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Office of the Councillors’ Effective Use of Front Office

Office of the Councillors’ Effective Use of Front Office



	Recommendation:

1. That the July 8, 2004, Office of the City Manager report 2004CMC046 be considered in private under the provisions of Sections 17 and 24 of the Freedom of Information and Protection of Privacy Act.
2. That option ___ be approved as per the July 8, 2004, Office of the City Manager report 2004CMC046.
3. That the Office of the Councillors’ 2005 budget be prepared to reflect any service increases that may result from the choice of option ___.


Report Summary

This report will outline the options and recommended changes to the utilization of front office staff resources within the Office of the City Councillors.
Previous Council/Committee Action

· At the January 20, 2005, Council Services Committee meeting, the July 8, 2004, Office of the City Manager report 2004CMC045 was referred to a Special City Council meeting to be convened at a date to be determined.

· At the July 22, 2004, Council Services Committee meeting, the meeting adjourned due to a lack of quorum and the July 8, 2004, Office of the City Manager report 2004CMC045 was not dealt with.

· At the April 14, 2004, Council Services Committee meeting, the following motion was passed:

That Administration prepare a report to return to the Council Services Committee addressing the front-office workload and effective use of the front office by Councillors, including costs of implementing recommended changes.  

Report

As a result of some Councillors expressing the need to review the interaction between their offices and the front office staff assigned to provide services to them, the City Clerk requested assistance from the Organizational Effectiveness area of the Human Resources Branch.

To begin the process, a questionnaire was circulated to each Councillor by Organizational Effectiveness to determine what types of support were needed or requested and to determine the level of support already provided to the Councillors by the front office staff.  Based on these responses, individual interviews were conducted with a selection of Councillors and corresponding Executive Assistants to obtain an in-depth current state assessment. 
Based on the information gathered the following options were developed:

Option 1 - Addition of one permanent part-time Research Assistant (.7 FTE) to be accessible to all Councillors.  The Research Assistant could work in either a reconfigured ‘lunchroom’ or be temporarily assigned to various Councillors’ offices as determined by the work.
· Allow front office staff access to the back (on a rotating basis) and assign a rotating schedule for reception among the existing three staff.
· It would be understood that instructions from the EA’s requiring a measure of ‘privacy’ would take place when office staff are in the area of the Councillors’ and EA’s offices.
· To alleviate backlogs in filing and other routine office related duties, bring in staff from the City’s Support Staff pool, apply for grants that the (City Clerk’s) office may be eligible for, and engage practicum students from the various business programs through City educational institutions.
Option 2 - Addition of one permanent full time Administrative Assistant (1 FTE) to provide additional resources for the front office; and the addition of one permanent part-time Research Assistant (.7 FTE) to be accessible to all Councillors. 
· Restructure the front office so that some privacy is available to the other three administrative staff but the layout does not impede the overall space allotment or aesthetics of the reception area.
· Allow the remaining three staff to go to the Councillors’ and EA’s work areas for instruction on work.

Option 3 - Addition of 12 part-time Assistants; one for each Councillor, three days per week.
Budget/Financial Implications

Based on the timing for budget and the application deadlines for practicum students and grant programs, these options would have to be built into the 2005 budget. 
Option 1 - Salary for part-time Methods Analyst I plus benefits. $43,000
Option 2 – Salary and benefits for part-time Methods Analyst I and Councillors Administrative Assistants. $99,000.
      Amounts for grant program staff or practicum students are not included in this estimate and will be dependent on type of program accessed.  This may range from $0 to $10 dollars per hour.

Option 3 – provide each Councillor with additional research funds to obtain a part-time assistant with benefits $406,000.
· Costs for a additional workstations and phones $46,000.  Computer equipment, retrofitting or changes to work spaces are not included in this estimate.
Justification of Recommendation

1. Report should remain in private as the survey results contain confidential advice from City Councillors.

2. Providing additional funding and FTE’s would allow more administrative and/or research assistance to address the Councillors’ concerns brought forward at the April 14, 2004, Council Services Committee meeting.

Background Information Attached

1. Survey
2. Results summary of surveys/interviews.
3. Listing of potentially available grant and practicum study programs.
Survey of City Councillors

PREAMBLE – A motion was carried at the April 14, 2004 Council Services Committee meeting directing the Administration to prepare a report that addressed the front-office workload and effective use of the front office by Councillors.  This report was also to include the costs of implementing any recommended changes.

The Office of the City Clerk requested assistance from the Organizational Effectiveness area of the Human Resources Branch in making recommendations regarding workloads.

As part of an approved project plan, the first step will be to conduct a survey of all Councillors to begin to gather data regarding the type of, and how much assistance may be needed.

Please answer the following questions, and return the responses no later than June 10, 2004 to:

Janice Wagner

Human Resources Research Assistant

9th Floor, Century Place

Phone: 944-5731

Janice.Wagner@edmonton.ca

Please read through the entire survey (3 pages) prior to providing any responses.
Questions regarding survey responses should be directed to: Laurie Hutchinson, Organizational Effectiveness Consultant, at 496-7862.

Questions regarding administrative items relating to the survey should be directed to:  Janice Wagner, Research Assistant, at 944-5731.  

Distribution date:  June 2, 2004

Survey Questions
1. What types of administrative duties are required by your office of the administrative support staff located in the main reception area? (Please check ALL that apply: whether they are required duties, currently performed by the administrative assistants, or whether they are new duties you would like to have done.)

	Administrative Duties
	Required
	Currently Done
	New Duties

	Answering telephone/referring callers
	
	
	

	Reception of constituents/others
	
	
	

	Typing
	
	
	

	Research
	
	
	

	Filing
	
	
	

	Ordering of office supplies and other print materials
	
	
	

	Booking of meetings and arranging for coffee, etc.
	
	
	

	Other (please specify)
	
	
	


2. How many hours of work would you estimate in total would be required to undertake all of the new duties you have indicated YOU WOULD LIKE TO HAVE DONE (i.e. those duties for which you checked the third column above)
· Hours Per day

· Hours Per week  
3. How would you rate your familiarity with the current work assignments of the existing staff members situated in the front office area? (Please check only one.)

	Quite familiar  
	

	Somewhat familiar
	

	Uncertain
	

	Somewhat unfamiliar
	

	Quite unfamiliar  
	


4.  If other duties described in Question 1 were assigned to the  front office staff, what level of ‘supervision’ or review by your office, would each of these require?

Rating Scale – (H) High, (M) Medium, (L) Low, (N) None, (U) Uncertain
High = each task or task group must be reviewed prior to being done

None = can undertake task or task group with total independence

	Administrative Duties
	H
	M
	L
	N
	U

	Answering telephone/referring callers
	
	
	
	
	

	Reception of constituents/others
	
	
	
	
	

	Typing
	
	
	
	
	

	Research
	
	
	
	
	

	Filing
	
	
	
	
	

	Ordering of office supplies and other print materials
	
	
	
	
	

	Booking of meetings and arranging for coffee, etc.
	
	
	
	
	

	Other (please specify)
	
	
	
	
	


5.  If ‘supervision’ or review is required, who would you expect would provide it? (Check one)
· Appropriate Executive Assistant  ____
· Existing supervisor of office staff  ____
· Other (Please Explain) ___________________________________________________________

6. If there was a requirement for additional staff resources, where would you see this/these individual(s) working? (Please Check only one)
	In the area with the existing three staff members (i.e. reconfigure existing space to accommodate additional workstation(s).   
	

	In the area with existing staff members but with some method of partitioning so they would not be as visible to people arriving in the front office area.
	

	In conjunction with the existing staff members but in a location not visible to public visitors.  
	

	Other (Please Explain)

	


7.  If you chose the third option in Question 6, where would you suggest this/these individual(s) be located given the existing floor layout of the reception area, Councillors and EA’s offices and storage/other space.
________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________
Councillor: Name


Signature 

Date 

Thank you for providing your responses.  Please ensure that the completed survey is returned to Janice Wagner, 9th Floor Century Place, no later than June 10, 2004.
Survey of City Councillors
Response Summary

For this summary, please note that 9 out of the 12 Councillors had responded to the questionnaire at the time of compilation.  

Survey Questions
2. What types of administrative duties are required by your office of the administrative support staff located in the main reception area? (Please check ALL that apply: whether they are required duties, currently performed by the administrative assistants, or whether they are new duties you would like to have done.)

	Administrative Duties
	Narrative Summary of Responses

	Answering telephone/referring callers
	Of the nine councillors who responded to this survey, all of them felt that telephone reception is a duty required by the front office staff, and that it is duty that is currently done by them.

	Reception of constituents/others
	Reception of constituents was also referred to as a duty required, and currently done by the front office staff.  

	Typing
	All councillors stated that typing was a duty required by the front office staff, while only six responded that staff was currently doing this task.  

	Research
	Research and Filing were tasks that are currently being reported as being done. Four councillors suggested that they should be required tasks.  

	Filing
	

	Ordering of office supplies and other print materials
	Ordering of office supplies was suggested by three councillors as being a required task, and seven councillors, including the three reporting as being a required task above, stated that it was a duty that is currently being done by the front office staff members.

	Booking of meetings and arranging for coffee, etc.
	Making meeting arrangements was suggested as being a required duty by four councillors, and five councillors stated that this duty was currently being done by the front office staff members.  Only one councillor, who also suggested that it was required, indicated it should be a new task added to the front office staff requirements.  

	Other (please specify) 
	One councillor suggested that taking minutes at meetings be added to the front office staff duties, while another councillor suggested that a new task of RSVP’ing to invitations be added to their responsibilities.  




3. How many hours of work would you estimate in total would be required to undertake all of the new duties you have indicated YOU WOULD LIKE TO HAVE DONE 

	 Total Hours Per Day
	Total Hours Per Week

	16.5
	103.5



Note: Some Councillors provided figured for Hours per day, Hours per Week, and some provided figures for both.

4. How would you rate your familiarity with the current work assignments of the existing staff members situated in the front office area? (Please check only one.)

	Quite familiar  
	7

	Somewhat unfamiliar
	1

	Uncertain, Somewhat familiar, quite unfamiliar
	0


4.  If other duties described in Question 1 were assigned to the front office staff, what level of ‘supervision’ or review by your office, would each of these require?
	Duties
	Choices of Responsibility Level: 
High, Medium, Low, None, Uncertain

	Answering telephone/referring callers
	Two councillors felt that a medium level of supervision would be required if the front office staff took on the duties of answering telephones and referring callers. Two felt that it would require a low level of supervision, and one councillor believed that a high level of supervision would be required.  



	Reception of constituents/others
	For the duty of reception of constituents, one councillor felt that it would require a high level of supervision; one felt that it would require medium level of supervision, and one councilor felt it would require a low level of supervision.  



	Typing
	For the task of typing, two councillors responded that it would require medium supervision, and one councillor responded that there would be no supervision required.



	Research
	Three councillors felt that medium supervision would be required if any research tasks were assigned to the front office staff; one councilor felt it would require high supervision, and another councillor felt that there would be no supervision required for this type of task.  



	Filing
	If the tasks of filing were assigned to staff members of the front office, one councilor felt it would require a high level of supervision, two councillors suggested that a medium level of supervision would be required; two councillors felt that a low level of supervision would be required, and two councillors felt that no supervision would be required.  

	Ordering of office supplies and other print materials
	If the front office staff were asked to order office supplies for the City Councillors, one Councillor expressed that this would require a high level of supervision, two councillors felt this would require medium level of supervision, and one councilor felt it would require low supervision.  



	Booking of meetings and arranging for coffee, etc.
	In the case of making meeting arrangements, three councillors felt that this task would require a medium level of supervision, while one councillor felt it would require minimal supervision.  



	5. Who would provide the “supervision” if it is required for duties listed in Question 4?
	For this question, five councillors suggested that the appropriate executive assistant would provide the supervision over the individual taking on the tasks outlined in the questions.  Three councillors felt that this responsibility should be taken on by the existing supervisor or office staff.




7. If there was a requirement for additional staff resources, where would you see this/these individual(s) working? (Please Check only one)
	Four Councillors said that the additional staff resources would be located in the area with the existing three staff members (i.e. reconfigure existing space to accommodate additional workstation(s).   

	Two Councillors suggested the additional resources work in the area with existing staff members but with some method of partitioning so they would not be as visible to people arriving in the front office area.

	One Councillor was in favor of the additional resource to work in conjunction with the existing staff members but in a location not visible to public visitors.  

	Other 

One Councillor stated that there was no need for additional staff.

Another Councillor, who responded to one of the options listed above, also suggested that the individual be utilized for research.


7.  If you chose the third option in Question 6, where would you suggest this/these individual(s) be located given the existing floor layout of the reception area, Councillors and EA’s offices and storage/other space.

A possible reconfiguration of the library/storage space and/or the back room off of the front office area.
Further Comments/Suggestions:

	Comment
	Found on Survey

	We should ask the administrative assistants what changes in their job descriptions they think would be appropriate in terms of additional duties and/or areas in which they can help in the Councillor’s offices.


	Question 7

	That is an administrative problem.


	Question 7

	It would be helpful to have one full-time receptionist up front.  


	Question 7

	Any of the administrative assistants will do the jobs that are marked as currently done; however, some offices heap such large jobs on them that their time is at a premium.  My office uses the front with respect to the workers and there are just not enough of them.  Also, currently, they are not doing filing and I believe that it is a task that they should be doing.  I have my EA and am upset at the amount of hours that they have to spend doing administrative assistant work.  If we had at least 4 up in the front and they were divided among 3 Councillors each, then things would be better.  Also, they should be replaced by a temp on their EDO’s and sick day’s, etc. 


	Question 1

	Research is a Councillor-specific task and often should be done in confidence and through sources known to the Councillor and executive assistant.  The current research budget of each Councillor should be increased to allow for more research to be done – especially if the assistant is being tied up doing administrative work.


	Question 1


School Programs with Co-operative, Practicum or Internship Possibilities

	Program
	School
	Duration
	Availability 
	Comments



	Political Science
	University of Calgary
	4-12 months
	September, January or May
	Post job one term in advance

	MBA
	University of Alberta
	4 months
	May
	MBA students require a summer term between semesters to remain in the program

	English
	University of Alberta
	12-15 months
	May or August 
	

	Human Ecology
	University of Alberta
	6-13 weeks
	January or May
	200 hours full or part time

	Library and Information Studies
	University of Alberta
	100 hours
	January or September
	

	Office Assistant
	Grant MacEwan College
	2 weeks
	June
	

	Management Studies
	Grant MacEwan College
	3 weeks
	January - April
	

	Records and Office Administration
	NAIT
	3 weeks
	Summer 
	Most students would like a summer job out of this placement


	Program

	· STEP – Summer Temporary Employment Program

Designed to generate full-time summer work experience opportunities for unemployed Albertans during the period of April 26 to September 3, 2004 inclusive.  



	Employee Qualifications

	· Employees must be at least 16 years of age by May 1, 2004.

· Unemployed OR has not worked full-time for the City of Edmonton within the last three months – part-time City employees who averaged less than 20 hours per week in the previous three months and who meet the other STEP criteria may be eligible for full-time STEP.

· Students may not hold another full-time position while working under STEP funding.

· Must be a resident of Alberta and legally entitled to work in Canada.

· Students in full-time studies cannot be employed under STEP while attending school.

· Older workers receiving retirement pension are not eligible for STEP funding.

· Eligible student participants can include returning students, new graduates, or someone planning on post-secondary education or training.



	Program Conditions

	· STEP positions must provide continuous full-time employment between 30-40 hours per week for a minimum of six weeks.

· Positions should offer students experience related to their areas of study

· All STEP funded positions MUST be on the City of Edmonton payroll.

· Jobs created must be new and be in addition to normal staff complement.  Participation in the STEP program must not result in lay-off or a reduction of hours of existing staff.

· Job sharing or subcontracting is not permitted.

· Immediate family members cannot supervise STEP employees.

· All funded positions are to be out-of-scope (non-unionized).

· STEP employees must be paid at least $5.90 per hour.



	Subsidy/Suggestions

	· Subsidy is $4.95 per hour.

· Priority is given to projects providing quality full-time career related work experience opportunities, of at least six weeks continuous duration.

· Projects that provide an average of less than 30 hours per week may be rejected when applying for reimbursement.  A reasonable explanation must be provided if the minimum hours are not met: for example, if the employee becomes ill and is unable to complete the hours.



	Application Process

	· Application forms for STEP funds are available from Lorna Stewart (HR) or in the Applications and Forms library on eCity.

· Your general manager must approve all new positions.

· Forms must be returned to Lorna Stewart (HR) February 23, 2004.  Late applications may not be considered.



	Program

	· SCP – Summer Career Placement 

The Summer Career Placement Program is designed to provide assistance to students through career/ study related jobs for post-secondary students and practical work experience jobs for secondary students from April 26 – September 4, 2004 inclusive.



	Employee Qualifications

	· Must be registered as full-time student during the 2003-2004 academic year and intend to return to school, on a full-time basis, in the 2004-2005 academic year at any secondary, post-secondary, vocational or technical program.
· Students must be between the ages of 15 and 30 (inclusive) years old at the time of selection.
· Students should not be attending full-time classes while participating in the SCP program.
· Students must be legally entitled to work in Canada.
· Students must not have another full-time summer job.
· No preference may be given to students who are immediate family members of an employer, director or senior officer of the employer. Employers must demonstrate that all hiring that took place was based on “merit”.

	Program Conditions

	· SCP jobs created must be new jobs and be in addition to normal staff complement.  Participation in the SCP program must not result in lay-off or a reduction of hours of existing staff.

· Must be a minimum of 6 weeks in duration with a maximum of 16 weeks.

· All subsidized student positions are to be out of scope (non-unionized).

· Minimum of 30 and a maximum of 40 hours of work per week.
· The SCP program provides no other benefits or other subsidies. Employers are responsible for mandatory WCB coverage, vacation pay, employer pension or insurance contributions and any other costs.

· SCP employees must be paid a minimum of $5.90 per hour.

Earliest start date April 26, 2004.

Latest start date July 26, 2004.

Latest end date September 4, 2004.

	Subsidy

	· $2.95 per hour.

· Where an employer hires a student with a disability, the employer is eligible to receive a reimbursement for a contribution of up to 100% of the provincial adult minimum wage rate per hour ($5.90).  Additional funds may be available for job accommodation requirements to a maximum of $3,000 per student based on actual costs.  If consideration is given to hiring a student with a disability, please identify this on your application.  This will be confirmed if your application is approved.


	Suggestions

	Applications are approved by the Summer Career Placement Program on the basis of an assessment which takes into consideration the following: 

· The potential for career related experience.

· The potential for the job to prepare students for labour market participation.

· The wage contribution that the employer is prepared to make towards the proposed jobs. 

· The employer’s history of fair treatment of employees, including willingness to employ members of disadvantaged groups. 

· The nature of the project, specifically supporting projects which address social issues of youth.

· Funding priorities will include supporting special needs clients or barriers to employment, positions addressing youth employment or homelessness, key growth sectors in the local economy, and occupational areas where skill shortages exist.



	Applications

	· Application forms for SCP funds are available from Lorna Stewart (HR) or in the Applications and Forms library on eCity.

· Your general manager must approve all new positions.

· Applications must be returned to Lorna by March 1, 2004.



	Program

	· Young Canada Works – Heritage Programs

Please note that this document was issued before the details of the 2004-2005 program were announced.  Qualifications may change with a new program announcement.

Students aged 16-30 have the opportunity to learn about Canada’s history and cultural heritage.  They help museums, archives, libraries and related organizations in different parts of Canada in their efforts to reflect Canada to Canadians.  They get on-the-job experience in areas such as research, heritage preservation, exhibits and more.


	Employee Qualifications

	· Aged 16-30 (temporary work visa not acceptable).

· Priority given to students returning to school but graduates may also qualify.

· Should commit to a placement for 8-12 consecutive weeks.

· Must be selected from a “balanced” selection process taking into consideration employment equity.


	Program Conditions

	· Priority will be given to employer project proposals that meet the objectives of this component of the program and which include a 25 to 50% — or greater — employer contribution towards salaries, benefits and where applicable, towards transportation and lodging costs.

· Employers and employees must be willing to participate in the program’s evaluation/assessment process.

· Additional financial assistance may be provided to employers to facilitate the recruitment and participation of persons with disabilities in this component of the Young Canada Works.

· All subsidized student positions are to be out of scope (non-unionized).



	Subsidy

	· Maximum contribution per employer is $30,000.

Actual subsidy on a per hour basis may vary based on the project proposal.


	Suggestions

	· Desirable projects will focus on exhibits and heritage collections, development of websites, writing and editing, animation of Children’s programs, hosting or performing in heritage programs, marketing, research.

· Make sure it is made clear how the project will help the student as well as our community.


	Applications

	· Applications are detailed and time consuming, but the subsidy can be very worthwhile.  See Lorna for details or to read up on your own, visit:

www.canadianheritage.gc.ca
· Applications are expected to be due in March 2004, however, no firm date has been set.

· Your general manager must approve all new positions.



Note: When budgeting for any type of temporary summer position, remember to include 13% for overhead expenses such as vacation pay, WCB costs, Employment Insurance and Canada Pension contributions.
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