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“A fundamental change in the way of thinking about or visualizing
something”

“A change of paradigm”

Merriam-Webster Dictionary

Revolution



5Human Resources and 
Skills Development Canada

Organizing to Drive World-Class IT 

• Assess Competencies 
• Evaluate Service Management 

Capabilities / Strategy
• Establish Inventory of Assets / 

Application
• Conduct Operations/ Projects 

Reviews
• Architecture and Infrastructure 

Review

• Understand customer business 
challenges, needs and 
expectations, discover Value 
chains 

• Customer Satisfaction Survey
• Assess Business IT Alignment
• Understand products and 

product development approach
• Develop customer portfolios   

• Employee and Leadership 
Engagement Surveys and 
Focus Groups

• Organization Design 
Assessment

• Human Performance 
Management Assessment

• Culture – Current State 
Assessment

• Innovation Analysis

*Innovapost and HRSDC Co-Leads 

Organization,  
Culture & Innovation*Customer Alignment*

Steering Committee

Project Managers* & 
Integration

ADM, IITB

IT Capabilities & 
Competencies*
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 The Talent Management program involves: 

– Performance Management
– Pre-defined competencies tied to various Career 

Paths
– Talent Segmentation
– Resource Management
– Human Resources Planning
– Change Management Strategy

An Integrated Approach
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All Employees

Human Resources

IITB CS-02

IITB Managers
IITB Team Lead and 
Equivalents

Unions

IITB Directors

Director Generals 

Senior Executives

NOW

NOW Oct 2008

NOW

Sept 2008NOW

Change Curve and Audience Awareness

Sept 2008

Oct 2008Sept 2008

Sept 2008

NOW Sept 2008 Nov 2008 Jan/Feb 09

NOW Jan/Feb 09

NOW Dec 2008 March 2009

NOW

NOW

Nov 2008

Nov 2008

AWARE

UNAWARE

UNDERSTAND
BELIEVE

ACT
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 Talent Segmentation groups employees 
based on their demonstration of 
performance and potential. 

 The process assesses individuals 
according to:

– Performance: what they have 
accomplished against their work 
objectives

– Potential: how they have met those 
work objectives

 The Integration of these two points is the 
placement on the talent segmentation grid.

POTENTIAL
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What is Talent Segmentation?
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2. Talent 
Segmentation
(TS) Workshop

3.Coaching for 
Performance 

1. Prepare and 
Evaluate

End of Year 
Review 
Discussion

Collect Supporting
Documentation and
Feedback

Evaluate 
Performance

Evaluate 
Potential

Calibrate 
Results

Review of Individual 
Performance and 
Potential

Peer Review of
Talent Pool

Share Talent 
Segmentation  
Results with Candidate

Integrate Results with Performance 
and Learning Agreement (PLA)
and Branch HR Planning

The Process: Talent Segmentation
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 Facilitated 3-day workshops

 20-30 evaluators in any session

 Mandatory executive representation 

 Peer review of Candidate assessment

 Calibration used to evaluate consistency of 
assessment between evaluators

Talent Segmentation Workshops
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Key Reflections

 Benefits:
– 71% of survey respondents believe we are on the right track
– Talent Segmentation acted as a catalyst for effecting cultural change and transformation; it

created a ‘What’s In It For Me’
– Indicators are 

• Incredible management commitment
• Managers asking to be involved longer in HR committee to enforce TM principles
• Employees wanting to go on assignment to gain experience in other domains
• Multiple offers to pool candidates = managers realizing the incredible breadth of talent

 Lessons Learned: 
• Importance of improving people management skills/performance feedback before moving

to branch-wide implementation
• Need to do further education of talent segmentation as a developmental tool versus a 

promotional mechanism
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Johanne Roberge, Director, 
High Performance Workforce, 
Innovation, Information and Technology Branch, 
Human Resources and Skills Development Canada
819.997.8655

johanne.roberge@hrsdc-rhdsc.gc.ca

Christina Sutcliffe, Senior Consultant, 
Change & Human Performance Practice, 
Consulting Services
Innovapost
613.203.4466
Christina.sutcliffe@innovapost.com

Human Resources and 
Skills Development 
Canada
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 Background Slides
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Unaware is :
■ Lack of knowledge of the 

project

Demonstrated Behaviors:
■ Confused, cynical and 

complacent
■ Insecure, afraid of new 

vision and future
■ Likes the status quo, 

unmotivated to change
■ Productivity decrease 

Exit Criteria:
■ Realizes that the change 

will affect the status quo
without understanding the 
full impact

Act is : 
■ Long-term, in-depth testing, 

trial and application of the 
change

■ The notion that the new tool 
and processes are the status 
quo, not a deviation from it 

■ Where the implementation of 
the change is past the point of 
no return

Demonstrated Behaviors:
■ Shows commitment/ 

ownership of the changes

■ Works on creating ongoing 
commitment for the change 
among co-workers

■ The new processes are 
treated as the norm

■ Takes responsibility for own 
actions related to the change

■ Shows enthusiasm & high-
energy involvement

■ Initiates continuous 
improvements in line with 
changes

Exit Criteria:
■ The change is the status quo

Aware is :
■ Knowledgeable of the Project, 

but unclear of the scope, 
depth, full impact, or even 
rationale for the change

■ The realization that they are 
affected but not sure how

Demonstrated Behaviors:
■ Shows resistance
■ Displays uninformed 

optimism, curiosity and 
pessimism

■ Discusses with colleagues
■ Active rumor mill

Exit Criteria:
■ Describes the change and the 

business rationale behind it 
after active questioning

Understand is :
■ The comprehension of the 

nature and intent of the change 
as well as where they “fit in”

Demonstrated Behaviors:
■ Calculated risk taking
■ Actively seeks information, 

more open communication
■ Shows signs of optimism, 

excited
■ Actively judging how the change 

will affect the organization and 
employees

■ Shows resistance and lack of 
buy-in

■ Shows denial, apprehension
■ Plays the game

Exit Criteria:
■ Speaks positively of the  

change at an individual and 
organizational level

■ Participates actively in meetings 
to discuss the change

Believe is :
■ Shows signs of buy-in for the 

Change
■ Demonstrates a willingness 

to embrace the change in 
some fashion

■ “Test run” of new tool and 
processes

Demonstrated Behaviors:
■ Displays optimism / sees 

positive implications
■ Shows signs of sponsorship
■ Commits time and energy
■ Shows signs of support for 

the change, actively engaged
■ Increased faith in 

communicated messages
■ Makes a formal decision to 

initiate the change
■ Displays true committed 

action
■ Speaks positively of the 

change and “corrects” bad 
behaviour

Exit Criteria:
■ Attempts to implement the 

change

UNAWARE

AWARE

UNDERSTAND
BELIEVE

ACT

The Journey: Action through Communications and Training
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The Process: Fitting into the Advertised Process

Screened in 
on Education 

and 
Experience Executive 

Review 
Committee

Informal Discussion

Language Testing 
can begin

Language 
Testing 

complete
Security 

Confirmed
Letter of Offer

Pool of Essentially 
Qualified

Candidates

1st Notification
Name of Person(s) 
being considered 
for appointment

2nd Notification
Name of Person(s) 

proposed for 
appointment –

Inf.Disc. complete

Right Fit 
Identified

Step 1 – Performance and Potential

Step 2 – Right Fit

Advertisement 
Poster

Screened Out on 
Education and 

Experience

Assessment of 
Performance

Last Year Worked 
Work Objectives

Degree of 
Difficulty and 
Contribution

Assessment of 
Potential

IITB Competencies
And Interpersonal 

Skills
Last 3 years

Talent 
Segmentation 

Workshop

Will not progress 
further in the 

process

Initiate Coaching 
Conversation 

with all process 
participants

Informal Discussion

Informal Discussion Informal Discussion

Manager 
identifies Job 
Opportunities 
and lists Asset 
Qualifications

Candidate 
indicates Interest

Will not progress 
further in the 

process

Will not progress 
further in the 

process
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METHOD

TYPE

MANDATORY
CORE

DEVELOPMENTAL
MANAGEMENT / 

LEADERSHIP

FORMAL
EXPERIENTIAL

The Process: Aid to Career Development

POTENTIAL
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IN
STRUCT

ADVIS
E

COACH

TRAIN

Train Coach

Instruct Advise

Development Opportunity:
The Essentials of Supervising 
in the Public Service

Type: Management / 
Leadership / Developmental

Method: Formal / Prescriptive

Role Modelling Conflict Resolution

Developmental

Informal

Managing Performance

Management / Leadership

Formal / Prescriptive

Supporting an employee 
who is distracted from 

higher performance

Developmental

Informal
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 Innovapost is a leading provider of IT solutions and services to the 
Canada Post Group of Companies and their customers 

 Innovapost specializes in business and technical consulting, change & 
human performance management, SAP, e-business, retail and 
mobility solution development 

 Since the company was founded in 2002, Innovapost has delivered 
over $300 million in operational cost savings to its clients

 For Canada Post alone, application support costs have decreased by 
20%, and infrastructure costs have decreased by 29%

 ISO-9001:2000 certified service provider and an SAP Customer 
Competency Center since 2005

 Website: www.innovapost.com

About Innovapost


