
(C) 780-720-4355		Lauralee Swanson
(W) 780-495-8283

		Edmonton - Warehouse (Lee Valley)		18403 - 104 Avenue, NW
Edmonton, AB  T5S 2V8		Edmonton		AB		Debbie Peckham
(W) 604-666-0471
(C) 604-290-2185		Barry Lagerstrom
(W) 604-666-7183
(C) 604-312-1329
BB PIN 30BEE161		Barb Cartwright
(W) 780-495-5255
(C) 780-914-6946		(W)
(C)
(H)
BB PIN

		Ei Compassionate Care Benefits Claims Processing Centre for BC/Alberta/Territories		Argyll Centre
6325 Gateway Blvd., NW
Edmonton, AB  T6H 5H6		Edmonton		AB		Kelvin Mathuik
(W) 780-495-4870
(C) 780-913-5666
BB PIN 300E9CB3		Craig Canon
(W) 780-495-3841		Craig Canon
(W) 780-495-3841		(W)
(C)
(H)
BB PIN

		Edson SCC (4818)		4905 - 4 Avenue
Edson, AB  T7E 1T1		Edson		AB		Gerard Crocker
(W) 780-538-8407
(C) 780-518-9037		Helen Napier
(W) 80-830-5259
(C) 780-933-9497
BB PIN  300E996D		Melissa Spencer
(W) 780-723-5289
(C) 780-728-2499		Lynn Spicer
(W) 780-830-5277
(C) 780-402-1654
BB PIN 301BDFC1		D.R. Anderson  Holdings Ltd. 
Steve Matthews 780-723-4132    
cell 780-7233414

		Fort McMurray SCC (4825)		Provincial Building
Main Floor, 9915 Franklin Avenue
Fort McMurray, AB  T9H 2K4		Fort McMurray		AB		Gerard Crocker
(W) 780-538-8407
(C) 780-518-9037		Lynn Spicer
(W) 780-830-5277
(C) 780-402-1654
BB PIN 301BDFC1		Judy Collier
(W) 780-799-3964
(C)  780-742-4587		Lynn Spicer
(W) 780-830-5277
(C) 780-402-1654
BB PIN 301BDFC1		SNC Lavalin PROFAC    
Building Manager Robert SOBKOWICH
780-588-0101

		Grande Prairie SCC (4819)		Towne Centre Mall
Suite 100- 9845 99 Avenue
Grande Prairie, AB  T8V 0R3		Grande Prairie		AB		Gerard Crocker
(W) 780-538-8407
(C) 780-518-9037		Lynn Spicer
(W) 780-830-5277
(C) 780-402-1654
BB PIN 301BDFC1		Suzanne Leger
(W) 780-830-5275
(C) 780-978-2181		Lynn Spicer
(W) 780-830-5277
(C) 780-402-1654
BB PIN 301BDFC1		Town Centre Mall, 
Owner Alec Houssain
780-513-2554
cell 780-817-0204 
or Carol Nolan 780-538-2928

		Lethbridge SCC (4860)		Crowsnest Trail Plaza
101, 920 - 2A Avenue, N
Lethbridge, AB  T1H 0E3		Lethbridge		AB		Steve Windlinger
(W) 403-292-4020
(C) 403-701-5997
BB PIN 303889F9		Kathy Edwards
(W) 403-292-5535
(C) 403-874-0743
BB PIN 30346ADI		Lanna Mason
(W) 403-292-5535
(C) 403-874-0743		Tania Escalante
(W) 403-292-4021		Quest Support Services Inc
Len Reis
(W) 403-394-5661

		Lloydminster SCC (4862)		5016-48 Street
Lloydminster, AB  T9V 0H8		Lloydminster		AB		Marcia Lee
(W) 403-341-7102
(C)  403-505-7138
BB PIN 3037156D		Susan Thompson
(W) 403-341-7153
(C) 403-357-0767		Germaine Krawchuk
(W)  780-808-2445
(C)   780-808-1456		Tracy Green
(W) 403-309-4959
(C) 403-877-7784		Paul Richer
(W)  780-875-7550
(C)   780-871-1905 (after hrs)
Fax: 780-875-7862

		Medicine Hat SCC (4807)				Medicine Hat		AB		Steve Windlinger
(W) 403-292-4020
(C) 403-701-5997
BB PIN 303889F9		Kathy Edwards
(W) 403-292-5535
(C) 403-874-0743
BB PIN 30346ADI		Karen Schamp
(W) 403-528-6873
(C) 403-502-9642		Tania Escalante
(W) 403-292-4021		Edon Mangement
Tony Duperrier
(W) 403-527-6199
(F) 403-527-4198

		Red Deer SCC (4808)		First Red Deer Place
4911 51st Street
Red Deer, AB  T4N 6V4		Red Deer		AB		Marcia Lee
(W) 403 341-7102
(C)  403 505-7138
BB PIN 3037156D		Susan Thompson
(W) 403-341-7153
(C) 403-357-0767		Kim Reznechenko
(W)  403-340-4273 
(C)   403-396-8605		Tracy Green
(W) 403-309-4959
(C) 403-877-7784		Reeve Martin
(W) 403-346-6970
(C) 403-872-9100
after hrs emerg #: 403-341-1668

		Slave Lake SCC (4750)		Sawridge Plaza, Box 760
100 Main Street South
Slave Lake, AB  T0G 2A3
Mail:  Box 760, Slave Lake, AB  T0G 2A0		Slave Lake		AB		Lynn Spicer
(W) 780-830-5277
(C) 780-402-1654
BB PIN 301BDFC1		Helen Napier
(W) 80-830-5259
(C) 780-933-9497
BB PIN  300E996D		Michelle Snow
(W) 780-849-8340
(C)  780-603-5002		Lynn Spicer
(W) 780-830-5277
(C) 780-402-1654
BB PIN 301BDFC1		Sawridge Plaza Mall
Manager Vera McCoy 
780-849-2790

		St. Paul SCC (4824)		5126 - 50 Avenue 
St. Paul, AB T0A 3A0
Mail:  Box 309, St Paul, AB  T0A 3A0		St. Paul		AB		Gerard Crocker
(W) 780-538-8407
(C) 780-518-9037		Lynn Spicer
(W) 780-830-5277
(C) 780-402-1654
BB PIN 301BDFC1		Simonne Pilote
(W) 780-645-9305
(C) 780 614-0487		Lynn Spicer
(W) 780-830-5277
(C) 780-402-1654
BB PIN 301BDFC1		SNC Lavalin ProFac    
Building Manager Harvery FAUCHER 
403-312-4672

		Abbotsford SCC (5944)		100, 32525 Simon Avenue
Abbotsford, BC V2T 6T6		Abbotsford		BC		Lucia MacLean
(W) 604-590-3346 (322)
(C) 604-785-7132
BB PIN 30302870		Laurel Schellenberg
(W) 604-854-5852 ext 214
(C) 604 314-8224
BB PIN 30244888		Barb Stewart
(W) 604 854-5852 ext 301
(C) N/A		Nisha Parmar
(W) 604 590-3346 ext 320
(C) N/A		Spinnaker Investments
Don Searle
(W) 250 764-1816
(P) 250 860-1100
(C) 250 869-6700

		Burnaby - BOR (5904)		5000 Kingsway Plaza – Phase II, 
5050 Kingsway
Burnaby, BC  V5H 4C2		Burnaby		BC		Pat Minichiello
(W) 604-437-3761 ext 220
(C) 604-999-2943
BB PIN  31344641		Bernice Cook
(W) 604-437-3761 ext 381
(C) 604-785-6407		Monique Lamoureux
(W) 604-666-6295
(C) 604-809-6961		Monique Lamoureux
(W) 604-666-6295
(C) 604-809-6961		WPJ McCarthy & Company
Steven J. McGavin 
604-437-6334
Tony Wagner
604-437-6335

		Burnaby PPS		100, 4259 Canada Way
Burnaby, BC  V5G 4Y2		Burnaby		BC		Pat Minichiello
(W) 604-437-3761 ext 220
(C) 604-999-2943
BB PIN  31344641		Michael Dennis
(W) 604-437-3761 x255
(C) 778-887-4917		(W) 
(C) 
(H) 
BB PIN		Grace Teo
(W) 604-945-1626
(C)  604-505-3033		Jeff Fallah – Senior Building Operator
Arcturus Realty 
(W) 604-694-0632
(C) 604-761-8552

		Burnaby SCC		Suite 100 Discover Place
3480 Gilmore Way,
Burnaby, BC V5G4Y1		Burnaby		BC		Tim Low
(W) 604-945-1610
(C) 604-312-4314
BB PIN 302D7A77		Jane Billington
(W) 604-945-1700
(C) 604-230-0882
BB PIN  30C85F84		Sargy Chima
(W) 604-437-3761 ext 225
(C) 604-341-4714

		Campbell River SCC (5920)		101, 950 Alder Street
Campbell River, BC  V9W 2P8		Campbell River		BC		Darren Ash
(W) 250-220-3119
(C) 250-208-1560
BB PIN 3033C4D7		Carolynn Orchard
(W) 250-754-0222 ext 312
(C) 250-713-5448
BB PIN 30BEBBAE		Lorna Wallace
(W) 250-334-3151 ext 334
(C) 250-897 5153		Krista Frew
(W) 250-754-0222 ext 306		Jim Dobson
250-287-2200
jimdobinson@telus.net

		Chilliwack SCC (5942)		45860 Cheam Avenue 
Chilliwack, BC  V2P 1N6		Chilliwack		BC		Lucia MacLean
(W) 604-590-3346 (322)
(C) 604-785-7132
BB PIN 30302870		Laurel Schellenberg
(W) 604-854-5852 ext 214
(C) 604-314-8224
BB PIN 30244888		Terrie Larsen
(W) 604-792-1371 ext 208
(C) 604-314-4085		Nisha Parmar
(W) 604 590-3346 ext 320		Dalex Property Inc.
Ray Evenson
(W) 604-780-6304

		Coquitlam SCC (5947)		100, 2963 Glen Drive
Coquitlam, BC  V3B 2P7		Coquitlam		BC		Tim Low
(W) 604-945-1610
(C) 604-312-4314
BB PIN 302D7A77		Jane Billington
(W) 604-945-1700
(C) 604-230-0882
BB PIN  30C85F84		Louise Whitney
(W) 604-945-1667
(C)  604-999-6759		Grace Teo
(W) 604-945-1626
(C)  604-505-3033		Shirley Gladstone
(W) 604-944-2963
(C)  604-619-1470

		Comox SCC (5921)		130 - 19 Street
Courtenay, BC  V9N 8S1		Courtenay		BC		Darren Ash
(W) 250-220-3119
(C) 250-208-1560
BB PIN 3033C4D7		Caroylnn Orchard
(W) 250-754-0222 ext 312
(C) 250-713-5448
BB PIN 30BEBBAE		Shauneen Wallace
(W) 250-334-3151 ext 329		Krista Frew
(W) 250-754-0222 ext 306		PWGSC
1-800-463-1850
Susan Trejo-Quinonez
604-775-9306

		Cranbrook SCC (5977)		1113 Baker Street
Cranbrook, BC  V1C 1A7		Cranbrook		BC		Steve Windlinger
(W) 403-292-4020
(C) 403-701-5997
BB PIN 303889F9		Kathy Edwards
(W) 403-292-5535
(C) 403-874-0743
BB PIN 30346ADI		Jocelyn Bates
(W) 250-489-4101 ext 219
(C) 250-427-6559		Tania Escalante
(W) 403-292-4021		Philip Jones
(W) 250-426-8211

		Dawson Creek SCC (5996)		103, 1508 - 102 Avenue
Dawson Creek, BC  V1G 2E2		Dawson Creek		BC		Gerard Crocker
(W) 780-538-8407
(C) 780-518-9037		Lynn Spicer
(W) 780-830-5277
(C) 780-402-1654
BB PIN 301BDFC1		(W) 
(C) 
(H)
BB PIN		Lynn Spicer
(W) 780-830-5277
(C) 780-402-1654
BB PIN 301BDFC1		Ken McIntyre or Gary Bratton 
(w) 250-561-2748  or 250-565-5183 
cell 250-640-4006

		Cowichan SCC (5918)		211 Jubilee Street
Duncan, BC  V9L 1W8		Duncan		BC		Darren Ash
(W) 250-220-3119
(C) 250-208-1560
BB PIN 3033C4D7		Michael Higgins
(W) 250-220-3206
(C) 250-889-1158
BB PIN 30242E9E		Linda Granger
(W) 250-748-5231 ext 316		Krista Frew
(W) 250-754-0222 ext 306		PWGSC
 Susan Trejo-Quinonez
 Property & Facility Manager
 1-800-463-1850 PWGSC Call Centre

		Kamloops Processing Centre		1150 Hillside Drive
Kamloops, BC  V2E 2N1		Kamloops		BC		Shirley Kimery
(W) 250-372-2515 ext 2209 
(C) 250-961-9109
BB PIN 30C85D5A		Julie Finley 
(W) 250-372-2515 ext 2219 
(C) 250-320-2617		Jacquie Phillips
(W) 250-828-6841 x252		Betty Paxton
(W) 250-372-2515 ext 2257		CML Properties
 200-180 Seymour St
 Kamloops BC V2C 2E2 
 250-372-1232 x 103

		Kamloops SCC (5986)		200, 317 Seymour Street
Kamloops, BC  V2C 2E8		Kamloops		BC		Shirley Kimery
(W) 250-372-2515 ext 2209 
(C) 250-961-9109
BB PIN 30C85D5A		Shauna Krauss
(W) 250-372-2515 ext 2228
(C) 250-613-8922
BB PIN 301B4E28		Jean Crowder
(W) 250-372-2515 ext 2226		Betty Paxton
(W) 250-372-2515 ext 2257		PWGSC: 1-800-463-1850
SCN Lavalin O&M
200, 180 Seymour Street
(W) 250-314-9752		updated 11/02/04

		Kelowna SCC (5987) (includes Labour)		306, 471 Queensway Avenue
Kelowna, BC  V1Y 6S5		Kelowna		BC		Shirley Kimery
(W) 250-372-2515 ext 2209 
(C) 250-961-9109
BB PIN 30C85D5A		Theresa Gray
(W) 250-762-3018 ext 204  
(C) 250-212-1905		Bridget Tansem
(W) 250-762-3018 ext 341
(C) 250-718-1947		Betty Paxton
(W) 250-372-2515 ext 2257		PWGSC: 1-800-463-1850
SCN Lavalin O&M
200, 180 Seymour Street
(W) 250-314-9752

		Langley SCC (5952)		Suite 102 - 8747 204th Street
Langley, BC V1M2Y5		Langley		BC		Lucia MacLean
(W) 604-590-3346 (322)
(C) 604-785-7132
BB PIN 30302870		Richard Ahlers
(W) 604 590-3346 ext 232
(C)  778 868-9018		Lesley Hutchings
(W) 604-888-4123 ext 300		Nisha Parmar
(W) 604 590-3346 ext 320
(C) N/A		Lark Group
Kyle Churchwell
(W) 604 576-2935
(C) 604 308-6537

		Langley Warehouse (CFOB)		Langley Warehouse		Langley		BC		Debbie Peckham
(W) 604-666-0471
(C) 604-290-2185		Barry Lagerstrom
(W) 604-666-7183
(C) 604-312-1329
BB PIN 30BEE161		Corey Weston
(W) 604-513-3701
(C) 604-862-0416		(W)
(C)
(H)
BB PIN

		Ridge Meadows SCC (5150)		22325 Lougheed Highway
Maple Ridge, BC  V2X 2T3		Maple Ridge		BC		Tim Low
(W) 604-945-1610
(C) 604-312-4314
BB PIN 302D7A77		Jane Billington
(W) 604-945-1700
(C) 604-230-0882
BB PIN  30C85F84		Zoe Mlcoch 
(W) 604-467-5515 ext 222
(C)  604-999-6759		Grace Teo
(W) 604-945-1626
(C)  604-505-3033		Offwest Holdings, Bridget Lynch
(W)  (604) 937-3534
(C)  (604) 230-4354
blynch783@telus.net

		Nanaimo SCC (5988)		201, 60 Front Street
Nanaimo, BC  V9R 5H7		Nanaimo		BC		Darren Ash
(W) 250-220-3119
(C) 250-208-1560
BB PIN 3033C4D7		Larry Oleskiw
(W) 250-739-6361
(C) 250-816-1585		Caroylnn Orchard
(W) 250-754-0222 ext 312
(C) 250-713-5448
BB PIN 30BEBBAE		Krista Frew
(W) 250-754-0222 ext 306		SNC Lavalin
1-800-463-1850
Paige Niederer
(W) 250-382-3969

		Nelson SCC (5972)		Kutenai Building
333 Victoria Street
Nelson, BC  V1L 4K3		Nelson		BC		Shirley Kimery
(W) 250-372-2515 ext 2209 
(C) 250-961-9109
BB PIN 30C85D5A		Theresa Gray
(W) 250-762-3018 ext 204  
(C) 250-212-1905		Jacquie Laing
(W) 250-352-3155 ext 103		Betty Paxton
(W) 250-372-2515 ext 2257		Wes Startup or Mike Lorusso
Facility Manager, WSI/BLJC
(W) 1-877-222-3112

		New Westminster SCC (5940)		100 - 624 Agnes Street
New Westminster, BC  V3M 1G8		New Westminster		BC		Tim Low
(W) 604-945-1610
(C) 604-312-4314
BB PIN 302D7A77		Jane Billington
(W) 604-945-1700
(C) 604-230-0882
BB PIN  30C85F84		Mandy Bihari
(W) 604-526-4511 ext 222
(C) 604-831-0259		Grace Teo
(W) 604-945-1626
(C)  604-505-3033		Strata Building Manager
Mike Evans
(W) 604-525-3010
(C) 604-418-2926;

		North Shore SCC (5911)		100, 221 Esplanade, W
North Vancouver, BC  V7M 3N7		North Vancouver		BC		Chris Campbell
(W) 604-658-3500
(C) 604-230-1265
BB PIN  303033D0		Jazz Heer
(W) 604-666-5961
(C) 604-329-1593
BB PIN 30073AE4		George Fulford
(W) 604-666-6763
(C) 604-788-1255
BB PIN 301BC035		Cathy Jung
(W) 604-658-3511
(C) 778-386-5086		BCR Properties Limited  
Bernie Simm, Building Supervisor  
PWGSC: 1-800-463-1850

		Penticton SCC (5978)		101, 386 Ellis Street
Penticton, BC  V2A 8C9		Penticton		BC		Shirley Kimery
(W) 250-372-2515 ext 2209 
(C) 250-961-9109
BB PIN 300E9CCA		Theresa Gray
(W) 250-762-3018 ext 204  
(C) 250-212-1905		Sandra Boel
(W) 250-492-3848 ext 208		Betty Paxton
(W) 250-372-2515 ext 2257		John Dowling (Owner) 
(C) 403-827-9044

		Port Alberni SCC (5919)		A, 4805 Mar Street
Port Alberni, BC  V9Y 8J5		Port Alberni		BC		Darren Ash
(W) 250-220-3119
(C) 250-208-1560
BB PIN 3033C4D7		Michael Higgins
(W) 250-220-3206
(C) 250-889-1158
BB PIN 30242E9E		Trent Derrick
(W) 250-724-0151 ext 223		Krista Frew
(W) 250-754-0222 ext 306		CERO Home & Property Inspections
PO Box 3262, Courtenay BC
V9N-5N4
(W) 250 702 0677
cerohi@shaw.ca
Wayne Bolton

		Powell River SCC (5913)		A, 7061 Duncan Street
Powell River, BC  V8A 1W1		Powell River		BC		Darren Ash
(W) 250-220-3119
(C) 250-208-1560
BB PIN 3033C4D7		Carolynn Orchard
(W) 250-754-0222 ext 312
(C) 250-713-5448
BB PIN 30BEBBAE		Karen Roberts
(W) 604-485-2721 ext 26
(C) 250-668-0545		Krista Frew
(W) 250-754-0222 ext 306		Coast Realty
Property Management
Sandra 604-485-4231
Roger 604-485-4231
(Cell) 604-414-5786

		Prince George SCC (5994)		1363 - 4 Avenue
Prince George, BC  V2L 3J6		Prince George		BC		Shirley Kimery
(W) 250-372-2515 ext 2209 
(C) 250-961-9109
BB PIN 30C85D5A		Lisa Smith
(W) 250-561-5200 ext 353
(C) 250-640-2043		Julie Jacobsen
(W) 250-561-5200 ext 267		Betty Paxton
(W) 250-372-2515 ext 2257		Majestic Management Ltd.
 Dave Hillhouse, Manager
(W) 250-562-8343
(P) 250-960-0878

		Prince Rupert SCC (5991)		100, 215 - 3 Street
Prince Rupert, BC  V8J 3J9		Prince Rupert		BC		Shirley Kimery
(W) 250-372-2515 ext 2209 
(C) 250-961-9109
BB PIN 30C85D5A		Alice Bannister
(W) 250-635-7134 ext 268
(C) 250-615-7297		Sharon Sheppard
(W) 250-624-9671 ext 229		Betty Paxton
(W) 250-372-2515 ext 2257		Ocean Centre Mall
Lori Meadows
(W) 250-624-9030 
(C) 250-622-8114

		Quesnel SCC (5424)		283 Reid Street, E
Quesnel, BC  V2J 2M1		Quesnel		BC		Shirley Kimery
(W) 250-372-2515 ext 2209 
(C) 250-961-9109
BB PIN 30C85D5A		Shauna Krauss 
(W) 250-372-2515 ext 2228
(C) 250-613-8922
BB PIN 301B4E28		Jeannine Frank
(W) 250-992-5538 ext 25		Betty Paxton
(W) 250-372-2515 ext 2257		Mickey Keen
(W) 250-992-2724

		Richmond SCC (5912)		350, 5611 Cooney Road
Richmond, BC  V6X 3J6		Richmond		BC		Tim Low
(W) 604-945-1610
(C) 604-312-4314
BB PIN 302D7A77		Jane Billington
(W) 604-945-1700
(C) 604-230-0882
BB PIN  30C85F84		Wendy Tsung
(W) 604-273-6431 x 223
(C)  604-812-8406		Grace Teo
(W) 604-945-1626
(C)  604-505-3033		Arun Dua
(W) 604.633.2889  
(C) 604.834.5158  
(F) 604.662.8188

		Salmon Arm SCC (5351)		191 Shuswap Street, NW
Salmon Arm, BC  V1E 4P6		Salmon Arm		BC		Shirley Kimery
(W) 250-372-2515 ext 2209 
(C) 250-961-9109
BB PIN 30C85D5A		Shauna Krauss 
(W) 250-372-2515 ext 2228
(C) 250-613-8922
BB PIN 301B4E28		Dail Ann O'Brien
(W) 250-832-8083 ext 201
(C) 780-887-1345		Betty Paxton
(W) 250-372-2515 ext 2257		IMECC Holdings Ltd.
 Ina & Curtis Forrest 
 575 Clinton Rd, Armstrong, BC 
 V0E 1B6
(W) (250) 546-0119
(C) (250) 308-7701

		Smithers SCC (5426)		1020 Murray Street
Smithers, BC  V0J 2N0		Smithers		BC		Shirley Kimery
(W) 250-372-2515 ext 2209 
(C) 250-961-9109
BB PIN 30C85D5A		Alice Bannister
(W) 250-635-7134 ext 268
(C) 250-615-7297		Loleen MacDonald 
(W) 250-847-8913		Betty Paxton
(W) 250-372-2515 ext 2257		WSI - Workplace Solutions Inc.
Len
(W) 250-847-7908
(WSI) 1-877-222-3112

		Squamish SCC (5825)		1440 Winnipeg Street
Squamish, BC  V8B 0B2		Squamish		BC		Chris Campbell
(W) 604-658-3500
(C) 604-230-1265
BB PIN  303033D0		Irene Gill
(W) 604-658-3510
(C) 604-315-8075
BB PIN  30C589B3		(W)
(C)
(H) 
BB PIN		Cathy Jung
(W) 604-658-3511
(C) 778-386-5086		Privated landlord. Leased building

		Surrey North (5851)		13889 104th Avenue
Surrey, BC  V3T 1W8		Surrey		BC		Lucia MacLean
(W) 604-590-3346 (322)
(C) 604-785-7132
BB PIN 30302870		Richard Ahlers
(W) 604 590-3346 ext 232
(C)  778 868-9018		Mandeep Dhami
(W)
(C)
(H)
BB PIN		(W)
(C)
(H)
BB PIN

		Surrey SCC (5951)		7404 King George Boulevard
Surrey, BC  V3W 0L4		Surrey		BC		Lucia MacLean
(W) 604-590-3346 (322)
(C) 604-785-7132
BB PIN 30302870		Richard Ahlers
(W) 604 590-3346 ext 232
(C)  778 868-9018		Melinda McGraw
(W) 604-590-3346 ext 223		Nisha Parmar
(W) 604 590-3346 ext 320
(C) N/A		Great West Life
Property Manager: Karen Prentice
(W): 604 586-1404
Technican: Sylvestor
(W): 604 561-7546

		Surrey South				Surrey		BC		Lucia MacLean
(W) 604-590-3346 (322)
(C) 604-785-7132
BB PIN 30302870		(W)
(C)
(H)
BB PIN		(W)
(C)
(H)
BB PIN		(W)
(C)
(H)
BB PIN

		Terrace SCC (5962)		4630 Lazelle Avenue
Terrace, BC  V8G 1S6		Terrace		BC		Shirley Kimery
(W) 250-372-2515 ext 2209 
(C) 250-961-9109
BB PIN 30C85D5A		Alice Bannister
(W) 250-635-7134 ext 268
(C) 250-615-7297		Sherry Gagnon
(W) 250-635-7134 ext 245		Betty Paxton
(W) 250-372-2515 ext 2257		Lazelle Investments 
Jim Riding, MacAlpine & Co
(W)  250-635-4925
(C) 250-615-8695

		Trail SCC (5973)		101, 1101 Dewdney Avenue
Trail, BC  V1R 4T1		Trail		BC		Shirley Kimery
(W) 250-372-2515 ext 2209 
(C) 250-961-9109
BB PIN 30C85D5A		Theresa Gray
(W) 250-762-3018 ext 204  
(C) 250-212-1905		Kelly Bay
(W) 250-368-2121
(C)		Betty Paxton
(W) 250-372-2515 ext 2257		Kootenay Savings Credit Union
Maintenance Mgr: Harry Sapriken 
(W)  250-368-2759
(C) 250-608-0405

		Vancouver - Fraser Street SCC (5922)		4242 Fraser Street
Vancouver, BC  V5V 4G2		Vancouver		BC		Chris Campbell
(W) 604-658-3500
(C) 604-230-1265
BB PIN  303033D0		Irene Gill
(W) 604-658-3510
(C) 604-315-8075
BB PIN  30C589B3		Ray Strang
(W) 604-666-2306 ext 225
(C) 778-887-6359		Cathy Jung
(W) 604-658-3511
(C) 778-386-5086		Privated landlord. Leased building

		Vancouver - Harbour Centre (5022)
Includes PPS, Integrity, Call Centre, CFOB, SCCW.		Harbour Centre
555 Hastings St. West
Vancouver, BC  V6B 1M1		Vancouver		BC		Pat Chaba
(W) 604-666-2380
(C) 604-230-3843
BB PIN 23947B2A		Wanda Morrison
(W) 604-666-3717
(C)  604-809-8504		Sandra Mar
(W) 604-666-7511
(C)  604-202-4324		(W)
(C)
(H)
BB PIN

		Vancouver - Labour Program		Harry Stevens Building
125 - 10 Avenue, E
Vancouver, BC  V5T 1Z3		Vancouver		BC		Marguerite McGregor
(W) 604-658-3480
(C) 778-554-4724
BB PIN 31140B81		Marguerite McGregor
(W) 604-658-3480
(C) 778-554-4724
BB PIN 31140B81		Mac Maxton
(W) 604-658-3490
(C) 604-836-5429
BB PIN 31F7AF61		Alice Higgs
(W) 604-658-3488
(C) 604-790-8253		SNC Lavalin  Sara Young, 
Facility Manager 604-581-5206
PWGSC: 1-800-463-1850

		Vancouver - Library Square RHQ		Library Square
1400, 300 West Georgia Street
Vancouver, BC V6B 6G3		Vancouver		BC		Jackson McKiee
(W) 604-666-0075
(C) 604-868-4998
BB PIN 30BEBB96		Pat Chaba
(W) 604-666-2380
(C) 604-230-3843
BB PIN 23947B2A		Pat Chaba
(W) 604-666-2380
(C) 604-230-3843
BB PIN 23947B2A		(W)
(C)
(H)
BB PIN

		Vancouver - Sinclair Centre SCC (5908)		Sinclair Centre
415, 757 West Hastings Street
Vancouver, BC  V6C 1A1		Vancouver		BC		Chris Campbell
(W) 604-658-3500
(C) 604-230-1265
BB PIN  303033D0		Irene Gill
(W) 604-658-3510
(C) 604-315-8075
BB PIN  30C589B3		Ron Pascoe
(W) 604-681-8253 ext 289
(C) 604-763-4023		Cathy Jung
(W) 604-658-3511
(C) 778-386-5086		SNC Lavalin  Tracey Martin
Assistant Facility Manager 604-488-0679 
PWGSC:1-800-463-1850

		Vancouver - Tenth Avenue SCC (5910)		Harry Stevens Building
125 - 10 Avenue, E
Vancouver, BC  V5T 1Z3		Vancouver		BC		Chris Campbell
(W) 604-658-3500
(C) 604-230-1265
BB PIN  303033D0		Irene Gill
(W) 604-658-3510
(C) 604-315-8075
BB PIN  30C589B3		Zharisma Harlan
(W) 604-658-3525
(C) 604-312-3111		Cathy Jung
(W) 604-658-3511
(C) 778-386-5086		SNC Lavalin  Sara Young, 
Facility Manager 604-581-5206
PWGSC: 1-800-463-1850

		Vanderhoof SCC (5439)		189 East Stewart Street
Vanderhoof, BC  V0J 3A0		Vanderhoof		BC		Shirley Kimery
(W) 250-372-2515 ext 2209 
(C) 250-961-9109
BB PIN 30C85D5A		Alice Bannister
(W) 250-635-7134 ext 268
(C) 250-615-7297		Leanne Ashcroft
(W) 250-567-9772		Betty Paxton
(W) 250-372-2515 ext 2257		WSI
Building Manager:
Brian Mann 
(C) 250-961-8563 
WSI Emergency Number: 1-877-222-3112

		Vernon SCC (5979)		3202 - 31st Street
Vernon, BC  V1T 5J1		Vernon		BC		Shirley Kimery
(W) 250-372-2515 ext 2209 
(C) 250-961-9109
BB PIN 30C85D5A		Theresa Gray
(W) 250-762-3018 ext 204  
(C) 250-212-1905		Lisa Peters
(W) 250-545-2125 ext 207
(C) 250-938-3123		Betty Paxton
(W) 250-372-2515 ext 2257		PWGSC
(W)  1-800-463-1850

		Victoria - CPP/OAS Processing Centre (4645)		P.L. James Place
201, 1230 Government Street
Victoria, BC  V8W 3M4		Victoria		BC		Wendy McMurray
(W) 250-363-3328
(C) 250-318-3130
BB PIN 3020D7C79		Wayne Beach
(W) 250-363-8481
(C) 250-208-4182		Jason Teakle
(W) 250-363-0332 (230)		Lisa Liu
(W) 250-363-8128		SNC Lavalin  Nicole Hunter, 
Facility Representative 250-382-8977    
PWGSC: 1-800-463-1850

		Victoria - File Management Centre (FMC) (5760)		761 Enterprise Avenue
Victoria, BC		Victoria		BC		Wendy McMurray
(W) 250-363-3328
(C) 250-318-3130
BB PIN 3020D7C79		Wayne Beach
(W) 250-363-8481
(C) 250-208-4182		Jason Teakle
(W) 250-363-0332 (230)		Lisa Liu
(W) 250-363-8128		SNC Lavalin  Nicole Hunter, 
Facility Representative 250-382-8977    
PWGSC: 1-800-463-1850

		Victoria SCC (5916)		595 Pandora Street
Victoria, BC  V8W 1N5		Victoria		BC		Darren Ash
(W) 250-220-3119
(C) 250-208-1560
BB PIN 3033C4D7		Terri Watts
(W) 250-220-3286
(C) 250-480-8014
BB PIN 301C15BE		Michael Higgins
(W) 250-220-3206
(C) 250-889-1158
BB PIN 30242E9E		Krista Frew
(W) 250-754-0222 ext 306		PWGSC
1-800-463-1850
Richmond Property Group
Jean McKay
(W) 250-388-9920

		Williams Lake SCC (5992)		79 4th Ave South
Williams Lake, BC  V2G 1J6		Williams Lake		BC		Shirley Kimery
(W) 250-372-2515 ext 2209 
(C) 250-961-9109
BB PIN 30C85D5A		Shauna Krauss
(W) 250-372-2515 ext 2228
(C) 250-613-8922
BB PIN 301B4E28		Manfred Hanik
(W) 250-392-4184 ext 227		Betty Paxton
(W) 250-372-2515 ext 2257		Eric Lauren, Owner 
Marty Lauren, Partner
(W)  Eric - (250) 398-7869
Marty – (250) 392-9798
       C:  (250) 305-0561

		Brandon SCC (4162)
and EI Claims Processing Centre		Government of Canada Building
100, 1039 Princess Avenue
Brandon, MB  R7A 6E2		Brandon		MB		Derrick Neilson
(W) 204-726-7715
(C) 204-724-7704
BB PIN 3030747E		Darren Maginel 
(W) 204-726-7722
(C) 204-761-6841		Denise Fidler
(W) 204-726-7758
(C) 204-997-1438		(W)
(C)
(H)
BB PIN		SNC Lavain Profac

		Churchill SCC (4209s)		1 Mantayo Seepee Meskanow, Box 127 
Churchill, MB  R0B 0E0		Churchill		MB		Derrick Neilson
(W) 204-726-7715
(C) 204-724-7704
BB PIN 3030747E		Mavis Campbell
(W) 204-785-6201 
(C) 204-785-0399		Nick Pajic
(W) 204-677-7126
(C) 204-997-8499		Geri Knudson  
(W) 204-627-8705
(C) 204-623-2107
BB PIN 31F75D5D		Parks Canada 
Mike Iwamowsky - Supervisor
(204) 675-8863

		Dauphin SCC (4137)		135 2nd Avenue North-East
Dauphin, MB R7N 0Z6		Dauphin		MB		Derrick Neilson
(W) 204-726-7715
(C) 204-724-7704
BB PIN 3030747E		Darren Maginel 
(W) 204-726-7722
(C) 204-761-6841		Alex McKay-Argyriou
(W) 204-622-4007
(C) 204-997-3313		(W)
(C)
(H)
BB PIN		Tony Kowaluk (Landlord)

		Flin Flon SCC (4235)		Government of Canada Building
111 Main Street 
Flin Flon, MB R8A 1J9		Flin Flon		MB		Derrick Neilson
(W) 204-726-7715
(C) 204-724-7704
BB PIN 3030747E		Mavis Campbell
(W) 204-785-6201 
(C) 204-785-0399		Carolyn McKenzie 
(W) 204-627-8725 
(C) 204-997-9035		(W)
(C)
(H)
BB PIN		Terry Davis (Owner)

		Morden SCC (4113)		Government of Canada Building
158 Stephen Street
Morden, MB  R6M 1T3		Morden		MB		Tammy Abel  
(W) 204-983-6056
(C) 204-781-4066
BB PIN 322E238D		Marie Delamater  
(W) 204-983-1642
(C) 204-223-1542
BB PIN 30307485		Diane Martel
(W) 204-822-7377
(C)		Marie Delamater  
(W) 204-983-1642
(C) 204-223-1542
BB PIN 30307485		Garry Haggerty
(C) 204-823-0574
Abe Bergmann
(C) 204-823-0573

		Notre-Dame-de-Lourdes SCC (4152)		51 Rue Rodgers 
Notre-Dame-de-Lourdes, MB  R0G 1M0
Mail:  Box 82, Notre-Dame-de-Lourdes, MB  R0G 1M0		Notre-Dame-de-Lourdes		MB		Tammy Abel  
(W) 204-983-6056
(C) 204-781-4066
BB PIN 322E238D		Marie Delamater  
(W) 204-983-1642
(C) 204-223-1542
BB PIN 30307485		Diane Martel
(W) 204-822-7377
(C)		Marie Delamater  
(W) 204-983-1642
(C) 204-223-1542
BB PIN 30307485		Province of Manitoba
Réal Dequier
(W) 204-945-1249
(C) 204-299-8891
email - real.dequier@gov.mb.ca

		Portage la Prairie SCC (4114)		Government of Canada Building
1016 Saskatchewan Avenue, E
Portage La Prairie, MB  R1N 3V2		Portage la Prairie		MB		Tammy Abel  
(W) 204-983-6056
(C) 204-781-4066
BB PIN 322E238D		Marie Delamater  
(W) 204-983-1642
(C) 204-223-1542
BB PIN 30307485		Diane Martel
(W) 204-822-7377
(C)		Marie Delamater  
(W) 204-983-1642
(C) 204-223-1542
BB PIN 30307485		Doug McKay, Shindico Realty Inc.
(W) 204-928-8217
(C) 204-795-1806

		Selkirk SCC (4234)		Government of Canada Building
237 Manitoba Avenue
Selkirk, MB  R1A 2M8
Mail:  P.O. Box 7000, Selkirk, MB  R1A 2M8		Selkirk		MB		Tammy Abel  
(W) 204-983-6056
(C) 204-781-4066
BB PIN - 322E238D		Doug Gros  
(W) 204-984-1106
(C) 204-223-8219
BB PIN - 30307483		Denise Lowrie  
(W) 204-785-6206
(C) 204-333-2695		Doug Gros  
(W) 204-984-1106
(C) 204-223-8219
BB PIN 30307483		Jim Galley, Property Manager
(W) 204-943-1600/237
(C) 204-232-2961

		Steinbach SCC (4233)		Steinbach Place
321 Main Street
Steinbach, MB  R5G 1Z2		Steinbach		MB		Tammy Abel  
(W) 204-983-6056
(C) 204-781-4066
BB PIN 322E238D		Marie Delamater  
(W) 204-983-1642
(C) 204-223-1542
BB PIN 30307485		Ron Cruickshank
(W) 204-326-8311
(C) 204-990-3719		Marie Delamater  
(W) 204-983-1642
(C) 204-223-1542
BB PIN 30307485		Joe Stevens - Building Property Manager
(c) 204-232-4627

		St-Pierre-Jolys SCC (4153)		427 Sabourin Street
Box 98
St-Pierre-Jolys, MB  R0A 1V0		St-Pierre-Jolys		MB		Tammy Abel  
(W) 204-983-6056
(C) 204-781-4066
BB PIN 322E238D		Marie Delamater  
(W) 204-983-1642
(C) 204-223-1542
BB PIN 30307485		Ron Cruickshank
(W) 204-326-8311
(C) 204-990-3719		Marie Delamater  
(W) 204-983-1642
(C) 204-223-1542
BB PIN 30307485		Province of Manitoba
Alain Boucher
(W) 204-945-1249
(C) 204-299-8891
Email - alboucher@gov.mb.ca

		Swan River SCC (4138)		1, 355 Kelsey Trail
Swan River, MB  R0L 1Z0		Swan River		MB		Derrick Neilson
(W) 204-726-7715
(C) 204-724-7704
BB PIN 3030747E		Mavis Campbell
(W) 204-785-6201 
(C) 204-785-0399		Lynn Bobick
(W) 204-734-3484 Ext 4138
(C)		(W)
(C)
(H)
BB PIN		Darin McKay (landlord)

		The Pas SCC (4209)		Government of Canada Building
305 - 4 Street, W
PO Box 660
The Pas, MB R9A 1K7		The Pas		MB		Derrick Neilson
(W) 204-726-7715
(C) 204-724-7704
BB PIN 3030747E		Mavis Campbell
(W) 204-785-6201 
(C) 204-785-0399		Carolyn McKenzie 
(W) 204-627-8725 
(C) 204-997-9035		(W)
(C)
(H)
BB PIN

		Thompson SCC (4236)		North Centre Mall
3 Station Road - Suite 118
Thompson, MB  R8N 0N3		Thompson		MB		Derrick Neilson
(W) 204-726-7715
(C) 204-724-7704
BB PIN 3030747E		Mavis Campbell
(W) 204-785-6201 
(C) 204-785-0399		Nick Pajic
(W) 204-677-7126
(C) 204-997-8499		(W)
(C)
(H)
BB PIN		Nick Divirgilio (owner/landlord)

		La Vérendrye SCC (4151)		100, 614 Des Meurons Street
Winnipeg, MB  R2H 2P9		Winnipeg		MB		Tammy Abel  
(W) 204-983-6056
(C) 204-781-4066
BB PIN 322E238D		Marie Delamater  
(W) 204-983-1642
(C) 204-223-1542
BB PIN 30307485		Lise Beaulieu  
(W) 204-983-2511
(C) 204-999-9515		Marie Delamater  
(W) 204-983-1642
(C) 204-223-1542
BB PIN 30307485		Province of Manitoba
Réal Dequier
(W) 204-945-1249
(C) 204-299-8891
real.dequier@gov.mb.ca

		Winnipeg - Aboriginal Single Window (4015)		Aboriginal Centre II
100, 181 Higgins Avenue
Winnipeg, MB  R3B 3G1		Winnipeg		MB		Carmen Kardoes
(W)204-983-2261
(C)204-791-3893		Marg Morgan
(W) 204-984-2415
(C) 204-797-2504		Marg Morgan
(W) 204-984-2415
(C) 204-797-2504		Doug Gros  
(W) 204-984-1106
(C) 204-223-8219
BB PIN 30307483		Maurice/CAHRD Maintenance
(W) 204-799-6263

		Winnipeg - Call Centres for CPP/OAS (4116) and EI (4115)
Winnipeg - Claims Processing Centre (4240, 4121,4244, 4255, 4243,4044, 4245)		The Investors Building
280 Broadway
PO Box 8650, Station Main (R3C 4M5)
Winnipeg, MB R3C 0R8		Winnipeg		MB		Bob Coe
(W) 403-292-6324
(C) 403-554-4904
BB PIN: 3OF2DE3A		Krista Horrox
(W) (204) 983-6178
(C) (204) 612-1088
BB PIN 300F1490		Karen Murphy-Ito
(W) (204) 957-3439

Rosella Weimer 
(W) 204-984-8388
(C)204-770-4836
BB PIN 208CF32B		Susan Gallgher
(204) 984-5121

Patricia Kupchak 
(W) 204-984-4755
(C) 240-612-1087		Colliers Pratt McGarry/PWGSC
Huntingdon Real Estate Investment Trust
Wai Leung 204-793-3908 (Bldg. Engineer)

		Winnipeg - Centre SCC (4123)
Winnipeg - Labour Program Regional Office (4251)		Stanley Knowles Building
201, 391 York Avenue
Winnipeg, MB  R3C 0P4		Winnipeg		MB		Arlene Forsyth
(W) 204-983-7249
(C) 204-791-0962
BB PIN: 301C7677		Doug Gros  
(W) 204-984-1106
(C) 204-223-8219
BB PIN 30307483		Kevin Lagace  
(W) 204-983-6080
(C) 204-880-3264		Doug Gros  
(W) 204-984-1106
(C) 204-223-8219
BB PIN - 30307483

Carol Rennie
(W) 204-983-3493		PWGSC
Cal Keatinge - Property Manager
(C) 204-983-5843
24 Hour Service 1-800-463-1850

		Winnipeg - Housing & Homelessness Initiative (4120)		361 Hargrave Street
Winnipeg, MB  R3B 2K2		Winnipeg		MB		Carmen Kardoes
(W)204-983-2261
(C)204-791-3893		Pam Fryers
(W) 204-983-7313
(C) 204-797-2709		Marjorie Soldevilla
(W) 204-984-0590		(W)
(C)
(H)
BB PIN

		Winnipeg - North East SCC (4117)		Kildonan Village Mall
1122 Henderson Highway
Winnipeg, MB  R2G 1L1		Winnipeg		MB		Tammy Abel  
(W) 204-983-6056
(C) 204-781-4066
BB PIN 322E238D		Doug Gros  
(W) 204-984-1106
(C) 204-223-8219
BB PIN 30307483		Lesley-Ann Reutlinger 
(W) 204-983-7204
(C)		Doug Gros  
(W) 204-984-1106
(C) 204-223-8219
BB PIN 30307483		Colliers Pratt McGarry
(W) 204-926-3821

		Winnipeg - SCC for Youth (4112)		Kensington
275 Portage Avenue
Winnipeg, MB  R3B 2B3		Winnipeg		MB		Tammy Abel  
(W) 204-983-6056
(C) 204-781-4066
BB PIN 322E238D		Doug Gros  
(W) 204-984-1106
(C) 204-223-8219
BB PIN 30307483		Laurie Carriere  
(W) 204-984-2456
(C) 204-880-7163		Doug Gros  
(W) 204-984-1106
(C) 204-223-8219
BB PIN 30307483		SNC Lavalin ProFac
Ray Kozak - Facilities Manager
(W) 204-729-9583
(C) 204-573-5590

		Winnipeg - Service Delivery Directorate / RHQ (4124)		Canada Post Office Building
266 Graham Avenue
Winnipeg, MB  R3C 0K3		Winnipeg		MB		Ken Burfoot, AEHS
(W) 204-983-2231
(C) 204-795-0005		Joe Kronstal - Executive Director
(W) 204-983-2278
(C) 204-292-1560
BB PIN 21A9E77A		Tammy Abel  
(W) 204-983-6056
(C) 204-781-4066
BB PIN 322E238D		Doug Gros  
(W) 204-984-1106
(C) 204-223-8219		Canada Post
Jose Ulloa - Facility Manager
(W) 204-989-5096
(C) 204-226-7747
24 Hour Service Line - 1-800-771-1212

		Winnipeg - Southwest SCC (4122)		Westwood Centre
3338 Portage Avenue
Winnipeg, MB  R3K 0Z1		Winnipeg		MB		Tammy Abel  
(W) 204-983-6056
(C) 204-781-4066
BB PIN 322E238D		Doug Gros  
(W) 204-984-1106
(C) 204-223-8219
BB PIN 30307483		Laurie Carriere  
(W) 204-984-2456
(C) 204-880-7163		Doug Gros  
(W) 204-984-1106
(C) 204-223-8219
BB PIN 30307483		James Matthews, Superior Management
(W) 204-928-3670

		Winnipeg - St. Vital SCC (4118)		1001 St. Mary's Road
Winnipeg, MB  R2M 3S4		Winnipeg		MB		Tammy Abel  
(W) 204-983-6056
(C) 204-781-4066
BB PIN 322E238D		Marie Delamater  
(W) 204-983-1642
(C) 204-223-1542
BB PIN 30307485		Lise Beaulieu  
(W) 204-983-2511
(C) 204-999-9515		Marie Delamater  
(W) 204-983-1642
(C) 204-223-1542
BB PIN 30307485		Steinbach Credit Union
Lloyd Dueck - Facility Manager
(W) 204-326-3495
(C) 204-371-6448

		Winnipeg Warehouse				Winnipeg		MB		Debbie Peckham
(W) 604-666-0471
(C) 604-290-2185		Barry Lagerstrom
(W) 604-666-7183
(C) 604-312-1329
BB PIN 30BEE161		Anita Carsodo
(W) 204-983-5747
(C) 204-990-1040		(W)
(C)
(H)
BB PIN

		Fort Simpson SCC (4904)		Federal Building
9606 - 100 Street 
Fort Simpson, NT X0E 0N0
Mail:  P.O. Box 380, Fort Simpson, NT  X0E 0N0		Fort Simpson		NT		Darlene Rathbun
(W) 867-766-8301
(C) 867-445-7831
BB PIN 302662DA		Darrell Monson
(W) 867-766-8337
(C) 867-765-8421
BB PIN  30B45588		Theresa Cazon-Whelly
(W) 867-695-2238		(W)
(C)
(H)
BB PIN

		Fort Smith SCC (4905)		Federal Building
149 McDougal Road 
Fort Smith, NT X0E 0P0
Mail:  P.O. Box 1018, Fort Smith, NT  X0E 0P0		Fort Smith		NT		Darlene Rathbun
(W) 867-766-8301
(C) 867-445-7831
BB PIN 302662DA		Darrell Monson
(W) 867-766-8337
(C) 867-765-8421
BB PIN  30B45588		Brenda O'Connor
(W) 867-872-2747 ext 24
(C) 867-872-0382		(W)
(C)
(H)
BB PIN

		Hay River SCC (4906)		Suite 204 - 41 Capital Drive
Hay River, NWT  X0E 1G2
Mail:  P.O. Box 204, Hay River, NT  X0E 1G2		Hay River		NT		Darlene Rathbun
(W) 867-766-8301
(C) 867-445-7831
BB PIN 302662DA		Darrell Monson
(W) 867-766-8337
(C) 867-765-8421
BB PIN  30B45588		Gail Williams
(W) 867-874-6739
(C) 867-875-2724		(W)
(C)
(H)
BB PIN

		Inuvik SCC (4907)		85 Kingmingya Road 
Inuvik, NWT X0E 0T0
Mail:  P.O. Box 1678, Inuvik, NT
X0E 0T0		Inuvik		NT		Darlene Rathbun
(W) 867-766-8301
(C) 867-445-7831
BB PIN 302662DA		Darrell Monson
(W) 867-766-8337
(C) 867-765-8421
BB PIN  30B45588		Gloria Allen
(W) 867-777-2122		(W)
(C)
(H)
BB PIN

		Yellowknife SCC (4901)		Greenstone Bldg
5101 50 Ave
Yellowknife, NWT  X1A 2N8		Yellowknife		NT		Darlene Rathbun
(W) 867-766-8301
(C) 867-445-7831
BB PIN 302662DA		Darrell Monson
(W) 867-766-8337
(C) 867-765-8421
BB PIN  30B45588		Tammie Shaben
(W)867-766-8314		(W)
(C)
(H)
BB PIN

		Cambridge Bay SCC (4815)		16 Mitik Street
Cambridge Bay, NU X0B 0C0
Mail:  P.O. Box 2010, Cambridge Bay, NU  X0B  0C0		Cambridge Bay		NU		Shaun Cuthbertson
(W) 867-975-4702
(C) 867-222-3012
BB PIN 30AD6933		Darlene Brown
(W) 867-975-4705
(C) 867-222-1032
BB PIN 301F886A		Joanne Avalak-Paneyguk
(W) 867-983-3254		Shaun Cuthbertson
(W) 867-975-4702
(C) 867-222-3012
BB PIN 30AD6933		Bruce Peterson
P.O. Box 118 
Cambridge Bay, 
Nunavut X0B 0C0
867-983-2806 or 780-913-3348

		Iqaluit SCC (4814)		Iqaluit House, Building 622
Suite 306 Queen Elizabeth Way
Iqaluit, NU  X0A 0H0
Mail:  P.O. Box 639, Iqaluit, NU
X0A 0H0		Iqaluit		NU		Shaun Cuthbertson
(W) 867-975-4702
(C) 867-222-3012
BB PIN 30AD6933		Darlene Brown
(W) 867-975-4705
(C) 867-222-1032
BB PIN 301F886A		Cathy Peyer
(W) 867-975-4708
(C)  867-222-3013		Shaun Cuthbertson
(W) 867-975-4702
(C) 867-222-3012
BB PIN 30AD6933		Linay Freeda
P.O. Box 2510
Iqaluit, Nunavut
X0A 0H0
867-979-2395 or 867-979-3537

		Rankin Inlet SCC (4929)		Rockland Building
Rankin Inlet, NU X0C 0G0
Mail:  P.O. Box 97, Rankin Inlet, NU  X0C 0G0		Rankin Inlet		NU		Shaun Cuthbertson
(W) 867-975-4702
(C) 867-222-3012
BB PIN 30AD6933		Darlene Brown
(W) 867-975-4705
(C) 867-222-1032
BB PIN 301F886A		Linda Misheralak
(W) 867-645-4074
(C) 867-222-1031
BB PIN 301F8864		Shaun Cuthbertson
(W) 867-975-4702
(C) 867-222-3012
BB PIN 30AD6933		Chris Rudd
P.O. Box 541
Rankin Inlet, Nunavut
X0C OG0
867-645-3377 or 867-645-6991

		Estevan SCC (4401)		1314 - 3rd Street 
Estevan, SK  S4A 2V6
Mail:  P.O. Box 5000 -150, Estevan, SK  S4A 2V6		Estevan		SK		Ken Bartnik  
(W) 306-564-5394
(C) 306-526-6472		Joe Axon  
(W) 306-691-3311
(C) 306-741-2096		Wendy Walliser 
(W) 306-637-4152		Joe Axon 
(W) 306-691-3311
(C) 306-741-2096		PWGSC
Sean Schneider
(W) 306-780-3110
24 Hour Service - 1-800-463-1850

		La Ronge SCC (4355)		1016 La Ronge Avenue 
La Ronge, SK  S0J 1L0
Mail:  P.O. Box 1620, La Ronge, SK  S0J 1L0		La Ronge		SK		Rochelle Burkowski
office - 306-564-5475
bb/cell - 306-537-4797
home - 306-761-5152
bb pin - 31F704D9		Reagan Lundquist  
(W) 306-953-8459
(C) 306-960-6714
BB PIN 314C4931		Terry Helary  
(W) 306-425-6505
(C) 306-420-7897		Reagan Lundquist  
(W) 306-953-8459
(C) 306-960-6714
BB PIN 314C4931		Gary Long
(C) 306-425-9343
Bill Storozuk
(C) 306-425-0072

		Melfort SCC (4334)		104 McKendry Plaza
Melfort, SK  S0E 1A0
Mail:  P.O. Box 1060, Melfort, SK  S0E 1A0		Melfort		SK		Rochelle Burkowski
office - 306-564-5475
bb/cell - 306-537-4797
home - 306-761-5152
bb pin - 31F704D9		Reagan Lundquist  
(W) 306-953-8459
(C) 306-960-6714
BB PIN 314C4931		Cindy Miazga  
(W) 306-752-6603		Reagan Lundquist  
(W) 306-953-8459
(C) 306-960-6714
BB PIN 314C4931		Clyde Lynn - Property Manager
(C) 306-752-6335

		Moose Jaw SCC (4316)		Victoria Place
501, 111 Fairford Street, E
Moose Jaw, SK  S6H 7X5		Moose Jaw		SK		Ken Bartnik  
(W) 306-564-5394
(C) 306-526-6472		Joe Axon  
(W) 306-691-3311
(C) 306-741-2096		Sophie Bernier  
(W) 306-691-3319
(C) 306-631-2605		Joe Axon  
(W) 306-691-3311
(C) 306-741-2096		C&E Mechanical
Art Schoenroth
(W) 306-692-9056
(Alt) 306-693-6722

		North Battleford SCC (4304)		Territorial Place
15, 9800 Territorial Drive
North Battleford, SK  S9A 3N6		North Battleford		SK		Rochelle Burkowski
office - 306-564-5475
bb/cell - 306-537-4797
home - 306-761-5152
bb pin - 31F704D9		Reagan Lundquist  
(W) 306-953-8459
(C) 306-960-6714
BB PIN 314C4931		Janice Guigon
(W) 306-446-1825
(C) 306-481-3361		Jacquie Strelau  
(W) 306-975-6021
(C) 306-280-8993
BB PIN 30209CDA		Battlefords Co-op
Roy Dussalt - Maintenance Manager
(W) 306-446-4265
(C) 306-441-1145

		Prince Albert SCC (4306)		1288 Central Avenue
Prince Albert, SK  S6V 4V8		Prince Albert		SK		Rochelle Burkowski
office - 306-564-5475
bb/cell - 306-537-4797
home - 306-761-5152
bb pin - 31F704D9		Reagan Lundquist  
(W) 306-953-8459
(C) 306-960-6714
BB PIN 314C4931		Cecile Gareau  
(W) 306-953-8809		Reagan Lundquist  
(W) 306-953-8459
(C) 306-960-6714
BB PIN 314C4931		ProFAC
Harvey Jenson - Manager
(W) 306-763-2758
24 Hour Service - 1-800-463-1850

		Regina - Call Centres for CPP/OAS (4447) and EI (4448)		1975 Broad Street 
Regina, SK S4P 1Y1
Mail:  2nd Floor, 1783 Hamilton Street, Regina, SK  S4P 2B6		Regina		SK		Bob Coe
(W) 403-292-6324
(C) 403-554-4904		Marlene Bennett
(W) 306-780-5669
(C) 306-526-6306		Marlene Bennett
(W) 306-780-5669
(C) 306-526-6306		(W)
(C)
(H)
BB PIN		Regina Inn/PWGSC

		Regina - Labour (4411)		2220-12th Avenue, Suite 610
Regina, SK  S4P 0M8		Regina		SK		Arlene Forsyth
(W) 204-983-7249
(C) 204-791-0962
BB PIN: 301C7677		John Degennaro
(W) 306-564-5319
(C)  306-539-7652		John Degennaro
(W) 306-564-5319
(C)  306-539-7652		(W)
(C)
(H)
BB PIN

		Regina - North Central SCC Outreach (4326)		3115 - 5 Avenue 
Regina, SK
S4T 7T2		Regina		SK		Ken Bartnik  
(W) 306-564-5394
(C) 306-526-6472		Joe Axon  
(W) 306-691-3311
(C) 306-741-2096		Rea Faber
(W) 306-564-5534
(C)		Joe Axon  
(W) 306-691-3311
(C) 306-741-2096		Mohamed Aman - Owner/Manager
(C) 306-527-3741

		Regina RHQ (4500)
Regina SCC		Alvin Hamilton Building
1783 Hamilton Street
Regina, SK  S4P 2B6		Regina		SK		Cam King
(W) 306-564-5400
(C) 306-537-7400		Ken Bartnik  
(W) 306-564-5394
(C) 306-526-6472		Joe Axon  
(W) 306-691-3311
(C) 306-741-2096		Joe Axon  
(W) 306-691-3311
(C) 306-741-2096		SNC Lavalin ProFac
Stephen Moleschi
(W) 306-584-4024
(C) 306-737-4700

		Regina Warehouse		494 Henderson
Regina, SK		Regina		SK		Debbie Peckham
(W) 604-666-0471
(C) 604-290-2185		Barry Lagerstrom
(W) 604-666-7183
(C) 604-312-1329
BB PIN 30BEE161		(W)
(C)
(H)
BB PIN		(W)
(C)
(H)
BB PIN

		Saskatoon Processing Centre (4318)		Government of Canada Building
101 - 22 Street, E
Saskatoon, SK  S7K 0E2		Saskatoon		SK		Kelvin Mathuik
(W) 780-495-4870
(C) 780-913-5666
BB PIN 300E9CB3		Katherine Middleton
(W) 306 564 5520
(C) 306 527 2037
BB PIN 301764AB		Sandra Degerness
(W)306 975 6032
(C) 306 261 3097
BB PIN 3093EA1E		Sandra Degerness
(W)306 975 6032
(C) 306 261 3097
BB PIN 3093EA1E		SNC Lavalin ProFac

		Saskatoon SCC (4422)		Government of Canada Building
101 - 22 Street, E
Saskatoon, SK  S7K 0E2		Saskatoon		SK		Kevin Kowalchuk
(W) 306-955-7515
(C) 306-529-1706		Jacquie Strelau  
(W) 306-975-6021
(C) 306-280-8993
BB PIN - 30209CDA		Linda Szuba  
(W) 306-975-4476		Jacquie Strelau  
(W) 306-975-6021
(C) 306-280-8993
BB PIN - 30209CDA		PWGSC
Peter Martel - Facilities Manager
(W) 306-975-4820
(C) 306-229-5771

		Swift Current SCC (4341)		Chinook Building
250 Central Avenue, N
Swift Current, SK  S9H 4G3
Mail:  P.O. Box 5000, Swift Current, SK  S9H 4G3		Swift Current		SK		Ken Bartnik  
(W) 306-564-5394
(C) 306-526-6472		Joe Axon  
(W) 306-691-3311
(C) 306-741-2096		Heather Steinhoff  
(W) 306-778-4393
(C) 306-550-5982		Joe Axon  
(W) 306-691-3311
(C) 306-741-2096		ReDevco
Don Schaitel - Landlord
(W) 306-773-8674
(C) 306-741-1564

		Weyburn SCC (4344)		Weyburn Square
110 Souris Avenue
Weyburn, SK  S4H 2Z8		Weyburn		SK		Ken Bartnik  
(W) 306-564-5394
(C) 306-526-6472		Joe Axon  
(W) 306-691-3311
(C) 306-741-2096		Christine Tetlock 
(W) 306-848-4459
(C)		Joe Axon  
(W) 306-691-3311
(C) 306-741-2096		PWGSC
Sean Schneider
(W) 306-780-3110
24 Hour Service - 1-800-463-1850

		Yorkton SCC (4388)		Imperial Plaza
214 Smith Street East
Yorkton, SK  S3N 3S6		Yorkton		SK		Ken Bartnik  
(W) 306-564-5394
(C) 306-526-6472		Joe Axon  
(W) 306-691-3311
(C) 306-741-2096		Bonnie Price
(W) 306-786-5225
(C) 306-621-3247		Joe Axon  
(W) 306-691-3311
(C) 306-741-2096		Remai Holdings
Diane Pawelko
(W) 306-241-3421

		Whitehorse SCC (5811)		Elijah Smith Building
125 - 300 Main Street
Whitehorse, Yukon  Y1A 2B5		Whitehorse		YK		Lanny Coulson
(W) 867-667-5083 ext 226
(C) 604-785-8495		Glenda Burt
(W) 867-667-5083 ext 227
(C) 867-334-6227		(W)
(C)
(H)
BB PIN		(W)
(C)
(H)
BB PIN		(W)
(C)
(H)
BB PIN

		Totals:



&C&"Calibri,Bold Italic"&12W-T Region
Site Leadership and Emergency Management

&L&"Calibri,Italic"&8Updated: &D&R&"Calibri,Italic"&8&P of &N




_1358666792.doc
Management Action Plan


for the


Hazard Identification for the In-Person Service Experience Model

 in Service Canada Centres 

Prepared by: Integrated Channel Management Directorate – In-Person Service Experience Model Team

Presented June 21, 2010 - National Policy Health and Safety Committee


Presented December 2, 2010 - Senior Management Team

Introduction


In January 2010, Human Resources and Skills Development Canada (HRSDC) retained Resource Environmental Associates (REA) on behalf of Service Canada, to identify and assess hazards encountered by occupations employed in the Service Canada Centres (SCCs) that result from the full implementation of In-Person Service Experience Model (IPSEM). REA, in addition to assessing the IPSEM, also assessed the physical design and layout of the SCCs. Hence, by default, the Interior Design Standards (IDS) was assessed as it is the result of the IPSEM business requirements.


The project involved visiting six SCCs in Quebec and New Brunswick regions. Observations were made relating to the physical design and layout as well as the activities performed by Citizen Service Officers (CSOs) PM-01, Team Leaders (PM-03) and Service Delivery Managers (PM-05) working in the SCC. 


With the assessment report now completed, the following management action plan, based on the identified hazards, has been developed. The management action plan will be used to ensure the hazards identified have been mitigated where appropriate or the appropriate actions has been taken to limit the hazard. The actions identified in this management action plan will further support the direction of IPSEM and the IDS.

Below are the hazard ranking definitions used by HRSDC for all hazard identification and assessment exercises in the department.


Hazard Levels




These hazards are the highest ranking and require an action plan to identify and implement preventive measures. These hazards are a priority and as they could result in a significant disabling injury if adequate preventive measures are not implemented.




Hazards are also considered to require immediate attention. An action plan should be developed in order to implement appropriate preventive measures.


Hazards are hazards that have a relatively low level of severity.  This group should never be ignored but are not a priority.


Hazards are the lowest level but should not be ignored.  No immediate action plan is required.


The following table heading outlines the scope of each column:

		HAZARD

		HAZARD RANKING

		ACTION


The measure required to reduce the probability of the hazard occurring to the lowest level practicable

		RESPONSIBILITY


Who is responsible for ensuring these  actions are carried out

		TARGET DATES


When are these actions required to be completed

		MONITOR EFFECTIVENESS


What are some of the trends to watch?

		COMMENTS





		HAZARD

		HAZARD RANKING

		ACTION




		RESPONSIBILITY




		TARGET DATES




		MONITOR EFFECTIVENESS




		COMMENTS



		1. Ergonomics – Awkward postures e.g. an employee may work at a workstation that is not ergonomically designed or an employee may bend to assist a client at a self-serve computer

		B (C) for PM-01

Citizen Service Officers


C for 

PM-03


Team Leaders


C for PM05 Managers

		1.1 Encourage regularly, scheduled job rotation of CSOs through the three service zones 

		Local management

		Ongoing

		Number of Health & Safety incidents reported

		Review IPSEM intranet  page for - Staff flow solutions 

http://intracom.hq-ac.prv/servicecanada/eng/work/sd/worktools/ipsem/staff_flow_solutions.shtml



		

		

		1.2 Ensure height adjustable lecterns are provided for employees (at the welcome point, assistance point and team leader observation point) minimize awkward positions

		Regional Accommodation Asset Management (RAAM) 

		Ongoing – based on office refit schedules 

		

		As office refit projects are carried out, RAAM staff will utilize the Interior Design Standards (IDS) to ensure these offices have the appropriate ergonomic equipment to mitigate these risks.


All lecterns at the welcome point, assistance points and team leader observation points will be electronically height adjustable in new offices to facilitate a better client experience and respect ergonomic needs of employees.



		

		

		1.3 Provide citizens with a demonstration at the assistance point in advance of the citizen being directed to complete an activity at the Service Canada Workstation (SCWS).

		Local management

		Ongoing- based on office refit schedules 

		

		As office refit projects are carried out, an Assistance Point will be included in the Self Help Zones of SCCs.Refer to the “How-to” document entitled working in the Self Help Zone. 


http://intracom.hq-ac.prv/servicecanada/eng/work/sd/worktools/ipsem/self_help_zone.shtml





		

		

		1.4 Develop an Integrated Ergonomic Program (IEP) to support local managers  in providing information to employees on how to change postures / encourage employees to change postures regularly (e.g. standing / sitting, upright position / reaching, etc)

		National Occupational Health and Safety Unit 

		December 2010



		

		An IEP is being developed by the National Occupation Health & Safety.  Will publish the final document at the following site 


http://rhdcc-hrsdc.prv/eng/hrsb/hrs/ohs/topics/ergonomics.shtml



		2. Ergonomics - Static postures e.g. an employee may stand at a lectern or pod when in self-serve area or at the welcome point when clients do not require assistance

		B (C) for CSOs


C for Team Leaders


C for Managers

		2.1 Refer to 1.1

		Local Management

		Ongoing

		Number of Health & Safety incidents reported

		Occupation Health & Safety Unit will publish the final document at the following site 


http://rhdcc-hrsdc.prv/eng/hrsb/hrs/ohs/topics/ergonomics.shtml



		

		

		2.2 Refer to 1.4

		National Occupational Health and Safety Unit

		

		

		



		

		

		2.3 Provide anti-fatigue mats, foot rests, or specialized flooring at all lecterns where standing is encouraged. 

		Regional Accommodation Asset Management  

		Ongoing – based on office refit schedules

		

		As office refit projects are carried out, RAAM staff will utilize the Interior Design Standards to ensure these offices have the appropriate ergonomic equipment to mitigate these risks. 



		3. Ergonomics – Repetitive Motion – not applicable to PM 01 Citizen Service Officers (CSOs)

		B


For Team leaders and managers

		3.1 Refer to 1.4

		National Occupational Health and Safety Unit 

		Ongoing

		

		Occupation Health & Safety Unit will publish the final document at the following site 


http://rhdcc-hrsdc.prv/eng/hrsb/hrs/ohs/topics/ergonomics.shtml



		4. Biological – Communicable diseases (viral or bacteria)

		B for


PM 01


CSOs


C


For Team Leaders


C for Managers

		4.1 Ensure employees are familiar with the requirements of HRSDC’s Pandemic Flu plan 




		Local management

		Ongoing

		

		See Manager’s guide on Human Resource Issues for Pandemic Influenza


http://rhdcc-hrsdc.prv/eng/hrsb/hrs/ohs/virus/index.shtml



		

		

		4.2 Ensure employees have anti-bacterial dispensers and wipes at their disposal to decontaminate all equipment at SCC sites. 




		Local Management

		Ongoing

		

		



		5. Psychosocial – Interaction with intimidating clients

		C

		5.1 Ensure that all SCC employees operating in the service delivery areas complete the online/classroom training modules on “How to deal with distressed and difficult client behaviours”.

If possible, preference should be given to classroom training when operationally feasible.

		Local management 

		Based on availability of classroom course.

		Number of Health & Safety incidents reported

Incidents reports from security 

		Departmental Security Policy and Procedures Manual


Appendix 4. Personal Security Guidelines for Employees


http://intracom.hq-ac.prv/sc-isb-dsi/eng/security/security_manual2.shtml#app4

Guideline - Personal Safety in the Workplace


http://intracom.hq-ac.prv/sc-isb-dsi/eng/security/personal_safety_guideline.shtml

TBS Policy on Government Security - Sec. 10.10 Protection of employees


http://www.tbs-sct.gc.ca/pol/doc-eng.aspx?id=12322&section=text#sec10.10



		

		

		5.2 Blind spots in offices will be eliminated 

		Regional Accommodation Asset Management  

		Ongoing – based on office refit schedules 

		

		The IDS promotes and configures an open concept office where blind spots will be minimized and where required mirrors will be installed.






		

		

		5.3 Draft and distribute a Code of Conduct for clients 

		Director, Strategies and Policy, Integrated Channel Management  Directorate

		Winter/Spring 2011

		

		Develop strategy in collaboration with regions for distribution across the In-Person network. Possible use of the Digital Display Network.



		6. Psychosocial – interaction with verbally abusive or threatening clients

		C

		6.1 Refer to 5.1

		Local management 

		

		

		



		

		

		6.2 Refer to 5.3

		

		

		

		



		7. Psychosocial - Interaction with physically abusive clients

		C

		7.1 a) Ensure closed circuit video equipment (CCVE) where it currently exists is installed in the SCC and utilized properly.

7.1 b) In new and re-fit SCCs CCVE are to be installed.

		Local Management  

		Ongoing – based on office refit schedules 

		Number of Health & Safety incidents reported 


Incidents reports from security




		Signage indicating office is under video surveillance will be clearly posted. 


Refer to IDS Appendix 6 “Security Specifications” http://intracom.hq-ac.prv/en/cfob/amp/caam/policies/docs/IDS-Appendix_6-SecuritySpecifications.pdf





		

		

		7.2 a) Develop and publish a security standard for the purchase and use of CCVE.

7.2 b) Develop a training package that will support local management with clear roles and responsibilities for the service and upkeep of the CCVE

		Director - Corporate Security


Internal Integrity and Security 


Service Canada 

Director - Corporate Security


Internal Integrity and Security 


Service Canada

		March 2011

March 2011



		

		An approach for the appropriate use of CCVE to ensure a consistent application of this security tool will be developed. The IDS states that CCVE will be installed in all refit offices see IDS,  Appendix 6 “Security Specifications” http://intracom.hq-ac.prv/en/cfob/amp/caam/policies/docs/IDS-Appendix_6-SecuritySpecifications.pdf

The training package will be developed to support this tool.





		

		

		7.3 a) Ensure panic buttons/alarms are installed in all SCCs and functional

7.3 b) Develop a training package to ensure the proper response to panic button alarms.


7.3 c) Emergency equipment must meet industry standards.

		Corporate Asset and Accommodation Management


Director - Corporate Security


Internal Integrity and Security 


Service Canada

Corporate Asset and Accommodation Management




		Ongoing – based on office refit schedules 

March 2011

Ongoing – based on office refit schedules

		

		Alarm systems should be tested periodically 

Where a panic button is linked to a strobe light to indicate a problem in the front-end, it must be replaced immediately by another product that meets industry standards. 

Refer to IDS Appendix 6 Security Specifications  http://intracom.hq-ac.prv/en/cfob/amp/caam/policies/docs/IDS-Appendix_6-SecuritySpecifications.pdf





		

		

		7.4  A Team Leader Observation Point is a standard furniture element in the IDS and will be in all medium, large, and very large SCCs 

		Regional Accommodation Asset Management  

		Ongoing – based on office refit schedules 

		

		Refer to  IDS 

As per REA assessment report p. 26 psychosocial recommendations – “The addition of a team leader observation point will reduce the likelihood that a difficult situation escalates into workplace violence” when and where a Team Leader is present.



		

		

		7.5 Identify and educate employees on exit strategies in case of dangerous situations. 


The non-public zone will be secured via key code or swipe card to ensure that members of the public can not gain unescorted access in all new and refit offices. 

		Local Management


Regional Accommodation Asset Management  

		Ongoing

Ongoing – based on office refit schedules

		

		Development of this design standard will comply to national fire and building codes.



		8. Other – Working Alone

		C

		8.1 Ensure employees are aware of emergency evacuation plans.

		Local Management




		Ongoing




		

		A building emergency plan and fire plan will be posted in all SCCs and provide accurate escape routes.

A minimum of two exits must be provided for employees as per lease agreements



		9. Other – Slips/Trips/Falls

		C

		9.1 Install slip resistant mats in areas where employees or clients enter an SCC

		Local Management

		Ongoing based on refit schedules

		Number of Health & Safety incidents reported

		Through local OHS committees this will be monitored.





A







B







C







D
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Introduction


In January 2010, Human Resources and Skills Development Canada (HRSDC) retained Resource Environmental Associates (REA) on behalf of Service Canada, to identify and assess hazards encountered by occupations employed in the Service Canada Centres (SCCs) that result from the full implementation of In-Person Service Experience Model (IPSEM). REA, in addition to assessing the IPSEM, also assessed the physical design and layout of the SCCs. Hence, by default, the Interior Design Standards (IDS) was assessed as it is the result of the IPSEM business requirements.


The project involved visiting six SCCs in Quebec and New Brunswick regions. Observations were made relating to the physical design and layout as well as the activities performed by Citizen Service Officers (CSOs) PM-01, Team Leaders (PM-03) and Service Delivery Managers (PM-05) working in the SCC. 


With the assessment report now completed, the following management action plan, based on the identified hazards, has been developed. The management action plan will be used to ensure the hazards identified have been mitigated where appropriate or the appropriate actions has been taken to limit the hazard. The actions identified in this management action plan will further support the direction of IPSEM and the IDS.

Below are the hazard ranking definitions used by HRSDC for all hazard identification and assessment exercises in the department.


Hazard Levels




These hazards are the highest ranking and require an action plan to identify and implement preventive measures. These hazards are a priority and as they could result in a significant disabling injury if adequate preventive measures are not implemented.




Hazards are also considered to require immediate attention. An action plan should be developed in order to implement appropriate preventive measures.


Hazards are hazards that have a relatively low level of severity.  This group should never be ignored but are not a priority.


Hazards are the lowest level but should not be ignored.  No immediate action plan is required.


The following table heading outlines the scope of each column:

		HAZARD

		HAZARD RANKING

		ACTION


The measure required to reduce the probability of the hazard occurring to the lowest level practicable

		RESPONSIBILITY


Who is responsible for ensuring these  actions are carried out

		TARGET DATES


When are these actions required to be completed

		MONITOR EFFECTIVENESS


What are some of the trends to watch?

		COMMENTS





		HAZARD

		HAZARD RANKING

		ACTION




		RESPONSIBILITY




		TARGET DATES




		MONITOR EFFECTIVENESS




		COMMENTS



		1. Ergonomics – Awkward postures e.g. an employee may work at a workstation that is not ergonomically designed or an employee may bend to assist a client at a self-serve computer

		B (C) for PM-01

Citizen Service Officers


C for 

PM-03


Team Leaders


C for PM05 Managers

		1.1 Encourage regularly, scheduled job rotation of CSOs through the three service zones 

		Local management

		Ongoing

		Number of Health & Safety incidents reported

		Review IPSEM intranet  page for - Staff flow solutions 

http://intracom.hq-ac.prv/servicecanada/eng/work/sd/worktools/ipsem/staff_flow_solutions.shtml



		

		

		1.2 Ensure height adjustable lecterns are provided for employees (at the welcome point, assistance point and team leader observation point) minimize awkward positions

		Regional Accommodation Asset Management (RAAM) 

		Ongoing – based on office refit schedules 

		

		As office refit projects are carried out, RAAM staff will utilize the Interior Design Standards (IDS) to ensure these offices have the appropriate ergonomic equipment to mitigate these risks.


All lecterns at the welcome point, assistance points and team leader observation points will be electronically height adjustable in new offices to facilitate a better client experience and respect ergonomic needs of employees.



		

		

		1.3 Provide citizens with a demonstration at the assistance point in advance of the citizen being directed to complete an activity at the Service Canada Workstation (SCWS).

		Local management

		Ongoing- based on office refit schedules 

		

		As office refit projects are carried out, an Assistance Point will be included in the Self Help Zones of SCCs.Refer to the “How-to” document entitled working in the Self Help Zone. 


http://intracom.hq-ac.prv/servicecanada/eng/work/sd/worktools/ipsem/self_help_zone.shtml





		

		

		1.4 Develop an Integrated Ergonomic Program (IEP) to support local managers  in providing information to employees on how to change postures / encourage employees to change postures regularly (e.g. standing / sitting, upright position / reaching, etc)

		National Occupational Health and Safety Unit 

		December 2010



		

		An IEP is being developed by the National Occupation Health & Safety.  Will publish the final document at the following site 


http://rhdcc-hrsdc.prv/eng/hrsb/hrs/ohs/topics/ergonomics.shtml



		2. Ergonomics - Static postures e.g. an employee may stand at a lectern or pod when in self-serve area or at the welcome point when clients do not require assistance

		B (C) for CSOs


C for Team Leaders


C for Managers

		2.1 Refer to 1.1

		Local Management

		Ongoing

		Number of Health & Safety incidents reported

		Occupation Health & Safety Unit will publish the final document at the following site 


http://rhdcc-hrsdc.prv/eng/hrsb/hrs/ohs/topics/ergonomics.shtml



		

		

		2.2 Refer to 1.4

		National Occupational Health and Safety Unit

		

		

		



		

		

		2.3 Provide anti-fatigue mats, foot rests, or specialized flooring at all lecterns where standing is encouraged. 

		Regional Accommodation Asset Management  

		Ongoing – based on office refit schedules

		

		As office refit projects are carried out, RAAM staff will utilize the Interior Design Standards to ensure these offices have the appropriate ergonomic equipment to mitigate these risks. 



		3. Ergonomics – Repetitive Motion – not applicable to PM 01 Citizen Service Officers (CSOs)

		B


For Team leaders and managers

		3.1 Refer to 1.4

		National Occupational Health and Safety Unit 

		Ongoing

		

		Occupation Health & Safety Unit will publish the final document at the following site 


http://rhdcc-hrsdc.prv/eng/hrsb/hrs/ohs/topics/ergonomics.shtml



		4. Biological – Communicable diseases (viral or bacteria)

		B for


PM 01


CSOs


C


For Team Leaders


C for Managers

		4.1 Ensure employees are familiar with the requirements of HRSDC’s Pandemic Flu plan 




		Local management

		Ongoing

		

		See Manager’s guide on Human Resource Issues for Pandemic Influenza


http://rhdcc-hrsdc.prv/eng/hrsb/hrs/ohs/virus/index.shtml



		

		

		4.2 Ensure employees have anti-bacterial dispensers and wipes at their disposal to decontaminate all equipment at SCC sites. 




		Local Management

		Ongoing

		

		



		5. Psychosocial – Interaction with intimidating clients

		C

		5.1 Ensure that all SCC employees operating in the service delivery areas complete the online/classroom training modules on “How to deal with distressed and difficult client behaviours”.

If possible, preference should be given to classroom training when operationally feasible.

		Local management 

		Based on availability of classroom course.

		Number of Health & Safety incidents reported

Incidents reports from security 

		Departmental Security Policy and Procedures Manual


Appendix 4. Personal Security Guidelines for Employees


http://intracom.hq-ac.prv/sc-isb-dsi/eng/security/security_manual2.shtml#app4

Guideline - Personal Safety in the Workplace


http://intracom.hq-ac.prv/sc-isb-dsi/eng/security/personal_safety_guideline.shtml

TBS Policy on Government Security - Sec. 10.10 Protection of employees


http://www.tbs-sct.gc.ca/pol/doc-eng.aspx?id=12322&section=text#sec10.10



		

		

		5.2 Blind spots in offices will be eliminated 

		Regional Accommodation Asset Management  

		Ongoing – based on office refit schedules 

		

		The IDS promotes and configures an open concept office where blind spots will be minimized and where required mirrors will be installed.






		

		

		5.3 Draft and distribute a Code of Conduct for clients 

		Director, Strategies and Policy, Integrated Channel Management  Directorate

		Winter/Spring 2011

		

		Develop strategy in collaboration with regions for distribution across the In-Person network. Possible use of the Digital Display Network.



		6. Psychosocial – interaction with verbally abusive or threatening clients

		C

		6.1 Refer to 5.1

		Local management 

		

		

		



		

		

		6.2 Refer to 5.3

		

		

		

		



		7. Psychosocial - Interaction with physically abusive clients

		C

		7.1 a) Ensure closed circuit video equipment (CCVE) where it currently exists is installed in the SCC and utilized properly.

7.1 b) In new and re-fit SCCs CCVE are to be installed.

		Local Management  

		Ongoing – based on office refit schedules 

		Number of Health & Safety incidents reported 


Incidents reports from security




		Signage indicating office is under video surveillance will be clearly posted. 


Refer to IDS Appendix 6 “Security Specifications” http://intracom.hq-ac.prv/en/cfob/amp/caam/policies/docs/IDS-Appendix_6-SecuritySpecifications.pdf





		

		

		7.2 a) Develop and publish a security standard for the purchase and use of CCVE.

7.2 b) Develop a training package that will support local management with clear roles and responsibilities for the service and upkeep of the CCVE

		Director - Corporate Security


Internal Integrity and Security 


Service Canada 

Director - Corporate Security


Internal Integrity and Security 


Service Canada

		March 2011

March 2011



		

		An approach for the appropriate use of CCVE to ensure a consistent application of this security tool will be developed. The IDS states that CCVE will be installed in all refit offices see IDS,  Appendix 6 “Security Specifications” http://intracom.hq-ac.prv/en/cfob/amp/caam/policies/docs/IDS-Appendix_6-SecuritySpecifications.pdf

The training package will be developed to support this tool.





		

		

		7.3 a) Ensure panic buttons/alarms are installed in all SCCs and functional

7.3 b) Develop a training package to ensure the proper response to panic button alarms.


7.3 c) Emergency equipment must meet industry standards.

		Corporate Asset and Accommodation Management


Director - Corporate Security


Internal Integrity and Security 


Service Canada

Corporate Asset and Accommodation Management




		Ongoing – based on office refit schedules 

March 2011

Ongoing – based on office refit schedules

		

		Alarm systems should be tested periodically 

Where a panic button is linked to a strobe light to indicate a problem in the front-end, it must be replaced immediately by another product that meets industry standards. 

Refer to IDS Appendix 6 Security Specifications  http://intracom.hq-ac.prv/en/cfob/amp/caam/policies/docs/IDS-Appendix_6-SecuritySpecifications.pdf





		

		

		7.4  A Team Leader Observation Point is a standard furniture element in the IDS and will be in all medium, large, and very large SCCs 

		Regional Accommodation Asset Management  

		Ongoing – based on office refit schedules 

		

		Refer to  IDS 

As per REA assessment report p. 26 psychosocial recommendations – “The addition of a team leader observation point will reduce the likelihood that a difficult situation escalates into workplace violence” when and where a Team Leader is present.



		

		

		7.5 Identify and educate employees on exit strategies in case of dangerous situations. 


The non-public zone will be secured via key code or swipe card to ensure that members of the public can not gain unescorted access in all new and refit offices. 

		Local Management


Regional Accommodation Asset Management  

		Ongoing

Ongoing – based on office refit schedules

		

		Development of this design standard will comply to national fire and building codes.



		8. Other – Working Alone

		C

		8.1 Ensure employees are aware of emergency evacuation plans.

		Local Management




		Ongoing




		

		A building emergency plan and fire plan will be posted in all SCCs and provide accurate escape routes.

A minimum of two exits must be provided for employees as per lease agreements



		9. Other – Slips/Trips/Falls

		C

		9.1 Install slip resistant mats in areas where employees or clients enter an SCC

		Local Management

		Ongoing based on refit schedules

		Number of Health & Safety incidents reported

		Through local OHS committees this will be monitored.





A







B







C







D
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