
A FATHER,A SON, STOVES WITH
STYLE AND RETRO REFRIGERATORS

JAMIE GRANT WINS
MIKE FOLLETT AWARD

GVCA: THE BEST IN
THE COUNTRY

FROM THRILLS
TO TEDIUM: THE
WORLD OF PRIVATE
INVESTIGATION

INSIDE:
• Stove Company has Risen from
theAshes
• Community Support Connection
• Greater KWChamber Gala

MAGAZINE FOR BUSINESS / ECONOMIC DEVELOPMENT / ENTREPRENEURS Vol. 26 No. 5 May 2009 - $4.95

Exch-May09_pgs01-13:Exch-pages-1-13  3/27/09  11:18 AM  Page 1



Exch-May09_pgs01-13:Exch-pages-1-13  3/27/09  11:18 AM  Page 2



3131 KING STREET EAST, KITCHENER 519 748-9668 | www.heffner.ca
THE OFFICIAL WATERLOO-WELLINGTON COUNTY LEXUS DEALER

2010 RX350 A package $46,900 BK1BAT. Freight $1895.00, $100 air tax, $200 gas tax, license, insurance, registration, applicable taxes and fees are extra. Dealer may sell for less.

RXW E ’ V E  R E I N V E N T E D  T H E  V E H I C L E  T H A T  I N V E N T E D  I T  A L L .
I N T R O D U C T I N G T H E A L L N E W  A N D T O T A L L Y  R E D E S I G N E D  3 R D G E N E R A T I O N  R X .

2010RX 350 FROM$46,900*

Exch-May09_pgs01-13:Exch-pages-1-13  3/27/09  11:18 AM  Page 3



Exch-May09_pgs01-13:Exch-pages-1-13  3/27/09  11:18 AM  Page 4



Exch-May09_pgs01-13:Exch-pages-1-13  3/27/09  11:19 AM  Page 5



P.O. Box 41030,Waterloo ON N2K 3K0
Tel: 519-886-2831 • Fax: 519-886-6409
email: editor@exchangemagazine.com

Publisher
JON ROHR

jon.rohr@exchangemagazine.com

Editor
PAUL KNOWLES

paul.knowles@exchangemagazine.com

Feature Writers
JON ROHR, PAUL KNOWLES,

BRIAN HUNSBERGER

Columnists
SUNSHINE CHEN, JOHN T. DINNER,
DANIEL E. GIRARD, MELANIE REIST,

NOREEN MARCHAND

Creative Director
SUZANNE KELLER

ads@exchangemagazine.com

Art Direction
LAURIE MARTIN

Photography
JON R. GROUP LTD, TOMASZ ADAMSKI,

ALBRECHT IMAGERY

Advertising Sales
JOHN HOBIN

519-886-0298
john.hobin@exchangemagazine.com

Circulation/Office Administration
admin@exchangemagazine.com

EXCHANGE magazine is a regional business publication published by Exchange
Business Communication Inc., CEO Jon Rohr. Eight issues per year are distrib-
uted to each company in Kitchener,Waterloo, Cambridge, Guelph, and Fergus
as determined by Canada Post Business Postal Walks. Subscriptions are
available for $36.00. Send cheque or money order to Exchange, P.O. Box
41030, Waterloo, ON N2K 3K0. Attn: Circulation Department. Back
issues are available for $8 per copy. Phone: (519) 886-9953.
Fax: (519) 886-6409. ISSN 0824-457X Copyright, 2008. No part of this
magazine may be reproduced without written permission from the publisher.

MOVER & SHAKER

James Bond or Inspector
Clouseau? ................................14
BY EXCHANGE STAFF
From thrills to tedium, the work of investi-
gation can save millions of dollars.

FEATURES

Stove Company has Risen from
the Ashes ..................................22
BY EXCHANGE STAFF
The Hendrick family is back in business
with Elmira Stove Works

Making a Difference ..............46
BY BRIAN HUNSBERGER
Merger helps Community Support Connec-
tions to help people to live at home with in-
dependence and dignity

CONTENTS

SERVING BUSINESS IN WATERLOO REGION AND GUELPH | VOLUME 26, NUMBER 5

MAY 2009

On the cover: Mike Rau, Managing Partner & Executive VP
King Reed & Associates Inc. Southwestern Division,
page 14

KING-REED, the inside story of
private investigation, page 14

PLEASE
RECYCLE,
GIVE TO A
FRIEND

COMMUNITY SUPPORT CONNECTIONS,
page 46

GREATER KW CHAMBER GALA, page 14

6 | w w w . e x c h a n g e m a g a z i n e . c o m

Exch-May09_pgs01-13:Exch-pages-1-13  3/27/09  11:19 AM  Page 6



On his way to
becoming Presi-

dent, Barack Obama
figured it out – the
key ingredient is
“hope”.

It’s not hard to
find reasons to dis-
count hope, in our
current economic
situation. As a busi-
ness magazine,
Exchange must
acknowledge the
realities we face.

But I also see an important role for us
in seeking out reasons for hope, exam-
ples that demonstrate that there is room
for success and growth, even today.

This edition of Exchange offers a fair
dollop of hope. There’s the story about
Elmira Stove Works, a company that has
moved from innovation through bank-
ruptcy to resurrection. There’s the inspir-
ing example of Cyndee Lavoie, an entre-
preneur running a successful business
from a laptop on her dining room table.

And there is the report about the Ira
Needles development, where local busi-
nessmen are willing to invest a phenom-
enal amount of money in an uncertain
environment, because they believe in
their vision for a new kind of commercial
development.

Each of these articles gives me reason
to hope that there is light, not just at the
end of the recessionary tunnel, but right
here, right now. Investment, innovation,
passion for a personal project, are all evi-
dent in our area, and we can learn from
these examples of entrepreneurial
courage – from the dining room table to
the largest-ever commercial develop-
ment in our community.

There is one other example of survival
and success involved, too – our very own
Exchange Magazine. We report the
demise or hiatus of other publications,
but after all these years, Exchange con-
tinues to be an independent business
success story.

Your support of this magazine allows
us to keep telling stories of local busi-
ness successes.

EXAMPLES OF
HOPE
We’ll keep telling the stories we all
need to read

PAUL KNOWLES is editor of
Exchange Magazine. He is an
author and public speaker.
email: paul.knowles@
exchangemagazine.com
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ENTREPRENEURS: THE FUTURE RACE
A new breed will drive the economy

JON ROHR is publisher of
Exchange Magazine for
Business, editor of ex-
changemagazine online and
president of Exchange Busi-
ness Communications Inc.
email: jon.rohr@
exchangemagazine.com

by JON ROHR Since early 2008, the local economy has experienced
unprecedented layoffs and plant closures. Conesto-

ga College is experiencing an upswing in adult student
admissions. Portfolio managers and big business exec-
utives are the punching bags of jilted investors, and the
world’s eyes are focused on the US as it attempts to
ensure the financial credit crisis that created the global
economic crash will never occur again.

One-time stalwarts of the corporate world are
becoming less enthralled with corporate culture and
are looking at entrepreneurial life as a way to thrive in
the new economy. What does the future hold for these

new business owners? An Intuit white paper says, dur-
ing the next decade entrepreneurs will drive our future
in the midst of our current “Economic Transformation”.

Characteristics of entrepreneurs are changing. Gone
are the stereotypes: white, male, protestant, father
owned a hardware store, university degree etc.

Instead, a new breed of entrepreneur is arising, far
more diverse than ever before. Variations in age, origin
and gender will drive great shifts in small business
ownership. Entrepreneurs will predominately come
from the edges – people nearing retirement and the
twenty-somethings, just entering the job market.
There’ll be a upswing in the number of women; corpo-
rate glass ceilings will send more women into the
small business sector. Immigrant entrepreneurs will
drive the “new wave” of globalization, and will influ-
ence policy makers both sides of the border.

The paper focuses on the “Rise of Personal Busi-

PUBLISHER’S NOTE
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ness” – one person, no employees, driven by shifts in
large corporations to outsource and achieve flexibility.
Contract workers, accidental entrepreneurs and social
entrepreneurs will make up this sector. Already, local
institutions have focused heavily on the “Emergence of
Entrepreneurial Education;” the logical next step
focuses on youth, mid-career professionals, artists,
musicians and tradespeople.

What does this mean? The unique qualities of entre-
preneurs can now be considered priceless. Why?
because entrepreneurs drive revenue. Successful
entrepreneurs are motivated to achieve – they’re

doers, they make things happen. Researchers agree
that successful entrepreneurs have a strong will to
win. They possess a strong work ethic and favour a
nonconformist attitude. They’re strong leaders with
“street smarts” which Paul Hawken in “Growing a
Business” describes this as a “trade skill”. He calls it
common sense or instinct, the ability to make good
judgements on complex business decisions – a trait
that can make or break a company.

William Stolze’s book “Start Up: An Entrepreneur’s
Guide to Launching and Managing a New Business”
highlights some irrelevant factors: age, sex,marital sta-
tus and education level. Knowledge and skill are very
important, but how you acquire them is less important.
Given the range of local entrepreneurial spirit it’s not
hard to cite a long list of successful entrepreneurs who
didn’t let a peice a paper hold them back. Upon recog-
nizing opportunity, timing was right, they went for it.X

During the next decade entrepreneurs will drive the new economy.
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BUSINESS MONITOR

The GrandValley ConstructionAssociation, based in Cambridge,Ontario, was ho-noured by the Canadian Construction Association, as the best construction
association in Canada, when the CCA presented its national awards honouring
excellence in the Canadian construction industry. The awards ceremony took
place during CCA’s 91st Annual Conference in Scottsdale, Arizona.
The GVCA, which is headed by President Martha George, won the CCA Member
Association Award of Excellence, which is the highest honour a construction as-
sociation can achieve from the CCA. It has become a symbol of outstanding
achievement by a local, regional or provincial CCA Member Association.
A release said, “In addition to lobbying, GVCA has focused on providing edu-
cational sessions to its members, including dozens of relevant, compelling sem-
inars and programs. It has also launched aWomen in Construction group to offer
women in construction more educational and leadership opportunities. A new
website, Blackberry tailored electronic communications, in-house safety train-
ing, and many more member benefits made GVCA a worthy recipient.”
This award is presented to an integrated Member Association that has shown
outstanding leadership in all of the following areas: Industry enhancement
(through lobbying, government relations etc.); Education; and Membership re-
cruitment programs.
Renowned as a leader in introducing member services and unique educational
offerings, the GVCA is a role model for other construction associations and has
consistently proven itself as a driving force in the regional and provincial construc-
tion industry.
Dan Gueguen of Dordan Mechanical is GVCA Chair. He said,“This CCA National
Conference was truly an outstanding event. I was very impressed by the number
of participants and the quality of the sessions. It is very clear to me that Canada
has some of the very best people in the construction industry. When the GVCA
won the CCA Member Association Award of Excellence (against some very tough
national competition) I was very proud. To have ‘my GVCA’ win this award was a
wonderful experience - amazing in fact!”
He added, “Throughout the year, we will take the opportunity to celebrate this
win and show the rest of the world why GVCA is the best in the nation.”

XQuote
“Global economic growth could dip below zero for the first time in decades in
2009... The IMF expects global growth to slow below zero this year, the worst per-
formance in most of our lifetimes. Continuing deleveraging by world financial in-
stitutions, combined with the collapse in consumer and business confidence is
depressing domestic demand across the world."

- International Monetary Fund Managing Director Dominique Strauss-Kahn .

It’s unusual for developers to expressemotion and personal passion about
a development project. But in the case
of the Ira Needles Mixed Used Com-
mercial Development, that is precisely
the situation. Greg Voisin and Paul Di-
etrich are partners in the project, under
the name INC Corp. (Ira Needles Com-
mercial Corp.). Voisin told Exchange,
“Paul and I have lived in Kitchener-Wa-
terloo all of our lives, and this develop-
ment will make our children and their
children proud of what we accom-
plished.”
The attitude of Dietrich and Voisin
isn’t the only unusual thing about this
development-in-process.The response

of the surrounding community has
been unusually positive.Area residents
seem to feel that the new development
will bring important services and
amenities to their area. As Dietrich
says, “The west side of K-W is grossly
understored.” He adds, “Mixed use
commercial beside residential neigh-
bourhoods... now, that’s sustainable.”
Also unusual – in fact, unique in the
region – is the size of this project. The
Ira Needles development will be the
largest, single-owner commercial de-
velopment in the region. Overall, it’s
proposed that the development will
cover over a million square feet, and
include approximately 30 buildings.

LARGEST COMMERCIAL DEVELOPMENT
IN REGION IS “READY TO START”

Voisin says that creates “opportuni-
ties for design excellence.”The design
follows a “campus style comprehen-
sive plan”.
The project’s vision statement be-
gins: “The overall vision is to create a
high quality and contemporary mixed
use commercial development that
considers sustainability principles,
provides an exciting, safe, pedestrian
friendly and transit supportive urban
experience.”
The figures are impressive. It is re-
ported that the investment involved is
about $100 million.The plan includes
at least 220,000 square feet of office
uses, two large format retail anchors,
mid-size retail businesses, entertain-
ment and fitness centres, service and
restaurant facilities, medical clinics,
banks and “research/science type
uses,” and “smaller uses grouped to-
gether to form village clusters.”
Recommendations include internal
and external transit routes and facili-
ties, pedestrian and vehicular routes.
The plan calls for a “pedestrian
friendly street design and linkages.”
Voisin, also a principal in Kitchener’s
Sunrise Centre, and Dietrich state
that, “at full development,” the Ira
Needles development will generate
“over $6 million a year in taxes.” As
well, “approximately 3,200 jobs will
be created by the shops and services
at full development.”
Dietrich stresses that “We are ready
to start construction as soon as pos-
sible, once approvals are achieved.”
But this development is not only the
largest such project in the region – it
occupies property that straddles the
boundary of Kitchener and Waterloo,

fronting onto a Region of Waterloo
road – Ira Needles Boulevard, where
it meets University Ave. That location
has essentially tripled the need for
municipal approvals, and Dietrich ac-
knowledges that “It has been very
challenging to seek approvals for a
project that straddles the K-W border.”
Roughly half of the project is in each
city.
The developers are not only deter-
mined to bring their project to fruition
– they are determined to build a de-
velopment that will be a community
and architectural showpiece. Plans
call for “creative building designs” and
promise to “encourage bold architec-
tural statements to create focal points
at key locations.” They are committed
to creative landscaping and
streetscapes.
The development proposals also in-
clude environmentally friendly fea-
tures, from sustainable building
design principles and drought resist-
ant landscaping to reduce water con-
sumption to plenty of bicycle racks
and re-use of stormwater.
Voisin and Dietrich are prepared to
proceed with the project, even in the
face of the current economic slow-
down, professing faith that tenants will
share their vision.

Andrew McCready, President (L) and Jeff Leasa Vice-President (R) lead Global Rep Firm, a second
year start up that serves businesses in the communications industry. Both McCready and Leasa
were originals with Golden Triangle Online and have worked together incorporating into their own
company, the knowledge they learned from building Golden Triangle. Leasa was VP of Golden Trian-
gle and McCready was Corporate Sales Manager. They currently have nine employees. As an
agent of Fibrenetics Clec, a new telephone provider located in Kitchener, the two hosted a unique
phone event that promises huge savings to traditional phone line providers. The event, held early
March at Waterloo Region Children’s Museum, had, as McCready states, “fantastic turnout.We
had over 100 different companies attend the launch and we now plan on doing this type of event
across major cities in Ontario and Quebec.” When asked about the roller coaster market,
McCready highlighted the fact that “in today’s economy it is very important for our clients to cut
costs to stay competitive, and that’s what we provide.”

GVCA WINS CCA MEMBER ASSOCIATION
AWARD OF EXCELLENCE

Marianne Micci, outgoing GVCA Chairman; Dan Gueguen, Dordan Mechanical, incoming Chairman
of the Board; Martha George, GVCA President.
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Systems Plus was the featured
business at a recent Centre For

Family Business event. Garry Ruttan
and Sheila Hannon told the story of
their business from its inception in
1984. Today, Systems Plus is head-
quartered in Baden, Ontario.
Garry Ruttan worked “for Nasco in

Guelph... In 1984, Nasco decided to
close out their Canadian operations,
and I was offered the choice of a buy-
out or the distributorship for their line
of sterile sampling bags used by lab-
oratories for food sampling. So, in
1984, I set up Systems Plus with the
help and blessings of Sheila. Our
front porch became my office and our
one-car garage became the ware-
house.”
Sheila Hannon was a newspaper re-

porter; eventually, she became VP of
Systems Plus.
The company moved into manufac-

turing. Says Garry, “I found that the
Ministry of Health would prefer a bot-
tle rather than a bag to take drinking
water samples... My wife and I de-
cided to take a risk and build molds
to produce the type of bottle the min-
istry wanted.”
The risk paid off: “We won the Min-

istry of Health tender for water bot-
tles for Ontario.”
They built new facilities in Baden in

1990.Their first product continues to
be produced: “It’s been used for the
last 20 years to collect drinking water

samples across Canada.”
Systems Plus’ product line has ex-

panded: “We have a new production
line that allows us to preserve, label
and cap more than 3000 units per
hour.”
Says Garry, “We wash, preserve, and

label more than 25 million contain-
ers per year that are used across
Canada and the USA for the collec-
tion of samples of oils, greases, and
other contaminates found in the soil.
Our new automated production line
preserves, caps and labels over 10
million vials per year.”
As well, he says, “We developed a

room where 25% or more of our pre-
cleaned containers have a small
amount of preservative added to
them.” The company also makes
“thousands of kits to test for DNA,
drugs, driver check, police investiga-
tions, and so on.”
Systems Plus has patented a milk

preservative tablet, now used world-
wide. The company has a manage-
ment team including Chris Morton,
Cindy Bender, and Ian Seaman.
The Ruttans’ nephew, David Ruttan,

is in charge of western sales, based in
Edmonton.
Garry stressed that “we want to en-

sure that the philosophy of the com-
pany is passed on. We’ve been
fortunate to be in such a great com-
munity and we feel it’s important to
give back.”

Back row: Garry Ruttan; Chris Morton; front row l-r: Sheila Hannon; Susan Danner; Lois Hay-
ward; Marg Gimbel; Betty Ann Howes; Donna Edit; Cindy Bender; Ian Seaman.

From Beanie Babies to Chanel

BUSINESS MONITOR

A LITTLE COMPANY THAT GREW

You probably remember “Beanie Babies”, those brightly coloured stuffed toys
in an infinite variety of styles that became a huge collectable fad. Here’s a

trivia question: what do Beanie Babies, cloth diapers, women’s fashions and high-
end designer handbags have in common?
If you guessed “the internet”, you’re in the right area. If you guessed “Cyndee

Lavoie”, you’ve hit the bullseye.
Lavoie is a Kitchener entrepreneur who has built an impressive, home-based

business selling niche products on the net.Although “home-based” isn’t really the
right term because, while she does run two businesses from her home, she’s op-
erating on an international scale.
Lavoie has always had a passion for fashion. She started sewing at age five; by

the time she was 13, she was sewing professionally, outfitting squads of brides-
maids with her own creations. She studied fashion design at Sheridan College,
and in partnership with her mother, opened a home decor and accessories busi-
ness in 1989,“designing and selling to hundreds of stores across North America.”

About 10 years later,
her mother wanted to
retire and Lavoie, at
that time a single mom,
decided to become a
“full-time Mom.... but I
needed an income.”
She had started to

collect Beanie Babies
and “I already knew
sales,” so she saw an
opportunity.At first, she
used newspaper classi-
fied ads, but in 1998,
“a friend mentioned
that he was seeing
some success buying
and selling on Ebay.”
She ventured into the

then-new world of internet retail, and “it took off immediately.”
She says, “It provided me with a very nice income for my daughter and me.”
When the BB fad was fading, she looked for other niche markets. She cyber-sold

nursing clothing for new mothers, and cloth diapers, a lot of which were shipped
to the United Kingdom.
Her love for fashion sparked an interest in the clothing of Montreal designer April

Cornell. That became Lavoie’s next big thing, as she launched “All About April,” in
2002. Lavoie took advantage of outlet prices, end-of-season acquisitions, and
quantity buying, to be able to sell fashion at a fraction of retail price. She bought
a dress she loved, at an outlet mall, and the light went on. “I went back and pur-
chased 10 dresses... they sold immediately on Ebay. I bought 20... then 100.”
She continues to operate All About April, but in the last two years created her suc-

cessful on-line business called “Chanel Touch”. The product? “Previously loved”
designer handbags, particularly those made by Chanel and Louis Vutton, although
she also deals in brands like Prada and Gucci.
The business may exist in cyber-space, but it is a time-consuming, hands-on

endeavour. Lavoie works full-time... but with entirely flexible hours. Challenges in-
clude locating the goods for sale, although she has become well-known among
reputable buyers and sellers. Lavoie has to keep current with the details of ship-
ping all over the world. “Yesterday, I sent a handbag to Denmark and one to Italy,”
she says. Most of her business is outside Canada, with handbags going to the
U.S., the U.K., Australia, Japan, and Singapore.
She describes her business as “lucrative.” New Louis Vutton bags cost $1,000

and up; new Chanel, $3,000 and up.“I can sell them for a fraction of that... gen-
erally no more than half.” She estimates she sells at least one handbag a day. She
also sells other accessories that carry the same brands – jewellery, sunglasses
and more.
There is a strong, active market for “previously loved” high-priced handbags, and

Lavoie is one of the world leaders in filling it. “I have a following,” she says.
Chanel Touch products can be accessed through two internet retail sites – she

continues to use Ebay, but also sells on the exclusive “The Shops at Malleries” site
(www.malleries.com, click on “luxury goods” and then “Chanel Touch”).
She has sold a vast number of handbags on the latter site, where her rating –

by 250 clients who completed the survey – is 4.9 out of five, with no neutral and
no negative ratings.
That is a major factor in her success – she delivers on her promises. She takes

multiple photos of every product, she makes sure any bag she sells is authentic,
perfectly clean and in pristine condition. If a bag needs a small repair, she has
the original manufacturer do it. She spends hours answering questions from
prospective buyers.
“Chanel Touch” exists only in cyber-space... and in several rooms in Cyndee

Lavoie’s home. But it is a thriving and highly successful enterprise. Exchange
asked Lavoie for advice for would-be cyber-entrepreneurs:
“Find a niche market,” she says. “That’s what I’ve done each time with a prod-

uct. That’s the secret to sales these days. Gone are the days of throwing anything
up and it would sell.“
“You need to be highly organized and do your homework,” she added. “Take a

photography course – it doesn’t work any more to take a fuzzy photograph, that’s
not acceptable.”
And, of course, it wouldn’t hurt to have the energy, the passion and the entre-

preneurial vision of Cyndee Lavoie. - Paul Knowles
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Cyndee Lavoie and some “previously loved” designer treasures
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Toni Veiledal of McDonald Green presents Volun-
teer of the Year Award to Heather Melrose of
Straight Street Event Services.

Dr. Tom Lee of Maplesoft, is presented the
Innovation Award, from Award sponsor Lisa
Cashmore of Research In Motion.

The Workplace Training Award is presented to
Elizabeth Paling AVP Talent Development of
Sun Life Financial, from John Tibitts, President
Conestoga College and Polytechnical Institute.

12 | w w w . e x c h a n g e m a g a z i n e . c o m

Tom Portaccio is a gifted illustrator and portrait artist. Like many artistic indi-
viduals he put his passion on hold in order to provide for his growing family.

Last year, Tom took a job at the Loblaws distribution Center in Cambridge as a
warehouse worker. But recently, Loblaws started to cut back warehouse hours,
and Tom found himself again in need of a second job.
His passion and flare for art had never died. He sees it as a potential solution
to his current situation – a challenge common to many into today’s economic cli-
mate. Portaccio is marrying artistic talent to entrepreneurship, with the goal of
making up the financial difference current times demand.
In mid February, Portaccio jumped back into one of his favourite branches of art
– portraiture. He’s enjoying the return to a craft he had set aside for eight years,
in order to support a family that includes his wife and three children. He admits,
“Work was supposed to supplement my art, but it took over. Between family and
work, it didn’t leave much time for freelancing, so I hung up my brush.”
His brush is back off the hook.“With the kick of the recession, and the need pay
for things, it’s a big incentive to look at your options.”
Since that time Portaccio has tuned up his brush skills and is getting back into
the world of art. He has completed three canvases and is looking for more work.
His rates depend on size of canvas; a 16 x 20 inch with five people will cost be-
tween $800 and $1000. Those in the know suggest this is not much above
“starving rate” considering the detail and time it takes to convert each person
from photo to the canvas. Portaccio is not starving, but he is starting again, and
has tailored his fees to that reality. He also is pursuing children book illustration
with his wife.

As a child of the internet gen-
eration, Portaccio is using social
generation tools for marketing.
He’s using Flickr to promote his
revitalized direction. His art can
be found at Flickr.com by
searching Tom Portaccio Illus-
trations.
He wants to go beyond por-
traits, and produce editorial car-
toons, illustrations for
advertisers and media work.
Portaccio’s step into inde-
pendence comes at a time
when area employers are re-
porting “a mild hiring climate for
the second quarter of 2009,”
according to the latest Man-
power Employment Outlook
Survey on the area.
Survey data revealed that 17% of employers intend to hire for the upcoming
quarter (April to June), while 12% plan to reduce their workforce, stated Marie
Hutchinson of Manpower’s Kitchener office. Another 70% of employers expect to
maintain their current staffing levels and 1% are unsure of their hiring intentions
for the upcoming quarter.
“Kitchener/Cambridge’s second quarter Net Employment Outlook of 5% is a 16
percentage point decrease from the same time last year, when the Net Employ-
ment Outlook was 21%,” said Hutchinson. “However, this quarter’s outlook is on
par with the previous quarter indicating that the cautious climate experienced in
the previous quarter will continue into the second quarter of 2009.”
Of the 10 surveyed industry sectors, employers in the Services sector report the
most hopeful results for the April to June period of 2009 with a projected Net Em-
ployment Outlook of 11% once seasonal variations are removed from the data.
Employers in the Public Administration and Construction sectors expect a mod-
erate quarter both with Net Employment Outlooks of 10%.
As a result of what seems to be a bottoming out in the labour market, Tom Por-
taccio is taking his future and his family’s future by the horns. Other like-minded
entrepreneurial type individuals, such as salespersons with product knowledge or
a marketable skill, who have also found themselves with less hours, may want to
consider what many consider to be the best life in the world – master of your own
domain.

A BRUSH WITH ENTREPRENEURSHIP
BUSINESS MONITOR

• Every province in Canada has suc-
cumbed to the global economic
downturn.The earlier sharp slump in
manufacturing activity is now being
reinforced by a loss of momentum
across goods- and service-produc-
ing industries, with consumers,
builders and resource producers all
in retrenchment mode, according to
Scotia Economics’ latest Provincial
Trends report. Central Canada, with
its large manufacturing sector, is still
expected to witness the sharpest
contraction in activity. Ontario’s auto
industry, which accounts for 25% of
the province’s manufacturing output,
has implemented deep production
cuts to redress slumping global de-
mand and bloated inventories.

• Ontario’s economy is expected to
contract for a second straight year in
2009, posting a decline near 3%.,
according to Scotia Economics.

• However, RBC predicts Ontario’s
economy will contract by 1.5% in
2009, the second biggest drop
among the provinces, but should
fight back in 2010 with growth re-
bounding to 2.4%, according to the
latest provincial forecast by RBC.

• 43% of Canadians plan to spend
their tax refunds to pay down debt.

• 26% of Canadians feel that the re-
cession will have a negative impact
on their tax refunds this year.

• 64% of Canadians believe that, given
today’s economic situation, they
have an adequate strategy in place
to deal with their personal finances.

• 86% of Canadians will not change
their overall strategic approach to fil-
ing their personal income tax this
year compared to previous years.

• A net 5% of CFOs expect to increase
accounting and finance personnel
levels and a net 8% of CIOs will add
information technology staff in the
second quarter, according to Robert
Half International.

• Nearly 60% of fired workers steal
company data before quitting, ac-
cording to ITBusiness.ca.

• If your employees are working longer
hours without reward, 62% of them
will find ways to reward themselves
at your expense, according to the
ADP Time &Attendance Poll. 21% of
Canadians are now working more
hours per week to keep up, and
among them, 37% receive no addi-
tional compensation or time off.

• 20% of working Canadians say they
are changing their work habits, doing
things such as taking work home
more often, working through lunch or
avoiding taking sick days, as a result
of the slowing economy.

• 21% of working Canadians say they’re
working more hours per week; of
those, 28% are logging from 1-5
hours more per week, 42% say they
are working from 6-10 extrahours per
week; and 28% are working 11 or
more additional hours per week.

• Kitchener/Cambridge area employers
report a mild hiring climate for the
second quarter of 2009, according
the latest Manpower Employment
Outlook Survey. 17% of employers
intend to hire for the upcoming quar-
ter (April to June), while 12% plan to
reduce their workforce.Another 70%
of employers expect to maintain their
current staffing levels and 1% are
unsure of their hiring intentions for
the upcoming quarter.
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XQuarterly – www. xquarterly.ca

Tom Portaccio
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Rick Baker from Spirited Investors Corp. bestows
the coveted Michael R. Follett Community Leader
of the Year Award to Centre in the Square artistic
Director Jamie Grant, right.

New Member of the Year goes to All State Insurance; Jacquelyn
Shultz (left) and Lynn Zimmerman (right) are presented the
award by Rick Purdy (center), President & CEO of the Cowan
Insurance Group, Award Sponsor.

Business of the Year Under 20 Employees goes to Xylotek Solutions; (l-r)
Michael Tropp, CTO and Co-Founder, Doug Grosfield – President & CEO, John
Colangali from Award Sponsor Lutherwood and Chris Pickard - Xylotek Solutions
COO.

Paul Maxwell of Maxwell’s Music House
receives the Young Entrepreneur of the Year
Award from Doug Beynon, Award Sponsor, Cen-
tre for Business, Entrepreneurship, and
Technology.

Murray Costello from Union Gas (centre) presents Larry Freiburger (right) and
Scott Freiburger (left) from the AET Group Inc., as winners of the Environment
Award.

(L to R) Art Sinclair, Greater KW Chamber presents John
Thompson, General Manager of the Kitchener Rangers with the
Outstanding Community Achievement Award.

The Business of the Year Over 20 Employees
went to Jennifer McCredie of Open Text Corpora-
tion presented by Ginny Dybenko, Award Sponsor,
Laurier School of Business and Economics.

Rick Morelli of Borden Ladner Gervais presents
the Non-Profit/Charitable Award to Leslie Josling
of K-W Counselling.

BUSINESS MONITOR

GREATER KW CHAMBER CELEBRATES BUSINESS EXCELLENCE
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Over 800 people turned out to ho-
nour exceptional contributions

made by members of the Greater
Kitchener-Waterloo Chamber of Com-
merce, at the 2009 Business Excel-
lence Awards. Here’s why they won:

Young Entrepreneur of the Year: Paul
Maxwell of Maxwell’s Music House for
his revolutionary approach to tradi-
tional “music lessons”. As a forward-
thinking entrepreneur, Paul is the
owner, operator and manager of this
unique music house that provides
music lessons, rehearsal spaces, and
group workshops that focus on pro-
moting artistic growth and develop-
ment.
New Member of the Year Award: All-
state Insurance Company of Canada
became a member of the Chamber
after recognizing the direct correlation
between their company’s values and
those of the Chamber’s.
Volunteer of the Year Award: Heather
Melrose; as an involved member of the
Chamber’s Board of Directors, she is an
active participant in the planning and
execution of what the Chamber offers.
Non-Profit/Charitable Award: As the
Non-Profit/CharitableAward is new this
year, K-W Counselling Services was the
perfect fit as the recipient, as they
demonstrate easily the importance of
having a strong belief in the values of
the organization, the services they offer,
and the community they live in.
Workplace Training Award: Sun Life
Financial has a formal policy outlin-

ing its commitment to the continuous
development and growth of employ-
ees. The company has paid training
offers in four areas: leadership devel-
opment, employee development, tech-
nical training and regulatory training.
Environment Award: A Canadian en-
vironmental consulting firm, AET
Group Inc. provides multidisciplinary
solutions to industry, governments,
and other professional organizations.
They actively promote environmental
awareness by attending tradeshows,
and develop and facilitate related
workshops.
Innovation Award: Offering the only
software in the world that supports the
complete technical modeling process
from concept to completion, Maple-
soft products provide breakthrough
technology for automating complex
mathematical operations, that are
used in thousands of companies and
universities worldwide.
Business of the Year (under 20 em-
ployees): Xylotek Solutions Inc. is a
full-service, IT Consulting Firm. They
bring enterprise level IT support, IT
maintenance, and IT design and im-
plementation to small and medium
sized businesses, to help clarify the
client’s options, eliminate confusion,
and cut through the technical jargon.
Business of the Year (over 20 employ-
ees): Open Text is producer and dis-
tributor of computer software
applications designed to enable en-
terprise content management solu-
tions for large corporate systems.

Michael R. Follett Community Leader
Award: Jamie Grant – As Executive Di-
rector for the Centre in the Square,
Jamie Grant provides a number of so-
lutions for complimentary arts organi-
zations including the Kitchener
Waterloo Symphony, and the Registry
Theatre. His volunteer roles are numer-
ous including leader of the Magnetic
North Annual Festival, Board member
of Grand River Hospital Foundation,
and Canada’s Technology Triangle,
among numerous others.

Outstanding Community Achievement
– Special Award: Kitchener Rangers
Memorial Cup. The Outstanding Com-
munity Achievement award went to the
Kitchener Rangers for their brilliant ex-
ecution of the Memorial Cup. The Club
has existed successfully since 1963,
when it became a community-based
sports organization to compete in the
Ontario Hockey Association. It is one of
only a few in Canada and the United
States to exist with a community
based ownership.
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“In private investigation, some days you feel like James Bond and some days you feel like
Inspector Clouseau.” That’s Mike Rau’s succinct description of his job – and those of his col-

leagues at King-Reed & Associates Inc.
King-Reed was founded by Brian King and Mark Reed in Toronto in 1984 as a private investi-

gation agency “providing a full range of services to the corporate, legal, insurance and govern-
ment communities.” It expanded quickly. Elmira-born Rau joined the company in 1985, opened
the Kitchener-Waterloo office of King-Reed the following year, and became a partner in 1989.

Today, the company has 11 offices throughout Ontario, with staff over 150 (including 120
investigators).

Exchange magazine sat down with Rau, whose official title is now Managing Partner and
Executive Vice President, along with Patrick Leonard, Vice President of Operations, Jason Dum-
breck, Vice President, Corporate Investigation Services, and Lori McCrae, Director of Marketing
and New Business Development.

The conversation varied between “James Bond” and “Jacques Clouseau” recollections, but
also highlighted the professional, businesslike and sometimes downright tedious nature of the
private investigations business.

For instance, Dumbreck produced a reassembled document that looked like an unsolvable
jigsaw puzzle... which it had been in its previous, shredded, state. Shredded and then jumbled
into a garbage bag filled with hundreds of other shredded pieces of paper.

The painstaking work to put that single page back together again produced an impressive
result – it became evidence that allowed a King-Reed client to prove that a major creditor who
was claiming bankruptcy had actually squirreled away millions of dollars in hidden bank
accounts. That jigsaw puzzle was worth millions of dollars.

That’s a point made often during the interview – expert private investigation doesn’t come
cheap but in the end, the client is usually well on the plus side, financially speaking. That’s
because their clients almost always have a lot of money on the line.

The King-Reed team takes their business very seriously, but they also love to tell what they
call “war stories”, tales of the trade that reflect the foibles of humanity.

Speaking of saving money, they enjoy the story of the man who, after an accident, was suing
for damages, including loss of his ability to have satisfactory sexual relations with his wife. In
the course of their investigations into his overall state of physical health, they discovered he
was meeting another woman – the wife of a colleague – in the depths of an agreement forest.

JAMES BOND
OR INSPECTOR
CLOUSEAU?

From thrills to tedium, the work of
investigation is all important

EXCHANGE STAFF

MOVER & SHAKER
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From left, Jason Dumbreck, Mike Rau, Patrick Leonard
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King-Reed’s discovery saved their insur-
ance company client about a quarter mil-
lion dollars, Rau estimates.
Their work is not usually as titillating

as tracking a surreptitious couple bent on
illicit romance. One common method of
investigative work involves the simple
task of collecting a subject’s garbage
before the real trash collectors get it.
That’s the source of the jigsaw document
mentioned above – and hundreds more
similar to it.
Rau notes that they have this drill

down to a fine art; he adds with a laugh
that it has been many years since the per-

son under investigation spotted the
investigators (which happened to include
Rau in his early days with the agency).
Rau was collecting garbage at 3 a.m.
when he was noticed by the homeowner,
who chased Rau’s pickup truck down the
street in his housecoat, eventually throw-
ing his slipper at the escaping vehicle.
That’s not his proudest moment,

admits Rau, because one of the keys to
their usually successful operations is not
to tip their hand; the subjects seldom
know they are under study.

From Super-8 to cyber-imaging
Rau came to King-Reed after working

for Uniroyal for 14 years as a technical
troubleshooter. Leonard is a graduate of
a college security service program, who
initially came to King-Reed on a student
job placement; Dumbreck is also a gradu-
ate of the Conestoga College Law and
Security program.
The King-Reed colleagues agree that

investigation has changed enormously
since the Waterloo office opened. Two
pieces of technology have made private
investigation a whole new business –
video cameras, and computers. But Rau
admits he’s the only one in the Waterloo
Region operation who actually recalls
shooting surveillance video on a Super-8
movie camera, and then sending it away
to be developed.
He laughs that it’s not just the efficien-

cy that’s improved – it’s the cost. During
one surveillance, the Super-8 film alone
cost $600, in 1980’s dollars!
Today, all of that has changed; but so

have the challenges. The team recounted
a case where an office worker became

severely ill, and initially no one could
determine the cause. It was finally pin-
pointed as a severe allergic reaction – but
to a substance that should not have been
in her cubicle.
King-Reed was called in. Dumbreck

says “We worked closely with the police.
We installed some cameras, but this was
a situation where cameras were tricky. He
was intentionally shutting off all the lights
and then contaminating this individual’s
work station. And then he would go out
of the work area, and turn the lights back
on... So we actually had to install ultravi-
olet lighting that was painting the work-
station so the camera would catch it even
when he turned the lights off.”
This particular case illustrates a num-

ber of the services offered by King-Reed.
Not only did they successfully capture the
images, they also engaged a lab to test
the material, created a court-ready affi-
davit attesting to the evidence – “what
the chemical compound was and who the
expert was who determined that...
because they wanted to get a criminal
charge out of this, and we wanted to
present everything in a nice tight package
to the police who in turn laid multiple
charges against the individual.”
Their work was still not done. Says

Dumbreck, “And after that we did surveil-
lance to make sure he didn’t retaliate,
because that turned into a high-risk ter-
mination.”

Broad base of expertise
Their “war stories” offer glimpses of

the range of expertise embodied in the
King-Reed team. Their initial clients were
disability, health and life insurance com-
panies, and Rau says that 60% of their
work is still carried out for insurance
clients (that category represented 100% in
1984, but the company has grown signifi-
cantly, and diversified widely). Much of
this involves investigating personal injury
claims – and in this category the “war
stories” come thick and fast.
Leonard recalls, “I’ve followed lots of

them... who would go to their Independ-
ent Medical Examination (IME) set up by
the insurance carrier, and they would
show up with a cervical collar on, and a
cane, and the whole kit, and hobble their
way in, do the IME, come out to their
car... I had one instance where the guy
was already ripping the cervical collar off
before he got to his car, threw the cane
into the back seat with the cervical collar,
goes on with the rest of his day, and actu-
ally went back to drywalling.”
Rau adds another story: “The guy was
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PROFESSIONAL JANITORIAL
SERVICES FOR BUSINESS

Specializing in Commercial,
Industrial and Institutional facilities

Call us for all your cleaning needs:
General Janitorial & Office Cleaning
Carpet Cleaning
Floor Stripping & Waxing
Interior/Exterior Window Cleaning
Ultrasonic Blind Cleaning
Construction Cleanup
Factory Cleaning
Computer Cleaning

We will help protect
your Real Estate investment

Tel: (519) 884-9600
Waterloo, Ontario

Fax: (519) 884-8699
Toll Free: 1-800-983-6661

wwwwww..jjddiicclleeaanniinngg..ccoomm
BONDED & INSURED

Member of the Canadian Franchise Association 
and Better Business Bureau

MOVER & SHAKER

“We consider ourselves expert in
the intellectual property, piracy

and counterfeiting area.”
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walking across the parking lot of the IME
building ... throwing the collar up in the
air and catching it, and doing the Charlie
Chaplin with the cane.”

He points out, though, that while there
are plenty of examples of blatant fraud,
“Most of the time in this kind of thing,
you’re not investigating outright fraud,
it’s the exaggeration of a claim. The ones
that are outright frauds are probably a
fairly low percentage.”

The King-Reed team emphasize that
their investigations are unbiased. Says
Leonard: “We’re there to provide an
impartial view.” Rau adds, “If we follow
someone around for several days, and
they’re injured, that’s what we report.”

While insurance cases continue to rep-
resent six of every ten King-Reed cases,
the company is very involved in corpo-
rate and legal investigation, and work for
government institutions.

A growing area of corporate work
involves hiring and firing – investigating
potential employees on behalf of the hir-
ing company, and working on “high risk
terminations.” They are also often used to
investigate companies that are being
considered as business associates.

Says Dumbreck: “People are doing
more due diligence with respect to hiring.
People are a lot more aware that people
are fraudulent on their resumes.”

Dumbreck adds, “When companies are
planning on doing business with another
company there’s a lot more investiga-
tion.” Says Rau, “In a lot of cases they
have these people they’re going to do
business with sign something that says
‘we’re going to investigate you,’ and then
they hire us to do it.”

It often pays off by preventing ill-
advised associations. They point to an
American client who was considering a
partnership with a Canadian business-
man. The deal was negotiated during
meetings on the Canadian’s 100-foot
yacht.

Except, as King-Reed discovered, it
wasn’t his yacht at all. Says Rau, “He’d
rented it. He had a criminal record, he was
a total fraudster, he’d been a confidence
man for 20 years, served time for it.”

Adds Dumbreck, “He’d spent some
money to set this up. The great big yacht,
the Armani suits, the whole kit.” Rau
laughs: “You have to spend money to

make money – that’s how the bad guys
look at it, too.”

Less M&A work
On the corporate front, King-Reed is

doing less work concerning mergers and
acquisitions, because of the current state
of the economy. Says Rau, concisely,
“People aren’t doing as much business
with each other.”

But he adds that, as long as a private
investigation company keeps up with the
technology, the current techniques, and
the evolving demands of their clients, his
business is relatively “recession-proof”.

He adds, “M&A is probably the only area
in which things are down. In all the other
areas, things are up... When the economy
is bad, fraud and theft increase. When the
economy’s good, companies that are oper-
ating well want to be operating better, and
they have the money to spend on costs like
a company like King-Reed.”

He notes that companies that find
rapid success are often vulnerable to
internal theft or fraud. “We’ve had com-
panies that have been doing so well and
growing so fast that they don’t put in the
checks and balances, and they get them-
selves into a problem... all of a sudden
they wake up one morning and realize
they have a large theft or a large fraud
problem, which they’ve ignored because
they’ve been making so much money.’
Enter King-Reed.

The Waterloo King-Reed operation has
recently moved into new, 5,000 square
feet quarters, up from 3,400 square feet.
But Leonard notes that in the innovative,
virtual world of private investigations, the
size of the office means very little. “The

“The guy was throwing the
collar up in the air and catching
it, and doing the Charlie Chaplin

with the cane.”

The King-Reed brain trust: Jason Dumbreck, VP, Corporate Investigation services, Mike Rau, Managing Partner & Executive VP;
Patrick Leonard, VP of Operations.
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growth of the office does not really reflect
the growth of the company. With the data
base now implemented by King-Reed, a
lot of things can be done off site, and a
lot of our road investigators who would
typically have needed office space at one
point no longer need that space.” Instead,
they are fully connected on a totally
secure intraweb system.

Adds Rau, “We could double the sales
in this operation and not have to add
another foot of real estate.”

Among the company’s 11 offices, the
KW operation is seen as “the innovators”,
according to Rau.

“The new face”
McCrae notes other areas of growth for

King-Reed – investigations concerning
intellectual property, piracy and counter-

feiting. Rau calls this, “The new face
of private investigation.”

Some of the most challenging
cases they deal with involve
clients who are seeking an
“Anton Pillar order”, named for a
case in 1976. In such cases, the
client will hire King-Reed to
surreptitiously gather informa-
tion about a suspected “bad
guy” – a favourite term of the

investigators. They need to
obtain enough evidence that the
suspect is guilty of a specific

action to convince a judge to
grant an “Anton Pillar” order,

which allows a search
warrant to be issued
without the prior
knowledge of the sus-
pected party.

King-Reed is
involved in such

cases, says Rau,
because “We’re different
from a lot of investiga-
tion companies. There
are a lot of companies
out there that only do

insurance investigation.

We consider ourselves expert in the intel-
lectual property, piracy and counterfeiting
area.”

And, adds Dumbreck, “in assisting law
firms with civil remedies so corporations
do have a way of recovering their intel-
lectual property and their losses for that
matter.... We work closely with a number
of top shelf Canadian law firms.”

He explains that the Anton Pillar
process “involves obtaining a civil search
warrant for a premises without the defen-
dant having prior warning. The bench-
mark with respect to evidence to obtain
the order is very, very high. The argu-
ments are presented ex parte because
you need access to what is typically
trademarked or copyrighted material in a
facility whereby is deemed at risk of flight
or destruction.”

One way you can get around that is by
pursuing an Anton-Pillar order. “King-
Reed is involved from start to finish in
such a situation,” Rau explains: “As
investigators, we perform a significant
amount of the investigation, to obtain the
order, and then we assist in the raid.”
And then, most frequently, they continue
the investigation as necessary, with the
additional evidence available that was
obtained in the raid.

One King-Reed investigation involved

They discovered he was meeting
another woman – the wife of a
colleague – in the depths of an

agreement forest.
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a European optics company that held
copyright and trademark on optical
equipment. They suspected a former
Canadian representative had taken pro-
prietary information including schemat-
ics, client lists, and more.

King-Reed had to conduct a clandes-
tine investigation, or the suspect would
have destroyed the evidence before an
Anton Pillar hearing. The case involved

both high-tech and low.
Recalls Dumbreck: “We were able to

do some electronic investigation that
attributed a website to his new business
practice, the content of which corroborat-
ed our clients’ claim. He had registered it
through proxy and had made significant
attempts to disguise the fact that it’s his
site. And then we did some surveillance
on him, and through our surveillance and
through garbage collection at his house
we were able to retrieve photocopied
documents that clearly proved he was in
possession of the trademarked and copy-
right material.”

A casebook of “bad guys”
There is no lack of stories about “bad

guys” the King-Reed team have tracked
down... and the corresponding financial
savings gained by their clients.

They tell of an executive in a high-tech
firm who ran a competing company,
using proprietary information, stolen
parts, and the same employees, moon-
lighting after hours.

There’s the head of security who was
caught on King-Reed camera stealing
from his own plant.

There’s the guy who reported all his
jewelry stolen, but who couldn’t resist
wearing it to a nightclub in another city...
to which he had been followed by surveil-
lance staff.

There’s the woman claiming severe
disability who was tracked participating

in a charity cycling event, on the charity’s
own internet site, which was complete
with GPS so they could be on hand to film
her crossing the border into Canada.

They talk about the man who had
stolen plans for a product, and was pro-
ducing them marked “Made in Mexico,”
when really they were made in Hamilton,
Ontario... and the evidence was found in
the factory’s garbage.

They point to two HR company
employees who created dummy compa-
nies, and then billed their own employer
for non-existent services.

Assisting the police
It’s an ambiguous phrase: “assisting

the police with their investigations.” But
in the case of King-Reed, it’s the truth;
they go to the police with evidence of
criminal activities; they collect evidence
on behalf of their clients, which leads to
police charges being laid.

Rau notes that police resources are
stretched very thin, and often there sim-
ply isn’t the capacity to carry out the kind

of fraud or white-collar crime investiga-
tions his investigators do. For that reason
private enterprise seeks the services of a
private investigation company like King-
Reed. The private investigators aren’t
police officers – they may, on rare occa-
sions, wear Kevlar vests in dangerous sit-
uations, but they don’t carry weapons.

When the time comes for an arrest,
they call in the police. That cooperation is
very effective, they say. Rau points out:
“Insurance companies for years have
hired us to do theft investigations, where
we do the actual investigation. Once the
investigation is done, we turn the evi-
dence over to the police, and the police
lay the charges. That’s what we do... we
do the footwork.”

Leonard says, “We have a pretty good
relationship with the police. We cooper-
ate with the police as much as we can. In
the process of our job, if we come upon
any crime, we make sure we report it.”

Cost effective
The services of a private investigation

company like King-Reed don’t necessarily
come cheap, depending on the assign-
ment. Rau notes that “we’ve had some
$100,000 files,” and pointing to specific
details, adds, “Surveillance is probably
$1000 a day, for one person.” Some cases
demand two or three in surveillance alone.

But satisfied customers seldom com-
plain. Says Rau, “Insurance companies
have been using private investigation for
decades, and they’re in business to make
money. If it wasn’t effective, they would-
n’t be doing it the way they’re doing it.”

They have a list of bad guys who will
tell you, it’s effective.

MOVER & SHAKER

We cooperate with the police as much as we can. In the process of
our job, if we come upon any crime, we make sure we report it.”

X
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The company now known as Libro Financial Group
had a six-decade history of success, a tremendous

package of services, a loyal contingent of customer-
owners, a unique relationship with small businesses
and agricultural enterprises — and a challenge.
The challenge was the corporate name, which for

57 years was St. Willibrord Credit Union. Jack Smit is
President and CEO, and a man with a deep
appreciation for the history of his company. He’s
quick to point to the outstanding successes achieved
since its founding; he’s a big proponent of the
advantages a credit union offers to its customer-
owners.
But while Libro looks with pride to its past, it is

also building an even stronger future, and the com-
pany opted for a modern brand while remaining a
credit union. It wasn’t a matter of leaving the past
behind; it was more a case of packaging a great prod-
uct in a more inclusive, contemporary name.
The transition to “Libro” took place in 2006, and

since then, the company has seen significant success.
Today, Libro has 15 full-service branches across
southwestern Ontario, including three in Kitchener-
Waterloo, and one in Stratford. Libro has 50,000 cus-
tomer-owners who in 2008 received $3.8 million in
profit returned to owners, one of the many unique
benefits of the credit union model.
Unlike some credit unions, membership in Libro is

not limited to members of a specific group, business
or church; members of Libro come from right across
the Canadian mosaic.
Libro is a full-service financial institution that is es-

pecially connected to small business.
“Fifty per cent of our business is small business and

agriculture,” says Jack. “Public perception of a credit
union may be skewed, but we do offer all the services
you need from your financial institution.”
Julie Langham is Libro’s Kitchener-Waterloo Re-

gional Manager. She points out that all those services
come with a big plus — the personal, local touch.
“Every branch has a local council, as representa-

tives of the customer base. It’s a unique way of hear-
ing from the people we serve,” says Julie.
“This should be good news for a small business

dealing with Libro, especially,” suggests Jack, “in
today’s environment.” Each branch has a dedicated
account manager who handles their own portfolio and
makes credit decisions. Julie notes, “This makes us a
little more flexible and creative.”
Jack elaborates, “Our approach is to look at the in-

dividual business; there are good managers and good
businesses in every sector.”
One guarantee that Libro will never “check with
Toronto” is the company doesn’t operate in that mar-
ket.
“Southwestern Ontario,” says Jack, “that’s our

market, the region we know and where there are
great opportunities.”
Julie feels Libro represents the perfect combina-

tion. “We have the local focus, with all the services
available to allow any company to operate on a na-
tional or international scale.”
It says a lot that Libro’s growth consistently be-

tween 10% and 15% a year for the last 15 years is
mainly organic growth built through references from
current owners, according to Jack. He adds, “We’re
very proud of the response we consistently receive on
our annual customer satisfaction survey; every year,
90 to 95% say they would recommend us to someone
else - and 40 to 45% already have.”
Libro has one branch in Stratford, one in Kitchener

(Williamsburg), and two in Waterloo (Beechwood and
Waterloo North). For more information, visit your
local branch or see www.libro.ca.

C O R P O R AT E P R O F I L E

LIBRO: a new name,
but six decades of service as a
full-service financial institution

Libro Account Managers (l-r) Kevin Morris, North
Waterloo; Jill Brush, Beechwood; and Steve
Lussier, Williamsburg

Beechwood
420 Erb St W
519-725-6060

North Waterloo
55 Northfield Dr E
519-744-1031

Williamsburg
1170 Fischer Hallman Rd
519-570-9955
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Elmira Stove Works is a company that has risen from the ashes, in
more ways that one. It began 33 years ago as a small company sup-

plying wood-burning stoves, initially to the Old Order Mennonite com-
munity. The family company grew exponentially, was sold... and sub-
sequently went bankrupt. But today, it has found new life.

President and owner Tom Hendrick says the origins of the business
lay in the demand for wood-burning stoves from the Old Order Men-
nonite community. Hendrick’s hardware store could not source
enough stoves or replacement parts for his customers, so in 1975,
Elmira Stove Works began production in a converted chicken barn,
producing 25 Findlay Oval Cookstoves for Mennonite customers.

Says Hendrick, “The so called ‘wood burning craze’ had just begun
and we were at its forefront. The press loved our fledging young com-
pany because we produced energy saving products at a time when
heating oil was a whopping 35 cents per gallon. We received so much
free press that we were backlogged for 18 months.”

He adds, “The nagging question was: how long will this trend last?”
Diversity seemed to be the answer. The company began marketing

wood burning fireplace inserts, built by Weber Fabricating of St.
Jacobs. Hendrick recently said, as he told his story as a featured family
business at a Centre for Family Business breakfast meeting, “The busi-
ness grew quickly. Dealers across Ontario wanted our products and
more of them.”

The company kept being forced to find larger quarters, and begin-
ning to manufacture their own fireplace inserts as well as wood burn-
ing stoves.

EXCHANGE STAFF

The Hendrick family is back in business with
Elmira Stove Works

STOVE COMPANY
HAS RISEN FROM
THE ASHES

FEATURE STORY

In 1975, Elmira Stove
Works began production
in a converted chicken
barn, producing 25
Findlay Oval Cookstoves
for Mennonite customers.

Tom, left and Brian Hendrick
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A major shift occurred when some
customers told the company they liked
the look of the appliances, but did not
want wood-burning stoves, so Elmira
Stove Works designed and built their first
electric model, and a year later, a gas
version. That led, says Hendrick, to “a
combination model, that could use wood,
coal or electric.”
By 1986 Elmira Stove dealers were in

almost every state and province. Says
Hendrick, with unusual candor, “Our
products that year were shown in the
Energy Saving House at the World’s Fair.
We were now big business, 120 employ-
ees selling over 10,000 units per year...
and all the headaches that go with big
business. We needed to consolidate four
buildings into one. That move took us to
Waterloo.”
He adds, “I was glad when two pur-

chasers came knocking on our door
wanting to buy Elmira Stove Works.” And

so, in 1987, the dream of many entrepre-
neurs came true, as Elmira Stove Works
was sold to a Canadian buyer. Hendrick is
succinct: “They hired a new president and

many new people. Within three years
Elmira Stove Works was in receivership.
The cookstove designs and dies were
sold to a new company called Heartland.
At 47 years of age, I was unemployed.”
Not for long: “I spent the next two

years designing, prototyping and having
new dies made to produce the ultimate
Country Range. Each range could be cus-
tomized. Customers could now pick the
features, options and style they wanted in
electric or gas. Our new line was now in
production and ready for some new mar-
keting expertise.” Tom’s son, Brian, “had
just finished a Sales and Marketing
course... and was ready for the chal-
lenge.”

Vice President Brian Hendrick adds,
“Our antique appliances were taking off
and we needed to focus on that side of
the business, so we stopped selling
woodstoves to dealers in 1992, but con-
tinued to sell them in our retail show-
room in Elmira until 2003... As our dealer
network grew, we began to add more
appliances to the product line, refrigera-
tors first, followed by wall ovens and
then microwaves.”
He says, “In 1999, we purchased a

25,000 sq. ft. vacant grocery store [in
Elmira]. We outgrew that and added
another 8,000 feet.”
Brian told CFFB members about their

unique approach: “New product develop-
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A major shift occurred when
some customers told the

company they liked the look of
the appliances, but did not
want wood-burning stoves.
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The Elmira Stove Works team, from left: Brian Hendrick, Vice President; Tom Hendrick, President and owner; Tony Dowling, Busi-
ness Development Manager
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ment is a unique process at Elmira Stove
Works. We talk about it. We convince
ourselves that somebody out there will
buy it! We look at the development costs.

We figure out how to build it. Then we go
for it! Market research is for large corpo-
rations, not small entrepreneurial folks
like us. Knock on wood – so far, duds are
nearly non-existent.”
He points to a specific example of this

kind of product development: “Question
was, what other niche product could we
build that complimented our existing
Antique product line? How about a 1950s
retro styled refrigerator? Seemed a little
off the wall, but we took a look. In 2001
we brought the Northstar Retro refrigera-
tor to market. We offered it in eight wild
and crazy colours like Flamingo Pink,
Mint Green, Robin’s Egg Blue and Candy
Red, which has turned out to be our num-
ber one seller. We also do any custom
colour you can dream up.
“We realized that customers wouldn’t

be satisfied with just a fridge; they would
want all of the appliances to match so we
began the design of a range and have
since added a hood, microwave and dish-
washer panel.”
Today, Elmira Stove Works has a team

of just over 20 people. All the company’s

appliances are hand-assembled to order,
and local suppliers cut, bend, weld, cast
and form parts. Says Brian Hendrick, “We
source nearly all components from North

America and many from our region.”
The product may be local, but the

clientele are not. Hendrick enjoys unveil-
ing a list of Elmira Stove Works clients
that includes Oprah, Barbara Streisand,
golfer Davis Love III,
actors Ted Danson
and Kirsty Alley. He
recalls one “memo-
rable phone call”
from President Jimmy
Carter.
“I got a page that

Jimmy Carter was
holding for me and I
laughed and thought,
‘Yeah, OK, there are
probably 100,000
Jimmy Carters in
North America’. Sure
enough it was the
one and only. He and
wife Rosalynn were
spear-heading a
restoration project in
their hometown of
Plains, Georgia and

felt that one of our retro refrigerators
would put the finishing touch on it.”
In 2005, the company built their cur-

rent, 46,000 sq. ft. facility in Elmira. Says
Brian, “Today we have 300 dealers in
North America and 15 independent reps.
We are focusing on growth, but as a
Canadian exporter with 75% of our busi-
ness going south of the border; there
have been challenges in the last 12
months.”
Business Development Manager Tony

Dowling told the group, “We opened a
company in early 2007 called Elmira
Direct. About six years ago, we opened a
couple of online dealers... This online
business was nice volume for us, and it
started to grow. We began to get the odd

FEATURE STORY
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New product development is a unique process at Elmira Stove
Works.We talk about it. We convince ourselves that somebody out
there will buy it! We look at the development costs.We figure out

how to build it. Then we go for it!”

An Elmira Stove Works employee puts the finishing polish on the refrigerator door of the North-
star line.

A.R. MILNE ELECTRIC LTD.
SINCE 1965

Safety Control & Safety Design Integration

CSA Electrical Control Panels

Complete Electrical Installations & Service

Pre-Start Health & Safety Reviews

Technical & Safety Training

Workplace Electrical Safety & Arc-Flash Solutions

Guarding & Lockout Controlled Entry Solutions

YYoouurr  CCoonnttrrooll  SSyysstteemm  SSppeecciiaalliissttss,,  IInnssttaallllaattiioonnss,,  SSeerrvviiccee  &&  TTrraaiinniinngg

““YYoouurr  OOnnee  SSttoopp  SShhoopp  ffoorr  SSaaffeettyy  SSoolluuttiioonnss””

606 Colby Dr. Waterloo  Tel: (519) 884-3721  Fax: (519) 888-0589  www.armilne.com
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call from a disgruntled dealer who
had lost a sale to an online dis-
counter.”

The company realized, he says,
that “The consumer would go into
the store, spend an hour with the
sales clerk, and go home to do
final measurements. When the
dealer called back a few days
later, the consumer would say
that they had found the appli-
ances cheaper online. You can
imagine how that went over with
a retailer who had $10,000 invest-
ed in our display and had just had
his sales clerk spend an hour try-

ing to sell our product.”
Adds Dowling, “By 2006: online sales

amounted to 15% of our business, but we
were getting calls from upset dealers on a

regular basis... [But] our competitors were
both selling through online dealers. We
didn’t want to stop online sales and give
our competition an unfair advantage.”

The answer was a creative compro-
mise. Dowling says, “We structured Elmi-

ra Direct to sell direct to consumers. That
gave us a level playing field with our
competition... Then we cut off all of our

“By 2006: online sales
amounted to 15% of our

business, but we were getting
calls from upset dealers on

a regular basis.”

FEATURE STORY

Elmira Antique range

Northstar retro refrigerator
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other online dealers. When a consumer
calls in, they can buy from us, but we tell
them who their local dealer is. This takes
away their fears about buying from
someone they’ve never heard of, and it
also allows them to go see the product.
After the sale, we give the local dealer
80% of their normal profit; we take the
order, we absorb the credit card charge,
we ship the product right to the con-
sumer. It’s totally hands-off for the deal-
er, but they get almost all of their normal
profit.”

Dowling added, “Here are the results:
Elmira Direct will account for 20% of our
2008 sales; that more than replaces what
we lost from all of those online retailers.
Our dealers love the program. Our direct
sales program has actually become a
selling point for new dealers.

“Elmira Direct allows us to sell to con-
sumers in areas where we have no deal-
er... at full retail price! When you average
it out, we’re able to give our dealers
some really good money, but we’re mak-
ing almost 10% more gross margin on
our online sales.”

Elmira Stove Works’ on-line catalogue
may suggest that the company’s products
are innovative appliances, but their cor-
porate story suggests their real strength
is simply innovation. From its earliest
days serving a niche market, through a
devastating corporate upheaval, to its
resurrection as a company completely in
tune with the complexities of today’s
market, Elmira Stove Works is again a
hot commodity.

FEATURE STORY

X

Elmira Stove Works employee assembling an Antique range.

THERE’S
STILL TIME!

Advertising space deadline
for the June 2009 issue
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Call John Hobin today
519-886-0298

Do
wn

lo
ad

pr
ev
io
us

is
su
e
at
:

ww
ww
ww..
eexx
cchh
aann
ggee
mm
aagg
aazz
iinn
ee..
ccoo
mm

MAGAZINE FOR BUSINESS & ENTREPRENEURS 

PH
OT

OG
RA

PH
Y:

 E
XC

HA
NG

E 
M

AG
AZ

IN
E

Exch-May09_pgs14-27:Exch-pgs14-27  3/27/09  11:26 AM  Page 27



FROM THE GROUND UP

BIG LESSONS FROM THE
SMALL GUYS
The value of going to work each day, building a business a customer
at a time, of getting out of your work what you put into it and more

Ihave been working on a project with my friend Karl
Kessler called “Hands On: Matters of Uncommon

Knowledge”. Over the course of the last year, we have
been interviewing, photographing and documenting
“holdouts” in Waterloo Region and their vanishing
trades, professions and traditions. These are not the

typical profiles of people and businesses you will see
gracing the covers of business magazines, they are not
the standouts of our emerging hi-tech industries, nor
are they international players in the new global econo-
my. No, these are people – men and women who work
at a craft, a trade, an organization or a business in

fields that are decidedly not as glamorous or as sexy as
Wall Street hedge fund managers, Bay Street lawyers,
international bankers, media moguls, tech titans or
other high flying, high rolling jet setters.

These are people who have put a large part of their
working life into a craft, a field, a business, or a cause
with a kind of quiet commitment, dedication and pas-
sion that I think we can learn much from, especially in
these challenging economic times. Some of the people
we interviewed have survived through hard times and
enjoyed high times, but through it all they’ve persisted
and some are now the last survivors in fields and busi-

nesses that once flourished and could have been found
almost everywhere.

So far, we’ve interviewed a felt maker, a felt factory
owner, a ship model builder, a wood plane tool maker,
a fragrance store owner, a bed and mattress maker, a
feed mixer at a mill, a general store owner, a furrier, a

These are people who have put a large part of their working life
into a craft, a field, a business, or a cause with a kind of quiet commitment,

dedication and passion.

SUNSHINE CHEN is president
of Urban Imagination &
Design Co. e-mail:
sunshine@uimagine.ca.

by SUNSHINE CHEN

Since 1951, Schiedel Construction
Incorporated has provided Design
and Construction for Industrial, Com-
mercial, and Institutional
buildings. It is our continued
commitment to work persistently
and diligently to provide the
highest degree of professional
construction services possible. You
can count on Schiedel Construction
for Quality, Value and Performance
on your project.

COMMITMENT

405 Queen Street West
Cambridge, Ontario N3C 1G6
(519) 658-9317
www.schiedelconst.com
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watch maker, a glove maker, a women’s
group organizer, a small farm operator
and a shoe maker.

Not only have they shared great sto-
ries; but they’ve also shared the lessons,
observations and insights that they have
gleaned from a lifetime of work.

“It’s an art. Fixing shoes is not so sim-
ple. You have to know how to make them
first, to see what’s involved ... to see how
things are put together. To learn that first
before you know what’s wrong... . And
professional people would call you a pro-
fessional... . The more you know about
any life, or any thing, the more you
respect it.” -Louis Pfeifer

“The machine does not necessarily
mean it’s faster than cutting it by hand.
Sometimes it can be slower. But it’s easier.”

-Ken Metzger
“Who wants to work in the fur busi-

ness now? ... Now we are the only one –
because we are the best. It is most impor-
tant for everybody to work together. It is
the most important. I can say my boss is
really good and understanding... When
you have a small business, you are work-
ing together.” -Ludovika Berta

“There’s too much pressure from the
city for expansion. The point is the price
of land – four, five thousand, up to eight

thousand dollars an acre. There is no
farm, there is no agricultural activity
whatsoever that can pay eight thousand
bucks an acre. Greenhouses, maybe.
There’s just no way you could site a
viable farm here, the price of land is too
high. It’s way too high. You could never
justify a hundred acres – there’s no way
you could grow enough crop.” -Jeff Stager

“I don’t believe in retirement. Not in a
family business... . I enjoy it. I don’t feel
it’s work.” -John Rumpel

“People have got to stop buying with
their eyes and buy with their head.”

-Karen McLean
“To me, the enjoyment is in the doing,

not the keeping.” -David Antscherl
They also told us about the impact off-

shore manufacturing has had on our local
factories, the decline of our local down-
towns, the declining quality of the goods
we buy, our ever decreasing standards for
quality products as we demand cheaper
and cheaper prices, and a host of other
things.

But more than what they told us, were
the lessons that they showed us through
their working life – about the value of
going to work each and every day, build-
ing a business a customer at a time, of
getting out of your work what you put

into it, of finding new opportunities to
survive hard times, of knowing the value
of your product, the value of a your work,
the value of your customers’ needs, and
the value of a dollar.

Pretty good lessons, I’d say, in light of
news images of bank and auto industry
CEOs lining up with hands outstretched

looking for tax dollars and government
bailouts, or billionaire financiers making
off with their clients’ money, and reports
of grim economic times ahead.

“Hands On: Matters of Uncommon
Knowledge” will be featured in an exhibi-
tion of profiles and portraits at the Rotun-
da Gallery at Kitchener City Hall in
November 2009. For more information
on this exhibition call 519-747-5139 or
e-mail info@photomemory.on.ca.

Not only have they
shared great stories; but

they’ve also shared the lessons,
observations and insights that

they have gleaned from a
lifetime of work.

X
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GOOD GOVERNANCE

NEW GOVERNANCE GUIDELINES?
CSA proposes changes to corporate governances regime

JOHN DINNER, president of
John T. Dinner Board Gover-
nance Services, works with
boards of directors across all
sectors to help them improve
the effectiveness with which
they carry out their oversight
accountabilities; e-mail,
john@boardgovernance.ca

by JOHN T. DINNER The Canadian Securities Administrators (CSA)
announced this past December that they are propos-

ing amendments to their corporate governance regime.
These amendments have been published with a view
to soliciting input from key stakeholder groups. The
new guidelines only apply to publicly traded compa-
nies, but will be helpful to any organization that is
wanting to keep ahead of the governance evolution
curve.

In its public documents, the CSA states that the pro-
posed changes are intended to provide greater trans-
parency of corporate governance practices to
investors, to provide guidance to companies on corpo-
rate governance expectations and to provide a frame-
work for establishing and maintaining strong, effective
and independent audit committees. The changes tend
to be more evolutionary by building on existing gover-
nance guidelines that have been developed and refined
since the Toronto Stock Exchange first introduced a
formal governance approach in 1993. They are intend-
ed to replace the current guidelines which were for-
malized in April 2005. The review is a recognition that
corporate governance continues to evolve and there-

fore requires periodic reviews to ensure they remain
relevant and responsive to investor needs and expecta-
tions as well as developments in other jurisdictions.

Relative to current guidelines, the proposed gover-
nance policy changes are more principles-based with a
broader scope than those they are replacing. While the
current policy contains a list of specific corporate gov-
ernance guidelines that prescribe governance prac-
tices, the proposed policy contains nine broad corpo-

rate governance principles. Commentary accompany-
ing each principles provides clarifying explanation
along with examples of corporate governance prac-
tices that can be used to achieve the objectives of the
principles. The new policies are intended to provide
greater flexibility, or perceived flexibility, to issuers and
their boards of directors; improve the quality of disclo-
sure of corporate governance practices provided to
investors; and better align with international standards
while taking into account the realities of Canada’s cap-
ital markets.

The existing CSA governance policy establishes
guidelines grouped under nine main topics. While
these guidelines are not mandatory, because compa-

The review is a recognition that corporate governance
continues to evolve and therefore requires periodic reviews.
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GOOD GOVERNANCE

nies have had to follow a “comply or
explain” disclosure regime, some market
participants perceived them as prescriptive.

The proposed governance policy
establishes nine core corporate gover-
nance principles that apply to all issuers
(i.e., both venture and non-venture
issuers). Each principle is accompanied

by commentary that provides relevant
background and explanation, along with
examples of practices that could achieve
its objectives.

These examples are not intended cre-
ate obligatory practices or minimum
requirements, as the proposed policy
explicitly recognizes that corporate gov-
ernance practices of issuers may differ
from these examples but be equally good
practices provided they achieve the
objectives of the articulated principles.

The proposed policy does not purport
to establish minimum standards or “best
practices”. Rather, it establishes nine
principles that a board should consider
and in respect of which disclosure is
required. The nine core corporate gover-
nance principles are:
Principle 1

Create a framework for oversight and
accountability: An issuer should establish
the respective roles and responsibilities
of the board and executive officers.
Principle 2

Structure the board to add value: The
board should be made up of directors
that will contribute to its effectiveness.
Principle 3

Attract and retain effective directors: A
board should have processes to examine
its membership to ensure that directors,
individually and collectively, have the nec-
essary competencies and other attributes.
Principle 4

Continuously strive to improve the
board’s performance: A board should
have processes to improve its perform-
ance and that of its committees, if any,
and individual directors.
Principle 5

Promote integrity: An issuer should
actively promote ethical and responsible

behavior and decision-making.
Principle 6

Recognize and manage conflicts of
interest: An issuer should establish a
sound system of oversight and manage-
ment of actual and potential conflicts of
interest.
Principle 7

Recognize and manage risk: An issuer
should establish a sound framework of
risk oversight and management.
Principle 8

Compensate appropriately: An issuer
should ensure that compensation policies
align with the best interests of the issuer.
Principle 9

Engage effectively with shareholders:
The board should endeavor to stay
informed of shareholders’ views through
the shareholder meeting process as well
as through ongoing dialogue.

Principles 6, 7, and 9 are not expressly
addressed in the current governance
regime and deserve special attention by
boards and their organizations.

No implementation date has been
established. However, it is expected that
companies must comply with these
changes within six months of their for-
mal introduction, presumably later this
year.

The proposed policy
establishes nine principles

that a board should consider
and in respect of which
disclosure is required.

X
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ness is sold: where do you want to live; charitable gifts
you’d like to make; other business pursuits; and what
your desired lifestyle will cost.

Once you’ve had a chance to think about these
things, make a wish list of what you really want, what
will make you truly happy. Not just items, but lifelong
goals.

With these goals identified, the assets should now be
divided into short-term and long-term needs.

Short-term needs refer to any goal (other than cur-
rent income) that will need to be funded within five
years: gifts, large purchases, private business invest-

ments, etc. Long-term needs are any goal with a time
horizon longer than five-years. Normally this will sim-
ply be family income requirements and long-term
wealth creation.

Money required to fund short-term goals should
simply be invested in bonds or GICs that have a maturi-
ty date, as closely as possible, that coincides with the
timing of the purchase. If the timing is unknown, such
as for possible private business investment, simply
continue to roll the money over in short-term invest-
ments or hold it in a money market fund.

If all goes well, every entrepreneur eventually comes
to the day when it’s time to sell the business. It may

be to a family member, third-party or the general pub-
lic. However, regardless of the purchaser, once the
transaction is complete and the company’s value (or
part thereof) has been monetized, the challenge is to
make the most of the proceeds in order to provide for
the family’s lifestyle and goals going forward.

Managing the proceeds effectively means, at the
least, that current and lifetime tax is minimized, estate
goals are addressed and, most importantly, a sustain-
able income strategy is developed.

It is this last point, a sustainable income, which nor-
mally causes the most anxiety. This is natural, seeing
as the family’s long-time source of income is now
gone. It’s even more understandable considering that
the business was tangible to the owner, understood,
and controllable. An investment portfolio doesn’t offer
that same level of comfort; although it can come close
if addressed properly.

The first step to investing the assets from a sale is to
think about what you want to do now that the busi-

Managing the proceeds effectively means, at the least, that current and lifetime
tax is minimized, estate goals are addressed and, most importantly, a sustainable

income strategy is developed.

FROM ENTREPRENEUR TO
INVESTOR
Managing the proceeds from the sale of a family business

DANIEL GIRARD CFP, FMA is an
Investment Advisor with CIBC
Wood Gundy in Waterloo.
The views of Daniel Girard
do not necessarily reflect
those of CIBCWorld Markets
Inc. CIBCWood Gundy is a
division of CIBCWorld Mar-
kets Inc., a subsidiary of
CIBC and member CIPF.

by DANIEL E. GIRARD

WEALTH MANAGEMENT
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“The Canadian automotive service industry
changes on a daily basis. This is also true for
how the consumer expects to be treated.
You should expect more.” – Uli Furtmair.

At Furtmair Auto Services we are the service
professionals. We meet the highest customer
service standards. Our company won the Bosch-
Jetronic-Cup, finishing first among all service cen-
ters in North America. This demonstrates our
ability to satisfy our customers.

This is what you can expect from us:
Our objectives:
• To maintain your Original

Factory Warranty
• To maintain your car’s authenticity

using Bosch OEM parts
Our features:
• International Award-winning expertise
• Top-notch servicing using the latest

diagnostic equipment
• Helpful advice from professionals with the

most up-to-date skills and training

Our benefits:
• A written International Warranty
• Reasonable service rates
• Customer-focused service

519 576-9972
51 Bridge Street East, Kitchener

FURTMAIR AUTO SERVICES INC.
In Business Since 1987 To Serve YOU

Important message to all

Audi, BMW, Mercedes, Porsche,
and VW owners.

WEBSITE: www.furtmair.com
E-MAIL: fast@furtmair.com
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WEALTH MANAGEMENT

The long-term assets, which typically
make up the bulk of the family’s
investable funds, need to be addressed
more methodically. These assets are to
provide for the family’s income needs for
the rest of their lives, as well as for any
multi-generational goals.

When investing these funds, the fami-
ly’s other long-term investments – RRSPs,
RRIFs, etc. – should be included in this
strategy as they, combined. form the total

long-term portfolio. An overall investment
strategy should then be developed to pro-
vide a targeted rate of return that is in line
with the family’s income needs and risk
tolerance.

This portfolio should have one-year’s
worth of income requirements invested in
a zero-volatility money market investment
and four year’s income need invested in
high-quality bonds (or GICs). This guaran-
tees that no matter what happens in the
capital markets, the growth portion of the
portfolio has at least five years to recover
from any setbacks.

On a monthly basis, money should be
transferred from the money market
account to your bank to provide for living
expenses and lifestyle costs. At the end of

the year, when the money market is
drained, a review of the portfolio can be
done and the money market account re-
filled by selling portions of the best per-
forming investments from the previous
year – ensuring that investments are
always being sold at a gain.

Selling a business is always a time-con-

suming, emotionally filled endeavour.
However, as the dust settles and the pro-
ceeds from a lifetime of hard work are in
hand, how those assets are handled can
have a substantial impact on the family’s
post-business lifestyle and long-term
wealth. It makes good sense to take some
time to ensure they’re addressed wisely.

Once you’ve had a chance to
think about these things, make a
wish list of what you really want,
what will make you truly happy.
Not just items, but lifelong goals.

X

• Municipal Engineering
• Land Development
• Water & Wastewater Treatment

• Environmental Assessments/Studies
• Water Resources Engineering
• Hydrogeology

• Structural Engineering
• Drainage Engineering
• Engineering Surveys

www.gamsby.com

Your hometown resource for

GUELPH
519.824.8150

KITCHENER
519.748.1440

LISTOWEL
519.291.9339

OWEN SOUND
519.376.1805

peop le eng ineer ing env i ronments
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BUSINESS & THE LAW

new billing platform introduced by Bell Mobility,
changes in her major client’s purchasing practices, and
a business loss during a tendering process, for which
Ms. Piresferreira was not responsible.

Ms. Piresferreira reported to a Mr. Ayotte who was
described as an aggressive manager who regularly
yelled at his employees in an effort to motivate them.
In 2004 Mr. Ayotte became more verbally abusive with

everyone in the Ottawa Bell Mobility office, but partic-
ularly with Ms. Piresferreira. Industry Canada was one
of Ms. Piresferreira’s major clients. In the spring of
2005 Ms. Piresferreira learned that the Blackberry’s
used by many civil servants in Ministers’ offices, for
which Bell Mobility were supplying the lines, were not
functioning in Washington. Eventually Bell Mobility
arranged for technical staff from Research in Motion to
become involved. A meeting was scheduled in Ottawa
for May 12 and 13, 2005 to meet with any clients who
were having problems. Despite Ms. Piresferreira’s
efforts, she was unable to arrange for her client to be
available for the meetings that had been scheduled.
When Ms. Piresferreira advised Mr. Ayotte of this, he

Afew issues ago I wrote on the decision of the
Supreme Court of Canada in Keays v. Honda Canada

Inc., a case which many felt signalled a trend of mov-
ing back towards more employer favourable decisions
and in particular the disinclination in wrongful dis-
missal actions of awarding additional compensatory or
special damages aside from the basic employer obliga-
tion to provide notice or payment in lieu of notice.

The recent Ontario Court decision of Piresferreira v.
Ayotte may call that into question. Marta Piresferreira
was an account manager, responsible for sales of a
particular client base in the Ottawa Bell Mobility office.
Ms. Piresferreira was employed from 1996 to May,
2005, when she went off on sick leave after an alterca-
tion with her manager.

From 1996 to 2003 (with the exception of 2000), Ms.
Piresferreira received excellent performance reviews.
She achieved and exceeded her targets and was
rewarded with bonuses and trips. Ms. Piresferreira
began to encounter some issues with respect to her
performance in 2004 and 2005, in part as a result of a

Ms. Piresferreira sued for constructive dismissal, assault and battery,
intentional and negligent infliction of emotional distress, mental suffering, and

other various damages.

HALF-MILLION DOLLAR
DAMAGES TO EMPLOYEE
Threats and intimidation are dangerous motivational devices

MELANIE REIST is a civil litiga-
tion lawyer and a partner in
the Kitchener firm of Charles
Morrison & Melanie Reist.

by MELANIE REIST
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became extremely angry. He yelled and
swore at her, saying that she did not
know what she was doing and that she
was not doing her job.

Later in the day when Ms. Piresferreira
was coming out of the elevator she ran
into Mr. Ayotte. Mr. Ayotte starting yelling
at her again, and saying that she was not
doing her job and in particular “you don’t
know what the fuck you are talking
about”. Ms. Piresferreira tried to show
him proof that she had done everything
that she could and wanted to show him
some email communication in her
defense. Mr. Ayotte kept walking and
telling her that he was not interested and
did not want to see her email. Ms. Pires-
ferreira persisted. At one point Ms. Pires-
ferreira attempted to show Mr. Ayotte an
e-mail on her Blackberry and asked him
to have the decency to look at it. She held
the Blackberry out to him. Mr. Ayotte
pushed Ms. Piresferreira on her left
shoulder telling her to get away from
him. The push forced her back approxi-
mately one foot. He yelled at her to get
the hell out of his office.

After the incident on May 12, 2005 Mr.
Ayotte prepared a personal improvement
plan (PIP) in regard to Ms. Piresferreira.

The trial judge ultimately found that
Mr. Ayotte chose the strategy of preparing
a PIP as a way of warding off any com-
plaint that she might otherwise make
considering his behaviour that day.

Ms. Piresferreira expected Mr. Ayotte
to apologize, instead, she was brought
into a meeting room and presented with
the PIP. On May 20, 2005 Ms. Piresferreira
lodged a formal complaint against Mr.
Ayotte. On May 24, 2005, Ms. Piresfer-
reira was brought into a room. She was
told that the complaint had been investi-
gated and the matter was closed and that
an appointment would be scheduled to
review the PIP. Pursuant to the PIP Ms.
Piresferreira would have been required to
report to Mr. Ayotte daily and meet with
him twice a week. He was the person
who would be monitoring her perform-
ance. If her performance did not improve,
her employment could be terminated. Ms.
Piresferreira felt completely betrayed. Ms.
Piresferreira went on sick leave and was
treated for a variety of health issues
including anxiety, depression and post-
traumatic stress disorder. She never
returned to Bell Mobility

Ms. Piresferreira sued for constructive
dismissal, assault and battery, intentional
and negligent infliction of emotional dis-
tress, mental suffering, and other various
damages.

To succeed in her claim Ms. Piresfer-
reira had to establish that:
1.Ayotte/Bell Mobility owed her a duty of
care;

2.The behaviour of Ayotte/Bell Mobility
breached the applicable standard of
care;

3.Ms. Piresferreira sustained damages in
the nature of a visible and provable ill-
ness; and;

4.The damage was caused by Ayotte and
Bell Mobility’s breach.

The trial judge found in favour of Ms.
Piresferreira and awarded the sum of
$500,955.00 representing damages for
assault and battery and past and future
loss of income ($450,832.00 for loss of
income and $45,000.00 for assault).

These damages were awarded to Ms.
Piresferreira, notwithstanding the fact
that Bell Mobility issued a disciplinary let-

ter to Mr. Ayotte and advised Ms. Pires-
ferreira that if she returned to work she
would be placed in a position that would
not require her to work with Mr. Ayotte.

This is a significant award and pro-
vides some significant comments and
scrutiny from the Bench on what is still
often the conduct of supervisors to use
threats and intimidating behaviour to
motivate employees. To date there has
not been much in the way of jurispru-
dence outside of the constructive dis-

missal world to address these kinds of
management practices.

With this significant decision, more
employees who are faced with this type
of management or supervisory behaviour,
may seek to bring their actions framed in
what is known as a tort (wrongful act) as
opposed to wrongful/constructive dis-
missal which is framed in contract.

BUSINESS & THE LAW

Mr. Ayotte pushed Ms. Piresferreira on her left shoulder
telling her to get away from him... He yelled at her to get the hell

out of his office.

X
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rows $10 from a lender and the lender later accepts $8
from the debtor in complete satisfaction of the debt,
the debtor realizes $2 of debt forgiveness income.
Much to the surprise of certain debtors, debt forgive-
ness income is generally taxable.

As demonstrated in the above example, a debt need
not be completely forgiven to generate debt forgive-
ness income. Moreover, a significant modification of
the debt can have the same effect. A modification can

be considered significant if˜based on all the facts and
circumstances – the legal rights or obligations being
changed and the degree to which they are being
changed are economically significant. Objective tests
are used to determine significance for certain areas:
change in yield, change in timing of payments, change
in obligor or security, and change in the nature of the
instrument.

Basically, a significant modification of debt can be
treated as a debt-for-debt exchange. For purposes of
determining debt forgiveness income, the debtor is

The “credit crunch” has had far-reaching effects on
the economy. We see it in the “for sale” signs in our

neighbourhoods and in the reduction in stock prices.
As the debt crisis extends its reach, many borrowers
face an increasing need to seek debt relief, while some
lenders have adopted an increasingly lenient attitude
toward their debtors. As a result, the restructuring of
the terms of debt or even its outright forgiveness has
become far more commonplace.

An often overlooked facet of debt modification is
the income tax implications thereof. Taxpayers who
renegotiate the terms of a debt obligation can trigger a
tax liability. This article briefly surveys the tax land-
scape facing taxpayers who incur cancellation of
indebtedness or debt forgiveness income.

The Rule
Under both Canadian and US tax laws, relief of a

debt obligation is generally considered to be debt for-
giveness income to the debtor. Assuming a debtor bor-

There are exceptions to the debt forgiveness income rules.
Debt forgiveness income may not give rise to immediate taxable

income in all situations.

HAVE YOU MODIFIED YOUR
DEBT LATELY?
Debt forgiveness income is generally taxable

NOREEN MARCHAND LL.B, MBA,
is Partner, Southwestern On-
tario Region Cross Border
Tax Services, KPMG LLP,Wa-
terloo; email - nmarc-
hand@kpmg.ca. The views
and opinions expressed
herein are those of the au-
thor and do not necessarily
represent the views and
opinions of KPMG LLP. The
information contained
herein is of a general nature
and is not intended to ad-
dress the circumstances of
any particular individual or
entity.

by NOREEN MARCHAND

TAX MATTERS

Exch-May09_pgs28-38:Exch-pages-27-39  3/27/09  11:31 AM  Page 37



38 | w w w . e x c h a n g e m a g a z i n e . c o m

treated as having satisfied the old debt
(the debt before the significant modifica-
tion) with an amount of money equal to
the issue price of the new debt (the debt
after the significant modification), which
may or may not give rise to debt forgive-
ness income.

Likewise, the settlement of debt in
exchange for shares or other securities
can result in debt forgiveness income.
Consider the following example: a corpo-
rate debtor borrows $10 from a lender
and the lender later accepts corporate

stock in settlement of the debt. Assume
that the adjusted issue price of the debt at
the time of the modification is $10 and
the fair market value of the corporate
stock is $7. The corporate debtor is treat-
ed as satisfying the old debt of $10 with
the corporate stock, which has a value of
$7. Thus, the corporate debtor realizes $3
in debt forgiveness income.

Application of debt forgiveness income
rules can appear punitive and taxpayers
may believe they have been relieved of an

obligation they may have not been able to
satisfy, yet that forgiveness may give rise
to another obligation – a tax liability.

The Exceptions
Like many tax rules, there are excep-

tions to the debt forgiveness income
rules. Debt forgiveness income may not
give rise to immediate taxable income in
all situations. Rather, taxpayers may have
to reduce tax attributes instead, which
means they may have to reduce those
that they could otherwise use, such as

loss carryforwards, tax credit carryfor-
wards, or tax basis of depreciable assets,
to shelter the debt forgiveness income.
As such, although taxpayers may have
immediate relief from debt forgiveness
income, the reduction of tax attributes
may result in a tax cost at some point in
the future.

Who Is Subject to the Debt Forgiveness
Rules?

The short answer to this question is,

“everyone,” which includes John Smith
down the street negotiating the mortgage
on his rental property, all the way to a
publicly traded corporation restructuring
its bonds.

In Summary
Because each case of forgiveness or

modification of debt is unique, each
should be individually evaluated from a
tax perspective. Judgment of what consti-
tutes debt forgiveness income may be
both a quantitative and qualitative deter-

mination. A taxpayer should evaluate the
possible tax implications of the various
courses of action before making a deci-
sion regarding a debt obligation.

If you are contemplating modifying
any of your current debt obligations, you
should speak with your tax adviser; there
may be structuring alternatives that pre-
vent the recognition of debt forgiveness
income. Relief from a burden is always to
be celebrated, but you should first make
sure you can afford the remedy.

Relief from a burden is always to be celebrated, but you should first make sure you can afford the remedy.

X

TAX MATTERS
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BRIAN BANKS has joined Nutrition in
Learning as the Community Develop-
ment Worker. Banks is a Kitchener native
and has been involved in the Waterloo
Region community for over 25 years in
various roles for both for-profit and non-
profit organiza-
tions. He brings
along with him
extensive expe-
rience with mar-
keting, event
management ,
communications
and relationship
building with both public organizations
and business community.
“I look forward to working with the

dedicated Nutrition for Learning staff,
community partners, donors and volun-
teers to ensure that every student in
Waterloo Region goes to school well
nourished,” said Banks.

GRAND RIVER FOODS, with operations in
Cambridge, Paris and Beamsville Ontario,
has been named one of Canada’s 50
Best Managed Companies. Canada’s
50 Best Managed Companies is a leading
national business awards program recog-
nizing excellence in Canadian-owned
and managed companies with revenues
over $10 million. Sponsored by Deloitte,
CIBC Commercial Banking, National
Post and Queen’s School of Business,
hundreds of Canadian companies are
judged by a rigorous and independent
process that evaluates the calibre of their
management abilities and practices.
Craig Richardson, President of Grand

River Foods. commented, “To win this

THE CANADIAN SPACE AGENCY has announced the top 16 candidates in the
National Astronaut Recruitment Campaign, including two with

strong ties to the University of Guelph. Matt Bamsey, a PhD can-
didate working on life-support systems that will enable future space
travellers to grow plants for food in extreme environments, and
Ryan Hunter, a two-time U of G graduate now doing post-doctoral
research at the Massachusetts Institute of Technology, were
introduced along with 14 others competing for just two positions in
Canada’s astronaut corps.
“The top 16 candidates in the National Astronaut Recruitment

Campaign represent an incredibly accomplished, well-rounded and
diverse group of Canadians,” said CSA president and former astro-
naut Steve MacLean.
Hunter, of Mississauga, completed a B.Sc. in microbiology at U of

G in 2000 and his PhD in 2007. He is currently working on a post-
doctoral fellowship from the Canadian Cystic Fibrosis Foundation at
MIT, where he is also part of a NASA-funded study on microbiology.
His research focuses on the origins of life on Earth and the interac-
tion between living organisms and their environment.

Bamsey was raised in Guelph but completed degrees in aerospace engineering at
Carleton and the University of Colorado prior to doctoral studies at U of G. He
divides his time between Guelph, where he is completing his PhD in environmental biol-
ogy with Prof. Mike Dixon, and Montreal, where he is a researcher with the CSA’s
space science – planetary exploration division.
Two will be chosen from the final 16 to join Canada’s astronaut corps this month.

They may one day represent Canada in future space exploration missions, including
long-duration spaceflights on the International Space Station.

Matt Bamsey

Ryan Hunter
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The WRSBC recognized the support provided by provincial and
municipal partners: (l-r) WRSBC Chair Paul Eichinger; Pat Rut-
ter, Economic Development Officer Waterloo; Karl Kiefer, Cam-
bridge City Councillor; Kathy Weiss, Manager,WRSBC; Paul
Homer, Regional Administrator, Province of Ontario; Christina
Weylie, City of Kitchener Councillor. For more information on the
WRSBC, visit www.waterlooregionsmallbusiness.com.

Brian Banks

EMBEE
OFFICE
SUITES

EMBEE
OFFICE
SUITES

You Drive the Business, WE’LL RUN THE OFFICE
Whether you’re an entrepreneur looking for shared office facilities, a professional

looking for an effective work environment, a company looking for a presence in KW or a
road warrior looking for boardroom services... WE CAN MEET YOUR BUSINESS NEEDS.

30 Duke Street West, 10th Floor Kitchener, Ontario
519.957.9700 info@royalexec.com

405 King Street North Waterloo, Ontario
519.342.8363 info@embeesuites.com

� Short/Long Term Rental
� Boardroom Rentals
� Virtual Identity Packages
� High-Speed Internet
� Flexible Lease Terms
� Administrative Support Services
� Group Health plan
� Prestigious Address
� Free Faxing
� A-la-carte Services

For over 10 years we have been
helping companies find a space that suits
their needs. Call to find out how we can

help your business grow.

WATERCOOLER

The Waterloo Small Business Centre celebrated its 10 year
anniversary early in March with a recognition event to thank
partners and supporters for a successful decade. Accepting
awards for partner support are (l-r) Steve Wagler, Josslin Insur-
ance Brokers Limited; Susan Martin-Perrin, Miller Thomson LLP;
Kathy Weiss, Manager,Waterloo Region Small Business Centre
(WRSBC); Valerie Healy, Manager Business TD Canada Trust;
John Tully, President Michelin Development Inc.; and WRSBC
Chair Paul Eichinger.
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prestigious award is an honour for our
company and is a tribute to the accom-
plishments of our leaders, managers and
over 500 employees of Grand River
Foods.”

THE COMMUNITY OF NEW HAMBURG and area ral-
lied in impressive fashion to assist the
victims of the December, 2008 Nith River
flood. The New Hamburg Flood Relief
Fund committee, formed as a joint effort
of the New Hamburg Board of Trade
and churches of New Hamburg and area,
raised just over $60,000 for the relief
effort. All of the donated funds are being
distributed to families that were victims
of the severe flooding.

The mandate of the flood fund was to
assist residents to replace essential items
that were not covered by insurance. This
included furnaces, hot water heaters and
electrical panels. Funds were also given
to assist in mold treatment.

Board of Trade President Paul
Knowles, also editor of Exchange said,
"We should all be very proud of our com-
munity. Our churches, our community
groups, businesses and residents have all
made a major contribution toward mak-
ing life a bit easier for our neighbours
who suffered such devastating losses in
the December flood."

The money is being distributed to
those victims who applied for assistance.
Said Knowles, “This very successful effort
was intended to meet needs created by
an unusually challenging flood, the worst
in many decades.”

TOYOTA CANADA AND HOME HARDWARE STORES LIMITED
have announced a new multi-year busi-
ness relationship, making Toyota the offi-

cial vehicle of Home Hardware and Home
Hardware the official home improvement
retailer of Toyota. As a result of this new
relationship, the companies both known
for their quality, value and customer serv-
ice levels will work together on market-
ing promotions in stores, at trade shows
and in promotional materials.

“As our two companies prepare to cel-
ebrate 45 years of business in Canada,
we’re pleased to work with Home Hard-
ware to showcase Toyota vehicles to
hard-working Canadians,” noted
Stephen Beatty, Managing Director of
Toyota Canada
Inc. “In neigh-
bourhoods from
coast to coast,
Toyota dealers
and Home Hard-
ware dealers are
very active in
their communi-
ties and we
intend to build on these thousands of
local relationships to bring our brands to
more Canadians.”

Said Jack Baillie, Director of Market-
ing, Home Hardware Stores, “We look
forward to working together to explore
new opportunities through our networks
and dedication to corporate social
responsibility, such as our shared com-
mitment to Special Olympics Canada.”

TOM HENDERSON, owner of ProScape
Land Design & Construction and full
time student at Wilfrid Laurier University,
has been named one of three Ontario
Student Entrepreneur Provincial Champi-
ons by national charitable organization,
Advancing Canadian Entrepreneur-
ship, ACE, and program supporter, CIBC.

Since 2003, Tom, a Business student,
has owned and operated ProScape Land
Design & Construction, designing and
building outdoor
living spaces
such as com-
plete site design,
i n t e r l o c k i n g ,
flagstone, plant
installation, and
landscape out-
door lighting.
Weekly lawn
and garden maintenance services are
also offered to all clients. His passion for
designing and building landscape has
allowed him to provide quality outdoor
living spaces to all his customers.

Operating ProScape Land Design &

Construction has provided Tom with the
opportunity to increase his gross rev-
enues by over 178% in the Summer of
2008; hire five full-time and two part-time
workers in the Summer of 2008; and re-
invest almost all of his earnings back into
his business to acquire three trucks, one
heavy dump trailer and multiple
machines and tools.

WILFRID LAURIER UNIVERSITY student Matt
Inglot was selected as one of six finalists
from universities across Canada to com-
pete for the national Wes Nicol Entre-
preneurial Award in Ottawa in late
March. Inglot competed in the Laurier
Entrepreneurship Challenge to earn a
shot at the national award. His business,
Tilted Pixel (www.tiltedpixel.com),
offers comprehensive website services
specifically designed to meet the business
goals of clients.

Said Inglot, a fourth-year business and
computer science student. “The recogni-
tion and opportunity from the Entrepre-
neurship Challenge is energizing at a
time when we are tackling exciting chal-
lenges such as seeking out larger office
space and doubling the size of our pres-
ent team – all while making sure I can
finish my degrees.”

COVARITY INC., A LEADING commercial loan
portfolio management software provider,
has announced the appointment of
James Lam to the company’s Board of
Directors. The appointment provides
Covarity with added experience and
insight to adapt their software to meet
the specific needs of US banks that are
currently dealing with increasing regula-

• Corporate Parties

• Seminars

• Client Meetings

• 5 Dining Rooms

• Catering

• Lunch & Dinner
Features

• Famous Sunday
Brunch

• Gift Certificates

17 Huron Street New Hamburg, ON
www.waterlot.com 519-662-2020

Stephen Beatty

Tom Henderson

The Grand Valley Construction Association recognized KW Cor-
nerstone, a firm celebrating 53 years in business, as recipi-
ent of the 2009 AON Business Heritage Tribute for their con-
tributions to the construction industry. From left, Paul Robert-
son, AON Reed Stenhouse; Harry Oudman, John Verbakel, and
Matt Sawtzky, KW Cornerstone; Doug Baird, AON Reed Sten-
house.
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tory and competitive pressures. The
Covarity solution is already deployed by
major Canadian banks, including Royal
Bank of Canada, BMO Bank of Mon-
treal and HSBC Canada.
Lam is widely known as a pioneer of

enterprise risk management and his work
has been profiled as best practice in

numerous US
bank success
stories. “I’m very
excited to be
working with the
Covarity Board
and manage-
ment team,” said
Lam. “Our part-
nership repre-

sents the opportunity to contribute to a
proven risk management solution at a
time when it is vital for US banks to focus
on getting back to the basics of monitor-
ing overall risk and proactively identify-
ing and managing the most critical risk
factors.”
“James brings a wealth of experience

and expertise in leading risk manage-
ment initiatives at US financial institu-
tions,” said Rod Foster, President and
CEO of Covarity.

THE KITCHENER AND WATERLOO COMMUNITY FOUNDA-
TION along with the Cambridge and
North Dumfries Community Founda-
tion have been named bronze award
winners for excellence in communica-
tions by the 2009 Wilmer Shields Rich
Awards Program. Sponsored by the
Council on Foundations, the awards pro-
gram recognizes effective communica-
tions efforts to increase public awareness
of foundations and corporate giving pro-

grams. The two community foundations
received the award in the Special Report
category for their collaboration on the
second Waterloo Region’s Vital Signs
report. The
report is an
annual commu-
nity checkup that
measures key
areas critical to
W a t e r l o o
Region’s quality
of life. The inau-
gural Waterloo
Region’s Vital Signs report won a gold
award in the same category last year.
The awards will be presented during

the Council on Foundations 60th Annual
Conference, May 4-6, 2009 in Atlanta.
“It is a tremendous honour to be rec-

ognized two
years in a row
for our commit-
ment to provid-
ing impactful
and thought-
provoking com-
m u n i c a t i o n
pieces for our
c ommu n i t y , ”
says Rosemary Smith, CEO of The
Kitchener and Waterloo Community
Foundation. Adds Jane Neath, Executive
Director of the Cambridge & North Dum-
fries Community Foundation, “There are
106 awards being presented by this pres-
tigious awards program and we are one
of four Canadian foundations being rec-
ognized – what an incredible accomplish-
ment!”
This year, 199 entries were submitted

to the awards program.

METROLAND MEDIA GROUP LTD. has suspended
publication for three of its magazines:
Guelph Life, Rex Magazine and Live
It!. All three magazines were launched in
2006, run by multi-tasking staff from the
corporation’s newspa-
pers and distrib-
uted in part to
readers of those
newspapers.
Metroland says it

plans to re-launch
all three magazines
in the future. Live It!
is being “re-tooled,”
while Guelph Life
and Rex will “maintain
online presences.”
Earlier this year,

Metroland announced the elimination of
64 full-time newspaper jobs, including 30
at the Hamilton Spectator, 21 at the
Waterloo Region Record and 13 at the
Guelph Mercury, according to the Cana-
dian Press.

CANADA’S TECHNOLOGY TRIANGLE INC. is taking a
lead role working with regional partners
to facilitate a co-ordinated approach for
project proposals to the Southern
Ontario Development Agency (SODA).
CTT Inc aims to be the point-of-contact
for all communication regarding SODA
initiatives in order to represent the region
with one consistent voice and message.
Canada’s 2009 budget takes a proac-

tive approach to
tackling Cana-
da’s recession
and includes the
creation of
SODA as an
economic devel-
opment stimulus
package. The
aim of SODA is
to distribute funds in excess of $1 billion
over five years for new regional econom-
ic development in southern Ontario, into
meaningful initiatives and businesses
that will generate jobs or develop an

environment that will help to fur-
ther grow and sustain employment.
“We look forward to working in

consultation with our municipal
partners, the Prosperity Council,
universities and college, Commu-
nitech and various other community
groups and organizations to put forth
important projects to stimulate the
region’s economy and promote job
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creation,” says John Jung, CEO of Cana-
da’s Technology Triangle Inc.

The team at Canada’s Technology Tri-
angle Inc also launched their new web-
site at www.techtriangle.com.

GERMAN INDUSTRY MAGAZINE, Markt und Mit-
telstand, named RIMOWA as the recipi-
ent of the MuM award for being the “mid-
sized company brand of the year.” The
decision was made by a jury of industry
specialists including renowned brand
experts as well as members of the maga-
zine’s editorial staff.

“The news that RIMOWA was ranked
first in the mid-sized company brand of
the year category in the selection of
Markt und Mittelstand’s awards filled
every RIMOWA employee, myself includ-
ed, with pride,” said RIMOWA CEO and
President Dieter Morszeck.

Founded in 1898 by Paul Morszeck in
Cologne Germany, Rimowa recently begun

manufacturing its premium line of Salsa
cases at its first North American produc-
tion facility located in Cambridge, Ontario.

FOR THE 21ST TIME in 23 years, Herman
Miller was ranked as the “Most Admired”
company in its industry in FORTUNE
magazine’s annual survey broadly meas-
uring the reputation of America’s corpo-
rations. Additionally, among all compa-
nies in all industries surveyed, Herman
Miller is recognized in the Top 10 for its
Innovation, Social Responsibility and
Quality of Products/Services.

Locally, Prestige Business Interiors,
as the exclusive dealer for Herman Miller
in the region, stated that it is “very proud
to be associated with the benchmark
company in our industry”.

CAMBRIDGE CHIEF ADMINISTRATIVE Officer Don
Smith retired on March 15, 2009. Despite
rumours of conflict in municipal corri-
dors, Smith released a statement saying,
“After considerable soul searching and
extensive reflection, I have decided, after
more than twenty years as CAO, that it is
time for a change. I have been extremely
privileged to enjoy the trust and confi-
dence of successive city councils and
mayors and, most of all, to work in this
great community. The men and women
employed by the City of Cambridge are
outstanding public servants and it has
been a privilege to lead this group for so
long. While there is always more to be
done, I am confident in the team I have
led and in the future of Cambridge.”

Smith is best known for his work in
achieving a debt-free status for the cor-
poration; leadership in building the Uni-
versity of Waterloo - School of Archi-
tecture; overseeing construction of Cam-
bridge City Hall, Canada’s greenest city
hall; and facilitating major investments to
the city including the establishment of
Toyota Motor Manufacturing Canada.
“Throughout his service with the corpora-
tion, he emphasized the importance of
honesty and integrity in carrying out any
initiative,” said Mayor Doug Craig.

THE GUELPH AND DISTRICT MULTICULTURAL CENTRE
moved to Units 4 and 5, 926 Paisley and
Imperial Road as a part of expanded serv-
ices being offered to people new to Cana-
da. In addition to language assessment
and settlement services, child care will be
offered while parents receive services,
and additional settlement workers are

hired to address Guelph’s growing immi-
grant population. “We are thrilled to be in
our new location, and able to expand our
services to Guelph Wellington,” says
Roya Rabbani, Executive Director of the
new entity. “The Board decided it was
also time to change the name of the
agency to Immigrant Services Guelph
Wellington to reflect our work in the
community. Currently one in five of
Guelph’s citizens come from outside
Canada, which is above the national
average. This number is expected to con-
tinue to grow with Guelph’s expected
overall population increases.”

LIBRO FINANCIAL GROUP has received the
Ontario Credit Union Charitable
Foundation’s 2009 Outstanding Corpo-
rate Achievement Award in recognition of
their dedication to community invest-
ment. Libro was nominated for contribu-
tions to the Ontario Co-operative Young
Leaders program and because for 15
years they have greatly exceeded the
Imagine goal of giving one per cent of net
income to charitable projects – returning
5% of pre-tax profit. In the past three
years, Libro has invested $1.2 million
back into their communities.

“Libro has always been committed to
the sustainability of the communities we
serve, and that includes economic, envi-
ronmental, and social sustainability for
the people who live, work and play in
southwestern Ontario,” said Harry
Joosten, Corporate Secretary.

GOLFNORTH, OWNER AND OPERATOR of 19 golf
courses, many of them in the Waterloo
Region and Guelph area, has acquired a
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course in central Ontario cottage country
– King’s Bay Golf Club in Seagrave,
Ontario. The course is 10 minutes north
of GolfNorth’s Canterbury Golf Club; both
are upscale, nine-hole courses.
Locally, GolfNorth owns an array of

courses including Conestoga, Dundee,
Foxwood, Beaverdale and Brookfield,
and operates Waterloo’s Grey Silo.
Said GolfNorth CEO Al Kavanagh,

“We are very pleased to welcome the
players of King’s Bay to the GolfNorth
family; we look forward to introducing
our players and programs to this beautiful
golf course.”

THE CANADIAN FORCES LIAISON COUNCIL honoured
the City of Kitchener with an award recog-
nizing the support the city showed two of
its firefighters – chief fire prevention offi-
cer Tom Ruggle and fire prevention officer
Jessica Umlandt – in their recent roles as
reservists for the Canadian military in sep-
arate tours of duty in Afghanistan.
Ruggle wrote a letter nominating the

city through the CFLC awards and recog-
nition program, and specifically highlight-
ed Fire Chief Tim Beckett for his
tremendous support of Ruggle’s role as a
captain with The Lorne Scots (Peel,
Dufferin and Halton Regiment) of Cana-
da’s Reserve Force.
’’The city – Chief Tim Beckett in partic-

ular – was very flexible, given the uncer-
tainty that existed around when our mis-
sions would start and when they would
finish – right up until the last minute,’’
Ruggle explained. ’’In Jessica’s case – she
didn’t even have an end date when she
left on her tour. But the city took a go-
with-the-flow attitude and showed us
nothing but tremendous support before

we left and after we returned.’’
As a reservist, Ruggle augmented Que-

bec’s 5 Brigade from July 2007 to March
2008. He served as a liaison officer with
the Canadian headquarters in Kandahar.
Umlandt, who augmented Canada’s 1st
Battalion Royal Canadian Regiment
from July 2006 to February 2007, served
in a combat role on the ground.
Ruggle said, ’’We learned a great deal

about relating to other organizations,
which included the Canadian Interna-
tional Development Agency, the
Afghanistan government and allied
armies,’’ Ruggle explained. ’’We were also
exposed to a number of high-pace, fast-
tempo situations, where you had to deal
with problems quickly – similar to what
we do for the fire department.’’

GREYHOUND CONTRACTING INC. of Waterloo is
the general contractor for the new facili-
ties for Kaster Automotive near the cor-
ner of Bridge Street and Lancaster in
Kitchener. The project is built in conjunc-
tion with the new roundabout at the inter-
section. Construction began in January
and the 4,000 sq ft project opened for
business in early April. Kaster Auto has
operated in Bridgeport for over 40 years
and Gord Kaster has maintained vehicles
for hundreds of families and businesses.

THE “GOOD PRACTICES AWARD 2008” has been
captured by The Accelerator Centre
for Commercialization Excellence
based in the University of Waterloo’s
Research and Technology Park. Pre-
sented annually by the Technopolicy
Network (Netherlands) and Centre for
Strategy and Evaluation Services,
(UK), the award is part of a global compe-
tition involving business incubators.
The award recognizes excellence in

“achieving faster exits (for startups) by
performing a gap analysis of the status of
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continued from page 46

the companies at the time that they enter
the Accelerator,” and helping the fledg-
ling companies attract critical financing,
hire employees and obtain customers.

“There are 57 incubators in the compe-
tition so we’re very pleased to have been
chosen for this award, ” said Tom Corr,
CEO of the Accelerator Centre.

Examples of new companies that have

graduated from the Accelerator Centre:
Primal Fusion; Miovision; TeraPac.

PHYSIOTHERAPISTS WORKING WITH patients
recovering from a stroke may soon be
able to enlist a robotic helper developed
by scientists at the University of
Guelph and tested with human patients
at Hamilton Health Sciences. A team
of researchers led by U of G engineering
professor Hussein Abdullah has been
developing the technology for seven
years. It puts a robot to work with
patients who have had a stroke, helping
them with exercises designed to restore
the function of their upper limbs.

Used for the first time in Canada in an
inpatient environment, the robot proved
to be as effective as conventional treat-
ment in an experimental trial involving
15 participants in the rehabilitation pro-
gram at Hamilton Health Sciences.

“The robot has not been designed to
replace the physiotherapist,” said Abdul-
lah, adding the therapist can “teach” the
robot to perform specific exercises. “It is
a tool that therapists can use to offer
patients the most effective treatment.”
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ton LHIN was one of these. Funding for
Community Support Connections comes
via the Waterloo-Wellington LHIN.

Dale Howatt noted that amalgamating
four agencies into one is a formidable
challenge. Bright Harbour provided con-
sulting advice to guide the process. Fund-
ing to undertake the merger came from
the Lyle S. Hallman Foundation, Jim and
Sue Hallman, the Kitchener and Waterloo
Community Foundation, the Ontario Tril-
lium Foundation and the United Way of
Kitchener-Waterloo and Area.

Although the official amalgamation
took place on April 1, 2007, the process
evolved in phases. The Merger Phase
occurred from March 2006 to April 2007,
the Implementation and Integration Phas-
es have followed since April 2007 and are
still to some extent in progress.

“Merging cultures involves asking
people to change,” Howatt emphasized.
“Some liked it and some didn't. People
naturally worried about where they'd fit
in the new agency. Courage and convic-
tion were needed at all levels to see a
process like this through.” Howatt also
noted that the executive directors of the
four founding agencies had to be willing
to “demote themselves” and park their
egos at the door.

Janice Paul was previously the Execu-
tive Director of K-W Friendship Group for
Seniors and one of those who was a driv-
ing force in kick-starting the process. She
is currently Client Services Manager of
CSC.

Paul says that “living through the tran-
sition was both exhausting and exhilarat-
ing. It is more work than anyone can
imagine, but at the same time knowing
that with each step we were getting clos-
er to the vision was truly exciting. It has
definitely lived up to my expectations!
Our motivation for initiating the process
was always to attempt to make things
easier for our clients.”

Monica Himmelman is the Past-Presi-
dent of RAISE Home Support for the Eld-
erly and is the current President of CSC.
She was Vice-President during the merger

The executive directors
of the four founding agencies
had to be willing to “demote
themselves” and park their

egos at the door.
X
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year. Himmelman identified several keys
to the success of this venture.

“The absolute commitment and belief
in the process and mission from the
beginning, and communication to keep
the process moving forward was phe-
nomenal. The [founding] Board was
made up of members from all of the orig-
inating agencies and each member was

very respectful of the process and vision.
We therefore had the best of both worlds
– maintaining the historical background
while being committed to and open to
the changes that had to happen.”

Himmelman added, “The philosophical
and financial support of the community
was integral. It does cost money to merge
four agencies and our community part-
ners were extremely generous.” The final
key ingredient that Himmelman identified
is leadership.

“The hiring of an Executive Director
who has the experience, skills and quali-

fications to guide us through some very
unfamiliar and sometimes rocky terrain
has enabled us, as Board members, to
make necessary decisions as we move
forward to achieve Community Support
Connections goals. Dale has provided all
the information needed in order to make

informed and thoughtful decisions.”
By initiating and welcoming change,

and having the courage and conviction to
follow through on the change that was
needed, hundreds of board, staff and vol-
unteers involved with Community Sup-
port Connections and its founding agen-
cies are making a difference to the thou-
sands of people requiring home support
services in our region.

Readers wanting more information
about Community Support Connections can
call Dale Howatt at 519-772-8787 or visit
www.communitysupportconnections.org.

MAKING A DIFFERENCE

Four agencies based in Waterloo Region have demonstrated
the courage and conviction needed to voluntarily disband and

merge into a new joint venture.

X

Executive Director Dale Howatt, left, and President Monica
Himmelman
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MAKING A DIFFERENCE

by BRIAN HUNSBERGER

ments, four agencies based in Waterloo Region have
demonstrated the courage and conviction needed to
voluntarily disband and merge into a new joint venture
now known as Community Support Connections:
Meals on Wheels and More (CSC).
A comprehensive range of services provided by the

new agency allows seniors and adults with disabilities
to maintain their independence and live with dignity in
their own homes for as long as possible. Services
include meals, transportation, homemaking, home
maintenance and repair, snow removal, volunteer vis-
iting, telephone reassurance, caregiver relief, crisis
intervention, community dining, shopping and gentle
exercise programs.

By calling one number, clients can now access all
these services. Previously, each of the four founding
agencies had an area of specialization. These agencies
were Meals on Wheels of Kitchener-Waterloo; Meals
on Wheels and Community Home Support - Cam-
bridge; RAISE Home Support for the Elderly; and Kitch-
ener-Waterloo Friendship Group for Seniors.
With a budget of about $2 million, the new single

agency serves more than 3000 clients with 25 staff and
700 volunteers in three locations. It provides 90,000
meals, 21,500 calls and visits and 10,700 rides annual-
ly. Volunteers contribute more than 76,000 hours of
service (36.5 Full-time equivalents). Dale Howatt is the
Executive Director.
In June 2005, the Community Support Services Proj-

ect for Waterloo Region, Wellington and Dufferin was
completed and issued its final report. Among its rec-
ommendations was that “small agencies, providing
one or two community support services, explore
opportunities for increased efficiencies and effective-
ness in service provision through such means as co-
location with other agencies, developing cooperative
governance structures with other community support
service agencies, and/or amalgamation.”
Janet Passmore of Bright Harbour, a consulting com-

pany who assisted with the CSC merger, said the exec-
utive directors of the four founding agencies at that
time “noted that the landscape was changing, that they
all supported primarily seniors, and that there were
prospects for working together. They thus began talk-
ing to explore possibilities.”
In March, 2006 the provincial government estab-

lished 14 Local Health Integration Networks (LHIN's)
across Ontario. These not-for-profit corporations were
designed to better coordinate and fund the delivery of
health services in the province. The Waterloo-Welling-

continued on page 44

“The times they are a changin,” Bob Dylan oncewrote, and his words certainly describe the climate
amidst the turbulent waters we are currently attempt-
ing to navigate. Mergers, acquisitions and bankruptcies
are happening at record pace.

But organizational change had already been hap-
pening in our community, on a much smaller scale in
the non-profit social service sector, prior to the current
global crisis. While this sector has sometimes been
accused of being slow to respond to changing environ-

With a budget of about
$2 million, the new single agency

serves more than 3000 clients with
25 staff and 700 volunteers in

three locations.

AGENCY DEMONSTRATES
COURAGE AND CONVICTION
Merger helps Community Support Connections to help people
to live at home with independence and dignity

Amalgamating four agencies into
one is a formidable challenge

Clockwise from top, left, Janet Passmore, Dale Howatt, Monica Himmelman,
Janice Paul.
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