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PREFACE

This Business Plan is a record of-accountability- between the Canadian Fareign
Service institute (the Institute) and the Assistant Deputy Minister of Personnet and the
Deputy Ministers of the Department of Foreign Affairs and international Trade.
(DFAIT). Résources are made available by Program Management Beard to the Institute
to achieve specific results. The definition of these results, the mechanisms to manage
the Institute @nd the specification of the indicators of achievement form the core of
this Business Plan,

The start of the 1994-1995 fiscal year marks the second anniversary of the '
Institute. A review of achisvements in the. first two years of operation i included in
this plan. ' :

The Business Plan is an annual publication that is maintained and published’
unider the authority of the Dean of the Institute.

R.H. Graham Mitchell
Cean
Canadian Fareign Service [nstitute
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EXECUTIVE SUMMARY

The Canadian Foreign Serfvice Institute (the Ins'titl._l,te}" Business Planis presented
to- the Program Management Board as a definition” of the mandate {p 1) and the
accountability of the Institute (p 5); and as a report of accomplishments since its
ereation.

The Institute ensures the provision of relevant learning activities, and
organization development advice and services, to meet the needs of managerhent and
eimployees of the Department of Fereign Affairs and Internationat Trade (DFAIT). The
institute also provides, 0n a cost recovery basis, training servicesto othar clients with
invelvernent in the conduct of Canada’s international relations. ‘

The nstitute has been in operation for two years and has provided aofficial
language training, foreign language training, individua! staff training, branch functional
training, individual developriient training and career training. The Institute also
provides organization development services and operates the Fellows Program.

In response to changes in the world and iR the departimerit’s role and policies
{p 7). the Institute must maintain pregrams relevant to the needs of its primary cliéhts:
the Deputy Ministers and the Assistant Deputy Ministers. The budget limits of fiscal
1994-95 however have forced choices. Neesds identified by managers will notbe met,
($2.5M worth, 25% of identified needs) {appendix GJ.

This Business Plan is prepared and communicated to the staff of the Institute
as a vehicle to promote the vigion of the institute and to gstablish a common,
coordinated process-te achieve this vision and meet our service stafdards. The list
below highlights part of the Institute’s goal for the 1984-25 fiseal year. A
caomprehensive list is available in the Project Plans {appendices A-E}:

a) - implernent a comprehensive mid-level foreign service and non-retational afficer
:- group (F5-2 and equivalent} training program ready to start in October 1994
{p 14 and p E-3),

b} implement a distributed training management systam {TMS) for course
registration {(p C-3},

c} publication of a DFAIT training policy manual, by September -30tH, 1984 (p
A-4},
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d}

f}

g}

k)

i}

k)

m

This

. aj

el

Exelcutiue Summary (continuad)

holding of six Dean’s Séminars on Best Diplomatic Practices {p B-3},

grganization of a collnqumm on best Foreign Service’ management practices tp

ES}

devolutign of training appllcatlﬂn approval authority to branches for foreign

language tralnmg at ITII\SSIDFI branch staff training and branch mandate training;
p C-2),

provision and mamtenanca of atraining program-for Communicaters and other
CFAIT emrmiployees subject te tha workforce adjustment dirgetive {p E-31,

research and submission of a paper on human resources strategy in support of
the personnel branch ln‘ternal arganlzatlunal review {p B-2 },

increase inthe Language School efficiency in advancing DFAIT foreign language
nroficieancy, with emphasls on increasing the number of students by class,

)
completion of a pilot 'pi'ﬂjéﬂt" to determine the efficacy of a new language
training methodology WIth potential 1o st1;;|I'n1‘r|:;;5u'|‘tl1g..r reduce the duration of
language training {p D‘E}

deiivery of a heads of mission training program (p E-3],

prapare a needs. analysis for training In ‘area studies and inter-cultural
communications (if fuf?deg:l.- see “d" an page vi, 26) , and’

impiementation of an éfectmniu training cataleg (p C-3, E-3).
Actions reguired of the Program Management Board
|

Business Plan is submitted to the Program Management Board to obtain:

cnnﬁrmatmn ‘that tha Program WManagement Bnard gecepts the Institute
mandate and generat dlrectmn proposed in the Eusrr‘less Plan.

agreement an the prppﬂsed allocation of 1994-8% funds among foreign
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d}

Executive Summary. {continued]

language training, official language training, career programs, branch staff
training, and branch mandate training, per appendix G recommendations or as
modified by the Program Management Board,

agreement anthe prgpnsed Human Resource Plan of the Institute, including the
replacement of 11 contratt positions and one term employee with 10
indeterminate FTEs,

approval by the Program Management Boaid to lend $150K from the Prggram
Management Board reserve to undertake the analysis of the-training needs in
area studies and inter-cultural communications. The loan would be repaid
largely with the 93-94 carry forward,

EEETRr

E e s

vi



Institute Business Plan $4-95, Verfsion 1.0, June 7, 1894

CANADIAN FOREIGN SERVICE INSTITUTE BUSINESS PLAN, -1994-1995

PART I: PERSPECTIVE ON THE INSTITUTE

1. MANDATE:

The Canadian Foreign Service Institute (the Institute) snsures the ptovision of
relevantiearning activities, and organization development advice and services ta meet
the needs of management and employees of the Department of Foreign. Affairs and
International Trade [DFAIT) and, on'a cost recovery basis, provides training sarvices
to other clients with involvement in the conduct of Canada’s international relations.

2. VALUES AND OPERATING PRINGIPLES:

The values of the Institute ars: refevance, service orientation, professionalism, .
cost effectiveness, effsctive communication, leadership, and a shared vision.

These values are applied. at the institute by way of the following nparating'
principles. Qur worlke supports DFAIT fﬂrengn policy mandate. We are respc:-nswe: to
our clients’ requirements. We care about details. Development and training of our
staff to the highest standard is a priority and we provide. them with challengmg
oppurtumtles and recognition. Services are provided competitively including full cost
recovery of services to non-departmental clients. We maintain vertical and horizontal
communication, both internal and external to the Institute. We are committed to
promoting teamwork through a shared vision of the role of the Institute.

3.  THE LEARNING VISION:

The Canadian Foreign Service institute will be the Canadian centre ofextellence.
for training in the conduct of international relations and in the delivery of foreign
language programs. The Inatitute will be the pfimary source of advice and training in
leadership, management and organization development within DEAIT. The lnstitute
will make a meaningful contribution to departmental and public service:management
through a clear and unigue role, recognized 'both in Canada and. abroad. In
caoperation with DFAIT management, the Institute will generate long-term pollcv for
humat resource, grganization and management development. The Institute will be an
instrument of foreign policy, avehicle through which Canada communicates its values
and influences others.




PERSPECTIVE ON THE INSTITUTE

The Canadian Fareign Seyvice Institute ansures
the provision of relevant learning: activities and
wrganizatien developmant advice and sErvices
to meet the needs nf mﬂnﬂgamant and
employees of the Department af Foréign Affairs
and lntarnatlunal Trade (DFAIT) and, on a cost
recwery basis. provides training sarmcas to
other cllems with involvement.in the conduce of :
Cﬂnﬂd_ﬂ L Intﬂrnﬂtlﬂ_ﬂ&l relations. Hael i

. i
LR,

The Canadian Forsign Service Institute will be the Canadian
centre of excellence for training in'the conduct of internatianal
relations and In the delivery of foreign Janguage programs. The
Institute will ba the primary source of advice and training in
leadership, management and organization develapmant within -
-.-EEE?HE? 2 DFAIT. The Institute will make a meaningful contribution to
5 departmental and public service management through a clear
and unique rols, recognized both in Canada and abroad. n
coordination with DFAIT -management, the Institvte will
Ganerate long-term pelicy far human résource, organization and
- management development. The Institute will be an instrument
of foreign policy, a vehicle thruugh which Canada
communicates its values and mﬂuem:es athers.
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PART Il: THE PAST: A TWO YEAR REPORT

4. ROLE OF THE INSTITUTE:

In March 19971, the Management Committee of External Affairs and
International Trade Canada approved the creation of ‘the Institute. As the pnmary
vehicle for upgrading the capacity of aII those involved in the conduct of Canada’s
international relations, the Institute wag designed to complement, not duplicate, other
government and private sector institutions. Thereforethe resources requested in Jure
1991 to establish the Institute addressed needs not being met by the Training and
Develupmant activities of ‘the department. It suggested a multi-year plan for
establishing an on-going, adaptive; high quality training function embeddedin a human
resources management strategy that could eliminate shortfalis to the ‘competence
requirements of DFAIT pasitions.

We were instructed to design and implernent training that would instill the many
different types of skill and knowledge our employees need. There was need for a
deep and sofid foundation. DFAIT relied for a great many years only on the high
guality of our recruits and the varied experience their assignments gave them. The
departrment continued to rely on'these factors long after other foreign ministries, other
government agencies and the private sector recognized the need for continuous
learning -to keep their employess abreast of new knowledge and to sustain
prganizationa effectiveness. The training wa designed, therefore, had to address
these shortcomings as well as the traditional and néw components of cur employees’
job packages.

We had, in addition, to design appropriate training for every employment lavel
and category in. the depaftment,. fmm clerk to head of mission. Not only was this a
large undertaking; it-alsa presented us with a problem of methadology. Experts in the
field of ‘adult education are not generally familiar with the work of foreign servica
empleyees; conversaly, our colleagues are not trained teachers.

Cur solution was to harnass the two types of expertise: the Institute uses
cutside specialists to prepare:the needs analysis for each category of training, but
asks a cross-section of departmental people to confirm tha analysis; the Institute hires
outside trainers to prepars and deliver courses, but-ensures:they use departmental

! ‘Parsonnel branch memorandum 4o Program Management Board, Resource Allocation
to estabiish the “Canadian Foreign Service Acan’emy Peter F. Walker, ACB 3571, June
24, 1891,
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employées as subject ma_tter! axXperts.
|
The prinicipal ﬂrganlzatgcnal units of the Institute are the Qffice of the Dean; the
Professional school, the Language School, the Fellows Program and Management
Services. Woe .are, in 1924, operating within a budget of $8. 20 {not including
salarias} which is centrally conrdlnated by the Institute and divided between the
Institute units and DFAIT tralmlng programs.

| DEAN'S OFFIGE
Frofessional S;:h'cﬁli Language School Fellows Program
\ . . .
Branch Branch Career Official Foreign Fellows Program
staff ‘functional | training language | language
training | training training training’

. ira‘xlm'ng Program Accountability | ;

The Institute has 40 FTEs in its budget. Although mest positions are staffed,
it will continue to operate- w:th amix of indeterminate and term personnel far the
foreseeable fufure. “

Contrary to what mahy people think, the Institute is not the. only body
responsible for training. Managers. miust tell us what their staffs need to kriow.
Managers, DGs and Directorsare the judges of what abilities need to be sharpened
to improve the efficigncy nf‘ their aperations, The Institute’s respcnslblhw is to
suppert and -assist managers: with the highest quality, most cost-effective training:
services pessible for the funds allocated by the managers to this purpose. Once the'
needs and rescurces are identified, we.can go'to work.
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5.  ACCOMPLISHMENTS:?

The Institute was formally inaugurated on Qctober 1st, 1992 and the first set
of new courses hegan the following day. There were two main parts: a one year
development program for entry-level officers with a balance of classroom and on-the-
job training r.:lurmg the probationary year; and a skills-enhiancement pregram for
Administrative and technical staff. These two programs involved the creation of aver
60 new courses: '

As the year progressed, we fine-tuned ‘the existing courses for supervisors,
deputy directors and directors. We thoroughly ravamped the. leadership calloquium
for directors and DGs, and transformed the training course for heads of mission. In
gach of these we sought to transmit not only the relevant job skills but aise a more
gffective understanding of personnsl management, of leadership and "of ethical
responsibility.

In the Language School we conductad a need analysis on which our new
curriculum is based. We introduced prﬂfn:enny testing 1o measure ccmpetsncy in
gight foreign Ianguages We improved our. intensive. training programs.in German,
Ital:an Portuguese, Karean, Japanese, Mandarin, Arabic, Spanish and Russian. We
also develapad an immersion program for advanced-level Spanish, specifically tailored
to the department’'s needs, in Cuernavaca, Mexico. We reatructured the format of
the maintenance coursa.

_ In*the‘are_'a of official languages, we introduced 10 specialized training moduies
to improve writing, negotiation and other relevant skills.

In June, 1993 we added another building blockto the strugcture when'we begarn
to offer the junior career Program. This is for FS-1s already in the department.and is
a modified version of ibe entry-level program.

The new training was targeted to groups and lsvsls, ie. all FS-1s or all
secrataries or all directors, and is geared to the commgn elements of those positions.

A great deal of other training alsoc goes onin the department but is refated to
the specific tasks of a particular branch. We call this branch mandate training and
axamples of it are the consular training delivered by the "J" branch, or the win-export

2 This section is in large part an adaptation of & presentation by the Dean of the Institute-
‘to DFAIT Management Commities, January 1994,
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training in the "T" branch. ]The Institute funds thése activities, and our training
specialists work very closely with the.branch training centres, ‘but the main operational
responsibility is delegated to ‘the kranches.

in March 1994, a preeess was begun to provide: the branches with increased
authority cver the management of their training funids. We provided all branehes with
a set of training encumbrances they.can allocate at their discretion. We will continue
10 adju_,et and optimize the prpeesoej,. and to brief the users of this process.

The main eehleuemenf af the tnstitute’s - first year was ‘the fitting up and
opening of our main eampue,, the Bisson Centre in Hull. This: handeeme facility has’
drawn very positive reviews from ail those who. have used it and has become.a
popular pleee to hold meettngs of all kinds. The inauguration of the Institute, the
afficial opening of Bisson andla contest to choose a logo for the institute: provided .us
with eppertunltles to eemmunleete our key messages about learning and professional
develepment to departmenta[ employees.

News of the Institute’ s\ creation has spread beyond the department We have
received requests from other gevernment departmants, from provinces and the: prwate
sector, and, from a number of foreign governments to include their empioyees i our
programs.. Our résponse has been cautious and will remain so until gur pragrams are,
more: fully devetoped. We have accepted officers from Immigration, from CIDA,
Revenue Canada, Natural Reenureee RCMP, Customs and Excise, Agricultura, DCDE
High Cemmlsemner for Great Britain and Mew Zealand in apprepnate courses; and

have provided information qn{ our methodoiogy to several forgign countries,
\

|

The most sagnlflcant cnllaboratlnn with other nrgamzatlcns has bean in the:
foreign language field, We have negotigted an agreement with CIDA to provide
foreign language training to their employees, and are currently negotiating a similar
agreement with the: Depar‘tment of National Defence. Qur position in both instances
has been that services 1o others must he on a full ceswecovew basgis so that there
is no diminution of service 10 ouf internal cliehts. Mareover, we believe it will be
possible to achieve cost savings for -our awn program.

One-aspect of the Institute’s work that-is not yet very well known is assistance
1o managers in improving, mdluu:lual and organizational eﬂectweness within a work:
unit. We think of this as brmgmg the clagsrooim into the office. We'have undertaken
several projects in this area |n the past year, including four at posts, and believe the
demand for this service will grow as mianagers bacomeé aware of its availability.

|
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PART lil: THE PRESENT: ENVIRONMENT TRENDS

6.  TRENDS_IN THE FOREIGN SERVICE ENVIRONMENT

The training and professional development provided by the Institute must be
directly relevant to-the work of the department and the needs of its employees. This
imposes on us a duty to monitor carefully the changes occurring in the management
of .Canada’s international relations ‘and to ensure that these changes are reflected in
our prdgrams We see changes of sig mﬁcance to the department, -and therafore to the
institute, occurring on three levels.

a) . Managing the lssues

Communications technology is feeding the awareness of Canadians of our
interests abroad. The Foreign Policy Review now underway reflects the government's
intention to make Canada’s forsign affairs more accessible and transparent to the
interested slements of the public. This will entail.a closer scrutiny of how we work in
this department and underlines the need for the highest degree of competence and
professionalism in our employees. ' '

. Increased public scrutiny will likely also mean more and more substantive

exchanges with the media and with representatives of special interest groups and
points to the need for well-deveioped skills in the field of public relations and
speaklng

The increasing presence of transnational and multilataral issues on the
international agenda calls.upon somewhat “different diplomatic skills. While bilateral
negotiation remains very important, the ability to develop consensus among a
multitude of government and non-government actors may be the most essential skill
of our officers in the near future. For the sama reason, a familiarity with the
international aspect of other departments’ work, ;:nar‘cn.:'ularl'g.ur MNational Defence, will
need to be addressed N aur tralnlng

Finaily, the profiferation of new nationalities and athnic groupings has increased
the need tor language skills in our work and will probably force a more strategic, long-
term approach to [anguage training for our employees.

bl Management of Resources

Changes occurring in the size and composition of our posts create a greater
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need for skills'in the management of people, budgets and téchnelogy. Senior officers,
and heads, of mission in per;heuler, nged training in these areas and in !eaderehip
jgenerally. Qur administrativeand support staff are increasingly being put in charge: of
large numbers of local empley’eee and facilities. worth millions of dollars. They too
needtrainingin the most. effeftwe management technigues appropriate.to their work:

The nead to derive the’ maximum performance from each employes underlines
the importance of |dent|f\,rrng and eliminating problems’ within work teams. The
organization development services.of the Institute are likely fo play an ever larger rale
in this respect. |

The cleserpublie ecrui'ciny of all our actions prompts:carefui attention to the
ethical and professional 'prin(%:,iplee explicit in all institute training programs.

¢l Social Changes

Financial pressures, HEW strains on the family created by the desire of spouses
for meaningful cargers, and grewmg concern about the education af children all add
up to a work: force that is ‘seeking a new eqmllhrlum between work- and pereenal
concerns. On the positive side, empleveee are. taking more responsihility for their own
personal development. Ihstitute tiaining grograms must be responsive on the one’hand
to the department’s reed for highly-skilled professionals and on the other to the
mdlwdual employee’s need 1o see training and professional development &s part of a
process-of personal evolution.

| ‘

in the workplace itself, new attitudes about equity, and the changing face of
aur employee group; necessitate a greater emphasis.on adept personne managerment
skills for supervisors at every level.

|
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7. TRENDS IN THE INSTITUTE'S ENVIRONMENT

There is-a rationalisation of respective roles.of all Canadian governmant training
institutions. Under concepts such as centres of expertiss or common services,
organizations such asthe Canadian Centre for Management Development and Trammg
and Development Canada have set pracedents for the Institute to increase its service
in areas of unique competence. We éxpect.to see’an increasing inter-connectedness
with other Public Service training institutions and eventually a coordination of roles.

The changes that affect the.cie'partme’m have significant impact on the Institute.
A stream of new issues {work-force adjustment, harassment, employment .equity;
human rights, ete) require néw palicies and agsociated new: training. Continuous
requirement for new training demands continuous design and the associated
development infrastructure. Curricula must be renewed constantly 1o keep abreast
of policies. Hence a continuous course ‘preparation capability must be considered
instead. of a cne time or 3 rare periodic expense.

The approach to learning is also changing. There is an éxpectation of refocus
from classroom training to brodder'organizational lgarning-facilitation. The training
technology and training for technolegy have slowly and continuously increased the
knowledge and skill requirements of our instructors-and staff. Central agencies and
the Institute are engaged in a constant process of education of departmental
management. Knowledge has to be managed like other assets. Knowledge has an
attrition rate and causeés productivity changes. A new chalienge of management is
to assign knowledde {people with current knowledge) to tasks where this knowledge
will be most productive.

Our strengths-are the uniqueness of our body of knowledge, thie training of our
own pecple, our proximity to DFAIT personnel,;the excellence of ourtraining delivery,
our relevance. to our clients’ current.needs. Wa can strike alliances with aur
competitors.

New policies-and the reguirernent for high ealibre of DFAIT employees-creats
a nead for responsive training development for which the Institute is well-suited to
respond.
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8. THE INSTITUTE’S BUSINESS SEGMENTS.

We can best describe -.'Lur business by the clierits we serve. As a client-drivén
organization, our clients exert significant influence on the Institute with the
consequent impact.on our structure and products.

Our primary clients are. thie Deputy Ministers of DFAIT and the Assistant Deputy
Ministers of DFAIT. Thelr needs can be grouped as follows:

a) Programs must be eﬁ‘ec‘twe to-ensure Canadians are aptly served. Measurable
progress-must be made-in career programs, administrative personnel programs; more
accessible foreign language tralmng to achieve the highest competericy, the consular
program, harassment prraventmn employment equity, work force ad;ustment
effactive trade, and empiﬂyee appraisal.

\

b} Better post managemeht’ is required. This will be reflected in locally employed.
staff use, use of new tﬂols ‘and generally relevant, effective and responsive
rﬁahagement Good post management involves alsé managing relationships with
headauarters, with other cnuﬁtrtes {local network and public relatmns skills), effective
reporting, effectivensss of: trade officers {good advqcates “for Canadians, sgrving
businessélientele), gnndrelatmnshlpsW|thﬂthergnvemmentdepartments knowledge
of local [anguages, quick resclution of consular probiems and avoidance of valid
complaints. Good post management involves monies weil spent and investment in
training that contributas to good managemant. Heads of Missions and managers in
Canada are gxpected to breakdown barrlers to performance, generate a progressive
image, have the ability L2 function effectwelv in a medern environment; understand
thie trade paolicy, issues, un;iergtand regional biases; and the language of their staff and
clients. ‘ )

|
1

Qur. clignts want tralmpg to ke all inclusive, providing & complete solution.

Amongst the currant JEln-:l potential ciiants of DFAIT are other government
departr‘nents multilateral .nrg‘aniza’ticns provineial governments, . municipal
governments, non- government organizations, aid giving ‘agencies, and foreign
governments. These other clients. have varied needs that can be served by the
Institute: faor mstanca CIDA.has fnrmgn Ianguage training requrremants and.some
Human Rights training that can be delivered on a cost recavery basis; the Department
of National Defence alsg hasi'fnreign language training requirements. These clients
purchase/contract for various services including advice, trainihg, organization
developrment, and asmstance for various beneficiary individuals and groups.

\ 10 -
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9. A DEFINITION OF EXCELLENCE IN OUR BUSINESS

Excellence suggasts ‘the notions of pride, morality, valour, capability and speed.
Excellence is meeting these gualities while operating at peak performance within our
values. Our values are: relevance, service orientation, professionalism, cost
effectiveness, effective communication, leadership and a shared vision.

Qur service standards further define the criteria for good service. Thecomplate
Institute Service Standards Table, as submitted to the Official Language Division in

February 1994, is at appendix J. FE:"GW[['I_QIS a subset:

Description ¢F sarvices

Prepars departmental muolti-
yEAr training stratagy.

Pringipgles-

JAecurata, timely

Delivery Target

higet PME due date

Raécogmmend departmental
prictitios-and distribute/
manage training budgets.

Trar_'.spara'nt.
erquitable, -accurate,
tirnaly

Meet PMEB dua date,
Distributa hudgets before April 1

_Finish year within 12 of budget.

Fofmulate and promulgate
departmental training |'JIII|II:IES-
and prucedures

Transparent, cansise,
rinimum admin
burden

Reviewed ‘and updatad prior to commencament

of the fiscal year.

Manitor “and report: sn-all
training activitiés

Professional,
responsive, cost
effective

Provide annual report to PMB.-Provide monthly
budget reports. to branches.,
Evaluate at least one major program per-year.

Céntribute to human resourcg
development within the public
Sarvice.

Professional,
respansiva, timely

Participate in all scheduled meetings and
warking ‘groups.

Identification of training needs

Profasgional,
respongiva

Iriitial response within &-days

Ident'lfic'atibﬁ of sources of
traihing

Impattial, professional

Rasponsa with’24 hours,

Assistance with logistics,
standards, cost effgciiveness,
evalugtions, etc.

Professional, timsly,
responsive

Response with 24 haurs,

Prnu:de cnmputer -bazed:
tralnlng management systein

Accurate, timely

Rasponse with 24 hours.

Provide assistance with the
Arocurement of training and’
,urganlzatlun davalnpment

Trdnsparant;

- professional, relisble

Response with- 28 Hours.
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Prevision of expert advice messsmnal 48 hoyrs tim aroufid in providing. initial advice.
laa.;punsws,
Aecessible, Timaly
D|agnusttr:. and prnfn:lsncv Hellable. accurate, Schedule testing within 48 hoyrs
testlng i foraign Ianguagss tlmal'n,r, walid
F!ru_yifsignn of prnjfessinnal, Frcitfessmnal Course delivery: on s;ﬁédule,: minimum
Foraign and’ Official language. consistent, accessible, | participation Tates met, timely sancellationa.
Training tlmalv. raspnnswa, ,
refovant, cost includes a mongy hack guaranity
etfectiva
D.a‘rua]dp.manjc of "iréi’ning Haspnnswe rEJevant Project target dates met.
programs.. cnst affe-::tlue

] Sarvice Standa‘rds

EXCELLENCE IN OUR SEH"-J’ICJEE Our services will be excellent if: they provide clignts
with training for- their partlcular needs; they arg relevant to our department the
services provided 16 non- departmental clients are Congruent with the role and priorities
of the depariment andthe dléectmn of the TB; services are essential, cost effective,

and. meet clients’ highést priority needs: we provide one stop shopping for all
professional training and to all departmental managers; and if Clients appreciate the
bernefits and are willing to pay the costs of the Institute’s services. Our services will
be excellent when Progiams are ihtegrated into departmental carser plannmg from

recruitment to ratlremant for all employee groups.

EXCELLENCE IN DURSELVES: We, the Institute’s personnel, will be excellent when
we understand the total urgan:zatmn {EnstJtute and-DFAIT).and the importance of our
mdmduai contribution, eur mission, vaties: and objectives; when we are part of the
overall team and share a common identity, and when we are an engaged, stable and
qualified workforce, |

EXCELLENCE IN OUR MANAGEMENT Qur management of the Institute will he
excellent when itis exemp}ary in its. economical and innovative grganization of people
and resources, where each has the flexibility to adapt to the environment and wortd-
wide client demands; managgrs know the key ‘success factors of the grganization,
provide the requisite managerlal information, clearly understand and articulate thie
decision process at all Ievels of the organization and add value to the overali
organization. ‘

EKCELLENCE lN QUR FACILITIES Physical accommuodations will be excellent when

they reflect our principles, uaiues, and mission and facilitate theé delivery of our
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services to a level that meets our service standards.

E}{CELLENCE INCUR TECHMOLOGY: Excellent technology will serve our processes,
not the other wa\,t ‘around. It will maximize the efficiency- of our client sefvice. Its
uompetent utilization will produces efficient explmtatmn and integration af all our
resources and programs for the best delivery of language courses and of profassional
training. Exceflent technology will previde everyone immediate, sasy access to
appropriate accurate financial management information,

EXCELLENCE N OUR IMPACT: The introduttion by the Institute of a department--
wide mechanism for an ongoing, adaptive, quality training function will affect
DFAIT by making it excellent.in the fellowing ways:

a} A multi-year rolling training strategy will be embedded in a multi-year human
resources management strategy, integrated into departmental planning,
including a muiti-year resource budget.

b} Training will be accepted by all as an efficient means to corporate and
individual prnfessmnal grovwth and adaptation.
cl Training strategy will be used by senior management as a corporate control

lever and perceived as a muitiplier l[nr catalyst) of efficiency rather than an end
consumer competing for resources.
di A challenging definition of foreign service professionalism will be accepted.

] The collective proficiency of the formgn service will be raised to a competitive.
level, cne that will attract an retains OFAIT customers.

f} All quantifiable shortfalls in meeting the requirefnents of positions will be:
virtually aliminated.

g} ThHe quality of tralnmg delivery betvieen tha Institute and the branches training

centies will be of the sams high standard.

As an additionalimpact, our tlients will become better managers of training in
that they will perceive their respunsnblhtles as including the definition of their current
and future human resourea réquirements with respect to the competency of each
position; they will monitor the relevance of career training programs; contribute to the
corporate objectives of career and functional language training by releasing staff as
necessary; arfange for training related to the specific compatency reguirements of ail
positions which contribute to their respective mandates; and finally they will ensurs
that each staff group has the general qualities and competencies requirad to meet the
current and future needs of line managers.

13
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PART IV: THE FUTU'F{VE: THE NEXT THREE YEARS {1994-95-1996-87
10. IMMEDIATE NEED'53

The mid-level foreign service and non-rotational officer group skills upgrading
activity (FS-2 and equivalent) is still missing. We are now working on the needs
analysis for this group and expect to have a new, relevant, comprehensive, flexible
cost-effective program ready to start in October 1994,

The next elements will be training for EXs - the senior level career program -
and training for locally-engaged employees at posts. There are already a canmderabie-
number of professional development courses available to non-rotational employees.at
headquarters:

In the area of foreign language training, there is also a great deal to do. Despite )
increased capacity and capability in the: Language School, almost no progress has
bgen made toward the goal of a 50% incdrease in forsign language capability set in
1888. The gecgraphic branches must wark clasely with the assignment divisions to
ensure that postings where language ability is required are decided -early enough o
permit adequate training to occur. There is also a need to improve: the program for

less commonly taught languages.

‘Above and beyond ‘these specific tasks we will have to continue to work at
cementing the concept of training inte the department. Significant operational changes
are involved. Will managers agree to release their amployees faor the time it takes to
learn foreign languages? Wili the personnel branch be given the time it needs to
develop new recruits without bemg forced to assign them prematurely to fill gaps?
The importance of training and retraining in an organization as intelligence-centred as
ours should be obvicus. But real increases in effectiveness have.a real cost,

The Human Resburces Development Council, a commitiee of federal deputy
ministers, will soon recommend to Treasury Board that certain departments be
desngnated as centres of expertise in particular subject areas, The objectisto reduce
duplication and effect cost savings: In the Inter-Departmental Committee-of Heads
of Training {IDC-HT}, DFAIT has beén tentatively identified as a certtre of expertise for
training in the practice of international relations. ¥ this concept is mpiemented we
are likely to receive more requests to include employees of other departments in our

S This section is atsa in large part an adaptation of a presentation by the Dean of the
Institute to DFAIT Managemaent Committee, January 1994,

14
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courses, \

|
We foreseé new, incremental requirements for training: the revised appraisal
systern, for example, and thvaJ recommendations in the report on employment equity
both have training implications. Members of the CM group will need retraining. The
leadership role of this department ini the field of international business development
may also create new training needs, for this department and others. Theconseguence

of the budget limitation will be a-trade-off and priority setting .exergise.

Our. department. is investing over 200 million dollars in communlcatmns
techhalogy. We maintain a large’i nvestment n property and furnlshlngs around the
waorld. The investment to be made in Iaarnlng is just as important, essential in fact,
to achieve the full potential of those other investments.

Angther major challengle: for the Institute is to ensure that training is integrated
into the overall persorinel management pattern of the department. Training should not
happen in.a-vacuum. We are not teaching theoretical courses. We are teachlng
practical,. job-refated skills that are directly and immediately applicable to wark. For
this to be fully effective, tralnlng must be coordinated with the recruitment process,.
the assignment process, and the promotion process. Iy fact, training should be- s8en
as one of sevaral tosls at our dlsposal to maintain empldyees” competence.

Work is under way in the department to address the need for more strategic
succession planning and career development. This is crucial if the Institute is to
achieve its full potential. Dnly when a cormprehensive, integrated human resources
development plan is in place, matching individuals to future'tasks, will training be able
to make the full and beneficial contribution it should,

|

1%
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11. BRIDGING CUR GAPS TO EXCELLENCE: A 3 YEAR PROGRAM

A) THE CHALLENGES OF THE INSTITUTE; The future funding levels are uncertain.
This coupled with the fact that current budgets are insufficient to meet identified
training needs is creating dissatisfaction amongst our training recipients, Single
operating budgets werg introduced as of April 1, 1893 howaver budgets for saiaries
and benefits are still controlied centrally.

Management rasponsihility- for training and continuous learming is 8 concept
which is not yet understood of accepted by all departmental managers. Hence access
to training is sometimes difficult-as demenstrated by the continuing low participation
in intensive language training.

Séeparatiocn between the Lester B. Pearson Building and the Bisson campus
makes communications and staff collegiality more difficult.

Staff gerceive that they aré not part ¢f the decision-making process: This
perceptlun might be-attributable in part to our fragmented phy‘smal locations. There
is a desife amongst staff for more and better communication from management.
Management Committes can improve its dectsmn-makmg processes and more clearly
define 2nd communicate the management accountability -structure of the Institute.
Qffice procedures and operation procedures are deficient.

There is no general guideline for internal and external client service.

Qurfinancial management tocls are not providing us with up-te-date, pertinent
and timely information. The departrmient financial software, FINEX, does not meet our
raqmrement for information -and FINEX is difficult to reconcile with the training
management systam, TMS. Wa have not taken full advantage of oppertunities to
influence the development of the department ccmputer network, SIGNET.

New employees require substantial on-the-job coaching -as well as farmal
training in-a variety of areas. No such program exist yet.

The [nstitute has had a high employee turm-over rate. Administrative
preceduras and policies must be established to improve this situation.

16
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FILLING THE GAPS: Iniresponse to the perceived challenges-and training needs

of DFAIT and the Institute the following activities are suggested:

1}

I

Business Plan: Establ:sh the infarmation management flow supporting our
Business Plan. Mamtam an Institute Businass Plan. Select and proceed with
processes identified in the Business Plan. Recommend departmental multi-year
training strategy including objectives, priorities, resourcing, issues, trends,
enwmnmental fﬂGtUTE etc.

Budget: Propose tfraining budget strategies for department. Deveilop a

paper to look at revenue. utilization aptiens including special operating ageney
status, fee-for-service approach, etc. Qbtain the "fuil-time-equivalent” training
pool budgets rEqui'red.‘

Cost of courses: C'arr',li' ‘out study with respect-to course loading afid cast per
participant. \

Decision process: Develop a well-articutated management phitosophy and
decision making procass Idantify the decision points (clear accountability).
Test and clarify ‘the managemen‘t of future related activities. Facilitate the:
exchange of ideas. |

Facilities: Produce accommadation plan for now and future.

infarmation te&hnaldgy_: Inelude in pur business planning the recommendations
fram J.A. McDonald’s. Blueprint for Renewing Governmment Services Using
Information Technofogy, Treasury Board Secretariat Discussion Draft. Obtain
information technoiogy planning expertlsa Develop and‘maintain educational
technology expertise- and use- this: ‘technology te deliver effective training.

Use SIGNET and other technoingms to cemmunicate more effectively
with clierits. Optimizeiuse of SIGNET as distance learning tool. Participate in
process of setting future hardwarespacifications. Participate in SIGNET, Infotel
and FINEX design committees. Confirm SIGNET standards. Ensure. remate
access to SIGNET fmnﬁ all sites.

Vgice mail to be connected in both Pearson and Bisson and providé
requisits. communication. ,

Provide clients ' with direct electronic access to information, and
catalogues in a ‘training data base. Automate proce.'ures and forms;
registration forms, Course scheduling approvals {use of the personne]
identificatian Number, !PIN} Electronic Fllmg system. Ensuré adequate support
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for thie training management system.
Provide a single paint of entry into the corporats management system.

Management:
Banchmark {measuring the best competitor in the market) - For the

purpose of benchmarking, develnp criterion applicable to Institute services,
organize Institute internal interviews, and interview contracters. Monitor and
report on all activities. .

Strategies for Communications from the Ihstitute to DFAIT - Review ouf
extérnal communications strategy. Improve the guality and frequency of our
communication with our clients. Develap dialogue with the Deputy Ministers,
executive committee, branch heads, branch training coordinator’s and personnel
branch. Maintain regular liaison with the policy staff. Organize a workshop for
branch training coordinators. Increase the instituta’s presence at all levels of
DFAIT management. Present briefings to senior. Managament Committee.about
tralnmg strategies and updates Assist-ciients to appreciate beénefits received
with full reporting and analysis. Inform clients of our services. Create reliable
feedback mechanisms on quality of services dslivered.

Strategies for communications from the Institite to outside DFAIT --
Deveiop a vehicle ‘to distribute our policies to our client base. Develop working
refationship with Inspector General. . Liaise with Federal-Provincial Relations
Division. Maintain activé participation in the Conference of Diplomatic
Academies, Contribute to the PS human resource development comrmunity by
participation in intgr-departmental committees, Participate in the Inter-

Departmental Committee. of Heads of Training and liaise with Treasury Board,

the Public Service Commission, Training and Deveiopment Canada, & the
Canadian Centre for Management Deueinpment Establish periodic meetings
with the bureau of assistance for Centr_al and Eastern Eurcpe and the‘anadmn
Internaticnal Development Agancf policy groups. Contribute to the
representatmnal responsibllmas of the department with respect to foreign
vigitors. Actively partlclpate in definition -and implementation of centres of
EXpertise,

Internal {to the Institute) Communication Strategy -- Review interna
communications. Ensure 2l Institute staff members clearly understand who
our clients-are and what they want. Increase the ranagemerit presénce at
Bisson. Organize two 1-day retreats for half the staff of all operative units.
Provide tweo or three meetings a year to discuss issues and bring farward

18
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\
suggestions. Ensurs alppro;i:riateness of written and verbal comfmunicatiors.
Use Dean’s E-mail to alnnuum:e news/ progress.

Planning -- Estahhsh an-annual long-range planning cycle for the Instituts.
Conduct planning retreguts for the Institute training stakehnlders Monitor trends:
in the nature and structure of other diplomatic services and DFAIT. Moniter
services provided by other training organizations.

‘Organization Develapment {activities to make a whole group atfective)
-- acquire the capac:ty to anticipate future client needs ‘and thé necessary
expertise to meet them Obtain the Privy Council Office study en duplicatién
of- international relatmns by dther government departments and DFAIT.
Develcp strategic alllances with other institutions {ex: distance. learning
universities). Confirm existence and adequacy of "full-time-equivalent” pool for
récruitmenit and training.

\

Personnel Managemem -- Promote social and professional exchange of
staff- among urganlzatmnal units.  Facilitate transfers and developmiental
assignments with the Instltute Drganlza orientation program for employees.
Establish a training and deveiopment plan for all Institute employees. Develop
and maintain cofmpetency profiles for all Mnstitute. employees.  Initiate’
performance management process.

Pragram develnpment -- ‘Under tha leadership of the line managers,
develop and maintain competency profiles for ail DFAIT positions and
employees. Complete development.of language testing Cﬂpablht‘f ‘Complete
testingand impiemantation of an accelerated learning methodology for language
training. Propose’to tha personnel branch the prerequisite human fesource.
management framework for optimal utiization of the Institute. In consultation
with the personnel operations bureau define a method of cacrdlna‘tmg the
recrmtment PIQCEss and the development year. Ensure fofeign sarvice officers
and seniocr career program complement other personnel operations bureau
career mapagement strateégy components such as assignment planning,
appraisals, promotions: and transfers. Broaden the Institute services beyond
fraditional: tratnlng to move DEAIT towards ‘Laarning Drganlzatlcn pnnc;ples

|
|
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12, ACCOQUNTABILITY - OUR ORGANIZATION:

The responsibilities and accountabilities associated with the implementation of
the projects listed in chapters 10: and 11 are described in the Human Resource Plan
{appendixF to this Business Plan). It'contains organizational charts that match the
current funétions undertaken by the Institute. It also provides-a human resource plan
to move to-a:more effective and efficient organization.

13. CLARITY OF GOALS - GUR WORK STRUCTURE:

The list of projects 16 be planned and delivered by Institute in the 1994-95
fiscal year is detailed in the set of Institute project plans:
Al The Dean’s Office and Advisors Project Plan fAppendix A)
B The Fellows Pragram Project Plan {Appﬂnchx Bl
C} The Management Services Project Plan {Appendix C}
D) The Language Schooi Project Plan {Appendix D}
El The Professional Schocl Project Plan [Appendix E}

14. OUR DOGUMENTATION:

The Institute documentation and the relationship between each document will
be developed and added to this plan as appendix K.

20
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15. FINANMCIAL PLAN:

Combined budget {Inc}udesl Institute. budgets I
EAITC's reguiar T&D
expenditure}

’ 'E,udg.e%t!' ‘experded 1993-94
N/A | B | L3EIME N/A
} Budget allocation 1984-385
/A 1 e | wa
Institute annual budgetsinot including salaries)

The conseguence Df'-t.h;is year’s budget constraints are detailed in the Institute
Budget Recomimendatioris attached as appendix G. The Ingtitute Reference Levéls
chart is at. page 22.

|
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16. OUR PROGRAM MANAGEMENT

A} HDW WE MANAGE CHANGE: All the activities defined in secticn 11-B {page
17} are only a static definition of.our'current intentions.. As soon as the ink is dry on
the paper, change will take place and therefore the required response may also be
different from the written plan. A manager’s response to change is change
managemant. This Business Plan is a prime tool for managing change. [t documents
the complete deeision process of the Institute, from its mandate to the series of
projects deadlines and sérvice standards. As such it provides the: first of four steps
in management of change: Definition.

The second step of change managementis change control: ‘the process through
which every good or bad igea must go to influence the original definition or be
rejected by the person accountable for the results affected by the change. This
requires ciear accountability ‘and the knowledge of who is acceuntable by everyona
invoived. Change control must not chly stop bad ideas but primarily facilitate the
communication of good onas: this process involves taking quick decisions;
communicating them and acting on them in a coordinated fashion. The Institute
Management Committee chairperson is the change control authority ‘for institute
commitments in this Business Plan.

The third component of change management is the ability for everyone involved
to access the latest information and the history of decdisions that led to it.

The last component of change management is the periodic auditing of the latest
information to guarantee its correctness.

Changs management will éontinue to be established in the course of 1994-95,
using the definition and control of institute documentation and its use for
communicaticn by the |hstitute Management Commitiée. Furthermore; change
management can be a powerful tool 16 lead this ﬂrganlzatmn toward becorhing a
learning organization.

b) HOW WE MANAGE RESULTS: As programs and projects evolve, results will
be achigved and presented 1o program managers. These results may or may not be
SEItISfEIﬂ‘tDT"yF; may or may not meet the difiried goals Results must be managed.
Measurmg, testing, evaluat:ng these results are ways to ensure their adagquacy.

Fallowing are a series af t'-_.rplcal criteria .and methods that can be used 10
measure results. Many will find then' way into our service standards.
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STANDARDS: Benchrhark, acceptance process {prototype, tests, etch

INPUT MEQSUHEMENYTS Auditer General -audits on skills level vs job
reguirements, cllents expectations, measuraments limited to DFAIT,
relevance, set of actmnes that satisfy the Deputy Ministers-accountability;
iraining days per e,mpl:{:we,e,

QUTPUT MEASUHEMéNTS Change {impact): needs baseline, attitude and
level of satisfaction measurements; client satisfaction ratings {managers);
departmental attltude‘ with regards to personnel develepment, “iraining,
recraitmenit, pmmutmns‘ help provided is recdognized; impact on wark
environment; lmproved audit reperts-in skills deficiencies fadministration and
management units); increase demand vs supply; new amployees’ increased
professionalism, understanding of department, mare rapid’ learning, integration;
recegnition by rest of the public service, recognized dollarvalue of our product,
revenue, bill paying perfarmance, and feedback from suppiiers.

i
PROCESS RELATED MEASUHEMENTS coherence in programs, coordination,
comprehenswe plan ccst cost of trainer, salaries of students, facilities cost,
travel cost, supplies; ﬂEXIinIt‘y’ in response to cliegntst needs, number of per::ple'
and dollars to achieve satisfaction, turn around time, _students released.for the
course {ie. good coordination and marketing prior-to course scheduling.)

i HOW WE MANAGE PERFCRMANCE: If we manage rasuits by verifying that we
have obtained exactly what we asked for, we manage performance by measuring how
much of ourfesources wereirequired to achieve these results. The measurement
suggested in the previaus saqttﬂn will provide knowledge: of the real price of results.
It will then betcome possible tn study, understand and improve our performiance.

l
D) HOW WE MANAGE RISK: The last enhancements to our pfanning will be risk
analysis and risk ‘mitigation. Risk isthe combination of the possibility of occurrence
of an undesirable-outcome and the importance of the negative impact of this cutcome,

Risk management can be conducted by evaluating the conseguence and
likelihood of:errcrs in all parts of our planning to this peint. This list of risks can be
sorted to first consider the highest risks {combination of high probability and
significant negatwe cornisequence} down to the threshold of risk considerad affordable.
For each risk; a risk m'tigation action would be considerad and may he added 1o the
current plan to reduce-the total risk.
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E}  COMMUNICATION STRATEGY: The Instiftyte Communications Strategy and
the Institute Palicy on Relations with other Organizations are attached as appendix |.
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17. CONCLUSIONS AND RECOMMENDATIONS:

Not-all ideas in this pEar‘L can be mplemented in 1994. The Institute School and
Program Project Plans attached in appendix contain a representative and. d‘y’!"lamlc list
of the activities to be undertaken this fiscal year, These pians will be maintained and
adapted over the course of the yvear and this set of appendices. represent onily a
snapshot of the 1894-95 plan]ﬂlng for institute activities as we can define them now,

The Institute recommends. that the Program Management Board provides:

al confirmation that the
Pr & gram
Management Board
accepts.the Institute
mandate and general
direction propesed in' |
the Business: Plan.

b} agreement on the
proposed -allocation
of 1994-95 funds
among foreign
language training, -
official language-
training, career 'i
programs, branch
staff training, and
branéh mandate s
training, per appendix.

{3 recornmendations c-rf as modified by the Program Managerment Board,

e - [V language: -
¢ |[{training-.

- $850K:

T Sbshot
1993 Q4

cl agreement on the prup}‘nsed human resource plan of the Institute, inciudi_ng the
replacement of 11 contract pesitions and one term employee with 10

indeterminate.FTEs, |

d) approval by the Program Management Board to lend 3150K from the Fragram
Management Board reserve to undertake the analysis of the training needs in
area studies and inter-cultural communications. The loan would be repaid
largeiy with the 1993- 94 carry forward.

)

26



[nstinre Business Plan 84-26, Version 1.0 B Budget Recommandetions -- June 7, 1994

APPENDIX G;
19941995 DFAIT THAIING BEUDGET




institute Business Plan 94-95; Yiirsion 1.0 ‘Budger Recommendstiéns -- Juns 7, 1594
93-94: 8690 Inzdtute 1994-7595 HEFEHENEE LEVEL {0 + M + Transfer fram investmant Ganada, ot ivd, capital and GT) 8,351 94355
Spont 587 Lesa: Official Languspe Tralmng 650
BO03 1994-1995 DEPA.FITF-']ENTAL TRAINING BUDGET F.a601
All flgurea in NOUD'
893-94 ' Tegining nglam«Summaw Description o ' TdentifEd Prﬂnﬂﬁﬁﬂ . Ehurt
Expds. o T - | Rgmtst Allpcation B Fall
¥ - ) = i | for84.95 Current Rel. -
e ¥ . ST SO - DI Luved ©
78694"* | TOTAL TRAINIHG BUDGET [0+ axch. offictal lang, ] 10,137 7.601 2.536
152 DFFICE. OF THE DEAN. 164 168 6
tanagémeant of rélafiang with: other foraign servics institutions, privaio sector and faderal govarnnent. reining
EpmmuMiLes.,
¥ FELLOWS PROGRARM, . o ai 41
Advameed roaesrch on fubdre ireining requirementa, pievigusly funded through the Dean’s Office:
7237 - [MANAGE VICES:- = - - — - - — — —la# —  |sBO- - — |27 - -
Facillties ‘and fesource managaméant servites.
afl. convarsian to SIGMEY _
2344 FOREIGN LANGUAGE FROGRAM fIn Cuawal 2994 2440 - 594
§4.95: 35 Languepes 400 sludants 5,000 trdining days
2324 CAREER EEDGHAM -Far staff groups:. 2950 2083 857
Y FS0'5{Pol, Trade. Mgr./Conlat Entrl,,r. Wld + Snr Levals
NRO'E, LEQ’s, and. AdtnlfTech
BRANCH §TA FF THANING. 1378 1316 GBI
. Urgent cuife: 't jpn- related :aqulrurnams of Individuals and wark units as defined by Aasistant Depuly Minister"s
Z3gr 11934 [—}4 200 diffarent aul::;ar_.'ts B weark unit ausnts!l {incl. FLT ar misslonz)
BRANCH FUNCTIONAL TRAIMING. 1383 1035 348
Tralmng reguired'to- suppurt :Iapa.runam wida spacizlisad iuncnuns as deﬂnud by branch mendazas. eg:
Huran Rightsg, Finex, Milifary Guards. Wiklaxpor, CunEUIEt App:alsal wiriting- Bl
1 estimatgs EULLET I0 TNl HNex reconcliation, ¥ yequasted total, [6ss non-essennal actvities.
"+ ¥ 9304 luads ldphed = $134K; tos vy ncludes 985K ot farelgn Languaga Trainisg at misslans.
aa7 QFFICIAL LANGUAGE PROGRAM:  94-35; 2 Ianguages, 125:full-tima swdents, part-limo: 300 students in 820 650 170
' giroups ond 0¥ studentsin privaie,
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Ingtitiote Business Flan 24-36, Marsian 1.0 ' Budget Recommendations — June 7, 1934
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Institutz Buginess Plan @4-85, Varsion 1.0

Budget.Aecammandallons -« fume 7, 1584

1994 - 1335 Dean’s Office Budget Regommendations

All ﬁ‘gures ih-‘ﬂ 000"s

' . N e e o PR v S H T N R £ Ta
‘paaa Con s At e 2 b gooael A i - Thunaa ¢ 5“@" Fal
Expds N rnlnmg*Amww and s]‘mrt Tall implicatiars g‘g '?éis%%" 3&& ks % Rqmis for, 94”
» ; N N ’@% i ‘2}”}% " b ‘95%% « i -
coww & de w o gy E B iy o oo o el ol ¥
152 QOffice_ 184 &
R L 111117 WL I T T (12 LY TN [ « I WA
- _Al Insmute tralnlng in naw. urider. Prufassmnal School's “Institute branch staﬂ Frgining™. L I N B
EiffmaTra-.mI..‘........,.,..,....,,,,,.,..,..‘....... ................................ 20 ....... 20 oL 0
{Ex: traval o Dean's and Directors Seminer; Brazi
I;Ir:l'lspi_r.,al:it‘\r' T I 1B . 15 - 1]
Contract's DEa'S' OMIEE ... 0 uns vy e e raa oot a e s e 106 ...... s L., G
Far tha-Sanior. Acadamic Advisor
Dean's Seminar an Bost Diplomakic PrECUCES .. v . i ve i en v cnara - toa-nailaninan oo vnuy 24 ....... 18 i iuon - i
REFEMME  vonen v o tbie ree v T e har et i e R K L1 0
G-3
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ingtituie Businegs Plan 24-35, Verslon 1.0 Budge1 Racommendstiony — Juna 7, 1334

1994-1995 FELLOWS PROGRAM BUDGET.
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Institute Business Plan 84-85, Vérsign 1.0

Budget Recomimendations — June 7, 1984

1994-1895 Fellows Program Budgey -Hacgmmugdatiuns

All flgures in $1000's

Funding ml! bn saught fmm mrerasted hranc‘has

83:484. o . o ¥ "1d&nllf|ed B Pmpuaad:@ ; St-_.mt leqll
Expda. Teaining Activity and shorifell impligations. . thrnts fur 94" ﬁ.}]?l:&'llllﬂﬁpfv FeE
" : et @ 9"5 ) T
g . R < g | -
4] Fellows Program al &0 41
Foreign Serviee Colloguium’ . . : e | BO ., | 8O 110
Planned Program’ will ke’ scaled du'.'-'rl 'lﬂ%
Administrative Suppert 1o Foreign Sarvice Vigitars: .., .. .o Lua i e i i e 5, LU | B
Support’ will. ba |In1|ted L6 NOR-Monetary asslﬁtanl:a
- Cnm;!u-ﬁﬁ:auans and Uutreach .ﬂ-.cu_\r.lims N E TR e T2 -
F'mpusad Guide to Tralning-and Developmant wili be digserminated via SIGNET,
TEEVEE o\ oo st h e m e ke e e e e e e e e ek e e e e e e e a. 5}




fnstlivte Businuss Plan 94-95; Varsion 1.0 Bidget Recommesdatisng -- Jun 7, 1994

VIGES BUDGE

1694-1995 MANAGEMENT ‘SE|
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Wétiute Busingss Plan. §4-95, Varsion 1.0

1994-1995 CFSM Budget racommendations

Budpet Recommenidations — Jung 7, 1934

83-24 Traming Actlwtv ﬂnd shmtJnIIilmlecmmns & B oo o e P é:* ' e T »f ildantjfied - -Fropogsed: Short
Expds £t : Woeow e e a0 GO L ew 5011994418980 4 Alloction of;, Fall
' ' va w T P L S S “Gurient Ref, Levdl
223 MANAGENIENT SERVICE 527 550 27
148 Matgrials &-Reatal ... .. U U PP P e | T2 100 ......... |20
- Rsﬂu:.a uxpemdiluras by 16%
21 Transportation . ... _ . B RPN S P 0 . 20 ei..i..: |0
35 Syst&ma =) LT T 150 ..., . b =1 1 S ]
- ‘Re-angineering of the training management. system to run 6n SIGNET
246 Dsta MERAGEMENT .. o .« . oo ae o cae s i e e e e e 170 ...l 170 e 0
- Contract for. Lwb data i anln,- :-.Iarks and Systama Mmmslratnr mnwn trom thirea’ clarks in 93-84)
20 Fatnassnogramatausson T R 27 ... R B T
« Cuirtall acdwtles By 30%
B Ll B T L T P A TR e Q
238 Admmmratw& =2 1 0o ¢ I v
- leaving dne resturce clerk and one commissionaire
- mhew staff costtreénsferred to, Lengugge School
o Mowing SBrviCes .. . ... ... e aae e ey e B .ivvnnnes - 0
1] Frenslation . .« .. ..., A . [ S O, PP T I - Q
4 Patty ta;h e B i - 4]
4 Bizsson Ogening .. ...... N e Cabe L+ I+ T 1}
2 AI‘TBBJ"]k ...... Wiemaa it e a e waaw R T S T T T S T T T e e 2 . L 2. . a
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lnstir_u[a_Business,F'lan?'Q;'l--éE. Vargion 1.0 Budgst Recormmendations -- Juna 7, 1594

1994-1995' LANGUAGE SCHOOL BUDGET RE!
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Instituta Eu_sina‘sé Flan 9?4-95, Wargian 1.0

Budiet Aecommendations --June 7, 1384

Lanquage School 1984-1996 Forsian Langua

. Budget Rzcommendati

-an f‘igurajs in $1000's

= 2 = ey [ gg. L
23.04 “Training. Actvity and short ball impdications ™ @ i 5 zldami!iad Fmrm'“d i | Shon
Expda. . i . R S miLe; Allucnthn of ‘% Fall

L, : 2N . T . i ¥ 2 w«v o g e
12730, incl . ) .. LRI ) PR 5 o far 94357 Curmnt Hei !.a‘hlai hed
FLT at bAsn i iy Y Pk Y e ) “"s«‘ e T ﬁu »i see :ﬁ it @f“"s
. - . . P} B % v e
2344 FORELGN LANGUAGE PROGRAM: -.B4-30; 35 languages,, 400 students; 5,000 training days. § e & N o
— : ” L . i A LT E 2&&51 TFaafio #E 3% | 5ndg
Al APG: The Lanpuago Schoot will maintain the same level of trairdng as ler thii B3-94° yaar, 976 700 276
Any reauast foringroosgein training il have 1o be sallsilud oy wconamies iof scale;-craating largecr trﬂll'llﬂE’ Aroups.
Friorty. will b’ gwun to- g Iunqq::rm Inu:nsws COUFSES: SevEn in Ottawa and- thres dvareaas,
EB APE: The Language Suheoal will meer the dnticipatad lovel of waining lor 94-96, 45 (14 0.
am APV Tha Lnngunau Eehioul will munain e same luvt‘;! of troining a4 tar e §3-84° H'EIEII ard Hnﬂbtt the ‘same tavel of 443 Loy 43
participation frem AFY. v A antu:lpﬁu‘.d nr:':ds
Any requost lorincraase bi talndng will nave 1o be Satlafled by ecanarias of Scale, craation. larper ‘Waining provpa.
788 T | APTSTThE Lariguage School will maintain®a. similar lavol“of training- B, fl:lr the 93+ 94'-;:3” ‘and expact: tha-samo- luw:l of — | B30— - -Fo0- — — -|-130—
partidparian’ from AFT givon the antmpatal:l nuads ﬂl.n:',r réquesl Iur |m:rausc Ini 1rall‘ung will furve to be' satistied by dconomias
ol scale, Gl‘aatlng Ia:gar training graup.s .
Priority will- ba given 1o svan. Iung-larm Ilm!nawu coumcs ang-1a. fwa Full-time. Stlldamg ﬂ'-'EfEEIElE )
a4 Maintgnarice: Parttlmg coureas will be cencelled during the manths of- iy end, Auguat, . Whingver 'pnssl_lﬁlgtha group wil | 129 14:‘:!? 20
be restructwred’ m"‘ancpmmndate a'minimum of theea _E‘!::Lidl':.l[lm_._
Tho increpge 15 dua to tha :Elrruallznliun of mnlntsnanca budgét “of atraam rotatianal personne n ardar- to su'l'lpdlf'(
_ménagement. al-colrse foas..

0 Cietneiaca and St-Potersburg i'l_'I'!’I'I'II:rS'I;II'I. Thi;s":u; ik result of centralizatign. of welnlag funda ‘from branchia 1o the Instlita, | 25 25 o
143 Accatératad lanjuego foarning propram. Remaining dovelopment cost, 77. 77 L+
z92. The' Lenguage S ; 248 238 18

Tusung. ...... A, 100
idantify immurElon opponunitles in Letn americe (LGB request), R 10 *
D-aulupmem ol additicnel matsnal for & |anguaga,coursae. ............. ceian B0
i e 37
o 1
e 0
33 sm,cla.llzed Peramnal Tha muln imcraase.in this Ilne |5 ‘dug’ta a. vanster of tha cnntra.cl “and ienm emptn'.raaa from 21n 186 15
' Mafiagement $erun:aa to Tho: Language- Schnnl {#150](}
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Instinite Buginass Plan 84-95, Version 1.0

Budgat-Ressmmendations -- June 7; T 994

Al fi‘_tjurcs- in $1000°'s

Pudagaflcal materiel budgat has béen reduced,

9294 “Fiaining Actlvity and short-fall implications Identified Propased Shert
Expds. : o s ' . Rgmts™* Aloeation of Fall
. N o for 94,05, Cufént.
S -t 3 IR - Y ‘ s . ﬁg[,_Lﬂvl_q! -
VR . L ® w32 » -7 L |
687 CEFICIAL LANGUAGE PROGRAM: EM 55: 7 Iangunges 125 full-vifme gtuderits,. pnrl%me “300 studm!s In= o | 20, 550 N iy
o aroups-and 50 sfudanis In private. B g - Yk R
4 ARG Same level of treining. TS 73 1.5
a APE: Increase required to mael tha Traasury Board directives el level C far EK | 30 [ 1]
42 APY: Meetd training raguiraments, 28 | 27 11
48 APT: Meets raguitamants. E8.G 57 (0.5
225 Dapertment: Intiudes full- -time lenguege tralmrlg for non-rotaticnal, unmersmn. in huuaﬂ trairing, spousal progreim 282 274 B:
and socig-cultural ﬂcﬂ'-"ltlﬂi iB news, apaclahzad morules devetopad last yaar will. bé ottarad o méetidentified
naeds,

40 FEB: Same level of training. PGE did not submit a tralning request. s o} 40 {40
1B GGESame level of ‘lra_lﬁin‘g. a2 14 B
a4 AGBE: Sema leval of training. 131 44 87
2 LGB: Semidavel of training, 105 az 73
13 LEB: Sarma lavel-of trainifig. 14 13 1
1 IFE: Same |evel of training. 16 1 14,
| EFB: Sameé level of training. ) 1 R
150 The Langudge School programs. Same development programs. and specis! projacis have been postponeth. 64 44 20
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{narute Busingss Plan 94-95, Yersion 1.0 Bisdgst Aucornmondetions -- fund 7, 1884

CHOOL BUDGET RECOMMENDATIONS

G111



‘fngtitiite Business Plan 94-8%. vefsion 1.0

Budget Aecommendsfions --

June’?, 1994

1954-1985 Professional School Budget Recommendations

All figures in #1000's

. - L ¢ & e
93-94 Treining Activity and shart-fall Implications™ . . ) Idantlflad 'Prupused i Shurt
Expds. | . ) B 7% | Romts. - | Allocation’ of S Fall
' . Lo fqr 94»-95 Lurrent”
- - ) . Raf La-.rnl
2334 CAREER PROGRAM TOTAL. 2950 2093 BS7
A 30% cut of identitied feqiirements {ie acmrmes plannad th meat-Snr. Mot axpactatmnsl vy cancellmg!uanaus :
progeams, Course uffarmgs, reducing feds and pnstpnmng program :Iewalupmant and reduging contracior faes,

743 Common € 3 Progr - BB3 608 756
186 - Entry Lé'u"e_l’: 156 130 26

Cut contractor fees 10% or.drop ano course.
188 Emstlng M Leval raxlstlrug mﬂnﬂgemem and FSG voursas) [LntErgrEltal:l with gthir axustmg qu Level Fmgrams'r 212 '1,25 B'.-‘

o T EERER prnqram valldatldﬁ*iﬁhmr prograni’ mursas ifd sgma management g cnursas 1T | B T -

G - Hgw Mid Laval pragram - neads enalyais, design + pitot. 125 125 1]

ilntagratﬂﬂ wrth Mld Lawvel B cf othes FSOY Frugrams]

prgipone. design and daiwaw of 25 % of plﬂnnad courses
39‘? - Sanlar Lewval !L&adarshlp Cnlluqu]um MM tra.mlng. Dlrecturs Urientatmn, Neguﬂatmn Progrem.h 370 228 14

- Pasipana Mt Du:rmlnpman.t Study a.ru:l fallgir up o |eadersh|p callaqulum
201 FoliticalfEconomic: FE0Q° Program 297 2058 82
153 - Entry Léval 152 130 22
) cuf eontractor fees: 10% or drop one or moera coyrses )
47 - Exlating Mid Level fjuniof FEO courses) 70 4] 0
1] - Meiw BAid Level program ineads:anelysls, design. + pilot) 75 75
a - Banior Level [scheduled for B5-06) O Q-

“eznmates SUDECt Lo Finex reconciliation 1+ fequasted-total, lase. non-easentisl Grivines




O} A o

Ingtitura Business Flan 94-95, Vergion 1.0

Budgél Rotommendations - Jung 7, 1394

9394 Training Activity and shon fall implications Identified Propuged Shart
Expds. i “Ragmis . -, .&H\qcmiﬁq} of Fall
* N * o Curranit ‘

X Ref.tevel
. Cg[gg[ Progrem Ei:rr!_t‘.

a8 CommercizfEconamic FS0 Pragram a6 295 Ek |
149 - Entry Lavel , o 243 200 43

‘cut-canweétor laws 10% or dropona o Mare courses ‘
66 . - Exigting Mid Luval fjunior FSO courses) 70 20 5()

cancel for this year.
Q - Mew hid Loval program < noeds analyslé, design, + dellvary T8 F) ]

- Sanior Lavel {scheduled for B5-98) o 0 o
81 htanangm eniiCansilar FS0 Program 240 240 [£]1]
281 - Entry Laval 165 165 a
0 - Mid Leval (no existing programt o Y Q
4] = Mew bid Level pragram - needs analysis, design + pilot. 75 5 G
a - Senior Leval ischeduled kst 95-96) ] ' o
5293 AdminTeeh Stall Profrém: ' ¥ 400 1657

-an-going 22 courses developed fast year. el ) 280 o

- Waork Fﬁfc;: Adjustment ]WFA {CN retraining}) 120 120 )
a - COnversian of program to “competendy-bassd stiuctura” 167 o 167

postpone 10 85967

estimetes subjuct to Finex reconciliation %" requested totel, 1855 -non-essential activities




Institule Busingss F‘I_an“aﬂ;-ﬂﬁ._ Mersion 1.0 Eﬁdg&l H_G.l;&vr!l'll"l'v!t'll'!'qli_l.t_'_jl':lns — Jyrne ?,“’]BH}"

33-94 Tralnlng Activity and shorr fall-imgplications Idemified 'F'rqpu_spglv o Short
Expus. { Ramts. ;A_Iv[g;{:q’«tin_n""o.f' Fall
g ; " | for 84795 ‘Currdnt ¥
A S :Raf Lavals .
Professional Careor Brograr cont.
28 Hon Rotatinnel Otficer Program - . B 105 75 30
{(new program - needs enalysis, design and piloi)
m Locally Evgared 'Dfﬁner Programs: 50 4] EO
posipona needs onalysis to 1985 . 1996
12 | lndividusl DevelonmentPrdaram  — —~ 180 20 180 -
tspecial career enfiancement training of seléctad individuals and TB mandatory EX arigntatians]
pospong sl diseretonary COUrses one yaur, axtept those airaady committad
25 Qroanization Development Jervices _ ) gg 20 20
Eveluation end validation of grotalype services seduced by BO%
136 Program delivery support staff coeia [contfact or FTE'S) 220 230 O

‘Estimates -subject to Firex regoncilistion "' requested total, e85 NON-0BSaNLE SCt TS




.

Instituta Businese Plan 94-96, Varsion 1.0

Budger Recommendations -- June7; 1994

Inahllm,r 1o undertoke prog. far Ldemmed rgquiramants In: - MRD |:$100k1 angd’ 25% ol spemahaed tachnlcal

'tramnng many nccupatlﬂmﬂ graups incl,: ‘CRMEpLter; records mgt., audit,” ftnancae profasslonals

93:04 Training Attivity and :short fall impicatians identified: Propgsed Shast
Expels. . - | Ramts’ mlucauun of Fall
. ¢ % ce o | eresas Currant. 3 *
& w il we v 7 Ref. Level =
2316 4% | BRANCH STAFE TRAINING 1978 1315 663
Urgent currant joli rélateéd requirements-of individiels dnd wark umtb including tereign’ language training at -
missiong a3 defirgd by Assistant Depuky Minister's, cut: by 35%
4 NI{MW‘A'_ LSS, CPD, KDX Staff 22z 15 -7
individugal stath wark skills + knowledpe
EEE ataff. 210 B0 40 20
preservatian of Expart-nipont bureay computer systam develaprment znd, operation tralning.
- Inability tg undertake prag. lor identified requirements. in all othar wark s¥liis and sconomics IEIE'Eﬂd training.
IL gtat! 120 T30 7B &b’
Insbility to undertake prog. for identilied’ requiramants In: - 40% of work skills {ag wrlung skillsl, TOD
argénisatianal development, and spesislized trade practice fraining
JFE. stafl §3 160: 110 40
Inabllicy to unda:taka prog. for idamiified requirements in: --26% at pmfasslonal expernsa mamtunanoa tl’El!rling
prirvarlly In |nternatmnul lave Hinel. naw Intl. Trade Law Div} and 4 other I’uncﬂunal gieaz JEN, JIX ete.
8CB stafl 80 B0 40 20
Inability to- unda:takc prog. kor identified reguiremants in: -33% al cnmmumcanons, miadla relations and ather
Individugl work sk:Hs tralning
MCR  staif 780 30 150 150

t gatimatas subject to final Finex meconcthation

A laquastad total; less-non- assaruml activitics
* ¥4 This year {34-95} is the firat timé-thin branch staff training-and branch, functmnal. tralning are 5apa.rater.i therefora this 33.94- &xpem:led %3 numbear Incdudes both types of training.

G-15



Institdi: BLIE}I‘IHE&_ Plan 94-85, -‘ufer'_sicln 1.0

Budgat Aecarificndationg - Juna 7, 1934

Trairiing Activity and shor, fall implications

93-94 Idantified Proposed Shart
Expda. Agimis Allocatian of Fall
. i Current
Ral Leval
SRANCH STAFF TRAINING {ont.]
ACE etatt 400 81 &0 21
Inability ta undartake prog. fur |dHnl|fer requuamanla ing- 25% al work skills and spnmallsed human-resqgurea:
manag&ment prufesstunal tralmng -eg guevance feaolution, caraer plenning, HA. planning éis.
Canadian Foreign Service lostifylg staff 40 120 60 B0
Inahlllly to underteke prog. for |dent|fed requnemcms b . BO% a[ speclallsed technical trag- le new Program
Mgrs ard Trag. Bpe{:alusts requlred w dellver programs as derlnsu In T.hls dogument,
IFE statf 330 incl. misaions {40% sharifall) iy 40 30
Prafessionsl ! :
FLT @t rhissians A0 -
UGB staff 760-Incl. Missians i25% shortfail) 120 a0 30.
Profeesionl 10 -
FLT &t migsions 10 -
AGE -steft 47220 incl. Missiona {33% shortfall 435 228 145
Professignal 125 -
FLT .aj missiuqs ~200

* Belmancs subject to finel Fingx recanciliation ** raquested totgl lese non.egsential activifies




,Iristim'fia Business Plan 94-95, Yarsion 1.0 Budget Recommendations -- June. 7, 19'554
-93:94° Training Actlvity and short fall implications : ' Idernified . Propussd & 3} Shert”
Expds. " { Rgmis .. | Alocation of- > | Fall
- : for 94-95 Current s .. '

y e Raflevet © &
'BRANCH STAFF TRAINING (conth
PGB staff 1610 tncl. Missions (30% sharilall} 219 150 60
Protaasional ' : : 125 .
FLT at midsions ; 85 -
GOB stat!. 240°incl. Missions {30% shortall} 85 60 25
Profassionst 75 -
FLT ‘at misgicins 10 -
LGB steff B70.nck Mizzicns [30% . shortfali) 15 a5 440
Frdfasﬁlﬁmﬂ v TB
FLT at mjasions 00 -
‘Quiside Working Hours A Treasury Board Humen Resturca Management p'riuritv‘ﬂprnéi'a.lm; Thig is tha most cost | 60 14 o
eftective smployes tralning.
‘estimaTes suh;ﬂct-to_‘mnu'mcnnclilntmn ¥ requested- totak ie‘ass non essanLial actlvities =




Instituls Bugingsg Plan $4-95, Yosion 1.4

Badaet Recommendations

- June 71934

03-94 Training Activity and shart Fall implicatian:, Idetified Fropasad Shart:
Eipidy;, Romits Allpcgtion. of Fall
+ -for 5495 Current
FRE R ﬂéf.l.ﬂ'y‘ﬂl
BRANCH 'F’UNETIDNAL TRAINING 1383 1636 2458
IFB-(33% shnrlfaiu 282 170, B2
Chmcas W|ll have 't be made be\‘wean tha fnllnwlng tlammg nogds: )
MH - Human Righie: axnllcrt departmem mandﬂte ta traln all F5086 behlnd schedule, ISD t:utu::al ACtivities 100
planned»iorvthls yoar.
IMU - Election Moniraring: Demoeratic. Devalopmant ]
[SS - Misgion Security Ofiicer 50
- HGM Emargency Driver 30
N Miiiiéﬁ'séEﬁfii'f Guard 3
TEE {last yaal supportad tiy brarich fundst (30% shortfell 140 160 44
Chmnas will have 10 bo made. bulwaan the fnlluwmg training neads:
TPD - PEMEY Delivery 30
- Trade in-Servites 15
- Market intelligence 25
- Win Exports 28
IR - Strategic Alliances + Investment a5
JFE (20% ahortfail} 427 350 77
Choiges will have to ha mada between the foltowing training needs: ‘
Q_,_D Congulgr ' 374
JEN - GOC Environmental Pelicy 654
ca - Meﬂin hﬂlatlon&-trainlng and. coaghing. for se;ﬁgr levels 6_4 a0r 14

T BEOMates sUBECt te final Fingx racangiliation TF requested tnml.'lﬁps‘rnoneggsantial acEi'vIEIu_s'
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Ingtitute Business Plan 94-35, Uaréin’n 1.0

Budget Racommendatians -

- June 7,.1994

9394 Training Actlvity and shiore fall implications bdenrified Froposad Short
Expdg. . ' Romis Allocation ot Fall
. for 94-85 Curtent,

s Aaf.Lavel

BRANGCH FUNCTIONAL TRAINING (cont)
ACE (36% shortlsl] S 154 106 bd
Choicas will have to be made '?Jétl}'.rﬂﬂn the follgwing treining rasds:

ABL - Training of mission staff to enabie daveluticn at autharity for LES personne! mgt, ‘B0 '

ABEH - Gce. Health ang Salsty t:ni‘g.}uf';_as_pansliﬁlﬂ afficers In Duawa and Mis;ibns 20

ABDA - Empl. Assisiance Progiam-stréss management and manhaging diffizuli amployees 14

HBMX - workshops far spousas in 8. subject araas 1;3

ABE - Steff Relations - Teag. of supcrvisors In grievance mansgement: collsctive agréaments ste. 1B
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APPENDIX H} MANAGEMENT INFORMATION PLAN {ta be'expanded- at a later date)

G-20



Institute Business Plan 94-35, Version 1.0
Maragement Information Plan -- June 7, 1994

Oefinition of Institute’s Traming Manaqement Systern (TMS]:

The purpdse of the training management svstem was to:
al replace a-series of smail unconnﬁctad..,databases and spreadsheats that were being usad to
collect various components of the data required for the averall management of the department training,
programs, ‘
b} pravide a mezns of putting.up. to date: trammg data at the fingertips of tha trammg afficers,
o take.advantage of the then current-network technelogy:to censolidate and manage ail training
data in a centralized |ocation. '

The devetupment of-the training management system angd the management of tramlng can he
geatly facilitated by the SIGNET mfrastructure The. Institite will replace the current training
managament systam with ‘a new ,appilcatmn starting with an electronic.- appllcatmn form and an
electranic cqurs_e catalogue. Suhsequent piases wiil permrt real-time, mteractlon with FIMEX -and
INFONEL, integration with other department applications: and maore; Eventually the. training
management system will be subsumed inta the hew seamless sysTem.
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_ APPENDIX 1) COMMUNICATIONS STRATEGY
AND THE INSTITUTE POLICY GN RELATIONS WITH OTHER QRGANIZATIONS
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APPENDIX J) INSTITUTE SERVICE STANDARDS,
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