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EXECUTIVE SUMMARY

Highlights of the recommendations which appear in this report are highlighted
below:

Contract Training Services and Part-time Studies are combined into one
division in the final recommended structure. The new division to be called,
"Fleming Training and Development Services".

The primary goal of this structure is to provide excellent client service.
Four units have been created with the primary task of liaising with clients to
offer an integrated, customized and flexible package of services that will
best meet the clients' needs. These units are: Canadian Natural Resource
Training Centre, Computers & Applied Technology, Fleming Institute of
Quality Change and Health & Community Services & Development (the final
recommended structure appears on page 4).

The new structure contains formal linkage with OSDO/TI to more actively
provide needs assessment and joint referrals. As well, the new structure also
creates a position which is dedicated to serving the needs of government
agencies.

Teams with representation from other internal bodies such as Information
Technology & Fleming Data Research, the Learning Resource Centre, Access
& PLA, Marketing & International, Accounting and Admissions will help
develop greater synergy of services and support.

Recommendations to solve current barriers to success include restructuring
pay scales to more realistically reflect market conditions, and serving our
clients better by providing the necessary facilities and resources to meet the
targets identified in this plan.

Subgoals have been set, such as helping Fleming students achieve real-world
learning by linking student study teams with clients, and by helping with
community development by setting up new partnerships within the Health &
Community Services & Development unit. This should aid in (1) helping
grow linkages with Program areas and 2) mobilizing internal support.

Overall, the new division will position itself in the marketplace with a basic
stance which reads, "Fleming Training & Development Services offers
flexible, customized and integrated services to help individuals and
organizations achieve quality change and success." Marketing strategies for
the division include separate positioning in the marketplace for each unit,
developing external partnerships with client companies and sectoral
associations, liaising with senior management of clients to best recommend
services in line with overall organizational goals, offering leading edge
seminars and workshops on key unit topics to build a reputation beyond our
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catchment area, and aiming to build international reputation and business as
the ultimate goal.

Business & Industry revenue targets have been set for the new structure,
including:

Year 1 $1,025,000
Year 2 1,500,000 +46%
Year 3 2,000,000 +33%
Year 4 2,700,000 +35%
Year 5 3,500,000 +30%

Year 1 direct costs estimated at $710,000, thus producing a contribution to
overheads of $315,000 (30.7% margin).

In addition, we feel that there is still a reasonable chance that Federal
(HRDC) purchases may be made during this transition year, and that in the
future we will be actively marketing certificate programs to HRDC "voucher"
holders. Combined HRDC, CITC, and private business and industry
contracts last year (94/95) totalled $3.0 million and although we are
reorganizing to replace the "government" portion of this amount with private
business, we are optimistic of some HRDC revenue.

Staffing requirements for the Contract Services component of the overall
division are 4 full-time unit leaders, 2 full-time support staff, one 24
hr./week Support Staff and 1 Division Leader (40% of time on Contract
Services, 40% Part-time Studies and 20% overseeing OSDO/TI).
Qualifications for each of these positions are sketched out in the plan. It is
essential that these positions be offered for competition, beginning with the
Division Leader, to fill the positions with those who have the right skill sets
and experience.

An outline of next steps appears on page 48.
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OVERVIEW

Fleming Contract Training Services operates currently in a decentralized structure,
with dedicated staff representing each of the Schools, who source, develop and
administer contract training for Fleming College.

Currently, it is anticipated that significant funding cuts from both the federal and
provincial government will reduce, and may eventually eliminate, government block
purchase type activity, and this form of activity has been a significant portion of
Fleming Contract Service initiatives. It is believed, however, that significant
potential exists to grow Contract Training revenues in future, particularly to the
business, industry and service sectors, which could provide a buffer to the college
in terms of anticipated cuts in post-secondary grants and government training
initiatives. The focus of this plan will be to develop a future organizational
structure and strategies to achieve significant growth in Fleming Contract Service
revenues aimed at business, industry and service sectors.

Included in the plan is an analysis of the current situation, a thorough External
Analysis which scans the customer and competitive environment, resulting in
identification of opportunities, development of strategies, conclusions as to
recommended structure and resources, and a critical path to achieve future
success.

The process to develop this plan was interactive. Representatives from each area
of the College who conduct Contract Training formed a Planning Team, facilitated
by Jim Bottom ley. This team met over a series of meetings to perform each stage
of the analysis and generate the final plan.

Members of the Team were as follows:

Contract Services Planning Team

Core Member

Access
Natural Resources
Applied Arts & Health
Business
Technology & Law
OSDO/TI
Lakeshore
Haliburton
Fleming Data Research
Communications/Marketing/International
Team Support
Facilitator

Paul Phillips
Dianne Smith
Rachel le McPhail
Bill Hooper
Al Bird
Eileen Longueville
Frankie Liberty
Barb Bolin
Jim Angel
Paul Halliday
Mary Bencze
Jim Bottom ley

Alternate

Bill Peacock
John Reynolds
Rosemary Newmaster
Sylvia Holmes
Dick Munshaw
Merle Davis
Patricia Perkins
Susan Little



Note that OSDO\TI, Fleming Data Research and Marketing/International have not
traditionally been members of Fleming Contract Services, but it is believed that
significant potential exists to perform co-operative linkages with these areas to
more successfully develop and deliver Contract Training.
As a result, these areas have been included in the development of this plan.
Thanks to all members who dedicated much time and effort to produce the final
plan.

Historical Data - Activity Previously Conducted for Business and Industry

To prepare for the planning sessions, each of the above areas generated a list of
historical activity in the realm of delivering contract training to business, industry
and service sector clients. THEY DID NOT INCLUDE CEIC\HRDC AND CITC TYPE
ACTIVITY, but did include "contract training type" business for other government
clients, such as the Ministry of Natural Resources. Detailed historical data,
covering the last three fiscal years, are provided for each area in detail in Appendix
1. The data is organized by type of training conducted, and identifies clients
served, date delivered, trainers involved, direct revenue and costs, overall
contribution margin and notes as to the success of each activity.

The following summarizes this information:

Area Represented Total Revenue from Business & Industry
1992/93 & 1993/94 & 1994/95

Applied Arts & Health $146,000
Access 34,000
Business 341,000
Technology & Law 658,000
Natural Resources 378,000
Lakeshore 11,000
Haliburton 20,000
Fleming Data Research 142,000
TOTAL $1,730,000

Contract service work for business and industry grew by 66.5% from 1993/94 to
1994/95.

Also identifying work done through International:

Total Last three fiscal years

International Natural Resources $346,000
International Arts & Health 218,000
TOTAL $564,000
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Fleming's Contract Training group also identified the current total employment
commitment towards their activities, recognizing that some employees spend only
a portion of their time on contract service business.

Employee

Al Bird
Dick Munshaw
Mary Bencze
Elyn Saar-Green
Sylvia Holmes
Bill Hooper
D'Avril Allen
Dianne Smith
John Reynolds
Paul Phillips
Bill Peacock
Pat Ryans
Rachel le McPhail
Frankie Liberty
Pat Perkins
Barb Bolin
Susan Little

Tech
Tech
Tech
Law
Bus.
Bus.
Bus. & Health
Nat. R.
Nat. R.
Access

- Access
- Access

Health
Cobourg
Cobourg
Hal.
Hal.

Total Time Commitment

% Time Spent on
Contract Services Activity

100
60

100
25
50
50
75
60
10
50
15

5
50
10
30
15
25

730%

Currently, the equivalent of nearly seven and one-half full time jobs is committed
by Fleming to Contract Services activities.
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VISION AND PRINCIPLES

The Planning Team generated a list of principles and values that will serve as guide
to their planning efforts, hoping to generate a plan which achieves a final vision
which incorporates the following:

Customer/Client Driven:

Customer Satisfaction is the overall guiding principle. All offerings must be:
a) meeting client needs
b) relevant and current
c) accessible one-stop shopping
d) flexible (for example, offerings year round, flexible times, costs and

product)
e) competitive (including pricing)
f) customized
g) of highest quality - content/delivery and infrastructure
h) consistent in presentation

Cost Effective:

The overall recommendations contained in this plan, must account for:
a) profit generation
b) community development impact
c) the possibility of in-kind contributions/barter
d) reasonable overhead allocations
e) an entrepreneurial focus
f) flexible compensation/costing to meet client needs
g) accountability
h) best use of human resources (specialities in terms of expertise)

Revenue Distribution/Budget Setting:

Overall conclusions in terms of revenue distribution and budget setting must:
a) be understood by all
b) recognize the contribution of individuals or units
c) be motivating
d) encourage a team approach
e) produce suitable overall profit and overhead contribution, however not every

activity shall be judged on this basis may be a developer of future business.
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Open Communication:

The overall structure and recommendations should promote a unit which promotes:
a) honesty - internal/external
b) sharing resources human/physical
c) support by senior management and the College as a whole, recognizing the

value of Contract Training activity to Fleming
d) the elimination of competition between Schools
e) encouragement of ideas (for example new products) develop process to

receive input from College personnel
f) better marketing within the College (image)
g) consistency in policy
h) an ethical approach - internal/external

co-operation (internal)
collaboration
fulfilling promises

In addition, the following issues should be taken into account when developing the
final recommendations:

Short-term, mid-term and long-term goals must be set by end of this process

Maximize utilization of internal resources (staff)

Maximize opportunities for Fleming learning from Training Services activities

Innovative programming ideas should come from Training Services activities

Must look to develop partnerships with external-organizations/sectoral groups

Dedicated Fleming staff to maintain lead contacts with clients (relationship
marketing) may act as a broker for specific sectors

Training Services functions as a team we work together and celebrate our
successes together

Activities must be entrepreneurial in spirit

Must be training and education focused/ including product development
innovations

Must promote professional development opportunities for trainers and staff

May be wise to develop linkages/relationships at senior levels in client
organizations to anticipate and be involved in development of corporate
strategies (in other words, we should value "consulting" as an activity). Allows
for integrated, value-added offerings
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Need to be proactive in planning offerings and activities, including being more
research-based, including a system that collects the following data:

related literature
trend data

- client and competitive information
past activity

- tracking revenues and costs

Accountability and responsibility is essential measurable targets

Recognition of and respect for "expertise" within the College is essential
"needs" survey & analysis from OSDO
involving and motivating cooperation with faculty from program
areas
support for applied research may be beneficial
integrated philosophy to maximize College resources and expertise

Need to work closely with Areas of Specialization to enable Contract Training
and Part-time Studies activities to reflect co-operative use of expertise and
facilities. This would probably be best accomplished through liaison with a
"key" contact person in each Centre of Specialization. Timeliness is key in
many training and development opportunities and certain criteria should be
established to ensure the continuance of quick turnaround times for our clients.

Evaluation must be outcome based follow-ups after the sale are important

Leadership must exemplify the above

Possibility to focus on specific sectors instead of being all things to all people
(be a deli operation instead of a supermarket)

The ultimate goal is to be able to market beyond our region, with unique
offerings where Fleming has a competitive advantage, including such areas as
metrology training, aggregate sampling, aquaculture, high-end AutoCAD.

Need to develop a link with part-time studies to better serve needs of our whole
client group

The need to show our internal and external critics that our activities have value
to our clients and help to exemplify Fleming College as an important community
player.

That we do not engage in predatory pricing, but charge fair market-value rates
for our services. That we will also cover all of our allocated costs while
producing a positive variance for the College.
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Need to establish ourselves as providers of training for those HRDC "voucher"
clients. Contract Services, Part-time Studies and the Areas of Specialization
can respond jointly to this opportunity.

The opportunities for Fleming Data Research to expand upon its successful
research and analysis services to additional external clients. Possibly, could
staff on a contract-by-contract basis for these clients until a more firm base of
business is established.

The above served as a guide to the Team at each stage of analysis and in
determining final recommendations. It is important to note that, as the planning
process was followed, an important conclusion based on the above became
imperative to the eventual success of the plan:

There is excellent value to linking the Contract Services and Part-time
areas together.

In essence, Part-time Studies attempts to market training opportunities to
individuals while Contract Services targets groups, usually from companies,
organizations or by sector. There is much synergy in having Contract Services
and Part-time Studies cooperate, with the goal of offering more cost-effective
training to groups of individuals, or by combining individuals with common
needs into groups with the same needs. Also, Part-time Studies reports that
the key to growing revenue is to _circulate in the community to perform needs
analysis and develop suitable product. The same requirement for success is
true of Contract Services. In fact, Appendix 3 contains information
demonstrating that more Part-time courses were generated within the School of
Technology after 1992, when Part-time Studies-and Contract Training personnel
combined to develop offerings. The same conclusion resulted recently when
Frost and Law personnel linked to develop new offerings.

As a result, the final recommended structure is one that incorporates BOTH
Contract Services and Part-time Studies personnel.

4
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EXTERNAL ANALYSIS

Summary of environmental scan, which included trend analysis, consumer and
competitive analysis

Each of the areas were asked to develop a list of "hot opportunities" in terms of
future business. These individual submissions are included in Appendix 2. As
well, the planning team as a whole discussed overall trends, including research and
needs assessment information and analyzed their impact on the "hot lists"
previously developed. Additional trend research is attached in Appendix 3.

A brief summary of Trend and Consumer Analysis activity is as follows:

The Canadian and world economy is experiencing unprecedented change. The
emerging Information Age, Global economy has forced all organizations to
rethink their mission and to reorganize around meeting customer needs in a
more focused way. The continual quest for quality as defined by customer
satisfaction is a major change in thinking. There exists a growing need for
helping organizations in a variety of quality change initiatives (including ISO
9000) and providing training for managers and employees to create a skill base
that enables organizations to change their strategic directions. This presents a
major opportunity for Fleming Contract Services.

In light of the above quality change initiatives, it is recognized by a growing
number of organizations that the traditional way of "control" management
inhibits the continuous quest to deliver quality in terms of measurable customer
satisfaction. The faster that globalization accelerates the rate of product
innovation and development, the level of competitiveness grows and the need
for corporate restructuring becomes more apparent. There is a growing
recognition that competitive advantages result from having a highly trained and
motivated workforce dedicated to meeting customer expectations. Thus
"empowerment" training, including information age skills such as working in
self-directed teams, problem solving, conflict resolution, and other "soft skill"
training takes on greater importance as an opportunity.

Computer and applied technological training is also a growing opportunity.
Approximately 45% of Canadian employees worked with computer-based
technologies in 1994 (Ekos Research Associates) and sales of personal
computers has grown by an average of over 20% per year since 1984
(Statistics Canada). It is anticipated that not only computer training will be a
growing need, but that other forms of applied technological training will also
gain in popularity, for example CAD/CAM training. It is apparent from our
analysis that Fleming is successful in providing applied technological training
when it is able to offer clients leading edge expertise and technology within a
suitable facility. The planning team therefore recognizes that we must identify
those forms of applied technology training where these conditions can be
achieved.

15 12



Fleming has a distinct positive perception in the marketplace as a result of the
Frost campus School of Natural Resources. The increasingly global issues of
natural resource management, development and training will take on growing
importance in an era where environmental sustainability is an increasingly
sought after goal. The Contract Services unit at Frost, the Canadian Natural
Resource Training Centre, has had success in developing a positioning in the
marketplace, and is further ahead of other areas in gaining a foothold in the
international marketplace. It is the planning team's belief that this unit has
unique positive positioning in the marketplace and should continue to be
marketed as an entity in future, no matter how the final structure is integrated.

In her book, "Shifting Gears," Nue la Beck makes a case for health care being
one of the four engines of future economic growth. Certainly the demographic
trend towards an aging population would support the case of health care and
management being a growing priority. As well, in this era of government deficit
reduction, the way social and community services are provided will be
increasingly questioned. The planning team believes that there will be growing
opportunities in serving the needs of the health and community service sector in
future.

A summary of key !earnings from the Competitive Analysis follows:
® Other Colleges and Universities

In general, in this era of anticipated government cutbacks, an increasing priority
for colleges and universities is delivery of customized education (contract
training). As reported by Doug Burn in "The Human Resources Professional,"
November 1995, "by some estimates, revenues from customized education are
growing at ten percent a year among the more entrepreneurial colleges and
universities."

The planning team researched what other colleges are doing in the realm of
Contract Training. Specifically, it was felt that a personal visit to two of the
more innovative colleges was required. Al Bird and Dick Munshaw visited
Georgian College and Conestoga College to pursue issues relating to the
organizational structure and other related areas of interest to us as we make
final determinations for Contract Training and Part-Time Studies at our College.

Some of the key findings that were uncovered during the competitive analysis
are as follows:

Georgian College:

The first visit was to Georgian College on November 22, where Al and Dick
met with Denis Bouchard who is one of two directors that oversee Contract
Training, Continuing Education, and International. Currently, one director
oversees Contract Training (CT) and International, and the other (Denis) is in
charge of Continuing Education (CE) and Government purchases. This
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situation will change, as Denis's position is being phased out due to CE
being de-centralized to the delivery schools.

Georgian's CT delivery arm is called " The Georgian Source " and is about
1 1/2 years old in its current format.. It operates (offices only) from a
separate off-site location in Barrie with a staff of 10 (7 Hay and 3 Support),
not including the directors. It should be noted that although it uses " The
Georgian Source " in all of its literature and marketing print media, this
operation is NOT separately incorporated. Rather, it has a separate identity
(from a marketing point of view) as a training and development operation for
business and industry clients. OSDO and TI are not part of this operation,
and in fact are also off-site, albeit in a separate location. Only about 6% of
TI monies are spent on Georgian delivered training, and Denis feels this
should be much higher.

Hay salaries are mid-$50's to mid -$60's dependent upon area of expertise
and experience. Volume for last year was $3 million and this includes both
business and industry, and federal government contracts. About 65% of
their activity was with the Federal government. Target for this year is the
same, but Denis feels that they will not make this target due to government
purchases being reduced. His feeling is also that campus locations such as
Parry Sound could be closed, as they were mainly involved in delivery of
Federal and Provincial direct funded programs and cannot be financially
viable without such revenue.

Delivery of CT activity is arranged centrally, and there is a high use of part-
time faculty who are contracted at rates from $22 per hour and up. They
do not have a formal pay scale, and the average is probably in the low $30's
per hour. When they do use full time faculty, the pay is 1% of annual
salary/per hour. There is no limit to how few or how many hours that the
part-time faculty are used, and the starting pay is negotiated, with merit
increases based on performance and experience with the College. They do
not hire through purchase orders, as the rates that they pay part-time do not
force them into that situation.

In cases such as computer training, CT has access with dedicated labs that
are shared with Con Ed., and also has some dedicated classroom space.
When equipment-specific training is required (e.g. Technical Labs required),
this is arranged through the delivery school, in some cases these schools
may request some financial (or equipment) benefit. The Georgian Source
doesn't have any portable equipment, and is restricted to using what is
available at any given campus/location.

Denis expressed that there is not a particular strategic direction such as by
grouping areas of expertise, or taking specific products to the marketplace.
However, the Hay staff that market and develop the training activity have
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specialties such as: international, armed forces, technical, computers,
supervisory and managing change.

Conestoga College:

We visited Conestoga on November 30, and met with Sandra Schelling who
is one of their Managers in Training and Development. Under the direction
of Norm Johnstone, there are six managers, each of whom oversees one of
the following areas:

I. Management
Labour Adjustment

III. Computers & HRDC
IV. Festo (technical)
V. OSDO
VI. Office Manager

These management positions are Hay and are in the mid $50's to $60's,
except for the office manager which is also a Hay position in the mid $40's.
Within each managed area, there are training consultants who are also Hay
and are paid mid $40's to start, they are trying to add some incentive to this
salary. The numbers of staff within each area are dependent upon current
or projected activity. A staff of 10 work within the central office area to
assist in operations. In some cases, these are contract positions for the first
year. Sandra stressed that for training consultants and managers they will
only use specialists who have a broad range of skills, and not generalists.

Continuing Education is a separate department, under its own director.
Sandra mentioned that in some situations CT and CE are in competition with
each other. CT operates its own labs and classrooms as follows: 5
classrooms and 7 computer labs in its own CT facility which is part of the
main (Doone) campus, plus an additional 3 computer labs in Stratford and
Cambridge, with additional access to labs in Guelph and Waterloo. CE is not
allowed to use the dedicated Contract Training facilities. Where day school
facilities are used, there is usually negotiation to provide in-kind payment to
those host schools, typically in reference, materials, software, or small pieces
of equipment which remain after the training has concluded.

Once again, pay rates are usually between $25-50 per hour to part-time
teachers with no restrictions as to minimum or maximum hours. They do
hire on purchase orders, but only hire incorporated companies in this
manner. Sandra commented that their average is $40. per hour, however
she knows that CE pays much less than this, with the top rate $31 per hour.

Approximately 60% of their past activity has been with the Feds, with 40%
coming from business and industry. Of the private sector training, OSDO is
funding about 5% through OS. Conestoga has spent considerable time
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developing a database of clients and activity, and try to track visits to each
client. They use their database when mailing out to their various clients and
publish a quarterly newsmagazine highlighting their activities.

The " Training and Development " division has College-wide priority for
capital, and last year had $400,000 allocated to them for capital. Sandra
shared with us their entry into interactive training, and with a substantial
investment in a library of training packages, they have been able to win an
HRDC contract for self-paced computer applications training. They also use
this lab for another new program
" Technical and English Skills for Professional New Canadians ". Conestoga
is preparing for selling their CT offerings to HRDC under the HRIF program
on a per seat basis in the new fiscal year.

Durham College

Durham's Productivity Improvement Centre specializes in ISO 9000, QS-
9000 and ISO 14000 training. The Consulting and Training Services of PIC
also delivers training in management systems surrounding the need for
quality change. It is believed that although Durham has marketed this
initiative and has a presence in the marketplace, Durham has no distinct
advantages over what Fleming could offer in this field, and is limited in
focus, keying in on the ISO 9000 series rather than offering an integrated
approach to quality change. In fact, all Ontario colleges offer ISO 9000
training in their respective regions, with similar offerings and course
packages.

Private Consulting Firms

Large consulting firms offer training services, but usually in specialized fields
such as Process Re-engineering, Total Quality Management or for industry
sectors such as Health care. Usually, their prices would be higher than
those offered by Fleming, and in these cases their expertise and professional
standing may also be perceived as greater, particularly in line with the
perception that Toronto expertise is somehow "better" than the expertise of
people in Peterborough. Another common perception is that colleges just
offer courses, rather than customized training. Fleming could develop a
strategic advantage by linking with OSDO to provide professional needs
assessment, thus providing better customization of offerings. Fleming could
also look to broker consulting services to firms with greater expertise in
specialized areas.

There are many small private consulting firms, and, with further downsizing
anticipated, their numbers will likely increase (and could include laid-off
college personnel). Again, these companies tend to focus on a narrow field
of activity and lack the resources to market their activities as Fleming could.
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Credential ling is another strength of Fleming as compared to training offered
from these consultants.

Private Trainers

A growing number of companies operate as private trainers. These include
the Toronto School of Business, Academy of Learning and the Ontario
Business College. Their strength is computer training, where they have a
distinct cost advantage to Fleming due to much lower pay rates for training
delivery (as do the School Boards, who also offer computer training).
Fleming is perceived by many customers to offer better credentialling.
Ultimately, if Fleming is to compete successfully in the field of computer
training, either we must offer training in software where we have unique
expertise or on hardware they do not have. In essence, it would be
preferable for Fleming to offer pay rates equivalent to what the market will
bear, which would overcome the one competitive advantage these
competitors offer.

Other private trainers include the CDI College of Business & Technology
which specializes in training for computer occupations, Career Canada which
focuses on the health sector and the International Academy of
Merchandising & Design, focusing on merchandising design training.

Private trainers now include the Kawartha Enterprise Centre, who offer small
business start-up training, also targeted by the Business Development Bank
of Canada.

Large companies with Corporate Training Arms and/or Sectoral Institutes

Many large companies or sectoral associations have their own training arms.
Often they require help to develop curriculum and deliver training. As a
result, many unique partnerships have been developed where colleges link
with these players to develop new business. One of the advantages of this
type of activity is the potential to offer the training beyond the catchment
area, where the companies and/or sectors have a presence.

Several competitive partnership agreements have been identified:

While it should be noted that Fleming has developed many strong
partnership agreements, George Brown, in partnership with the Ontario
Hostelry Institute, offers training in cooking, bar, restaurant and hotel
management.

In 1994, Eaton's launched the Eaton School of Retailing in partnership with
Ryerson Polytechnic University.
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Seneca College has formed a partnership with Connaught Laboratories to
train employees in biological sciences.

Grant Mac Ewan Community College in Edmonton has partnered with Canada
Post to develop training programs for Canada Post's Learning Institute,
focusing on offering modules in business management and leadership. This
training program has been delivered at the Hautes Etudes Commerciale in
Montreal.

Fleming and four other colleges have partnered with General Motors and the
Canadian Manufacturer's Association, to develop and offer a Business
Leadership certificate/diploma, with credits towards a university diploma in
management.

Humber recently formed a four-way partnership with Human Resources
Development Canada, the Canada Council on Rehabilitation and Work and
the Canadian Bankers' Association to develop and deliver an entry program
to train the disabled for positions as tellers and customer service
representatives. All of the first class of graduates (18 students), are now
fully employed at CBA member banks.

Self-directed Training

With the advent of the Internet there is more potential than ever for clients
(including company employees) to learn through self-directed means.
Fleming must study and develop greater potential to offer alternate delivery
and/or distance education training, including through Contract Services. A
link to the Learning Resource Centre is necessary in the final recommended
structure, to support the growth of initiatives in this area.

OVERALL STRATEGY - KEY SELLING MESSAGES

The planning team brainstormed a list of potential customer benefits that
matched client needs. It also analyzed the ability of Fleming to offer these
benefits as compared to competitors identified previously. Finally, each of
the strategic sectors were examined to determine if competitive advantages
varied by sector or were similar to each. Final conclusions are outlined
below.

The title for the combined Contract Services and Part-time Studies unit is
recommended as:

Fleming Training & Development Services
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Positioning in the Marketplace:

Basic Stance:

Fleming Training & Development Services offers flexible, customized and
integrated services to help organizations and individuals achieve quality
change and success.

The key selling messages for the overall unit are:
offer customized, flexible and integrated services

- achieving quality change and success

Key selling messages for applied technical training:
- offer leading-edge expertise, technology and facilities

Possible slogan: "LEARNING FOR SUCCESS"

Marketing Strategies include:

Develop three external partnerships in 1996/97 to grow business with
the end goal of expanding outside of our region.

General Electric Has been an increasingly active user of our Contract
Services, Consulting Services (OSDO), and Part-time Studies. Still a large
community player, and has transformed into a very focused and
competitive organization. A member of the Sectoral Skills Council along
with SSFC. They have multiple plants across North America.

Milltronics Large potential for growth in training activity. They have a
strong College supporter in V.P. of Manufacturing. Milltronics is now a
member of the Sectoral Skills Council and has recently made significant
organizational changes. Milltronics is interested in arrangements whereby
they can share the College's expertise and equipment in areas such as
robotics and co-ordinate measurement machine. Also has facility in U.S.

MNR Now that the College has a formal partnership with Trent and
MNR, we need to explore all possibilities relating to: training, consulting,
joint projects for third party clients, and facilities usage. Has multiple
sites across the province.

- Partnering with Sectoral Associations such as Kawartha
Manufacturer's Association, Canadian Manufacturer's Association, etc.
Many new business leads have come from direct links to these groups.

Hospital Associations, particularly regional hospitals and community
service providers.
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use existing partnerships (see Appendix Ill) to expand opportunities

Develop an Advisory Committee for Contract Training Services
representative of strategic activities pursued.

Develop specific marketing strategies for each business unit in the final
structure. For example, the Canadian Natural Resource Training Centre
would be marketed to the natural resource sector as an entity to itself, by
promoting through the use of brochures and suitable media which
reaches the target market efficiently (for example, industry specific trade
publications). A first start in developing strategic competitive advantages
for the CNRTC is included at the end of Appendix 3.

Possibility for an organizational needs assessment "support unit" to aid in
assessing needs and integrating services (OSDO would be key to this
unit, but Fleming data research and Access could also play a role)

Brokering possibilities can refer or broker to clients to best deliverers
(may be competitors). One example would be if clients require process
re-engineering consulting.

Leading Edge Seminars/Conferences offered in strategic success areas
serve to draw in clients/markets for services. Excellent way to spread
word-of-mouth (Algonquin is very active in this area).

get articles published in business journals
drawing in lead-edge thinkers/researchers
requires sound marketing (is a risky game)
PD to develop our expertise

Need a customer database/past history, central database of proposals
easily modified to help serve clients better

Need to plan, including setting business targets, tracking success and
provide follow-ups to enhance customer service

For each strategic sector targeted, need to identify specific sectoral
organizations Fleming can connect with, forge ongoing linkages and enlist
their support. Alumni may serve well in this area.

Outreach connecting to sectors/organizations on an active and ongoing
basis is key. Also important is to liaise with senior levels so that our
services coincide with overall organizational goals and strategies of
clients.
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International offerings is an ultimate goal. Links need to be maintained
with international outreach activities, to help promote our services
internationally and to gather information for clients.

Use marketing to differentiate our business unit offerings from those of
our competition by referring to our more "holistic" approach gained by
strategic groups and by our consolidation of Contract Services and Part-
time Studies

ORGANIZATIONAL STRUCTURE

Conclusions that pertain to Organizational Structure

1) Contract Services and Part-time Studies should be amalgamated in the
recommended structure

There is excellent value to linking the Contract Services and Part-time
areas together. In essence, Part-time Studies attempts to market training
opportunities to individuals while Contract Services targets groups,
usually from companies, organizations or by sector. There is much
synergy in having Contract Services and Part-time Studies cooperate,
with the goal of offering more cost-effective training to groups of
individuals, and\or by combining individuals with common needs into
effective groups. Also, Part-time Studies reports that the key to growing
revenue is to circulate in the community to perform needs analysis and
develop suitable product. The same requirement for success is true of
Contract Services. In fact, evidence exists that where Part-time Studies
and Contract Services personnel partner, more activity takes place. As a
result, the final recommended structure is one that incorporates BOTH
Contract Services and Part-time Studies personnel. Both groups have
provided input and are in agreement with the final model.

2) A scan of other College models leads to key conclusions

We have studied other College models to identify strengths and
weaknesses of each. Those that are successful are not fully
decentralized like our current structure (not enough cooperation and
central support; too much wasted effort in competing between Schools).
Nor are they fully centralized, (a major goal is to develop and utilize
internal expertise in meeting client needs and a centralized model inhibits
this kind of co-operation). All successful models are hybrids, combining
elements of centralized leadership and support, with decentralized
delivery. Our recommended structure is also a hybrid.

3) The key focus of the recommended structure is to provide excellent client
service
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A thorough analysis of historical performance, future trends, client sector
needs and competitive activity has lead to some key conclusions:

There are many "hot opportunities" out there and we will be more able
to grow revenue by properly aligning internal expertise to "hot
groupings" of sectoral needs. Grouping opportunities in terms of
similar needs had specific implications for final structure.

The current structure limits co-operation between related service
providers, not only by School, but other related departments. For
example, much synergy can be achieved by co-operating with
OSDO/TI, providing better service to clients by gaining from their
expertise in needs analysis and providing mutual benefit by joint
referrals. Where it is determined that Fleming has a competitive
disadvantage in delivering training, Fleming will act as brokers to refer
service providers to clients that will best benefit them. In addition,
synergies can be achieved through linking to International (an end goal
of Contract Services is to promote differentiated offerings beyond our
catchment area and ultimately to global markets), and through linking
with Fleming Data Research and Information Technology (many clients
have needs in terms of surveying, collecting and interpreting data and
in networking their systems particular expertise we now have within
the College). As a result, the final structure includes team-based
linkages with other internal service providers.

Leadership for this new division is required. Many of the barriers to
success are common to both Contract Services and Part-time Studies.
Rather than having individuals within each of these areas try to "crash
barriers" through separate and time-consuming initiatives, a Leader of
Contract Services and Part-time Studies can organize appropriate high-
level initiatives to provide barrier relief for all division members.

Two initiatives in this area have been identified:

1) To develop a process which includes the Human Resource
Department to create win/win payment options for those involved in
delivering training and\or other services.

2) To work with Finance and Accounting to create a win\win overhead
allocation system, meeting the needs of the overall College, Program
areas, the new division and the community.

The recommended structure is one that encourages co-operation
between staff, promoting the ability to shift staff from a unit that may
be less active to one with increased activity. As well, the structure
must motivate effective information sharing and co-operative effort, in
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particular offering resources and support to whatever location has a
need.

The centralized portion of the structure supports the activities of the
client-based units, offering secretarial support, reception, reporting,
accounting activity and all part-time Studies support requirements,
including calendar and timetable development. In addition, it is key
that data systems be created which track the following:

clients historical activity
- proposals

trends
needs
competitors
issues/barriers
employee skill bank
potential clients by sector/type of training

This will enable greater efficiencies in regular pro-active planning and
revenue target setting, improve client need-satisfaction and create
efficiencies in performing important tasks, such as proposal writing.

Key groupings of Business Units

A thorough Environmental Scan, Trend Analysis, Consumer and Competitive
Analysis led to the following conclusions for groupings of business units,
based primarily on serving targeted clients in the best way possible.

The business unit groupings are as follows:

1) FLEMING INSTITUTE OF QUALITY CHANGE

A major trend area identified in the external scan is the growing need for
companies and organizations to transform their operations into ones focused
on quality as defined by customer need satisfaction. Manufacturers are
increasingly required by suppliers, government regulations, etc. to become
certified to international quality standards in order to maintain contracts. For
many companies without quality control training, they could face lay-offs,
downsizing or even shutdown. Most companies are interested in expanding
quality beyond their manufacturing processes to their management systems.

The Fleming OSDO Consulting Service is actively involved in creating a
"training culture" within firms and organizations in the Peterborough,
Victoria, Haliburton and Northumberland areas. The training consultants
partner with organizations to advise on human resource planning, help
clients do needs assessments, develop strategic training plans and evaluate
the financial and other benefits of the training undertaken. The process
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usually involves a joint labour/management committee that collaborates on
training issues. This joint decision-making process is also supported by the
TI program and is an increasing trend as training consultants continue to
work with organizations on how training can support their business goals.
In the past two years, of the 200 clients served by consultants
approximately 60% are in the MANUFACTURING sector. The FINANCIAL,
SERVICE and TRADE sectors account for balance of activity.

Over 90% of manufacturing clients and (increasing numbers in other
sectors) are involved in some form of organizational change that requires
QUALITY MANAGEMENT/SYSTEMS training (ISO, TQM, JIT, WCM etc.) To
implement a system of continuous, consistent, responsive, relative and
flexible training most of these organizations require in-house trainers and,
therefore, TRAIN-THE-TRAINER programs. This is a key trend that will
empower organizations to be self-sufficient in job related upgrading and day-
to-day training. Computer training continues to be popular with all types of
OSDO/TI clients. Generally larger organizations require training/upgrading on
existing (or new) systems, while smaller clients need specific software
training.

As evidenced by OSDO Consultants, Quality Control/ISO 9000, Team
Building/Problemy Solving, and Supervisory Sills Upgrading are three of the
most commonly cited training and development needs for medium sized
manufacturing and service sector clients (OSDO/TI section Appendix II). In
addition, 78% of previous School of Business private sector training took
place in areas covered by the proposed Fleming Institute of Quality Change.

Previous clients in this area include: General Motors of Canada, General
Electric Canada, TJ Lipton, Johnson & Johnson Medical Products, and
Textron Automotive (Appendix I School of Business, Page 6). It is
anticipated that this trend will apply increasingly to all organizations, not just
manufacturers, and will result in increasing demand for the following
services:

Quality Control/Management

TQM Leadership/Management Training
Problem Solving Techniques for Teams
Continuous Improvement, Methods
ISO-9000 +
World Class Manufacturing Techniques
Quality Audit
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Coaching/Team Building

How to Implement Self-Directed Teams
How to Manage Change Effectively
Diversity Awareness
Interpersonal Skills
Facilitation Skills
True Colours
Team Building
Coaching Techniques
Meeting Management
Work Design
Problem Solving

Supervisory Skills and Employee Development

Time Management
Stress Management
Interviewing Skills
Analyzing Performance Needs
Evaluating Training
Managing People
Employee Performance Reviews
Facilitation Skills
Meeting Management
Organization/Systems Training
Written Skills

As organizations become leaner, there is a pressing need for supervisory
staff to learn to manage, supervise, motivate, encourage, stimulate,
empower and enable employees to work cooperatively together.
Empowered cultures are now more desirable within organizations versus the
traditional hierarchial structure.

Responding to the changing global marketplace and learning new ways to do
business is a priority for most companies in the 90s. Flexibility, being able
to do more with less and adjusting to new organizational structures are keys
to business survival.

Competitors in this realm are many, but virtually all competitors specialize in
only some of the above services. The key competitive advantage that
Fleming can provide is to study needs thoroughly, linking to overall
organizational mission and strategy, and recommend an integrated and
customized package of services to promote quality change.
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In addition, this unit will provide Train the Trainer services if required and
will also look to develop capabilities in serving both Export Development
(linking with international to promote foreign trade contacts, providing
import \export training and suitable language and cultural training) as well as
aid for Small Business development (an important trend for the future is the
growth of small business). Services through the Integrated Business
Opportunities Course are particularly attractive to these clients.

In addition, this unit can offer:

Business/Sales/Marketinq

Front Line Sales Training
In-house Sales Training (Train the Trainer)
Professional Selling Skills
How to Expand the Business
How to Run a Cost Effective Business

Companies must be proactive and aggressive to survive; having fresh sales
presentations and long term marketing strategies are essential to this
survival.

2) COMPUTERS AND APPLIED TECHNOLOGY

Much of Fleming's previous success in Contract Training has come from
serving the needs of private industry in terms of applied technical training.
The cornerstones to success in this realm are the ability to offer leading
edge expertise, technology and suitable facilities. In many of the technical
fields where we can offer applied training, Fleming has these competitive
advantages.

Computer training has related key benefits. Statistics Canada reports that
growth in real spending on computers by Canadian consumers over the
period 1981 to, 1994 has averaged +20% spending on an annual basis. As
technologies rapidly change and improve, these growth rates are likely to
increase in future. Currently, many private trainers can charge less than
Fleming for computer training, due to significant differences in trainer
delivery costs, and this needs to be addressed if Fleming is to achieve its
true potential in this field.

Currently, much duplicated effort goes into offering applied technical training
from a number of different Schools within the College. This proposed new
unit would solidify our competitive advantages and provide more opportunity
for co-operative initiatives to better capture share of market in this field..
Another opportunity is in the realm of partnerships. Fleming has been the
computer trainer of choice for GE Canada with revenues in excess of
$100,000 per year for the last three years (Appendix I). In addition, a new
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recent partnership with Drake has enabled us to integrate on-line testing
with training for major software publishers including: Microsoft, Novell,
Autodesk, Lotus and WordPerfect.

As an award winning (1992, 1993, 1995) Autodesk Training Centre, we
have a quality reputation in Eastern Ontario and will capitalize on this by
partnering with other Eastern Region Colleges. Fleming will be the lead
College for AutoCAD training and will use its portable labs to provide high
level training in Eastern Ontario. AutoCAD training has been a high priority
for HRDC clients in recent years exceeding $125,000 annually for the last
three years and private training has been in excess of $75,000 annually
(Appendix I). Computer training is a prime example of how Contract
Training and Part-time Studies offerings may be linked together to offer a
broad variety of programming to a diverse population.

Samples of training provided by this unit include:

Computer Training

Database Systems
Coreldraw
Desktop Publishing
WordPerfect
Excel
Computerized Payroll/Bookkeeping
Windows
Surfing the Net, etc., etc.
Autodesk, AutoCAD

Manufacturing Technical Training

Fleming has a local niche in several areas relating primarily to manufacturing
and service sectors and includes Welding, HVAC/Energy (in conjunction with
Part-time Studies), Machining (conventional & CNC), Electronics/Electrical.
For example, revenues in welding alone with GE Canada were in excess of
$93,000 for 1994/95 (Appendix I) and will reach similar levels for this fiscal
year.

We are also promoting our specialty offerings in areas of Electrical and
Mechanical Metrology with courses recently delivered to:

Ford Electronics, Markham
Nordion International, Kanata
Ontario Hydro Nuclear, Darlington
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In addition, we are expanding our offerings in Security and Fire Alarm
Systems, in anticipation of licensing (therefore training opportunities)
requirements. Light Manufacturing and Maintenance/Service Sectors are key
marketing targets for the technical area.

Offerings include:

CAD/CAM
Electrical and Mechanical Metrology
Specialty Welding
Computer Forensic Imaging
Small Engines
Electronic Skills
Control Instrumentation
Security Alarms
Waste Reduction in Food Industry
Forklift Truck Operation
Heavy Equipment Operation
Plastic Extrusion Production/Techniques
Injection Moulding
Shop Maintenance Processes
HVAC
Gas, Oil and Propane Certification

3) CANADIAN NATURAL RESOURCE TRAINING CENTRE

Operating from the Frost campus, this unit has already developed an entity
in the marketplace and is recognized as world-class experts in a number of
Natural Resource fields. As well, this unit is further ahead of the other units
in linking their services to international markets. Key winners in this area
have been: Aquaculture, GIS, Environmental, Aggregate Sampling and
Explosives Handling for provincial, national and international clients
(Appendix I, pages 1-16). It makes sense to maintain the perception of this
unit as a separate entity in the marketplace, playing down the connection to
the overall Contract Services and Part-time division, while cross-linking its
functions and support with the other units of this division.

Offerings include:

Greenhouse and gardening
Pesticides training
Explosive Safety
Quarry Blasting
Heavy equipment operation
Earthworm Biology & Vermi-composting
Certified Aggregate Sampling Specialist
Cutter courses
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Landfill site proposals
Well drilling
Sewer systems
Sustainability studies & training
Forestry training & Studies
Aquaculture

4) HEALTH & COMMUNITY SERVICES & DEVELOPMENT

In her book, Shifting Gears, Nue la Beck makes a strong case that health care
will be one of the four engines of growth in the future. The trend towards
an aging population supports the growing need for health care services. It is
recognized that this sector poses particular challenges to our College in that
the health sector is facing large funding cuts. In this area there will be more
focus on part-time studies activity which has been traditionally strong at our
College. Downsizing does create some opportunities. As training units of
some organizations are disbanded, this creates opportunities for our College
in areas such as training for police forces, banks and public agencies
(Appendix III). It is our belief that this unit can develop solid initiatives for
the future, particularly in the realm of community services and development.
Note the Battle Creek model could be adapted by this unit. The potential
exists for training in health and safety, suicide prevention, non-violent crisis
intervention (also hostage survival training), legislative updates and co-
ordinating quality change for the health care industry through our Fleming
Institute of Quality Change.

The recommended structure includes these four units as the leading edge
connection to clients. (Final organizational structure is illustrated on page 4).

Notes on Recommended Structure

The key focus of each unit will be to circulate in the community to
develop business and develop long-term relationships with sectoral
groups and individual clients

OSDO/TI is anticipated to maintain its funding links but would be housed
within the division, cooperating with the units to analyze needs and
provide joint referrals.

Government Services is identified as an entity within the centralized
support structure. A dedicated job would be to liaise with governmental
agencies to connect to business opportunities and to determine if clients
of the units can connect with government programs, services and\or
funding. We believe it makes sense to have one person designated as
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the government contact, co-ordinating related proposals and updating
other members of the division on government initiatives and changes.

At the lower portion of the proposed structural model are all the other
internal areas that this division needs to link with. Where the circles
overlap, it is proposed that each of these areas choose a person who is
responsible for serving as a team member who meets regularly with unit
leaders to discuss developments and look for better ways to serve client
needs.

Support personnel in the centralized portion of the structure would
provide support for all division activities.

A Business Leader of Fleming Training & Consulting Services would
perform the following tasks on behalf of the division:

vision setting
liaison external and internal
"barrier crashing"

- cheerleading support
team co-ordinating and facilitating
creating profile internal and external
strategic planning - develop positioning in marketplace

- leading in an entrepreneurial, empowered fashion

For each of the four units, it is recommended that a Unit Leader
be in place. We looked at the possibility of having a Leader of Contract
Services and a Leader of Part-time Studies housed within the centralized
support structure, but it was felt by both groups that this would only
promote a "silo" effect between Contract Services and Part-time Studies.
It is believed to be essential that each unit have a leader responsible for
BOTH Contract Services and Part-time studies.

Note that, since the combination of Contract Services and Part-time
Studies into one division is a rather recent development, more work is
required to target revenue and determine the final mix of roles, jobs and
requirements for the overall division. More work will be performed in this
area before the final plan is issued.
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Some notes on Division Funding and Overhead Allocation

The members of this division believe that, as much as possible, the division
should be perceived as a profit centre for Fleming and be able to track
division revenue and direct costs. On an annual basis, the division's
business plan should be developed which will include revenue and
contribution targets. It is recommended that overhead allocation be
performed based on final performance of the overall division (too much time
and effort is wasted now over allocating overheads on a contract buy
contract basis).

A system for overhead allocation is illustrated below:

Total division revenue

Minus direct costs (all direct costs of fulfilling contracts, including
delivery and all variable costs that apply directly to contract delivery)

Minus defined division overheads (salaries of division members, also it
may be possible to negotiate fair charges for the rental of dedicated
space within the College)

An Example of Division Contribution to Overhead

This final chunk of money (let's hope it's a growing one), could then be
divided as follows:

30% to College overheads for on-campus activity
- 1 5% to College overheads for off-campus activity

The remainder would be divided as follows:

- 45% to Program clusters (or Schools) based on co-operative activity
45% to the division itself for reinvestment, future development and
possible staff bonuses
10% back to a Community Development unit, who would work with a
community Board created to co-ordinate and choose how these monies
would be invested back into the community (possibly to charity). We
believe this initiative is one that will attract favourable publicity and
overcome possible internal and external objections that this division is
profit-driven only.
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Example:

1996 Total Revenue
Minus Direct Costs & Division Overheads

$1,025,000
710,000

Overall Contribution to Overhead 315,000 or 30.7%

30% to College for on-campus portion 51,975
($563,750)

15% to College for off-campus portion 21,262
(461,250)

Total to College for Overhead 73,237

Of the remainder of Overhead ($241,763)

45% to Centres of Specialization
(based on co-operative activity)

45% to Training & Development
(for reinvestment)

10% to Community Development Unit

108,793

108,793

24,177

$241,763

At this stage, the above are suggestions only. The other parties that are
affected by this overhead plan would be invited to take part in a process of
negotiating these allocation percentages on a win\win fair basis.
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REVENUE TARGETS

We looked at business and industry revenue targets based on our hot lists
and our continuing activity, and sorted these according to our four new
delivery units. In addition, we filtered this year's annualized data based also
on the four delivery areas. The target for year 1 (96-97) has been set at
$1,025,00 with the year 5 (2000-2001) target being $3,500,000.

The cost of staffing and delivering Contract Training on its own is estimated
to be $710,000 in year one which includes direct and indirect costs, but not
overhead to central. This 30.7% profitability margin will increase as sales
volume builds, as the cost of managing each of the delivery areas will not
increase proportionate to the volume.

The revenue targets have been set based on market trend analysis, "hot"
item opportunities, and past experience with recurring business. Despite our
past concentration on government and CITC contracts in the past five years,
business and industry contracts accounted for 31% of total activity, up from
18% in 1992/93. In 1994/95, revenue for this sector increased by 66.5%.
So with a more concentrated and coordinated effort, we should effect the
following revenue targets:

Projected Contract Services Revenues

Year 1 $1,025,000
Year 2 - 1,500,000 +46%
Year 3 2,000,000 +33%
Year 4 2,700,000 +35%
Year 5 3,500,000 + 30%
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Budget Estimates - Business & Industry
Contract Services

REVENUES (IN THOUSANDS)

Area 94/95 95/96* 96/97 97/98 98/99

CNRTC 188 208 300 430 586

Computers & Applied Tech 234 255 350 523 706

Fleming Institute of Quality
Change

128 202 275 420 528

Health & Community
Development

22 35 100 127 180

Revenue Totals 572 700 1,025 1,500 2,000

EXPENSES (IN THOUSANDS)

Expense 94/95 95/96 96/97 97/98 98/99

Travel/Hospitality 17 21 25 35 42

Advertising 10 12 18 23 28

Materials/Supplies 18 22 40 62 86

Instructional Delivery 257 308_ 287 440 608

Staff & Benefits 104 123 340 451 540

Expense Totals 406 486 710 , 011 1,304

Positive Variance 166
(29.1%)

214
(30.6%)

315
(30.7%)

489
(32.6%)

696
(34.8%)

Notes: *Based on Annualized Projection of Current Activity
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Assumptions:

The revenue targets for business and industry are premised on the decision
to pursue the business and industry activity, and also makes the following
assumptions to meet those targets:

senior management commitment
marketing support
each business unit would provide quarterly financial statements
activity and costing will be tracked for each contract
we will have appropriate facilities and equipment
access to database of contract training clients and activity
liaison with OSDO/TI personnel

- the right leader
the right staff
open pay scale (average $35 per hour)
no internal barriers
stick to business plan
hire staff on part-time basis for government contracts under overall
Business Unit Leaders

Staffing:

Our group determined the following attributes required for the following
position categories in Contract Services. We have not included staffing
requirements for Part-time Studies in this section. However, the overall
Leader and the four Business Unit Leaders would oversee both Contract
Training and Part-time Studies activity.

Overall Leadership:
This Hay position would oversee Contract Training, Part-time Studies, and
OSDO/TI

Front Line Marketing/Development:
These Hay positions should be open to secondment from Faculty or Support,
in order to get the "right people" on board.

Office Operations:
These Support positions should, be open to those with proven skills in the
required areas.

The staff will be located centrally, except in situations where it makes sense
to have individuals located within the hub of most of the activity. For
example, CNRTC Staff would, as an integral part of "Training and
Development Services" probably be located at the Frost Campus.

38 35



Overall Leadership Attributes

- entrepreneurial empowerment
risk taker

- vision setting and planning capabilities
- negotiation skills

capable and willing to perform skills of front-line service
- lobby to senior management

sense of humour
supportive
team player
cheerleader and advocate
barrier basher internal/external
broad understanding of Business and Industry
interpreting and anticipating trends
working knowledge of adult learner and learning
would be the HRDC and OTAB liaison person

Front Line Marketing/Development Personnel Attributes

product development and knowledge
develop curriculum
needs assessment
marketing
lead generation and follow-up
proposal writing
financial management
hiring of delivery staff
liaison with professional groups
project team leadership facilitation
liaison with faculty

- integrate services on behalf of clients
entrepreneurial spirit

Office Operations Support Personnel Attributes

- program administration (with help from support personnel
timesheets
ordering supplies
liaise with HR, Beaver, Word Processing
schedules classrooms and teachers
registration
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certification
bookkeeping
duplicating
hotel booking

Contract services will require access to Professional Development services
to enhance the skill sets of those working in this division (including
training deliverers)

Staffing Requirements

In year one, the Leadership role will be shared by designating 40% to
Contract Training, 40% to Part-time Studies, and 20% to OSDO/TI

CNRTC one full-time plus one 24 hour support staff person
Fleming Institute of Quality Change one full-time plus 1/2 support staff
Health & Community Services & Development 1/2 full-time plus 1/2
support staff
Computers & Applied Technology 1.5 full-time plus one full-time support

Total 4 full-time Front Line Marketing/Development
2 full-time support staff
one 24 hour support staff
(core staff hire extra to suit HRDC requirements)

Facilities:

Based on the projected volume, we estimate minimum dedicated space
requirements as follows for year one:

Lindsay = 1 computer lab and 1 classroom
Peterborough = 2 computer labs and 2 classrooms
Cobourg = 1 computer lab and 1 classroom

Activity for Haliburton and to supplement peaks in our business can be
accommodated through use of transportable equipment and access to
unscheduled classroom time.

The above does not include any dedicated technical labs; however, access
to these labs is key to our success, and scheduled in conjunction with other
lab users.

In addition, office space would be required for Contract Services personnel.
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BARRIERS

The following barriers to the achievement of the above vision were
identified:

no consistency in looking at cost effectiveness

lack of flexibility in accessing resources, i.e. facilities

lack of consistency in interpretation of the collective agreement

pay scales not consistent with market supply and demand

competition between schools and campuses greatly impairs overall
effectiveness

lack of full-time designated resources is a problem

lack of centralized resources to support contract training operations
(access to secretarial/research/database/trend info./skills bank/client
history, needs assessment, etc.)

lack of marketing plan for contract training

lack of understanding by support areas of College of just-in-time principles
that Contract Services adheres to

small staffing base restricts ability to respond to all opportunities

Contract Services may not always be involved in decisions affecting
them causes a perceived lack of control

In greater detail, the Internal and External Barriers are as follows:
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INTERNAL:

Institutional culture and existing attitudes, beliefs and values has lead to
an overall lack of support for Contract Services

Focus is on post-secondary programming
- Training Services is viewed by management as a "sideline activity"
- In particular, many members of the College community do not

believe a publicly funded institution should be competing in the
private sector and that a profit-driven focus differs from their view
as to what the College should be doing
There is a lack of management support for building Training Services
business
Fleming self concept is often low; in other words many Fleming
personnel do not see us as capable of effectively competing within
the private sector
Fleming does not tap into "internal expertise" as well as it could. In
particular, faculty and Schools level of support for Contract Service
activities varies, many refuse to cooperate or are limited due to the
focus on post-secondary programming
Fleming is oriented .to serving students rather than revenue
geneiation
Hierarchal leadership "silos" result
Competition internally reduces performance with clients
Activity based budget leads to this competition
Unions focus on post-secondary models, leading to many restrictions
in terms of flexible payment of delivery
Lack of accountability "pass the buck" attitude
Programs and staff in some cases "outdated"
Not recognizing or involving mutually supportive services, eg.
OSDO/TI, Marketing and International, Flerriing Data Research
as a result of the above, we may not have the right people working
(or know who has the expertise/skills) in Training Services (credibility
with clients is in question)

Overhead allocation by individual contract leads to too much energy
being wasted, and current methods of allocation are seen by both
Accounting and Contract Services as lacking. Current methods may
not be best at producing a win/win for both of these groups.

42 39



EXTERNAL:
Many customers in the external environment view Fleming as a traditional
trainer of students (post-secondary) and not an organization which is adept
at serving the needs of private companies.

Definition of "Contract Training" is misleading we offer "Contract
Services" or possibly "Business and Community Development" (we are
not just selling off-the-shelf courses)

Fleming may be viewed, as a government institution, as less flexible
and less able to provide quick turnaround

For those clients that are non-profit or are in the public sector, many believe
that Fleming is supported by the taxpayer and therefore should be providing
services for free.

Another problem is that often potential clients lack awareness or
commitment to training their workforces, although more awareness is
growing as the rate of change increases and the value of training is affirmed
by successful organizations. Often, business and industry are not fully
aware of their "needs" for training, or what specific training is required.

A very dynamic competitive environment exists, both from private trainers
and consultants and from other colleges in the system, particularly as they
place growing emphasis on Contract Training.

Rules regarding out-of-catchment marketing limits potential to market out
of region

Competition may be a barrier to our eventual success, but it also presents
two opportunities:

1) Where we can develop competitive advantages we will be able to
better compete and ultimately attract clients beyond our catchment
area, including the international arena. The more our offerings are
differentiated and unique, the better able Fleming is to market beyond
the catchment area (particularly in light of current restrictions to local
marketing only, unless offerings are unique)

2) Many competitors could be co-operators. Where they "do the job
better," Fleming could broker their services to clients. In addition,
partnerships could be struck with other institutions and\or private
companies to offer more integrated and more effective service to
clients.
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RECOMMENDATIONS TO OVERCOME BARRIERS - SOLUTIONS

The following recommendations pertain to overcoming the above barriers
with the goal of achieving the identified vision.

1) Pay Scales

During our meetings surrounding the plan development, the major barrier
that we identified continuously was the pay scales and inflexibility of the
current system to which we must adhere when hiring Contract Training
personnel. We must bring down the hourly rates to a point where we
can compete, and we must have the flexibility to hire for any duration.
As we have identified other Colleges such as Conestoga and Georgian
Colleges who are hiring at competitive rates and with the utmost of
flexibility, we must take a firm stand on this issue if Contract Training
activity is to be successful at Fleming College.

RECOMMENDED: That Fleming College adopt a separate pay scale/policy
for Contract Training (and probably Part-time Studies too) which gives this
group the ability to hire our trainers at rates that will enable us to maintain
profitability for the College, while remaining competitive with other players
in the training business. We recommend a pay scale for Contract Training
and Part-time Studies which allows pay rates in the $15-$55 per hour range
with an overall hiring average of $35 per hour. Starting pay rates would be
based on the type of course, and the teaching experience of the trainer. We
should also have the flexibility to hire our trainers for any duration of hours
per week (subject of course to quality concerns) that are required to
successfully completed our contracts with clients. The procedure to set pay
rates would be a scan of similar marketplace rates, which we believe would
result in some rates dropping lower than currently, and possibly some rates
moving higher (particularly in realms where supply of expertise is limited and
value of the expertise is high). For some projects, it may be beneficial to
pay by total contract delivery rather than by hour (deliverers could spend
more or less time to get the job done). In the past, the majority of our
Contract Trainers (95%) have been other than full-time. We feel it is
impossible to determine full-time workloads in Contract Training, due to its
just-in-time nature. However, when there is an opportunity for an
appropriate full-time employee to teach in a Contract Training program, we
would facilitate this by paying for a replacement teacher to teach the
normally SWF hours, at backfill rates. This is often the practise at other
Colleges. Finally, Contract Services may wish to subcontract work to
private businesses. This leads to questions such as: How long is the time
frame before an ex- employee can be treated as a private contractor?
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2) Overhead Allocation

We need some type of policy that will allow us markups that are less
than normal (example brokering opportunities) and apply overheads of
5% or even less, where central services are not needed, or needed to a
very limited extent. Another example of this are flow through monies for
accommodation and textbooks. In 45% of this year's training activities
we have had to rent off-site facilities, and even provide cleaning and
other plant & property services at such locations. In these situations
overheads should vary accordingly! We also recognize that we need to
pay our fair share for services that are required in the delivery of our
training and development activities, and do not wish to be seen as a
burden to the rest of the College.

RECOMMENDED: A recommendation appears later in the plan which
suggests a model for allocating overheads after direct contributions are
identified. If this recommendation for the handling of overheads is NOT
approved, then a checklist and a sliding scale of overhead rates should be
developed in conjunction with Finance and Educational Resources, that will
enable appropriate overhead burdens to be quickly and easily identified for
each training event.

3) Resources

Contract Services have many just-in-time issues and the College (to a
great extent) is not able to provide the quick turnarounds that are
required for Contract Services clients. The reasons, we think, are
twofold. First, our institution is organized to serve the relatively slow
turnarounds that have been required for Post-Secondary (this is changing
slowly). Secondly, there isn't a real understanding of why we need quick
and reliable service. Key areas for us are: repair, relocation, and
software issues around computers (IT); need to provide, transport and set
up desks, chairs, 0/H projectors, whiteboards, etc, in off-site locations
(Plant and Property); need to provide quick turnarounds on purchase
orders and textbooks (Finance and the Bookstore); need to be provided
with a skill inventory of employees so that Contract Services can quickly
find the best trainers to hire (Human Resources); need to provide quick
turnaround for Contract Services certificates (Admissions); and, need to
provide quick and accurate invoicing services (Finance).

RECOMMENDED: That the key service areas be asked to identify one or
more of their staff who would be the main liaison between their area and
Contract Services. This does not imply the dedication of such a staff person
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to CS, but rather an individual who would be our first point of contact.
Cross-functional team meetings would take place on a regular basis to map
out strategies, solve mutual problems and develop opportunities. This would
also give those individuals an operational perspective and both sides better
mutual understanding of activities.

4) Marketing

We have had attendance from various members of our Marketing group,
and our best achievement so far is probably the colour Contract Training
brochure that was produced a couple of years ago. However, now that
we have a business plan, we need to develop a comprehensive plan for
how we are going to market and grow the business.

RECOMMENDED: That Contract Services and Marketing and Institutional
Development work together to develop a comprehensive marketing plan that
will enable us to actualize our Business Plan through years one to five.

5) Facilities

Many in Contract Services wonder how we can increase our training
volumes when the College is being forced to downsize activities and
locations. Although we recognize that the College cannot dedicate huge
amounts of space to CS, there must be a commitment to some facilities
where the activities can justify the dedicated space. Part of the need for
some dedicated space is also to create an identity for our external clients,
that we are in this business and are serious about it. We need high
quality facilities that are available when our clients require them,
flexibility being one of the key issues for our success.

RECOMMENDED: That a dedicated area be identified for Contract Training
and its offices, and that this include some dedicated labs and classrooms as
identified later in this report.

6) Overcoming the lack of internal support

Many of the internal attitudes listed above will be difficult to change if
the focus of the Contract Services unit is seen to be profit-driven only.
If the unit is perceived to support other key College goals, there will be
more chance of co-operation from faculty, support staff and
management. As a result, the Team has added two additional subgoals
to the overall vision:

43

46



Contract Services will attempt to help support the learning of Post-
secondary students. Providing opportunities for learning and growth of
our students is the key focus of the overall institution. We believe
Fleming Contract Services can support this mission. Currently, in the
School of Business, an Integrated Business Opportunities Course will be
offered in the winter of 1996 to third year students. Flexible student
teams with cross-program membership will be going into the community
to provide help to businesses and organizations that require special
projects or specific problems to be tackled. This is a win\win proposition,
as students obtain excellent real-world training and the client gets low-
cost (free) advice and service. Promoted recently through the Chamber
of Commerce, several organizations have expressed interest. Fleming
Contract Services could also promote and match up student teams to
clients as part of our overall service.

RECOMMENDED: That all Programs look to offer a similar course to the
Integrated Business Opportunities model and that Fleming Contract Services
work in future to connect clients to student teams, looking for those
projects were student teams could be effective and a win\win result is likely.
Promoting real-world 'opportunities for students (and their faculty advisors
who will also gain from current, real-world experience) will help motivate a
more active and co-operative link between faculty and Contract Services
personnel.

Contract Services could also help promote community services and
development. Another goal of the College is to promote community
development. Contract Services should share in this role. The model
which was studied during the External Analysis was one promoted in a
study by Joyce F. Elferdink, M.A., in the ECONOMIC DEVELOPMENT
REVIEW, fall 1992, entitled "A Collaborative Model for Community
Workforce Excellence." Battle Creek Michigan (population 54,000)
initiated a co-operative group of training and service providers (including
Kellogg Community College) to create a Centre for Workforce Excellence.
The mandate of this centre is to improve the skill base of the local
population with the end goal of attracting additional employers to the
region. In today's environment, with Information-Age, global companies
requiring an increasingly sophisticated workforce, regions with a pool of
suitably educated and skilled workers are definitely more attractive. The
Battle Creek network of service providers includes 11 agencies and three
temporary employment services. Three major companies have signed
Letters of Intent stating that they will hire clients of the Centre who
display the attributes and skills necessary for job openings.
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RECOMMENDED: That the Battle Creek model be studied further and that
as a possible by-product, the College could provide volunteers who would
assist community service providers. Some of our activities may be aimed at
community service or community development, however it is recognized that
overall profit results must be attained in total by the Contract Services
division and that this is our primary goal.

Other recommendations to overcome internal lack of support:

This business plan is the first step in proactively planning Contract
Services activity. Specific goals have been set. The response to the
plan and support of its recommendations, including resources and
spacing required will go a long way to overcoming support barriers.

It is important that the final Structure includes a Leader who can
champion the cause of Contract Services and Part-time Studies within
the College (both face similar barriers). A major function of this
Leader would be to take responsibility from individuals within the
division in terms of "barrier crashing," and look to overcome barriers
in partnership with relevant internal stakeholders.

- Finally, the success of this Plan in meeting the needs of clients and
growing future revenue and will be the ultimate long-term "answer" to
overcoming these barriers.
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NEXT STEPS

Stages required to complete the recommendations pertained in this plan are as
follows:

1) present plan to senior management for approval
2) set competition and hire most suitable division leader
3) set competition and hire for remaining positions
4) develop marketing plans for each unit (some of the prework and analysis has

already been done here. In particular, the CNRTC has completed a more
detailed look at these units, clients, and competitive environment)

5) execute business development initiatives
6) establish initiatives with internal partners to resolve pay and overhead allocation

issues
7) achieve year one volume and profitability targets
8) review and possibly revise the business plan for year two
9) achieve revised growth targets for years three to five, continuing to proactively

plan and execute activities

SUMMARY

The above recommendations are submitted by the Contract Services Planning
Team and has been reviewed by all personnel who take part in Contract Service
activities. We hope these recommendations will be beneficial in helping make
Fleming Training & Development Services a strong and integral contributor to
Fleming's overall success.
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APPENDIX I

HISTORICAL ACTIVITY:

This data is for Business & Industry training activity
only. (Does not show CITC & HRDC funded programs)

School of Natural Resources

School of Technology

School of Business

School of Applied Arts & Health

School of Access

Fleming Data Research

International Activity

% of Training Completed (1995/96)
On vs. Off Campus

Yearly Revenue Trends
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TRAINING SERVICES ACTIVITY

SCHOOL OF BUSINESS

April 1, 1993 - October 1, 1995

General Motors of Canada $87,500

Canadian General Electric 46,500

TJ Lipton 19,654

Johnson & Johnson Medical Products 14,000

Textron Automotive Interiors 11,090

NHB Industries 11,000

3M Canada 6,500

Esco Canada 5,600

Ministry of Natural Resources 5,346

Baskin Robbins 4,450

Veterans' Affairs 4,200
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SCHOOL OF BUSINESS

"HOT LIST'

Based on business volume April 1, 1993 - October 1, 1995

Business Leadership Program/Supervisor Training $135,900 40%

Team Building Training 55,163 16%

Computer Skills 31,685 9%

Train-the-Trainer 18,800 5%

$241,548 70%

trWnhg\InvokesAA
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YEARLY REVENUE TRENDS
*Revenues shown only to September 30, 1995

Natural Resources

1992/93 (April '92 March '93)
1993/94. (April '93 March '94) -
1994/95 (April '94 March '95)
1995/96* (April '95 March '96) -

School of Technology

1992/93
1993/94
1994/95
1995/96*

$208,083
$157,212
$231,898
$ 60,648

School of Business

1993/94
1994/95
1995/96*

$108,857
$ 77,510
$134,296

School of Applied Arts & Health

1992/93
1993/94
1994/95
1995/96*

$ 28,500
$ 23,100
$ 43,800
$ 13,042

School of Access

1993/94 $ 7,560
1994/95 $24,800
1995/96* $ 6,300

$160,981.37
$129,547.60
$246,816.18
$ 63,738.36
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APPENDIX II

"HOT LIST ITEMS":

School of Access

School of Technology & Law

Lakeshore Campus

OSDO/TI

School of Natural Resources

School of Applied Arts & Health

Haliburton Campus
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School of Access

# Hot Items
(causes with good future potential)

Why do we (Access) feel these
are 'hot' items:

1 Assessments
- employability skills
- workplace literacy
- job profiles for company's

2 'Readability Assessment'
- assessing how 'readable' is

their marketing and
communication materials

3 Labour Adjustment
ie: deal with transition
employability career direction

-ie: government contracts

1.4 1



STRUCTURE

we need to be more business like in our 'culture'

integrated central team that put forth a single, comprehensive 'face' on contract
training

team made up of functional
delivery is locally co-ordinated
central team contact and needs assessment

planning and organizing of training
evaluation and follow-up

decentralized delivery of training
preparation

we should sell more than just training; i.e. services, products. Why not broker
training? After we have done assessment.

Should we even be in contract training? Why compete?
why are we creating 'niche' areas if we don't already have them?

Why don't we develop actual products such as NWorkkeys"
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Contract Training `,`HOT" List for Technology & Law

HOT OPPORTUNITY: Autodesk operations we propose would expand into other
territories (Georgian, Durham, Loyalist) and be run as satellite operations.

WHY: We are already an authorized ATC and as the delivery specialist for
AutoCAD are an award-winning operation. We can set up other areas as satellite
operations with the result being a win-win for us and the local College. This also
fits in with the possible regional rationalization of Colleges.

HOT OPPORTUNITY: Delivery across North America of Electrical and
Mechanical Metrology training in seminar-type operations.

WHY: few other Colleges have the equipment, expertise, and reputation in this
field. We are a partner with the National Research Council who endorse our
training programs, and also have established the Fleming Metrology Training
Institute. We have had inquiries from across North America.

HOT OPPORTUNITY: ISO 9000 and QSM 9000 training and consulting to small
and medium-sized business. This would be designed for delivery to groups of up
to 10 companies (20 participants) who have immediate need to progress to the
registration stage.

WHY: Local companies are being pressured by their customers to register in
ISO, but this is a more expensive option that companies cannot often afford.
Through a group approach to this requirement, the cost, and results can more
effective. In addition, the training and consulting opportunities will continue
through the re-registration requirements. From a local company perspective they
would wish to deal with a local trainer who is more readily available.

HOT OPPORTUNITY: Specialty Welding Processes training would bring
participants from all parts of Ontario to be trained in such processes as High
Pressure Vessel Welding.

WHY: Generally, this type of training is not available at Colleges. However, the
training and resultant certification is highly valued by employers (such as
Consumers Gas) who are finding difficulty in finding trainers in this field. We
would offer intensive courses of one to four weeks duration in specialty field such
as the above.

HOT OPPORTUNITY: Computer Forensic Imaging for use in Police
Departments across Canada.
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WHY: No other Colleges (or trainers) are doing this in Canada, and this is
viewed by law enforcement agencies as a valuable tool in solving and
prosecuting criminal cases. Even large agencies are unable to present this
specialized type of training, and we are able to use our equipment and expertise
to deliver this inside and outside of our catchment area.

HOT OPPORTUNITY: Hostage Survival seminars that will be marketed to
Banks, Armored Guard Companies, Retailers.

WHY: Hostage Taking is now a more prevalent situation in our society, and
many types of operations involving the handling and transportation of monies are
exposed to a high risk of robbery and/or resultant hostage taking. Typical clients
could involve a contract with the main offices of banking institutions, who could
make participation in such training mandatory for their employees. Delivery would
be through trained accredited trainers across Canada.

HOT OPPORTUNITY: Suicide Prevention, Non-Violent Crisis Intervention.
These seminars are typically required by social agencies, Corrections Canada,
School Boards, and other groups working with youth.

WHY: Societal pressures and economics have required trained personnel to deal
with crisis situations. At the same time, agencies are feeling time pressures that
prevent them from addressing the training requirements in this field for their own
staff. These seminars would be offered in and outside of our catchment area.
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Lakeshore

Future Opportunities

Hot List.:

1. Educational Assistant
A need for and interest in this 'program has been identified by both the separate and
public school boards in Northumberland. A presentation has been made to the
Northumberland Clarington Board of Education and one is being planned for the
Peterborough, Victoria, Haliburton and Northumberland Separate School Board. In both
cases, the activity was initiated by the boards as a change in legislation may require
E. A 's to have completed the courses to retain their employment. The issue, if we are
successful in offering this course on the Lakeshore, will be whether to do the project as
a contract or as a funded activity.

2. Refresher Courses for Trades
A request from a group of plumbers indicated an interest in updating their trades'
certificates.

3. Computer Courses
The "Blast" courses have proven to be successful with clients for short introductory
programs in new software. We are currently offering these on a variety of days with a
variety of instructors. The issue is not community interest but rather the competition
from the Northumberland Clarington Board as their courses are offered at a lower cost.
We should look at.whether we can change the requirements for certificates (# of hours)
and the traditional issue of instructor costs at. the college when using the stepping
process.

4. .Assessment. Services:

H.R.D.C. and W.C.B. have indicated that they go out of town for this service. In the case
of W.C.B., the assessment must be completed by a psychologist. It appears that the fee
for this service is T7f!ry high. ($750.00?) It may be a service that could be provided by
the college. at a competitive pricing structure.

5. Labour Partnerships:
We are currently involved in a labour/management/college partnership at Budd Plastics.
The delivery agent with Sir Sandford Fleming College is the Metro Labour Education
Centre (sic) that is located at George Brown College. Very little training has been done
on the Lakeshore in partnership with the labour organizations and there seems to be a
potential to deliver training in a sector by sector basis. The Metro Labour Education
Centre seems to be a large organization and the Canadian Union of Electrical and
Telecommunications Workers (sic) is interested in other projects.

6. Literacy Training:

Many of the local companies are interested in upgrading the literacy skills of their
workers. We have had an invitation to quote on a project for a large manufacturer that
would take place over a number of years. They are interested in exploring the EDGE
model at G.M. Some of the courses developed by B. Hooper in the Business Leadership
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Certificate program were of interest in addition/0 the Academic Upgrading offerings.
In a speech presented by Mr. Colin Campbell, author of "Where the Jobs Are" at M.D.L,
this year, he identified the following needs for manufacturing workers within a small
sample of facilities. They would require skills that would include: understanding
balance sheets and financial statements, use a computer, drive a forklift, participate in
collective decision making, conduct interviews with prospective employees and lead a
work team. In another, they need training in statistical process, inventory and
production control, computers, personal finance and balance sheets. In another, the soft
skills, critical thinking, problem solving, team building, personal effectiveness and
presentation ability were identified as necessary skills.

7. Allied Health:

There are many components of the Massage Therapy progam that are of interest to
Health Care Professionals. We have had a number of inquiries as to whether we are
willing to offer the course to students other than in the full time post secondary format.
There is also interest in information technology and business courses for Health Care
Professionals.

8. Job Skills/ "Employability Development Plans"

I believe that a proposal to respond to the pending workfareflearnfare initiatives by the
Provincial Government should be developed and submitted. It appears that future
H.R.D.C. funding will be directed towards individuals and the required training and
support services that will be required by that individual to find employment The ability
to access that funding for training and services, will be based on the training or service
provider's proven success in assisting that client to reach his goals. I have included a
paper on a project in Michigan that we could use as a model and believe that Sir
.Sandford Fleming College should consider using our existing expertise, resources and
leadership to create a similar Centre for Workplace Excellence. The Futures, Academic
Upgrading, Contract Training and Fleming Data Research areas have the expertise to
pilot a similar project in our geographic area.

9. Entrepreneurs:

Small businesses are continuing to create 95% of the jobs. I would like to explore the
potential of working with business organizations to deliver specific programs for small
business. The Ontario Chamber of Commerce and the Canadian Banking Association
have identified the need for more training. Currently, Ryerson is conducting a market
survey in Cobourg to support their School's efforts. Ryerson has been very active in
developing the ProvinCial Sector Strategies for the Retail Sector and last week, the
industry leaders said that they would continue their sector strategy (started under Bob
Rae's Government) without government assistance. Ryerson may be interested in
developing partnerships in the delivery of their programs for the Retail Sector. Many
opportunities for contract training were identified in those sector strategies. ( I have a
couple but I believe about 20 were completed)

10. As the Lakeshore is an area that has a diversified and strong economic base, there will still
be the need to respond to individual requests for contracts and our business plan must be
flexible enough that we can develop and deliver new programs as required.
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OSDOITIP HOT LIST OF TRAINING OPPORTUNITIES

QUALITY CON7ROLIMANAGEMEN7'

TQM LeadershiplManagement Training
Problem Solving Techniques for Teams
Continuous Improvement Methods
ISO-9000+
World Class Manufacturing Techniques
Quality Audit

Manufacturers are increasingly required by suppliers, government regulations, etc. to become
certified to international quality standards in order to maintain contracts. For many companies
without quality control training, they could face lay -offs, downsizing or even shutdown. Most
companies are interested in expanding quality beyond their manufacturing processes to their
management systems.

COACHING /TEAM BUILDING

How to Implement Self-Directed Teams
How to Manage Change Effectively
Diversity Awareness
Interpersonal Skills
Facilitation Skills
True Colours
Team Building
Coaching Techniques
Meeting Management
Work Design
Problem Solving

Responding to the changing global marketplace and learning new ways to do business is a
priority for most companies in the 90s. Flexibility, being able to do more with less and adjusting
to new organizational structures are keys to business survival.

Page 1 of 0

148



SUPERVISORY _SKILLS

Time Management
Stress Management
Interviewing Skills
Analyzing Performance Needs
Evaluating Training
Managing People
Employee Performance Reviews
Facilitation Skills
Meeting Management
Organization / Systems Training
Written Skills

As organizations become leaner, there is a pressing need for supervisory staffto learn to manage,
supervise, motivate, encourage, stimulate, empower and enable employees to work cooperatively
together. Empowered cultures are now more desirable within organizations versus the traditional
hierarchial structure.

Non-profit groups have similar needs to the above as well as the following:

Suicide Prevention
Stress Management
Essentials of Successful Boards
Survival Skills
True Colours

BUSINESSISALESIMARRETING

Front Line Sales Training
In-house Sales Training (Train the Trainer)
Professional Selling Skills
How to Expand the Business
How to Run a Cost Effective Business

Companies must be proactive and aggressive to survive; having fresh salespresentations and long
term marketing strategies are essential to this survival.

Page 2 of 4
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COMPUTER TRAINING

Database Systems
Coreldraw
Desktop Publishing
WordPerfect
Excel
Computerized Payroll /Bookkeeping
Windows
CAD /CAM
AutoCAD.
CADKEY
Surfing the Net, etc. , etc.

Many large companies have need to upgrade existing systems. There is a trend to have field staff
self-sufficient in producing computerized reports. Construction companies and those involved in
estimating activities need to be competitive and cost effective in producing accurate, relative bids
on jobs that are few and far between.

TRAIN THE TRAINER

Micro Needs Assessment Skills
Course Development / Course Outline Preparation
Training Program Delivery
Training Program Evaluation
Cost Benefit Analysis

Companies are continuing to implement empowered cultures. Key to the success of empowering
employees is to provide training to enable them to have the skills to work cooperatively and
problem solve in their jobs. To ensure consistency and ongoing training in these areas,
companies are recognizing the need to be self-sufficient in delivering training. In-house expertise
in this area will reinforce an empowered culture.

Page 3 of 4
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MANUFACTURING TECHNICAL TRAINING

Waste Reduction in Food Industry
Forklift Truck Operation
Heavy Equipment Operation
Plastic Extrusion Production /Techniques
Injection Moulding
Shop Maintenance Processes
St. John's Ambulance aid First Aid Training

Most of these were identified as training requests from various clients during the past year.

95/10/31
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STRATEGIC TRAINING SOLUTIONS FOR

TRAINING INVESTMENT PROGRAMS

MEMORANDUM

TO: Eileen Longueville

FROM: Merle Davis

DATE: October 30, 1995

SUBJECT: Hot List Items

Eileen,

As discussed by you and I on several occasions, the Hot List items include all the courses
outlined in the "Strategic Training Solution" binder.

These solutions were designed to introduce clients to the benefits of training and to address
immediate training needs. The development of these STSs was market driven; if there was an
apparent need for a particular type of training, then an appropriate solution was developed.

I believe there is an opportunity for our College to review the solutions, develop appropriate
courses (if not already available) and market the courses through Contract Training, using the
fact that these STSs are financially supported through the Ontario Skills Program to help offiet
some of the cost.

Attached is a copy of the solutions currently supported by TIP, indexed by major category.

Attach.
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School of Natural Resources

FUTURE OPPORTUNITIES

New Idea

Natural Resource Training for First
Nations

Auto Cad - GIS Training

Pesticides Training

Use of Outdoor Education Centre
(possible contract basis)

Provide services that MNR will no longer
be able to provide

Develop new programs (i.e. Greenhouse
and Nursery worker)

Gardener Certificate

Spin-off services for a fee (i.e. water well
drillers could drill well for a person and
charge for the service)

Christmas Tree Farm on the Smith
Property

Workfare

Victoria County Board/College/Lions Club

GIS High School Teachers

Computer Training (Internet)

WHMIS etc,
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How It Was Discovered

Needs Assessment completed May 1995
(see attached)

Potential for MNR staff. Through
discussions with Dick, Bruce Petit. Frost
will be licensed as an Autodesk satellite.

Government has changed legislation and
licensing

FCAC

FCAC, as well as Advisory Committee
Day, Phil Mayville

FCAC

FCAC

FCAC

Government grant

Inquiries, faculty

Needs Assessment

Inquiries



CONTRACT SERVICES

SCHOOL OF APPLIED ARTS & HEALTH

FUTURE POSSIBILITIES

. The Sociocultural Context
and Implications for ....

. Health Care Sector
Needs Assessment
February, 1995

. Summary Chart

by

R. McPhail

October 31, 1995
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Sociocultural Context & Influencing Factors ...

Contextual Factors Trends/Megatrends Implications for
Adult
Learning/Contract
Services

Changing
Demographics

Adults outnumber
youth/children

Shift from youth
oriented to adult-
oriented society

rising level of
education
(generally)
characteristic of
our population)

Growing cultural
and ethnic
diversity (increase
immigration)

Society values
"lifelong" learning

Continued focus on
adult training and
education

Increased number of
adults 25 years to
beyond 65 years,
studying as repeat
clients
- lifestyle and
wellness

- programming for
volunteers

* P.T. and
alternative
delivery rather
than contract
services

Economics/Economic
Structure

"the global
economy"
(competitive in
world market)

International
contract
opportunities

Increase in Health
& Community Service
programming,
Language Studies
for business &
industry, Cultural
Studies for
business & industry

* Contract and P.T.
opportunities

A shift from
society employed in
producing goods to
one employed in
providing service
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Contextual Factors Trends/Megatrends Implications for
Adult
Learning/Contract
Services

Downsizing and loss
of jobs in

Increase in
communications and

industrial area; job search
health care sector strategies; dealing
and community with change;
service sector due conflict
to reduced transfer resolution; problem
payments solving and

decision making

* Part time
opportunities;
little contract
potential in Health
Sector or Community
Service Sector

Changes in labour Job Search/Career
force Counselling

Increase in jobs in
service area; jobs
in information and
technology; women,
minorities and

Communications

Language training

Programming for
elderly in lower
paid service jobs;
women "re-entry to

volunteers

* Part-time
workforce" opportunities

rather than
Early retirement
and multiple
changes in
career/volunteer
work

contract services

JL 92



Contextual Factors Trends/Megatrends Implications for
Adult
Learning/Contract
Services

Technology (ies) Technology driven
information society

Legislative updates

Knowledge and
"Information skills to meet new
explosion" legislation

. Home Support
Continued need for I, II, III
professionals to . HCA
update in Health . RPN & RN
Care Sector and . Long term care
Community Service . Social Services
Sector and & Community
legislative changes Service Workers

Professional'
updating in
Health/Community
sectors.

Note: Contract
training
opportunities in
long term care
facilities,
hospitals &
community services
are beginning to
network to provide
own training &
education because
of cost. These
groups are .

interested in
"partnership" with
college, but have
made it clear that
they cannot afford
"contract prices";
therefore, will
purchase seats in
part-time studies
courses/programs.
Interest in
workshops and
conferences;
alternate
deliveries.
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A

I

Prepared by:
Fleming Data Research &
Sherry Sutton, Administrator, Contract Training,
Sir Sandford Fleming College _

7-Febiai1995
............... .7;

DISTRICT HEALTH COUNCIL J < SIR SANOFORD FLEMING COLLEGE >
al ...Pc V , - _

t
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FUTURE TRAINING

A valuable profile of future training topics has been identified by the survey.
Each agency type has identified the specific training they require to meet the changes in
technology, customer service, reforms, restructuring, clinical skills and career development.
Listed below, by agency type, are the top training needs from the survey results.

Long Term Care Facility

occupational health and safety (51%)

program evaluation (59%)

problem solving and decision making (75%)

enhancing communication skills (77%)

aggressive behaviour (88%)

dealing with difficult clients (65%)

Home Nursing Facility

legislation updates (100%)

assessment skills (100%)

CPR (100%)

Educational Institution

computers and other office equipment (100%)
setting goals and objectives (60%)

problem solving and decision making (100%)

interviewing skills (80%)

teaching skills (60%)

conflict resolution (100%)

12
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Hospital

orientation for new employees (75%)

legislation updates (75%)

team building and group dynamics (75%)

customer service (75%)

aggressive behaviour (75%)

dealing with change (75%)

Community Agency

new skills for existing employees (70%)

program evaluation (74%)

problem solving and decision making, (74%)

enhancing communication skills (65%)

community ethics (48%)

dealing with difficult clients (61%)

Other Agencies

occupational health and safety (44%)

fundraising (78%)

problem solving and decision mating (78%)
enhancing communication skills (78%)

assessment skills (56%)

dealing with difficult clients (78%)

13



SUMMARY CHART

The following training and education opportunities are supported by
the historical activity data, sociocultural trends/megatrends and
the Health Care Sector needs assessment:

Training/ Contract(s) Part-time International
Programming Studies

Health Related

Home Support Contracts for Continued
I, II, III minority

groups
growth

Health Care
Aide
(culturally
sensitive
programming)

Aboriginal
groups

Occupational
Health &
Safety

Industry
e.g.
industrial
safety

Assessment(s): Business & Continued part
Emergency
Care/CPR

industry e.g.
police/fire
dept*.

time growth

Legislative
updates in

Long term care
facilities

Health
Care/Long Term

Home nursing
facilities

Care/Community
Health Care

Health care Hospitals Long term care
related Long term care facilities
knowledge and facilities Home nursing
skills Home Nursing. facilities
Update front
line workers
(individual
skills)

facilities Hospitals
Workshops/
conferences &
short courses.

Professional
in field;
managers &
trainers

Purchase of
seats in part
time studies.
More inclusive
programming
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Training/
Programming

Contract Part-Time International

Community Continued Increased
focused growth & involvement
nursing & development of with "global"
specialty part time partners to be
areas
e.g.
obstetrics,psy
chiatry,
trauma &
emergency
care, OR,
gerontology

studies pursued.

Community
Service
Related

.

Lifestyle .& Industry For health
wellness (those in sector &
. stress
reduction
. dealing with

transition) community
service
sector:

change
. conflict
resolution
. problem
solving &
decision

Increased
part-time
offerings;
alternate
delivery
Focus: Aged

making group & those
in transition
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Training/
Programming

Contract Part-Time International

Programming
for Volunteers
.fundraising
.understanding
change

Part time
studies; short
courses;
workshops;
conferences

.role of
boards,
committees &
task forces
.orientation &
recruitment
.volunteer
management
.motivation &
recognition

Community &
Social Service
programming

Expanded
international
involvement

Canadian
perspective

Legislative
changes with
update in
knowledge &
skills
"grassroots" &
management

Part time
opportunities,
workshops,
conferences
and short
courses

Job search and
related
communication
skills

Increased part
time
opportunities,
Workshop
approach.
(Focus: older
adult, women &
minorities)

Enhanced
Communication
Skills

.Long term
care
facilities

.Interviewing
Skills

.Educational
institutions

.Proposal
Writing

.Community
agencies
.Other
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Training/
Programming

Contract Part-Time International

Language
Studies
(all levels)

i.e. ESL
LMLT
IESL

Some industry
opportunities

Growth
opportunities
Part time,
particularly
if government
"bows out"

Opportunity
for growth
inter-
nationally
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APPENDIX III

Miscellaneous research/back-up information:

History of course activity once Part-time studies and
Contract Services were combined in 1992/93 by
School of Technology & Law

information for Trend Analysis

Labour Force numbers by industry (Peterborough
region)

Major employers, private sector (Peterborough region)

Computer spending 1981-94 (Statistics Canada)

Student Recommendations for Training Services (Bill
Hooper's Organizational Theory class)

CNRTC Competitive Analysis

CNRTC Brochure

Examples of Partnerships between Fleming and various
professional associations
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Sheet/

PART - TIME STUDIES ACTIVITY BY COURSES

1990/91 1991/92 1992/93 1993/94 1994/95 1995/96*
Credit Courses 8 7 14 15 16
Vocational Courses 3 0 18 32 24 31

Total Courses 11 7 27 46 39 47

1995/96*

1994/95

1993/94

1992/93

1991/92

1990/91

Technical Part-time Activity

glEMIRt3=t9I

I

0 10 15 20 25 30 35 40 45 50

Number of Courses

OTotal Courses

Si Vocational Courses

0Credit Courses

NOTES: 1. It Figures for 1995/96 reflect an extrapolation of projected activity Winter/Spring based
on historical data and new ACAD initiatives.

2. 1992/93 period was start of combined P-T Studies and Contract Training Activity.

L
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INFORMATION FOR TREND ANALYSIS

TECHNOLOGICAL TRENDS

Recognizing that, throughout history, technological innovation has
led to major economic, social, cultural and political change.
Introduction of computer and telecommunications technologies has
transformed the world...the Industrial Age to the Information Age
.., a global economy ...

...and the old rules do not apply

* As individuals access knowledge, increasingly they demand
individual freedoms -. in the marketplace, in politics and by way
of choice

* The basic unit of the economy is changing from items produced,
to information/services traded

ECONOMIC TRENDS

1) Skills required for jobs of the information age:

$ Communication skills
$ Interpersonal skills
$ Problem solving and critical thinking
$ Lateral thinking
$ Creative thinking
$ Being able to use the technology
$ Cultural awareness
$ Versatility
$ Understanding the "Big Picture" (including organizational
goals and world issues)

$ Capability to function in self-directed work teams
$ Worker empowerment a new way of managing
$ Skills in Continuous Quality Improvement
$ Work Design Process Management

* increasing unemployment for the unskilled worker is our major
social challenge... training and retraining needs increasing

2) A global economy means increasing opportunities, but also
increasing competition and the need for enhanced
productivity and innovation

3

... average world tariffs have declined from 35%
in 1948 to 5% in 1992...

Increasing entrepreneurship... the rise of small business

... over two-thirds of new job creation through 70's to mid-
80's... and almost all net job growth in the last decade...
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DEMOGRAPHIC TRENDS

1) An aging population as the baby-boomers get older and life
spans lengthen

1961 1986 1991

Canadian Lifespans:

Women
Men

74 80 82
68 73 74

Median Age 26.3

% over 65 7.6

% 0 to age 19 41.8

31.6

10.7

28.9

33.1

11.6 (3.2
million)

27.7

1990 birthrate has edged up to 1.9 as a result of the
baby-boomers having children (the mini-boomers)
median age in Canada has gone from 26.3 in 1961 to 31.6 in
1986

2) Smaller family sizes/less traditional families/the rise of
single parent households

Average family size in Canada has dropped from 4 family
members in 1961 to 3.1 family members in 1991

1961 1981 1991

Two-parent families 93% 89% 87%
Single-parent 7% 11.3% 13%

* 80% of all single-parent families are headed by women, and are
the largest group of families under the poverty line

3) More women working, starting businesses and rising to leadership
positions

* Dual income families require CONVENIENCE



SOCIAL AND CULTURAL TRENDS

1) THE ENTRENCHMENT OF CONSUMERISM

... consumers demand that their needs are met and organizations
and companies struggle to meet them... brand loyalty shifts as
price increases in importance... added value and differentiation
is essential...

* Customer service is recognized as a key to success!

2) THE ENVIRONMENT/ RECYCLING

... touching all workplaces, households and careers...

... return to nature, ecotourism, gardening...

3) INCREASING DEMAND FOR EQUITY AMONGST ALL MEMBERS OF SOCIETY

... in terms of opportunities...access... treatment...

4) ACTIVE AND MORE HEALTHY LIFESTYLES'

... food, exercise, sports, walking, self-help, holistic views...

5) THE NEED TO REDUCE STRESS

...cocooning...small pleasures, time savings to create free/quality
time... religious and spiritual outlets on the rise as we approach
the year 2000...

6) THE RETURN TO FAMILY VALUES

... dropping out in the 90's... the focus on children

... purchases to improve the quality of life...traditionalism

7) AN EMERGING TREND: CARING CAPITALISM

... a new way of thinking as reflected by companies, not just
government, taking responsibility for social problems
-Ben & Jerry's, The Body Shop, Patagonia, etc...

the. consumer of the future increasingly will choose products
based on the ethics of the company which produces them...

8) INCREASING NEED/DEMAND FOR LIFETIME LEARNING

In the future, we'll all BE LEARNING A LIVING!
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Page 21

COUNTY OF PETERBOROUGH - LABOUR FORCE BY INDUSTRY

1986 % DIST

Primary 2195 4.2

Manufacturing 10835 20.7

Construction 3350 6.4

Transportation, Utilities, Communic. 3125 6.0

Trade 9890 18.9

Finance, Insurance, Real Estate 2265 4.3

Government 2325 4.5

Services 17440 33.4

Not Elsewhere Classified 815 1.6

COUNTY OF PETERBOROUGH - LABOUR FORCE BY OCCUPATION

1986 % DIST

Managerial & Administrative 2330 5.07

Teaching & Related 2144 4.66

Medicine & Health 2416 5.26

Technical, Social & Religious 3252 7.07

Clerical 8276 18.00

Sales 5610 12.20

Service 6447 14.03

Farming 2323 5.05

Other Primary 194 0.42

Processing 1210 2.63

Machining 7119 15.49

Construction 3062 6.66

Transportation 1555 3.38

Other Occupations 3414 7.43

Prepared by LMI Unit, Canada Employment Centre, Peterborough
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COUNTY OF PETERBOROUGH - MAJOR EMPLOYERS (JANUARY 1992)

A. PRIVATE SECTOR

GE Canada 1,700

Quaker Oats 623

Pebra Inc. 473

Johnson and Johnson Medical Products 270

Sears Ltd. 300

Fisher Gauge Ltd. 270

Milltronics 199

Outboard Marine Corp. 182

Cooperators 162

Unimin Canada 151

Strano Food Service 148

Peterborough Examiner 146

Kendall Canada 135

Peterborough Paper Converters 126

3M Canada Inc. 110

Canadian Tire 107

Purity Packaging 102

B. PUBLIC SECTOR

Peterborough County Board of Education 2,200

Trent University 1,175

Peterborough Civic Hospital 1,332 1

Sir Sandford Fleming College 947 f

City of Peterborough 892

St. Joseph's Hospital 840
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Due to copyright limitations, the following page has been removed:
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TRAINING SERVICES

Student Recommendations - November 6, 1995

Appoint a coordinator to act as a contact person with clients and as a liaison with all
schools. This person must have a knowledge of all areas in the College.

Centralize the various functions by choosing a common leader.

Eliminate competition among the specialty areas by working as a team with one common
goal & one "profit pot".

Use a matrix structure to "combine" specialty areas (the goal is to offer joint services).

One contact person (with clients).

Training services needs to work as a team.

Centralize control at the VP Academic level with one person directly in charge.

Restructure to a matrix system to address the various multi-need training requirements.

Focus on superordinate goals to eliminate competition among subunits.

Incorporate training revenue generator into job description to be measured for performance.
- give incentives, rewards, recognition

Marketing push from the College for this new business.

Unit reports to one director who coordinates activities.

Decisions should be by consensus.

Need formality (policies and procedures) to achieve common goals but do not want to
cramp creativity.

Even though it should be all one department have areas of specialization within that
department.

Training Services will need team training to eliminate the competitive edge and to achieve
cooperation and team playing.

Combine programs, combine resources, share income

Use a team structure
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Examples of Partnerships between Fleming and various
professional associations:

A memorandum of understanding with the Metrology
Training Institute, the Institute of National
Measurement Standards and the National Conference
of Standard Laboratories to promote training in
metrology.

An agreement with the Canadian Fire Alarm
Association to provide training to national standards.

An agreement with Autodesk to provide standardized
training in computer assisted design.

An agreement with Drake Prometrics to provide
electronic testing for a wide variety of courses.
Fleming is also the local test centre for Drake
Prometrics.

A working arrangement with the Aggregate Producers
Association of Ontario to design and deliver industry
standard courses that lead to professional
designation.

A working arrangement with the Pesticide Licensing
System of Ontario to investigate and market courses
required for licensing.

An Agreement with the Pakistan Drilling Services and
the Pakistan School of Drilling Services to provide
training over the next 5 years to over 500 students
from Pakistan.

An agreement with the Environment Systems
Research Institute Inc. (ESRI) to provide Geographic
Information Systems (GIS) training to their clients.
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