Institute for Citizen-Centred Service
Annual General Meeting

Tuesday, October 3, 2017

In-Person — Delta Prince Edward

18 Queen Street

Henry Johnson Room, Mezzanine Level, Charlottetown, PE
10:30am —11:50 pm ADT

Topics Lead Actions
10:30am- | 1, Welcome and Opening Remarks Nancy MaclLellan,
10:35 am President, ICCS Board of
Directors

10:35am - | 2, Review of Previous Minutes of September 13, Nancy MaclLellan
10:45am | 2016 and Current Agenda .

a) Approval of Previous Minutes and Action Items Motion

(attach) .

b) Review and Acceptance of Current Agenda Motion
10:45am- | 3, ICCS Financials
11:00 am a) ICCS Audited Financial Statements as of March 31, Ray Winer and Jeffrey Motion

2017 (attach) Weigensberg, RZN, LLP

b) Appointment of Auditor for the Fiscal Year April 1, Nancy MacLellan Motion

2017 to March 31, 2018 (attach)
11:00am - | 4, Election of ICCS Board of Directors (attach) Nicholas Wise, Chair Motion
11:15 am Governance Committee
11:15am- | 5, Expression of Appreciation to Outgoing Nicholas Wise Motion
11:20 am Directors (attach)
11:20 am — 6. ICCS Lines of Business Update Dan Batista Information
11:30 am
11:30am - | 7, ICCS President’s Closing Remarks and Nancy MaclLellan Information
11:50pm | Adjournment




8. The following items are for information:

a) The Notice of Annual General Meeting was distributed to Members by email on August 9, 2017.
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Agenda Item

Discussion

Welcome and
Opening Remarks

The President welcomed the members to the meeting.

Notice of Annual
General Meeting

The notice of the Annual General Meeting was circulated to the Joint Councils members on
July 8™, 2016.

Review of Previous
Minutes September
15, 2015 and Current
Agenda

The President asked if there were any comments on the minutes of the September 15", 2015
meeting and there were none.

MOTION #: 2016001
Chris Bookless moved the adoption of the September 15%, 2015 minutes.
Bette-Jo Hughes seconded the motion.

There were no changes to the current agenda.

ICCS Financials

a) ICCS Audited
Financial
Statements as of
March 31, 2016

Jeffrey Weigensberg from RZN, LLP commented that he was pleased with the audit and the
statements were clean. All variances had been explained. It was noted that the accountant,
Paul Bretton, had been very helpful in providing all information requested. The Finance and
Legal Committee and team were recognized for making the information more accessible and
consumable. ICCS is now in a more financially stable position.

The auditor asked about the late timing for Taking Care of Business 5 and inquired if there
would be any other timing issues with other work. There was a timing issue for Taking Care
of Business 5 related to a revised methodology. In 2017, ICCS will be moving into another
major study, Citizens First 8. It was noted that there may be some slippage on timing in this
work as well due to Research Review which needs to be completed prior to starting Citizens
First 8.

MOTION #: 2016002

Bette-Jo Hughes moved the adoption of the ICCS Audited Financial Statements as of March
31%, 2016.

Harry Turnbull seconded the motion.

b) Appointment of
Auditor for the
Fiscal Year April
1, 2016 to March
31, 2017

The ICCS recommends the appointment of Rosenthal Zaretsky Niman & Co. as the auditors
for the year ending March 31%, 2017. Rosenthal Zaretsky Niman & Co. has provided auditing
services to the Institute for a number of years and ICCS has been pleased with the work of
this auditor.

MOTION #: 2016003

Janine Halliday moved the adoption of the appointment of Rosenthal Zaretsky Niman & Co. to
continue to act as the auditor for the Institute for Citizen-Centred Service and prepare the
financial statements for the fiscal year ending March 31, 2017.

Karla Hale seconded the motion.

Election of ICCS
Board of Directors

The ICCS Governance Committee Chair provided an overview of the slate of candidates for
the 2016 — 2017 ICCS Board of Directors. The Chair asked for nominations from the floor
and there were none.

MOTION #: 2016004

Harry Turnbull moved the adoption of the slate of candidates for the 2016 — 2017 ICCS Board
of Directors.

Chris Bookless seconded the motion.

Expression of
Appreciation to
Outgoing Directors

The members recognized the work of Holly Fancy, Christian Couturier, Gisela Rempel and
Richard Steele on the ICCS Board of Directors. A plaque will be presented to these members
in thanks for their service and valuable contributions to the ICCS Board of Directors.

MOTION #: 2016005

Sandra Cascadden moved the adoption of the expression of appreciation to outgoing
directors.

Chris Bookless seconded the motion.

Institute for Citizen-Centred Service
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ICCS Update
a) Certification and Alex Denike provided an update on the progress made on the Certification and Learning
Learning program.
b) Research Michal Dziong provided an update on the work underway on ICCS Research.
ICCS President’s The President provided an update on the ICCS sustainability study. Over the last 18-24
Closing Remarks and months, the ICCS has been doing a lot of introspection, which included interviews with
Adjournment PSSDC/PSCIOC Members. The ICCS Board of Directors determined that it would be helpful to
initiate a sustainability study. It was noted that the ICCS has been doing the same work for
over 10 years and needs to look at its value added as well as financial sustainability. The
President noted that the ICCS had just received the sustainability report from the consultant.
A sub-committee of the Board is reviewing the sustainability study prior to broader
engagement. There will be a discussion about alignment with the work of the Joint Councils’
Framework Working Group.
The President noted that she was pleased to present the ICCS Annual Report to the members
and if the members had any comments/suggestions to please contact the ICCS.
The President thanked the members for their participation at the meeting and their support
over the past year.
Institute for Citizen-Centred Service Page 3
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Agenda Item # 3b
Appointment of Auditor

Background

Article 12.1 of By-law Number 3 states that, “The Voting Members shall, by Ordinary
Resolution, at each Annual Meeting appoint a Public Accountant to hold office until the next
Annual Meeting, and if an appointment is not so made, the Public Accountant in office will
continue in office until a successor is appointed” At the Annual General Meeting of the ICCS
Board of Directors held on September 13, 2016 in Victoria, British Columbia, the accounting
firm of RZN, LLP was selected based on the work performed in the fiscal year ending March 31,
2015.

The firm of RZN, LLP has provided excellent service to the Institute in preparing the financial
statements for the year ending March 31, 2017. It is therefore recommended that they
continue to act as the auditor for the ICCS. The firm would be responsible for preparing the
financial statements for the fiscal year ending March 31, 2018.

Recommendation
It is recommended that RZN, LLP, Chartered Accountants, continue to act as the auditor for the

Institute for Citizen-Centred Service and prepare the financial statements for the fiscal year
ending March 31, 2018.



Agenda Item # 4 — Decision
Election of ICCS Board of Directors

Background

Consistent with By-law Number 1, Article 5, Directors shall be elected by the Voting Members
and shall, as far as is practicable, reflect the nature and diversity of the citizen-centred service
delivery community as determined by the Members.

Therefore a slate of Directors is proposed that balances representation across the two Councils,
from the three orders of government, and to the extent possible, reflective of Canada’s regions.

Three existing Directors have terms expiring at this Annual General Meeting (September 2017).
All three Directors have served one full term: Judy Ross, Ron Hinshaw and Maurice Gallant.
Maurice Gallant has advised that he will be retiring in December and will not continue on the
Board following this Annual General Meeting. Consistent with the By-Law, and to maintain
continuity on the Board, it is recommended that Judy Ross and Ron Hinshaw be re-elected to
serve a second 3-year term. In the past year, the ICCS Board of Directors appointed two new
Directors to replace those Directors that had resigned during the year. It is recommended that
the two new Directors: Silvano Tocchi and Harry Turnbull be appointed for their first 3-year
term as Board Directors.

At the September 2016 Annual General Meeting, Donna Kelland was appointed as a Board
Officer. Donna Kelland’s term expires as of the September 2017 Annual General Meeting. The
ICCS Board of Directors would like to thank Donna for her time, commitment and dedication to
the ICCS and the ICCS Board of Directors.

Over the past year, the ICCS Board of Directors has received guidance and advice from three
Board Advisors: Siegfried Fuchsbichler, Sharon Squire and Bette-Jo Hughes. Consistent with
By-law #1, Article 5.13, “All Board Advisors shall hold their positions at the pleasure of the
Board”, the new Board may at its discretion ask any or all of those named here, or other
individuals with the required background (typically, retired public servants), to serve as Board
Advisors for the coming term.



Recommendation:

It is recommended that Judy Ross and Ron Hinshaw be re-elected as Directors of the ICCS for a
second term ending September 2020.

It is recommended that Silvano Tocchi and Harry Turnbull, be elected as Directors of the ICCS
for a first term ending September 2020.

It is recommended that Bette-Jo Hughes, Sharon Squire and Siegfried Fuchsbichler be
appointed as Board Advisors for the term ending September 2018.

This would result in the composition of the Board being as follows:

ICCS Board of Directors

Term Ending 2018

Term Ending 2019

Term Ending 2020

Federal

Nicholas Wise

Christian Laverdure

Silvano Tocchi

Provincial/Territorial

Nancy MacLellan

Steve Burnett

Judy Ross

Chad Vickers

Ron Hinshaw

Natasha Clarke

Paul Pierlot

Municipal

Karla Hale

Harry Turnbull

ICCS Board Advisors — Term Ending September 2018

Bette-Jo Hughes

Sharon Squire

Siegfried Fuchsbichler

A call for nominations for the ICCS Board of Directors will be forwarded to PSSDC and PSCIOC
members following the ICCS Annual General Meeting to seek interest in becoming an ICCS

Board of Director.




\s

Agenda Item #5
Expression of Appreciation to Outgoing Directors

Background

Janine Halliday and Josée Dussault left the Board of Directors following the September 2016
Annual General Meeting in Victoria, British Columbia.

For the past year, Donna Kelland has served as an Officer on the ICCS Board of Directors.
Donna’s term with the Board began in 2009, serving as a Board Member, Vice President,
President and Officer. Donna will be leaving the Board following this Annual General Meeting.

Maurice Gallant, ICCS Board Treasurer began with the Board in 2014. Maurice assumed the
position of Board Treasurer in September 2015. Maurice has advised that he will be retiring
from the City of Fredericton later this year and will be leaving the Board following this Annual
General Meeting.

These individuals have made significant contributions to the ICCS Board of Directors during
their term on the Board and have helped to further the work of the Institute.

Recommendation
It is recommended that Janine Halliday, Josée Dussault, Donna Kelland and Maurice Gallant be

presented with plaques in recognition and gratitude for their service and valuable contributions
to the ICCS.



In-person meetings

Teleconferences of the PSCIOC, PSSDC and the
Joint Councils

Support to Sub-Committees and Working Groups of
the Councils

Procurement and Contract Management Services

The 2017 fall meeting of the Joint Councils are taking place in
Charlottetown, PEI on October 4t and 5t, 2017. The Learning
Event takes place on October 3", 2017 hosted by Tracy Wood,
PSCIOC member. The meetings are taking place at the Delta
Prince Edward Hotel.

The 2018 winter meeting of the Joint Councils are taking place in
Toronto on February 215t and 22nd, 2018. The Learning Event
takes place on February 20, 2018. The meetings will take place
at the Hyatt Regency Hotel in downtown Toronto.

The ICCS Secretarial will coordinate and manage the monthly
teleconferences of the Councils for fall/winter 2017-2018.

The ICCS Secretariat continues to provide support to all
committees and working groups of the Councils including work on
the online repositories

The ICCS Secretariat provides procurement and contract
management services to the Councils, as requested.



Core Research

 The ICCS Research Review, involving a detailed look at the current
model as well as extensive consultations with a broad range of
stakeholders, was conducted from December 2016 to February
2017.

* Citizens First 8 has been formally launched in April 2017. The final
results are expected to be available in early 2018.

e The ICCS has been actively involved with promoting its research
approaches to public sector organizations by presenting at events
such as the Service Research Conference hosted by Employment
and Social Development Canada (November 2016) and the Local
Government Management Association of British Columbia’s Spring
Conference (April 2017). II

Common Measurements Tool (CMT)

e The CMT continues to be used at all three levels of government in ' 41 -
Canada. The newly licensed users include Transport Canada and CltlZenSflrSt
the Government of Newfoundland and Labrador.

* |nternationally, the ICCS has been actively supporting
implementation of CMT-based approaches in several jurisdictions
and has continued to develop partnerships with such organizations
as the Civil Service College (Singapore), Customer Service
Benchmarking Australia, and the Social Security Board of Belize.




Course Deliveries

Certifications
Online Self-Study

CSM Body of Knowledge

Certification and
Learning Advisory Board

Learning Events

Certification and Learning Update

ICCS has facilitated over 10 deliveries of various C&L training programs offered this year

178 CSP certifications and 10 CSM certifications issued this year

Both CSM and CSP now available to learners

New edition of CSM Body of Knowledge has been completed and used for CSM Self-Study Program

New members for Certification & Learning Advisory Board (CLAC) (formerly Service Certification
Board) have been recruited

CLAC will continue work on Certification & Learning Program with renewed focus on course content
and architecture

Certification & Learning Program Learning Events to continue through 2017,/2018



ICCS President’s Update
Board of Directors

ICCS had undertaken a sustainability study which arose from some
financial challenges

ICCS has resolved its financial challenges and is on a solid financial
footing with improved financial procedures and reporting

|ICCS Sustainability Study
ICCS Research Review
ICCS Marketing Study
Business Planning Work




ICCS Sustainability Study

Focus of Study
e Study presented to the ICCS Board of Directors at its in-person meeting in

September 2016

Recommendations
* Included recommended improvements for each of the following lines of

business: Secretariat Services, Research, Common Measurements Tool and
Certification and Learning

* As an enterprise, it was recognized that the ICCS is not a standard member
driven non-profit organization and the Board may want to consider a review of
membership model given the implications for longer-term stability and growth

* Prosperity Task Force (a task force of the ICCS Board), was established to
evaluate and develop a go-forward strategy for implementation of the
recommendations




ICCS Research Review

Focus of the Review

- One of the recommendations from the Sustainability Review was to initiate a
review of its current research studies

- The purpose was to ensure that the research remained relevant, met the
needs of subscribers and to understand how its research tools will fit into
future opportunities for the ICCS

Recommendations

- |CCS has a strong reputation built on its flagship studies (CF and TCOB)

- Design and timing changes are recommended however it was noted that care
must be taken in not drastically changing the studies (continuity)

- Wide support for new types of research to supplement CF and TCOB

- A dedicated communications and marketing resource would significantly assist
in awareness and strategic marketing of research products
New product offerings and increased sharing of insights on a collaborative
platform




ICCS Marketing Study

Focus of Study

A market analysis and study was commissioned to determine market value,
potential and gaps of the ICCS current products and services

Study presented to the ICCS Board of Directors at its in-person meeting in
February 2017

A common thread throughout the studies was a need for strategic promotion
and marketing of the ICCS brand and products

Recommendations

ICCS has great potential and needs to become more marketing-oriented,
clearly stating its unique selling position

Specific improvements suggested for all lines of business: Secretariat Services,
Research, Common Measurements Tool and Certification and Learning
Development of a brand and marketing strategy



What's Next

The studies have provided the ICCS Board with a number of thought-provoking
recommendations for discussion

A business planning session was held yesterday (October 2"9) to discuss plans
for the ICCS for the next three years

Based on the discussion of the business planning session and a review of the
existing pieces of work already undertaken, an actionable ICCS business plan
including a roadmap for 2018 - 2021 is being developed

QUESTIONS/COMMENTS
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