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4
PARTNERSHIPS 

established with researchers, 
universities and federal 

organizations 

4
WORKPLACE 

ASSESSMENTS1 
recommended informally 

to senior management

MORE THAN

400
CONFIDENTIAL 

MEETINGS  
 

16
CONSULTATIONS  
with various public service, 

private sector and 
university stakeholders

17
REGIONAL 

VISITS

87
PRESENTATIONS

to more than 

2,500
EMPLOYEES

THE FIRST YEAR IN BRIEF 

1The workplace assessment is conducted by a third party to identify points of contention and sources of conflict within an organization, and to 
consider potential solutions. The primary objective of the assessment is to improve the workplace environment.
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VI

The annual report of the Office of the 
Ombudsman for Mental Health (the Office) 
of Public Services and Procurement Canada 

(PSPC) sets out its activities for the period from 
February 6, 2017, to March 31, 2018. A first 
report was published on September 21, 2017.

REPORT	SUMMARY	

2In the first report, the Ombudsman stated that some behaviours can lead to the onset of mental health issues in the workplace or aggravate an 
existing issue, including the following: lack of communication, trust and empathy, primarily in the employer-employee relationship; lack of courtesy 
and respect, primarily in the employer-employee relationship; and the impact of organizational changes on employees.
3In the first report the Ombudsman made eight recommendations grouped in three categories: leadership (1. review recruitment, development and 
assessment practices for supervisors, managers and executives, with a focus on people management; work	environment (2. conduct exit interviews 
systematically; 3. assess the impact of departmental transformation projects on employees’ mental health; 4. conduct a psychological risk profile 
evaluation; 5. appoint regional well-being coordinators; 6. recommendations for the Miramichi Pay Centre); training	and	recognition (7. provide 
mental health training to employees, particularly to management; 8. introduce a Mental Health Award of Excellence). 

OBJECTIVES		
This report has three objectives:

1. Provide	an	overview	of	the	situation	at	
PSPC	based on the Ombudsman’s findings 
further to meetings and consultations with 
employees and from various sources of 
information; 

2. Make	additional	recommendations	
for	improvement while reporting on 
achievements; and

3. Outline	the	Office’s	main	projects	and	
activities	to further support departmental 
and federal workplace well-being and 
mental health commitments.

KEY	OBSERVATIONS		
The issues identified by the Ombudsman in the 
first report2 remain primary concerns of many 
employees. There are other behaviours or 
factors that can lead to mental health issues in 
the workplace, including:

1. incivility;

2. harassment, bullying and lack of respect;

3. favouritism, lack of fairness and 
transparency; and

4. workload and stress levels at work.

RECOMMENDATIONS	
In addition to the eight recommendations3 

included in the first report, the Ombudsman 
is presenting three new recommendations 
based on his observations and on the requests 
of employees across the country: 

1. In collaboration with employees, within 
branches and regions, develop tools 
promoting civility and respect in the 
workplace;   
 

2. Through mechanisms available to the 
Department, consider introducing a 
clause, or alternate means, allowing 
employees to report the inappropriate, 
harassing or aggressive behaviours of co-
workers, clients, partners or suppliers; and

3. Systematically offer the On-boarding and 
Orientation Program for New Employees 
and Students throughout the Department 
and add the “psychological health” 
component to the mandatory occupational 
health and safety course.

http://www.tpsgc-pwgsc.gc.ca/osm-omh/ombudsman-eng.html
http://www.tpsgc-pwgsc.gc.ca/osm-omh/ombudsman-eng.html
http://www.tpsgc-pwgsc.gc.ca/osm-omh/ombudsman-eng.html
http://intranet.tpsgc-pwgsc.gc.ca/rh-hr/carriere-career/accueil-onboarding/accueil-onboarding-eng.html
http://intranet.tpsgc-pwgsc.gc.ca/rh-hr/carriere-career/accueil-onboarding/accueil-onboarding-eng.html
http://intranet.tpsgc-pwgsc.gc.ca/rh-hr/carriere-career/accueil-onboarding/accueil-onboarding-eng.html
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THE	OFFICE	PROJECTS	AND	ACTIVITIES	
The Office initiated various projects and 
activities, including:

1. Numerous communication	and	outreach	
activities to educate employees on the 
importance of promoting and protecting 
mental health;

2. The development of a series	of	three	
mental	health	surveys; 

3. The development of a mental	health	
performance	measurement	tool, through 
which departments and agencies will be 
able to measure and report on their mental 
health performance in a coordinated 
manner; 

4. The establishment of an Interdepartmental	
Organizational	Ombudsmen	Committee; 
and

5. The creation of an honour	roll showcasing 
inspiring employees who strive to make a 
positive contribution to mental health at 
PSPC. 

These projects will continue in 2018–2019, and 
employees will be regularly informed of recent 
developments to keep them abreast of the 
status of projects. 

If we don’t know what’s 
going on, it’s difficult to do 
anything about it. André Latreille, 
Ombudsman for Mental Health, PSPC
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INTRODUCTION
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February 6, 2018, marked the first anniversary 
of the establishment of the Office of the 
Ombudsman for Mental Health (the Office). 
This first year was defining and unique for the 
Department in terms of its willingness to create 
and maintain healthy and safe workplaces. 
By creating the Office, the Department 
strengthened its leadership role on the mental 
health front within the federal public service. 
The establishment of the Office was well 
received by many employees. 

Throughout the year, I met with you to take 
stock of the situation. I admired the openness 
with which you spoke about mental health 
and your desire to improve our workplace. In 
my annual report, I make recommendations 
tailored to our reality in order to ensure 
workplaces put people first in all they do. 

I can see that senior management is genuinely 
committed to addressing the issues raised 
by the Office by conducting workplace 
assessments, taking immediate corrective 
action or seeking advice and guidance 
from the Office. By properly equipping our 
employees, supervisors, managers and 
executives, we will be able to respond more 
quickly and efficiently.

I have seen an increasing number of 
employees, alone or in groups, coming to my 
office to express their concerns, frustrations 
and unease about the abusive, aggressive or 
harassing behaviour of co-workers, managers 
and clients both within and outside the 
Department. Collectively, they have exposed 
these inappropriate behaviours, and they 

expect the organization to listen to them and 
take action.

I would also like to mention that several 
managers called on the Office for people 
management advice and guidance and to 
validate approaches they were considering to 
support employees in difficulty. Others have 
consulted me to seek advice on how to act 
with employees experiencing mental health 
issues, either personally or professionally, who 
did not want to talk openly about them or 
consult a health care professional. Often, in 
such cases, managers do not know how to help 
employees who are struggling and do not feel 
as if they are doing enough to support the rest 
of the team. Managers have often expressed 
the need for more practical tools. 

On another note, I am pleased to see that our 
departmental leadership in mental health has 
been noticed within the public service. Indeed, 
several federal organizations are considering 
following in our footsteps and creating their 
own office of the ombudsman. I am proud of 
how the Office contributes to cultural change 
within our Department and the public service 
in the area of mental health. 

I would also like to recognize the work of the 
Psychological Health and Safety Working 
Group, which developed PSPC’s first-ever 
Mental Health Strategy, approved in October 
2017 by the Deputy Minister’s executive 
committee. This strategy reminds us that 
we all have a role to play to protect mental 
health and ensure a safe and healthy work 
environment. 

1.1	 MESSAGE	FROM	THE	OMBUDSMAN	FOR	MENTAL	HEALTH	

https://masource-mysource.spac-pspc.gc.ca/eng/smsmd-dmadm/psm-fdm/Pages/2017-12-18-01.aspx
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I invite you to read this annual report, 
which is intended as a snapshot of the work 
accomplished by a small, terrific team, to 
whom I say a huge thank you. 

Keep following us on our various platforms 
and participating in discussions! 

Happy reading!

André Latreille

 

Standing (left to right): Nicholas Radzichowsky, Kia Goutte, André Latreille (the Ombudsman) and Nélia Medeiros
Seated (left to right): Valentina Fumagalli and Danielle Caron 
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In early 2017, Public Services and Procurement Canada (PSPC) strengthened its organizational 
support system for mental health and well-being by creating the position of Ombudsman for 
Mental Health. 

1.2	ABOUT	THE	OFFICE	
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OVERVIEW OF 
THE SITUATION
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2.1 CONFIDENTIAL MEETINGS 
Throughout the first year, the Ombudsman 
held a number of confidential meetings with 
employees from all groups and levels. During 
these meetings, some people reported 
behaviours and practices that go against the 
key leadership competencies and principles 
set out in the PSPC Code of Conduct and the 
Government of Canada’s Values and Ethics 
Code for the Public Sector. Others made 
suggestions to improve our workplace. It is 
important to note that few employees met with 

the Ombudsman to discuss Phoenix-related 
pay issues, although many mentioned having 
compensation issues.

The Ombudsman observes that communication 
and sharing should be the norm within 
our workplaces. Creating an environment 
where workplace concerns are addressed 
is fundamental to protecting the mental 
health of employees, preventing conflict and 
ensuring success for both employees and the 
organization. 

« Everyone should be using the services of the Office of the Ombudsman! I was warmly greeted in an inviting, calm and trust-inspiring space. The discussions 
I had helped me provide support for an employee who was having a mental health issue. I’ve already followed up with her and a co-worker.»

https://www.tpsgc-pwgsc.gc.ca/apropos-about/code-cond-eng.html
https://www.tbs-sct.gc.ca/pol/doc-eng.aspx?id=25049
https://www.tbs-sct.gc.ca/pol/doc-eng.aspx?id=25049
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69%
WOMEN
VERSUS

31%
MEN

OVER

400
CONFIDENTIAL 

MEETINGS 

23%
MANAGERS

VERSUS

77%
EMPLOYEES*

*The manager-employee ratio at PSPC is 20%–80%.
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2.2 REGIONAL VISITS  
The vast majority of meetings were held in the 
offices located in Gatineau, Quebec. Others 
were held during regional visits across Canada 
and outside government buildings, at the 
request of employees. 

These visits are vitally important activities 
that provide an opportunity to speak 
with employees across the 
organization. When there is an 
immediate need, one on one 
telephone sessions are organized.

The regional visits allowed the 
Ombudsman to visit more remote 
locations and meet engaged 
employees such as the following: 

 ◄ The maintenance team at the 
Joseph-A. Ghiz Building in 
Summerside, Prince Edward 
Island;

 ◄ The team responsible for maintaining the 
Northwest Atlantic Fisheries Centre in  
St. John’s, Newfoundland and Labrador; and

 ◄ Some of the employees responsible for 
the Sydney Tar Ponds Project and the 
remediation of dozens of former coal mine 
sites in Nova Scotia. 

The following map indicates the cities visited 
by the Ombudsman for Mental Health and the 
ones he will visit in the coming months: 

	 Office	of	the	Ombudsman	for	Mental	Health

 Cities visited

 Cities to visit

LANGLEY 
(the Ombudsman with the 
GCSurplus staff)

CALGARY 
(the Ombudsman 
near the Wonderland 
sculpture in Calgary)
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« I am so impressed that you are taking the time to meet people from across the country to make PSPC a better place for all of us. More so, I really do feel as though you’ve not just heard me but really listened. » 

TORONTO 
(the Ombudsman at a presentation 
to members of the Ontario 
Managers Network and the 
Harassment Advisory Panel)

SHEDIAC 
(photos taken by Government of 
Canada Pension Centre staff in 
Shediac showing what Canada 
means to them)

SUMMERSIDE 
(the Ombudsman at the Joseph 
A. Ghiz Building in Summerside, 
with the technical facility manager 
and the acting provincial director, 
Prince Edward Island.)

MIRAMICHI 
(the Ombudsman and one of his 
advisors at the Public Service Pay 
Centre in Miramichi)
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2.3 REASONS FOR MEETINGS
Employees are making their voices heard, allowing the Office, and the organization as a whole, to 
better understand their concerns. There are many reasons for requesting a meeting, as shown in 
the following graph. 

125

124

107

19

1 3

3

4
5

Advice (testimonials, 
suggestions for improvement, 
career consultations, requests 
for guidance) 

Management issues

Workplace issues 

Disability management

Teleworking issues 

Exit interviews

Security issues

Pay issues

Union consultations 
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Psychological Work Demands

Protection of Physical Safety

Engagement

Work-Life Balance

Workload 

Involvement & Influence

Recognition & Reward

Leadership & Expectations

Growth & Development

Civility & Respect

Psychological Protection

Organizational Culture

Psychological Support

0 % 5 % 10 % 15 %  20 % 25 % 30 % 35 %

Acceptable
Opportunity for improvement
Attention required

Each meeting with the Ombudsman was categorized based on the psychosocial	factors outlined 
in the Guarding Minds at Work tool and in the National Standard for Psychological Health and 
Safety in the Workplace. These are risk factors related to working conditions that can cause 
psychological health issues. The factors include how the work is performed (deadlines, workload, 
and work methods) and the context in which it takes place (including relationships and interactions 
with supervisors, co-workers and clients). 

The chart below shows the areas in which the Department should pay closer attention.

https://www.guardingmindsatwork.ca/
http://shop.csa.ca/en/canada/occupational-health-and-safety-management/cancsa-z1003-13bnq-9700-8032013/invt/z10032013?utm_source=redirect&utm_medium=vanity&utm_content=folder&utm_campaign=z1003
http://shop.csa.ca/en/canada/occupational-health-and-safety-management/cancsa-z1003-13bnq-9700-8032013/invt/z10032013?utm_source=redirect&utm_medium=vanity&utm_content=folder&utm_campaign=z1003
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2.4	INTERVENTIONS
The Ombudsman met with several employees 
who wanted assistance using an informal and 
anonymous approach rather than—out of fear 
of reprisals or the impact it might have on their 
careers—going through formal channels. It 
should be noted that the procedure for filing 
a formal complaint and the processing time 
required can be difficult for complainants 
who do not feel psychologically prepared 
to undertake such a process. This is another 
argument in support of using informal actions 
and the Office’s services.

The Ombudsman’s interventions took many 
forms, ranging from recommending workplace 
assessments to individual interventions.

Here are some examples: 
 ◄ On a few occasions, the Ombudsman 
met with senior managers to inform them 
of issues that had been raised by their 
respective groups or of ineffective behaviour 
on the part of managers and supervisors. In 
a few cases, workplace assessments were 
conducted by the human resources and 
management drew up action plans with 
employees based on identified deficiencies. 
In addition, discussions were held with 
the managers concerned and resulted 
in concrete assistance measures, such as 
coaching or 360° evaluations. 

 ◄ On several occasions, the Ombudsman 
intervened to make management aware 
of specific situations in order to improve 
a person’s day-to-day routine and mental 
health in the workplace. These actions 
were intended to reduce any stigmatization 
that might result from disclosure of the 
employee’s personal situation and focused 
on:

 ◄ access to telework (unequal application 
of the telework guidelines);

 ◄ returning to work after a long absence; 
 ◄ the professional isolation that some 
employees may feel; and

 ◄ disrespectful tone of voice and words 
used by supervisors.

« André showed genuine 
interest and listened to our 
concerns, issues, answered our 
questions and seemed to have 

a great understanding of 
everything going on, including 
steps taken to address the 
situation. We felt heard 

(ours was a group meeting). »

http://intranet.tpsgc-pwgsc.gc.ca/rh-hr/milieutravail-workplace/travail-labour/lignesdirectrices-guidelines-eng.html


152017-2018 Annual Report to the Deputy Minister - Office of the Ombudsman for Mental Health 

2.5	OBSERVATIONS:	What	the	Ombudsman	found	
In his first report covering the first 6 months of 
operation, the Ombudsman stated that some 
behaviours can cause mental health issues in 
the workplace or aggravate existing issues. 
These behaviours include:  

1. Lack of communication, trust and empathy, 
primarily in the employer-employee 
relationship; and

2. Lack of courtesy and respect, primarily in the 
employer-employee relationship.

The Ombudsman also found that organizational 
changes can have a significant impact on 
employees.

A number of measures have been implemented 
since the first report was published (see 
Appendix	A). The culture change advocated in 
PSPC’s Mental Health Strategy (see Appendix	
B) can be achieved through various means: 
awareness of the importance of mental health; 
adequate	training that specifically deals with 
challenges facing employees; accommodation 
for employees with mental health issues; and 
healthy	and	open	communication on a daily 
basis. 

To ensure that the strategy is successfully 
implemented, it is also important that branch  
and region specific action plans be developed 
and that tools be made available to employees. 
The mental health champions, who are part of 
PSPC Psychological Health and Safety Working 
Group, have initiated some of the work related 

to developing action plans in collaboration 
with colleagues from their respective branch or 
regions.

Moreover, it is essential that: sources of stress 
in the workplace be identified; that strategies 
be developed with employees to mitigate and 
prevent them; and, that behaviours that could 
lead to psychological injuries be dealt with. 

In recent months, thousands of victims of sexual 
assault and harassment have spoken out on 
social networks. A wave of #metoo, #moiaussi 
and #yotambién hashtags swept across various 
platforms around the world, symbolizing a 
powerful movement of people in solidarity 
denouncing such behaviour. This surge in 
denouncing behaviours allowed victims to tell 
their stories publicly, to break the silence and to 
overcome isolation. It has also opened society’s 
eyes to a phenomenon whose extent had been 
unknown. 

Closer to home, in the Department, the extent 
of media attention may have given some 
employees the courage to talk about mental 
health issues. In fact, an increasing number of 
employees have turned to the Ombudsman, 
alone or in groups, to report unacceptable 
workplace behaviours that go against the 
spirit of coming to terms with psychosocial 
factors. However, while the #metoo 
movement denounced inappropriate sexual 
behaviours, PSPC employees mainly spoke 
out against unacceptable behaviour: incivility, 

  « I didn’t realize the 

extent to which what I told 

you had weighed on me. 

To be able to verbalize 

what I was feeling to a 

person I trusted 

was very liberating. »

https://gcdocs.gc.ca/tpsgc-pwgsc/llisapi.dll?func=ll&objaction=overview&objid=104279013
https://gcdocs.gc.ca/tpsgc-pwgsc/llisapi.dll?func=ll&objaction=overview&objid=104279016
https://2017.guardingmindsatwork.ca/eng/info/risk_factors
https://2017.guardingmindsatwork.ca/eng/info/risk_factors
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In the second half of 2017, an increasing 
number of cases involving lack of transparency 
and fairness in staffing processes were reported 
to the Ombudsman for Mental Health. This 
trend had not been observed in the first six 
months. During numerous meetings held in 
the third and fourth quarters, many employees 
raised the issue of favouritism and the constant 
turnover of team leaders, supervisors and 
managers in some places. 

For acting appointments, the selection of 
candidates is not always perceived to be based 
on the employee’s record, skills, experience or 
desire to be considered for acting assignments 
or appointments. Employees have also 
complained about the excessive use of acting 
appointments (up to seven years in some 
cases), lengthy staffing processes (sometimes 
longer than 18 months) and positions that 
remain vacant for long periods. In such cases, 
the remaining employees must take on a 
heavier workload and more tasks could lead to 
stress, anxiety and psychological distress.

On the other hand, the Department is a 
leader in terms of flexible work arrangements 
(telework, flexible schedules, compressed 
work schedules) and stands out from the rest 
of the federal public service by six percentage 
points in the results of the 2017 Public 
Service Employee Survey (PSES), (86% of 
PSPC respondents find that their immediate 
supervisors support the use of flexible work 
arrangements). 

Flexible work arrangements help employees 
achieve work-life balance and promote the 
effective use of work hours. Working remotely, 
whether in government offices or at home, 
is also allowed. An increasing number of 
managers and directors work in a different 
physical location than that of their employees. 

Several employees have indicated that this 
reality should be taken into account in staffing 
processes and that areas of selection should 
not be limited to specific regions or physical 
workplaces. 

PSYCHOSOCIAL FACTORS – Psychological support4 and organizational culture5

1.	 FAVOURITISM,	LACK	OF	FAIRNESS	AND	TRANSPARENCY

4Psychological	support, one of the 13 psychosocial factors set out in the National Standard for Psychological Health and Safety in the 
Workplace, is demonstrated when co-workers and supervisors in a workplace are concerned about the mental and psychological health of 
employees and respond appropriately. 
5Organizational	culture, one of the 13 psychosocial factors, is demonstrated when a workplace is characterized by trust, honesty and fairness. 

psychological harassment, bullying, lack of 
respect, aggressive behaviour, belittlement, 
favouritism or unfair treatment. In a similar vein, 
recent reports by Joe Friday, Public Sector 
Integrity Commissioner of Canada, also show 
that management must deal with the above 
mentioned behaviours, particularly when 
employees report them to the organization.  

Since surveys are anonymous, it is sometimes 
difficult to fully understand the situations 
employees are going through. Because the 
Ombudsman guarantees confidentiality, he 
can find out more about employee concerns. 
The following observations therefore reflect 
what the Ombudsman heard and noted in 
confidential sessions during the first year of 
Office operations. These observations must be 
interpreted with caution. 

http://shop.csa.ca/en/canada/occupational-health-and-safety-management/cancsa-z1003-13bnq-9700-8032013/invt/z10032013?utm_source=redirect&utm_medium=vanity&utm_content=folder&utm_campaign=z1003
http://shop.csa.ca/en/canada/occupational-health-and-safety-management/cancsa-z1003-13bnq-9700-8032013/invt/z10032013?utm_source=redirect&utm_medium=vanity&utm_content=folder&utm_campaign=z1003
http://www.psic.gc.ca/eng/results/case-reports
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2.	 IMPACT	OF	VARIOUS	TRANSFORMATION	PROJECTS	ON	EMPLOYEES’	MENTAL	
HEALTH	

With regards to the impact of various 
transformations on the mental health of 
employees, the Ombudsman has received 
indications that are in line with his observations 
in the first report. Employees are not always 
clear on the effectiveness of transformations. 
Indeed, employee feedback is not always 
sought in the initial development and design 
phases, or, when it is, their feedback is not 
always taken into account. 

In addition, technology is seen as a way of 
facilitating work and reducing turnaround 

times.  However,it is not always effective and, 
often, system issues arise that should not be 
underestimated. 

Furthermore, it is important that employees 
receive replacement equipment in a timely 
manner in the event that their assigned 
hardware malfunctions. For example, it can take 
several weeks, and, in some cases, months to 
replace an employee’s defective laptop or cell 
phone. These delays can have an impact on 
productivity and performance as well as affect 
the employee’s stress levels. 
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Currently, projects are being implemented across 
the country as a part of the Workplace Renewal 
Initiative. As the number of workplaces affected 
by this renewal increases, so do employee 
concerns, particularly in regional offices where 
the initiative is well-advanced. It is becoming 
increasingly clear that not having assigned work 
stations requires adjustment. Some employees 
are still trying to figure out how they can work 
effectively in their new workplace—a situation 
that could contribute to increasing anxiety. When 
questions are left unanswered and performance 
expectations remain the same, problems arise, 
leading to anxiety. 

Employees would like to receive more 
information, be more involved in the decision-
making process, see future work spaces to get 
a better idea of their new workplace, and speak 
with employees who went through the same 
change. For example, the fit-up of the new PSPC 
offices in Montreal shows that it is possible to 
have a successful transformation.

Some managers are concerned about the 
projects being undertaken as part of the 
initiative from a mental health perspective. They 
are hoping for a successful renewal, but do not 
exactly know how to identify symptoms of stress 

in employees (changes in behaviour or mood, 
fatigue, lack of interest or disengagement), 
especially employees who work off-site owing 
to telework or flexible work arrangements. 
Managers want to know if there is a strategy in 
place to monitor the impact of the Workplace 
Renewal Initiative on employees’ mental health. 

Other employees, particularly those in the 
Vanguard Network, have expressed positive 
feedback about the Initiative. In some regions, 
measures have been implemented to help 
employees adapt to the new work spaces. Here 
are some examples:

 ◄ Creation of a GCconnex	page providing 
information on the Workplace Experience 
Lab, a prototype lab space for the new 
offices in Vancouver;

 ◄ Development of a digital	toolkit to help 
employees in the Pacific Region navigate 
through the changes and facilitate 
discussions about mental health from a 
workplace renewal perspective; and

Generally, employees feel that more effort should 
be made to build up team spirit, because the 
sense of belonging to a team can be affected 
by an increased number of teleworkers and the 
physical absence of co-workers.

Best practice
Additional training sessions on managing employees remotely should be given serious 

consideration in order to prevent having an isolated and disengaged workforce and benefit 
from mobile work solutions.

https://gcconnex.gc.ca/groups/profile/23884382/enpspc-pacific-region-workplace-experience-labfr?language=en
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MONTREAL 2018:  
A TIME OF MOURNING AND A NEW BEGINNING  

The new PSPC offices in Montreal were fitted up in mid-January 2018. This is 
the first office refit of this magnitude within the Department, and it involved 380 
employees. There was a tremendous amount of logistics and coordination work 
over several years. The chair of Vanguard, PSPC’s Young Professionals Network, 
even created a blog in which she shares her impressions of this transition to a 
modern workplace. While acknowledging the bereavement she felt when she had 
to leave her workspace after so many years, she enthusiastically embraced this 
major change. Some of the factors that facilitated the success of the transition were 
clear-cut instructions provided during the move, consultations, and the involvement 
of employees who were able to express themselves and whose suggestions were 
overall taken into account. 

New PSPC offices in Montreal

https://gcconnex.gc.ca/blog/view/34209608/montreal-2018-a-lavant-garde-du-renouvellement-du-milieu-de-travail-montreal-2018-a-lavant-garde-du-renouvellement-du-milieu-de-travail?language=en


20

The meetings and consultations held by the 
Ombudsman confirm that disrespectful words 
and behaviours have a significant impact on the 
psychological health of Department employees. 

Those targeted by disrespectful words or 
behaviours may react by being uncivil in turn 
or by taking revenge against the person who 
did or said hurtful things or by turning in on 
themselves and keeping it all inside. Like 
the ripples created when a pebble is thrown 
in the water, lack of civility spreads through 
the workplace. The ripple effect is the most 
disturbing and common effect of incivility.

The image on the next page7 shows examples 
of civil and uncivil behaviour in the workplace. 

When nothing is done to stop incivility, an 
organizational culture is created that normalizes 
and accepts these behaviours and encourages 
victims to refrain from complaining and to suffer 
in silence. Bear in mind that when one person is 
uncivil to another employee, the victim suffers, 
as do those around him or her. 

The impact of a lack of civility on the people 
subjected to it varies depending on the 
person, the type of behaviour and especially 
the frequency of the behaviour. The diagram in 
Appendix	C shows the known effects of lack of 
civility.

Attitude is contagious, and we all have a role 
to play in creating psychologically healthy 
workplaces

PSYCHOSOCIAL FACTORS – Civility and respect and psychological protection from 
violence, bullying and harassment 
3. INCIVILITY6

6Workplace incivility refers to those seemingly insignificant behaviours that are rude, disrespectful, discourteous or insensitive, where the intent 
to harm is ambiguous or unclear (definition by Sharone Bar David, Consultant in Solutions for Respectful Workplaces).
7See the bibliography at the end of the report for the complete list of documentary sources consulted to create the image. 

Best practice
To address incivility issues in the workplace, it is essential to educate employees about incivility  

and the reasons behind it. Similarly, self-awareness and a willingness to look at one’s own behaviour 
are crucial. Highlighting bad behaviour and speaking out will help improve the situation at PSPC 
described in the Association of Professional Executives of the Public Service of Canada (APEX)  

survey and the 2017 PSES.  
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Pick up the phone – 
Don’t screen emails  

or calls

Make positive 
remarks  

about others 

Respect inclusion 
and diversity

Show diplomacy  
and respect  

in emails

Show you  
value people and  

their views

Own your  
mistakes and  

be accountable

Treat others as you 
wish to be treated

Recognize work  
and give credit

Respect conversations  
and meetings

Public  
humiliation 

Blaming  
others

Demeaning and 
dismissive verbal or 

body language 

Stealing ideas  
and credit 

Disrupting 
conversations  
or meetings

Rude use  
of email

SIGNS OF
INCIVILITY

SIGNS OF  
CIVILITY 

Attitude is 
contagious - 

everyone deserves 
dignity and 

respect at work! 

Excluding or 
ignoring someone – 
silence treatment

Disparaging 
reputations

Ignoring  
requests  
or calls
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Harassment can be the result of unresolved and 
escalating uncivil behaviour. Recent 2017 PSES 
findings indicate that 16% of employees believe 
that they have experienced harassment in the 
workplace in the past two years, particularly 
from supervisors or co-workers—down slightly 
from 2014 (18%) and slightly lower than for the 
public service as a whole (18%).

Harassment is a factor contributing to the risk 
of violence in the workplace and must be dealt 
with promptly and appropriately. Tougher 
legislation has also been proposed recently to 
combat harassment and sexual violence in the 
workplace as part of Bill C-65, which will amend 
the Canada Labour Code. 

Front-line employees who provide services 
to clients internally or externally also stated 

that they are not treated properly by their 
clients, who are not respectful or courteous 
to them. Unfortunately, some employees are 
not adequately supported by their immediate 
manager, who sometimes sides with the client 
in order to provide the best possible service 
in accordance with the departmental client 
service strategy framework. These employees 
strive to find a compromise between client 
expectations and those of their immediate 
manager or their client’s manager while having 
their own need for respect met. In addition, 
the Department does not clearly communicate 
expected behaviours to clients. This said, these 
expectations for PSPC employees are clearly 
set out in the Department’s Code of Conduct.

4. HARASSMENT7, BULLYING8 AND LACK OF RESPECT

7According to the Policy on Harassment Prevention and Resolution, “Harassment is any improper conduct by an individual that is directed at 
and offensive to another individual in the workplace, including at any event or any location related to work, and that the individual knew or 
ought reasonably to have known would cause offence or harm. It comprises any objectionable act, comment or display that demeans, belittles, 
or causes personal humiliation or embarrassment, and any act of intimidation or threat. Harassment is normally a series of incidents, but it can 
be one severe incident that has a lasting impact on the individual.”
8According to the Mental Health Commission citing Alberta Human Services, bullying is a hostile, conscious, deliberate and repeated act 
marked by power inequality, intent to do harm or threats of aggression.

DID YOU KNOW?
If you are unsure whether an action or situation 
constitutes harassment, discrimination or disrespectful 
behaviour, you can seek advice and guidance from 
resources, such as the following:  

 ◄ the National Harassment Prevention Coordinator 
(819 420 1577 for all regions, except Quebec for 
which the number to call is 514 824 5527);

 ◄ a labour relations or ethics advisor;

 ◄ an immediate manager; or

 ◄ a union representative.

http://laws-lois.justice.gc.ca/eng/acts/L-2/
https://www.tpsgc-pwgsc.gc.ca/apropos-about/code-cond-eng.html
http://www.tbs-sct.gc.ca/pol/doc-eng.aspx?id=26041#appA
http://intranet.tpsgc-pwgsc.gc.ca/rh-hr/vousetes-areyou/phmt-phiw-eng.html
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« I was initially concerned as to why I was referred to your office. I had issues about my workplace (in particular, what to do when a co-worker harasses you) 
and I wanted to discuss with somebody the reasons why I was 
leaving PSPC. When I was referred to your office, I wondered 
whether the person who referred me to you thought I was 

the one having mental health issues. Later, after talking with 
André, I understood why the Office wants to ensure the mental 
health and well-being of PSPC employees, and is willing to take 

steps to help employees and their co-workers promote an 
environment focusing on good mental health and well-being. »

During meetings held by the Ombudsman, 
it was frequently mentioned that the already 
heavy workload was made worse by a lack of 
resources and long, often inefficient staffing 
processes. This contributes to stress in the 
workplace and affects employees’ work habits 
and mental health. In such circumstances, 
employees take fewer breaks, work during 
lunch hours and do not participate in social 
activities. Employees are also finding it 
increasingly difficult to read emails sent by 
the organization, attend meetings and take 
training. 

The APEX survey and the 2017 PSES indicate 
that PSPC employees are proud of their work 
(85% of executives and 86% of employees as 
a whole). Several employees even said they 
had “PSPC tattooed on their hearts.” They are 
dedicated to their work, despite having to deal 
with increasingly more demanding professional 
requirements and high levels of stress related 
to an ever-increasing workload in a context of 
greater accountability (according to the 2017 
PSES, 42% of respondents find that the heavy 
workload causes them stress). 

PSYCHOSOCIAL FACTOR – Workload management 
5. WORKLOAD AND STRESS LEVEL AT WORK 
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2.6	OBSERVATIONS:	What	the	data	tell	us		
The results of the surveys to be conducted by 
the Office and the mental health performance 
measurement tool will help to more effectively 
identify personal and organizational risk factors 
that may cause or exacerbate psychological 
problems, as well as provide a more accurate 
environmental analysis of mental health 
deficiencies in the workplace. 

The following information deals with 
psychological health and safety in PSPC 
workplaces and is based on the most recent 
data.

Results of 2017 PSES

PSPC had a response rate of 63% for the 2017 
PSES, which is slightly higher than the response 
rate for the public service as a whole (61%). 

According to these results, a greater number 
of employees trust their managers (57% in the 
2017 PSES and 55% in the 2014 PSES) and are 
confident that senior management will address 
the issues raised in the survey (55% in the 2017 
PSES and 48% in the 2014 PSES). In that regard, 

PSPC results are 5 percentage points higher 
than the average results for the public service. 
Trust between employers, managers and 
executives is vitally important for the creation of 
psychologically safe work environments. 

Psychological support and organizational 
culture

A large percentage (84%) of respondents felt 
that their immediate supervisor was creating an 
environment wherein they could discuss matters 
affecting their well-being at work. 

But only 47% of respondents feel they can 
initiate a formal recourse process without fear 
of reprisals. 

Creating a positive work environment where 
team members can speak freely without fear 
of reprisals or judgments, can contribute to a 
psychologically healthy workplace.

Civility and respect and psychological 
protection from harassment

83% of respondents felt that they were being 
treated with respect in their work unit.

That said, based on the 2017 PSES results for 
PSPC and the Ombudsman’s observations 
through his confidential meetings, multiple 
employees continue to be dissatisfied on the 
harassment front.

In total, 16% of respondents said that they had 
been the victim of harassment in the workplace 
mostly by people in authority, by colleagues 
and, to a lesser extent, by individuals from 
other departments or agencies and by 
members of the public. Of these 16%, 57% of 
respondents said they had been the target of 
offensive remarks; 41% reported being a victim 
of aggressive behavior; while 44% said they 
had been excluded or ignored.  Signs of uncivil 
behaviour are still present. 

Ongoing attention is required to tackle this 
issue 

 I am very happy to know that we have a very senior advocate for mental health in PSPC to augment existing support services [. . .] I am interested to know that someone is looking not only at the mental health of individuals in the department, but the mental healthiness of the department itself as a corporate culture. 
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Leadership	and	clearly	defined	expectations	

A total of 80% of PSPC employees said 
that they were satisfied with the quality 
of supervision they received, and 78% of 
respondents thought that their immediate 
supervisor kept them informed of issues 
affecting their work. Although these findings 
are positive, there are still concerns about the 
quality of deliverables owing to continually 
changing priorities, as highlighted by 41% of 
respondents in 2017. 21% of respondents also 
of respondents said that the lack of clearly 
defined expectations was causing them stress 
at work.

Results from the 2017 survey also showed a 
slight improvement in the communication 

of key information to employees by senior 
management (53% in 2017 versus 50% in 2014) 
and in effective and timely decision-making by 
senior management (49% in 2017 versus 45% in 
2014). 

Workload management and work-life 
balance

The results of the 2017 PSES shed some light 
on these two major psychosocial risk factors. 
While 34% of respondents said that there are 
not enough employees to do the work, 30% of 
respondents said that a heavy workload was 
causing them stress at work. Furthermore, 43% 
of respondents felt that the quality of their work 
was suffering because they had to do the same 
amount of work, or more, with fewer resources.  
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2017 APEX survey on the work and health of executives 
Every five years, the Association of Professional 
Executives of the Public Service of Canada 
(APEX) conducts a survey on the work and 
health of executives. 

More than half (55%) of PSPC executives who 
responded to the survey said that their mental 
health was “excellent” or “very good,” while 
16% said “average” or “poor.” The results 
for the public service as a whole are similar to 
those for PSPC. 

Also, in 2017, 22% of PSPC executives said 
that they had been treated by a health care 
professional for mental health issues or been 
diagnosed with a mental health issue in the 
12 months preceding the survey (see graph 
below). 

In 2012, this number was at 8%, which is 14 
percentage points lower than in 2017. There is a 
similar trend in the results for executives in the 
APEX survey as a whole. With regard to overall 
APEX results, the rate of diagnosed chronic 
conditions increased by 10 percentage points in 
2017, compared with the rate reported in 2012, 
and by 15 percentage points, when compared 
with the rate reported in 2007 

With respect to incivility, 23% of PSPC 
executives said that their supervisor had 
criticized them or had been condescending in 
some way (25% for APEX as a whole), 36% of 
respondents said that they had been criticized 
by their peers (26% for APEX as a whole), and 
26% of respondents said that they had been 
spoken to inappropriately in public or in private 
(17% for APEX as a whole).

APEX as a whole

Public Services and Procurement Canada

Diagnosed chronic conditions
"Over the past 12 months, have you been 

diagnosed or received treatment by a medical 
professional for mental health issues?"

0 %

40 %

20 %

2012 2017

SICK LEAVE UPDATE  
Data from SunLife Financial - PSPC unionized employees 
The graph on the right, provided by Sun Life 
Financial, provides a breakdown of long-term 
disability benefit applications in four diagnosis 
categories. Mental issues are the basis for the 
majority of applications approved in the last 
four years, as shown in the graph. 

   

Total number of applications approved by SunLife 
Financial

2013 2014 2015 2016 2017

147 165 157 126 167

Total number of applications approved citing mental 
health disorders, by diagnosis  by SunLife Financial 
per year  

2013 2014 2015 2016 2017

90 98 110 72 106
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For example, applications received in 2016 
could have been rejected or suspended 
because of missing information and approved 
in 2017. The same goes for other years. 

At PSPC, the number of applications submitted 
citing mental health disorders represented 
63.5% of all applications approved in 2017. 

This number peaked at approximately 70% in 
2015. For comparison purposes, for federal 
organizations under the same insurance plan, 
the number of applications citing mental 
disorders submitted to the same insurance 
plan was approximately 50% between 2013 and 
2017. A more in-depth analysis will be required 
to understand this situation and identify trends.

Nervous disorders 

Cancer

Breakdown of approved applications
* 4 Major diagnoses

Musculoskeletal disorders

Mental health disorder

0%

100%

2014

20%

40%

60%

80%

2015 2016 2017

*It should be noted that the data per year must not be considered as cohorts.

Industrial Alliance data - PSPC non-unionized executives and employees 
The data provided by Industrial Alliance show 
a trend similar to that observed in the data 
provided by Sun Life Financial with regard 
to the number of applications related to 
diagnosed mental health disorders. 

2013 2014 2015 2016

Total number of 
applications approved 
by the Industrial Alliance 

123 123

Number of applications 
approved citing mental 
disorders 

64 60 72 78
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MyGCHR data – Sick leave for PSPC employees10

According to MyGCHR data, the number of 
days of sick leave remained about the same 
from 2014–2015 to 2016–2017. In 2017-2018,  
the number slightly decreased. 

Number 
of sick 
days with 
a medical 
certificate

Number of 
sick days 
without 
a medical 
certificate

Total  
number  
of sick 
days

2014–2015 FY 4,5 7,4 11,9

2015–2016 FY 4,5 7,5 12

2016–2017 FY 4 7,1 11,1

2017–2018 FY 3.76 6.37 10,1

10PeopleSoft 9.1 is designed to handle all administrative transactions related to human resources.

Best practice
When an employee is on sick leave for more than 10 consecutive workdays, it is important to  

inform the Disability Management Program as soon as possible to ensure early intervention and 
a successful return to work. It would also be useful for managers to attend information sessions 

delivered by this Program.

https://nam02.safelinks.protection.outlook.com/?url=http%3A%2F%2Fintranet.tpsgc-pwgsc.gc.ca%2Frh-hr%2Fmieuxetre-wellness%2Fgestioninvalidite-disabilitymanagement%2Fneuf-new-eng.html&data=02%7C01%7C%7Cb3c5dd31800147da7a4d08d5c7cbe511%7C84df9e7fe9f640afb435aaaaaaaaaaaa%7C1%7C0%7C636634600885522261&sdata=BlAwLdgpD2mbnNVdYcmJiGxI%2B1qE4AqTihFs64DaUJA%3D&reserved=0
https://nam02.safelinks.protection.outlook.com/?url=http%3A%2F%2Fcatalogueapprentissage-learningcatalogue.tpsgc-pwgsc.gc.ca%2Fcours-course.aspx%3Flang%3Deng%26id%3D3959&data=02%7C01%7C%7Cb3c5dd31800147da7a4d08d5c7cbe511%7C84df9e7fe9f640afb435aaaaaaaaaaaa%7C1%7C0%7C636634600885678514&sdata=6I6R%2BMKNdXRltckldvNH5h8AVbD8yD5%2BgaVWNg9le6k%3D&reserved=0
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RECOMMENDATIONS
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In his first report, the Ombudsman set out 
eight	recommendations to ensure and protect 
the mental health of PSPC employees. The 
recommendations fell into three categories: 
leadership, work environment, and training and 
recognition.

After approving these recommendations, the 
Deputy Minister asked the Human Resources 
Branch to draw up an action plan (see Appendix 
A). 

Some recommendations require time to 
implement, but despite the fact that only six 
months have passed since the first report,11 
concrete actions have been taken, such as the 
following:

 ◄ the design of the leadership course on 
emotional intelligence in the workplace for 
PSPC managers;

 ◄ the creation of the mental health award of 
excellence;

 ◄ the launch of a survey to more effectively 
identify mental health training needs; and 

 ◄ various actions to provide better support 
for Pay Centre employees.  

That said, the Ombudsman recommends timely 
communications with employees regarding 
progress achieved in implementing the 
recommendations. 

These recommendations have since been 
incorporated into the Centre’s action plan. 

3.1	REVIEW	OF	THE	FIRST	RECOMMENDATIONS

REVIEW OF PAY CENTRE 
RECOMMENDATIONS MADE  

IN SEPTEMBER 2017

Further to a week-long visit to the Pay Centre 
(the Centre) in May 2017, the Ombudsman 
recommended setting up a multidisciplinary 
support team that would be assigned to the 
Centre and would provide support in the 
following areas:

1. Internal	procedures, ensuring that 
resources are allocated to developing 
consistent procedures for processing 
transactions; 

2. Internal	communications,	to better 
communicate information to staff about 
the Centre’s many activities and to more 
effectively coordinate consultations with 
employees; and;

3. Well-being	programs, providing 
employees with support in workshops 
on stress management, disability 
management, accommodation, etc. 

11More time is required to implement some of the recommendations for improvements, including improving recruitment, professional 
development and management assessment practices, assessing psychological risk profiles, centralizing exit interviews, and assessing the 
impact of transformation projects on employees’ mental health.

http://www.tpsgc-pwgsc.gc.ca/osm-omh/ombudsman-eng.html
https://masource-mysource.spac-pspc.gc.ca/eng/smsmd-dmadm/psm-fdm/Pages/2017-09-21.aspx
https://masource-mysource.spac-pspc.gc.ca/eng/services/dpi-cio/rdgsit-itsbr/ce-ec/ping/Pages/bulletin-newsletter-2017-08-28-4.aspx
https://masource-mysource.spac-pspc.gc.ca/eng/services/dpi-cio/rdgsit-itsbr/ce-ec/ping/Pages/bulletin-newsletter-2017-08-28-4.aspx
http://intranet.tpsgc-pwgsc.gc.ca/rh-hr/carriere-career/recompenses-awards/excellence-eng.html
http://intranet.tpsgc-pwgsc.gc.ca/rh-hr/carriere-career/recompenses-awards/excellence-eng.html
http://intranet.tpsgc-pwgsc.gc.ca/dlc-ink/evs-enk/2018-02-09-00-eng.html
http://intranet.tpsgc-pwgsc.gc.ca/dlc-ink/evs-enk/2018-02-09-00-eng.html
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Response from the Pay Centre’s senior 
management to the Ombudsman’s three 
recommendations 

The Centre has made great strides in the past 
year to build a culture that promotes employee 
wellness and engagement. 

Various initiatives have been implemented 
to assess and improve employees’ working 
conditions. Specifically, since late spring 2017, 
the Business Expertise Unit has reviewed and 
simplified procedures commonly used by 
employees responsible for pay operations. 
These procedures and updates are available 
to all employees in the Miramichi Toolbox. 
In addition, the Unit works closely with the 
Compensation Sector in the National Capital 
Region to ensure that the Centre provides 
accurate and timely information to employees. 
Extensive training and information sessions 
are offered on a regular basis. Centre staff 
have also developed a number of tools to 
provide employees with support in their work 
(calculators, dynamic checklists and the client 
analysis dashboard tool). 

Senior management regularly disseminates 
information on new developments to all Centre 
employees. This Centre-wide communication is 
well-received by employees. They are pleased 
with the number of activities planned by the 
social committee and the fact that mental 
health is included in discussions.

Efforts made to promote work-life balance 
have been noted. Employees have recognized 
the opportunity to work a compressed work 
week or to telework. However, it was noted that 
access to telework is not always fair and that the 
management process should be reviewed.

In August 2017, a new team was set up to 
focus on advancing employee engagement, 
internal communications and human resources 
management initiatives, including learning. 
Since its inception, the team has sent 
information to employees, including a weekly 
newsletter on behalf of the Director General’s 
Office. The team has offered and continues 
to offer employees a number of workshops 
on stress management, mental health in 
the workplace, meditation, yoga, and other 
activities. Initiatives include greater access 
to on-site employee assistance services, a 
dedicated disability management resource 
person, leadership development programs, and 
employee focus groups. 

The Centre’s management also acknowledges 
that more coaches are required and that the 
initial approach of limiting the number of 
coaches is no longer appropriate. Employees 
feel they are heard and welcome this 
willingness to adjust. 

http://miramichi.pwgsc-tpsgc.gc.ca/toolbox/en
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 ◄ Mindfulness Matters Movement
The Mindfulness Matters Movement was created at a meeting of three Real Property 
employees in the National Capital Region who were originally intended to discuss work-
related issues, but whose conversation shifted to mindfulness and how to live and work 
in the present moment. Since then, every Monday morning, an increasing number of 
PSPC employees meet for 30 minutes for a short meditation session, to discuss the topic 
of the day and to make a commitment to practise mindfulness throughout the day by 
letting themselves be guided by selected sayings, such as “seeing the good in others.” 
The Mindfulness Matters Movement aims to improve the workplace by promoting 
compassion towards oneself and caring for oneself, leading to resilience and meaningful 
connections.

 ◄ The Listening Ear
The Workplace Well-being Directorate team piloted a peer support program within the 
National Capital Region. Peer helpers are employee volunteers who are able to provide 
support objectively and believe that anyone going through a difficult time should receive 
help in the workplace. Peer helpers have not necessarily had mental health issues. Their 
role is to listen to co-workers dealing with problems in their personal or work life, and to 
provide them with information or refer them to professionals. Four-day training sessions 
were given to peer helpers, as well as bimonthly group update meetings, each lasting 
one or two hours. Successful candidates were also interviewed to ensure they had the 
required skills.

 ◄ Contract with family services for Sydney employees
To complement the services offered by the Employee Assistance Program in the Atlantic 
Region, the Regional Director of Cape Breton operations, along with a Program advisor, 
entered into a contract with family services in Sydney to reduce the wait time to see a 
psychologist or psychiatrist in some remote areas, which can take up to a year. Under this 
contract, employees and their families can have six sessions with a counsellor holding a 
Master’s degree and an appointment within five days following the first call. 

3.2	BEST	PRACTICES
It should be noted that many best practices adopted by and for employees help significantly 
to bring about the desired culture change. The following are some examples of noteworthy 
practices:

Launch of Mindfulness Matters Movement 
on October 16, 2017

https://gcconnex.gc.ca/groups/profile/36808860/mouvement-de-la-pleine-conscience-mindfulness-matters-movement?language=en
http://www.gcpedia.gc.ca/wiki/PSPC_Well-Being_Emotional
https://masource-mysource.spac-pspc.gc.ca/eng/Pages/be-wb.aspx
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 ◄ Mental health is a core concern of the Pension Centre committees
At the Pension Centre, a number of active and dynamic committees and programs have 
been set up over the years. The committees have had a positive impact on employees.

The Wellness Committee encourages employees to improve their lifestyles by 
promoting wellness in the workplace. “Live, work, play . . ., be well!” is its motto.

The Creative Committee is about encouraging and celebrating the creativity, positive 
energy and mental health of all employees through artistic projects and the healing 
power of nature. It was suggested to the Creative Committee that the Pension Centre 
reception area be made more welcoming. This inviting and welcoming space now 
has three temporary or permanent areas to display employee art projects as well as 
a collaborative area for Pension Centre committee projects focusing on employees, 
including the “Expressions” project. The elevator area is now adorned with 150 
beautiful wooden pieces as well as a commemorative plaque. 

The Employee Engagement Committee seeks to promote a culture of co-operation, 
teamwork and innovation in the delivery of the Centre’s services.

The Social Committee provides employees with opportunities to interact with  
co-workers in a social setting, get to know each other and celebrate achievements 
while having fun.

The Recognition Program raises employees’ awareness of the importance of 
recognizing people and their work, ideas and achievements. Whether it’s an official 
recognition event, an award ceremony or an informal event with balloons, any 
opportunity to recognize someone’s work is a good opportunity. 

The Canada 150 wall at the Pension Centre in Shediac, New Brunswick 

The “bravo” balloons float proudly at the Pension Centre. 

http://breakers-brisants.pspc-spac.gc.ca/eng/node/4892
http://dune.pwgsc-tpsgc.gc.ca/en/wellness
http://dune.pwgsc-tpsgc.gc.ca/en/creative_committee
http://dune.pwgsc-tpsgc.gc.ca/en/employee_engagement_committee
http://dune.pwgsc-tpsgc.gc.ca/en/social
http://dune.pwgsc-tpsgc.gc.ca/en/recognition_program
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 ◄ Wellness Wednesdays at the Integrated Services Branch 
The Wellness Wednesday held by the Integrated Services Branch (ISB) on February 7, 
2018, was the first day devoted entirely to wellness within the Branch. This day was an 
opportunity for employees to learn about a variety of initiatives related to health and 
wellness, including mental health. Several guests facilitated interactive sessions where 
employees learned to do yoga in a 2.0 work environment, prepare healthy snacks, etc. An 
open group discussion on mental health was also held.

 ◄ Definition of stress factors in the workplace 
A professional and technical services team in the Atlantic Region, where many 
transformations were underway, decided to identify stress factors in their workplace 
that they could do something about. The management team consulted employees, 
union representatives and several information sources, including PSES results and the 
Ombudsman’s first report. A plan was developed for the five broad action areas identified 
in order to get to the root of the problem and develop a strategy or implement stress 
mitigation measures. This is a best practice that the Office encourages. 

DID YOU KNOW?
The Translation Bureau compiled the Workplace 
Mental Health Glossary, which supports one of 
the components of the Government of Canada’s 
mandate that consists in educating managers and 
employees on mental health issues in the workplace. 
The glossary provides terminology data in both official 
languages for 337	concepts	as	well	as	definitions	
and	explanatory	notes. While intended mainly for 
translators and writers, the glossary can also serve 
as a reference tool for anyone seeking a better 
understanding of mental health in the workplace.

http://www.btb.termiumplus.gc.ca/publications/sante-mentale-mental-health-eng.html
http://www.btb.termiumplus.gc.ca/publications/sante-mentale-mental-health-eng.html
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3.3	NEW	RECOMMENDATIONS	
In this annual report, the Ombudsman sets 
out three new recommendations based on 

his observations and wishes expressed by 
employees across the country.

In order to create a civil, respectful, dynamic 
and safe workplace, the Ombudsman 
recommends that branches and regions 
develop tools promoting civility in the 
workplace and that employees be involved in 
their development. 

There are a number of note-worthy tools in 
the Department such the compass created in 
Montreal under 
the Workplace 
Renewal Initiative. 
This tool aims to 
provide guidance 
with respect 
to desired 
behaviours in 
a collaborative 
work space built 
on mutual trust.

Another 
example is the 
mental	health	
commitment made by Finance and 
Administration Branch (FAB) employees. Under 
the terms of this commitment, employees 
listen without judging, set an example, create 
a supportive environment, help those in need 
and use positive encouraging language. The 

commitment has been communicated to FAB 
staff in the National Capital Region and will 
soon be sent to the regions. 

There is also a six-part Civility Charter with a list 
of civil and uncivil behaviours which was drawn 
up and approved by the former Integrated 
Services Branch senior management. This 
initiative resulted in a reference tool that 

employees can 
use to create a civil 
environment where 
employees can feel 
heard,	supported,	
valued	and,	above	
all,	respected. 
The Civility Charter 
serves as the basis 
for the culture the 
employees wish 
to see. A working 
group made up 
of employees 
representing each 

sector of the branch was set up to discuss the 
implementation of the Civility Charter. Lastly, 
the office of the Ombudsman for Mental Health 
has put together a list of their core values (see 
Appendix	D) which is provided as an example 
only.

1. In collaboration with employees, within branches and regions, develop tools promoting 
civility and respect in the workplace 

Copy of the mental health commitment signed by the Corporate 
Accommodation and Material Management Group, FAB 

RespectCourtesy
Behave mindfully and
politely

Be aware of others and yourself

Contribute to a work environment
characterized by healthy
communication and collaboration

Respect people and the
work environment

Communication Awareness

Healthy and productive
work environment

Healthy and productive
work environment

Harmonius
relationships

Harmonius
relationships

https://prezi.com/pcqpxlarvu88/2018-bienvenue-spac-place-bonaventure-2018/?utm_campaign=share&utm_medium=copy
https://gcdocs.gc.ca/tpsgc-pwgsc/llisapi.dll/link/109082970
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Providing an on-boarding and orientation 
program is a best practice for any employer of 
choice. By properly equipping new employees, 
we ensure that we not only welcome and 
support them, but also inform them of the 
many tools, programs and services that the 
Department makes available to them. With 
respect to mental health, it is important at the 
outset to inform them of expected behaviours 
and services available to them. The many 
meetings held throughout PSPC revealed that 
the provision of on-boarding and orientation 
programs is inconsistent. 

Mandatory mental health training could 
be part of the on-boarding and orientation 
program. The current program includes 
10 training activities, most of which are 

mandatory. In order to create a positive work 
environment that encourages employees to 
seek help and break the silence, basic mental 
health training is needed from the moment 
the employee is on-boarded. This training 
could, for example, be one component of the 
mandatory occupational health and safety 
course and also part of the online training 
given for the purposes of the risk prevention 
program. It would also be appropriate for the 
training to provide information on the resources 
available to employees to identify the changes 
occurring at home and appropriate actions to 
take, particularly in a context where work-life 
balance continues to be encouraged and where 
flexible work arrangements (compressed work 
weeks, telework, mobility agreement, etc.) are 
increasingly accepted.

3. Systematically provide the On-boarding	and	Orientation	Program	for	New	Employees	
and	Students throughout the Department and include the “psychological health” 
component in the mandatory occupational health and safety course

This recommendation was included in this 
report after many employees reported having 
been treated disrespectfully and bullied by 
PSPC clients or suppliers. Because PSPC is, first 
and foremost, a department providing services 
to other federal departments and agencies and 

dealing on a daily basis with hundreds and even 
thousands of stakeholders, PSPC employees 
want to provide the best possible service. 
Asking for a basic degree of civility in return 
is reasonable, and the right to be treated with 
courtesy should be recognized and protected. 

2. Through mechanisms available to the Department, consider introducing a clause, or 
alternate means, allowing employees to report inappropriate, harassing or aggressive 
behaviour by co-workers, clients, partners or suppliers.  
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http://intranet.tpsgc-pwgsc.gc.ca/rh-hr/carriere-career/accueil-onboarding/accueil-onboarding-eng.html
http://intranet.tpsgc-pwgsc.gc.ca/rh-hr/carriere-career/accueil-onboarding/accueil-onboarding-eng.html
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THE OFFICE PROJECTS 
AND ACTIVITIES
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The Office adopted various communication 
strategies to promote its activities, foster 
open dialogue on mental health issues in 
the workplace, and share information with 
experienced partners both within and outside 
the public service. To foster a cultural change 
around mental health, ongoing communication 
is vitally important. To that end, the Office 
used traditional and social media, various tools 
provided by the Government of Canada, and 
promotional tools. The Ombudsman also made 
numerous presentations. 

TRADITIONAL AND SOCIAL MEDIA

Articles have been published about the Office, 
and numerous departmental newsletters and 
messages have been posted on PSPC’s various 
social media platforms (Facebook, Twitter and 
LinkedIn).

In addition, the Office’s intranet site, particularly 
the Resources on Mental Health section, was 
frequently updated. 

GOVERNMENT OF CANADA TOOLS  

The Office also used the collaborative tools 
GCpedia and GCintranet to communicate 
more effectively information on mental health 
resources and tools as well as information on 
the Office activities to fellow public service 
employees. 

A GCconnex group was also set up, mainly for 
PSPC employees.  

With this group, the Office intends to:

 ◄ Promote the Ombudsman’s role and 
messages to employees, through the use 
of a blog, in order to continue reducing 
the stigmatization associated with mental 
health, avoid injuries, and foster dialogue; 

 ◄ Promote available mental health resources;

 ◄ Give employees a voice so that they can tell 
their stories and share their experiences;

 ◄ Recognize inspiring people at PSPC by 
entering their names on the honour roll (see 
Section 4.5);

 ◄ Disseminate information on mental health 
best practices; and 

 ◄ Seek ideas and suggestions to improve 
PSPC workplaces.

AWARENESS TOOLS

The Office also developed tools for employees: 
pocket guides and posters on mental health. 

The set of pocket guides lists important internal 
and external programs and resources available 
to PSPC employees in each region. The fanfold 
format of the guides makes them easy to print 
and keep handy at all times. It is a practical 
tool that managers can distribute to their team 

members to initiate 
discussion and 
express support for 
maintaining good 
mental health.

To help create 
safe spaces where 
employees can 
openly discuss 
mental health 
issues, posters 
have also been 
designed. They list 
the same resources 

4.1	COMMUNICATION	AND	OUTREACH

MENTAL HEALTH RESOURCES 
National Capital Region

DURING BUSINESS HOURS
(Monday to Friday)

If you are experiencing mental health issues, you can 
contact the following departmental resources:

Employee and Organization Assistance Program: 873-469-3033
TPSGC.PAEORCN-EOAPNCR.PWGSC@tpsgc-pwgsc.gc.ca 

Offi ce of Workplace Confl ict Management: 819-956-5360
SGICTPSGC.ICMSPWGSC@tpsgc-pwgsc.gc.ca

Disability Management Program: 819-953-2693 / 1-855-533-0035
PGI-DMP@tpsgc-pwgsc.gc.ca 

Values and Ethics: 1-866-516-2276 
TPSGC.ethique-ethics.PWGSC@tpsgc-pwgsc.gc.ca

Occupational Health and Safety Directorate: 613-404-2548
santesecurite.healthsafety@pwgsc-tpsgc.gc.ca 

Career Management and Leadership Services: 819-635-7344
TPSGC.RCNServicesCarriere-NCRCareerServices.PWGSC@tpsgc-pwgsc.gc.ca

TPSGC.LeadershipetExcellence-LeadershipandExcellence.PWGSC@tpsgc-pwgsc.gc.ca

National Harassment PreventionCoordinator: 819-420-1577

Well-Being Tools and Resources: 
http://www.gcpedia.gc.ca/wiki/SPAC_Mieux-etre_PSPC_Well-Being

EMERGENCY ASSISTANCE  
If you are experiencing a crisis, you can call your doctor, dial 911, contact 

one of the following crisis lines or consult the following resources:

Distress Centre of Ottawa (English) : 613-238-3311  

Info-social 811, press 2 for mental health issues (bilingual): 1-866-277-3553 

The suicide prevention website lists additional crisis centers in your area. 
Some crisis hotlines are open 24 hours a day, 7 days a week: www.suicideprevention.ca

The www.esantementale.ca website also provides lists of mental health services, 
help and support in communities right across Canada: www.esantementale.ca

Kids Help Phone (for people under age 21): 1-800-668-6868

Ombudsman for Mental Health — People fi rst!
1-844-278-1126 • TPSGC.OmbudSM-OmbudMH.PWGSC@tpsgc-pwgsc.gc.ca

https://masource-mysource.spac-pspc.gc.ca/eng/osm-omh/Pages/ressources-resources.aspx
http://www.gcpedia.gc.ca/wiki/Office_of_the_Ombudsman_for_Mental_Health_(PSPC)
http://intranet.canada.ca/hr-rh/hw-ms/ww-mmt/index-eng.asp
https://gcconnex.gc.ca/groups/profile/34614807/the-office-of-the-ombudsman-for-mental-health


412017-2018 Annual Report to the Deputy Minister - Office of the Ombudsman for Mental Health 

as the pocket guides, but can be installed in 
prominent places frequented by employees, 
such as meeting rooms, kitchen bulletin boards, 
etc. 

From the very beginning, Pat the whale has 
been the Office’s mascot. Sitting on the 
Ombudsman’s desk, Pat the whale reminds us 
of the importance of providing a safe place to 
discuss mental health. 

The inspiring people highlighted on the 
Ombudsman for Mental Health’s honour roll will 
also receive a Pat the whale stress reliever for 
their actions in supporting mental health.

PRESENTATIONS

Throughout the year, the Ombudsman gave 
numerous presentations to various groups of 
PSPC employees, and to employees elsewhere 
in the public service:   

WITHIN PSPC

 ◄ 87 presentations to senior management 
committees, management committees, 
town halls, departmental network meetings 
and numerous committees across PSPC.

 ◄ Participated in 2 group discussions, one 
organized by the Canada Post Corporation 
Review Secretariat and the other by 
Vanguard: PSPC’s Young Professionals 
Network.

OUTSIDE PSPC

 ◄ 22 consultations with federal ombudsman 
offices, mental health partners and other 
federal departments and agencies that 
wanted to know more about the Office  
(e.g., Canada School of Public Service; 
Environment and Climate Change Canada; 
Shared Services Canada; Immigration, 
Refugees and Citizenship Canada; and 
Atlantic Canada Opportunities Agency). 

 ◄ Webcast organized by the Canada School 
of Public Service with the participation of 
the PSPC Ombudsman for Mental Health, 
the National Health and Safety Officer of 
the Public Service Alliance of Canada, and 
the Director of Workforce Management and 
Health at Innovation, Science and Economic 
Development Canada. The discussion 
focused on the topics of harassment 
and violence in the workplace and the 
conditions that foster respectful labour 
relations and a climate of trust.

 ◄ Presentations:
 • to APEX members;

 • to the British	Columbia	Federal	
Council; 

 • to the British	Columbia	innovation	fair;

 • to the conference organized by the 
Conference	Board	of	Canada and 
entitled Mental	Health	in	the	Capital	
2018 (in English only);

 • to the	Government	of	Canada	Mental	
Health	Champions	Committee; and

 • at the EXecuTALK activity organized by 
the Canada School of Public Service, 
where the Ombudsman will discuss 
harassment as part of a short webinar for 
the senior managers’ community.

http://intranet.tpsgc-pwgsc.gc.ca/dlc-ink/av-fs/2018-03-22-00-eng.html
http://intranet.tpsgc-pwgsc.gc.ca/dlc-ink/av-fs/2018-03-22-00-eng.html
http://intranet.tpsgc-pwgsc.gc.ca/dlc-ink/av-fs/2018-03-22-00-fra.html
http://www.csps-efpc.gc.ca/events/ccrtw/index-eng.aspx
https://apex.gc.ca/events/a-conversation-with-andre-latreille-ombudsman-for-mental-health/
http://www.conferenceboard.ca/conf/18-0095/agenda
http://www.conferenceboard.ca/conf/18-0095/agenda
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1. UNIVERSITY OF OTTAWA 

There is continuing collaboration with the 
University of Ottawa as part of a study on 
disclosing mental issues in the workplace 
to identify best practices that could be 
implemented by senior management, 
managers, employees and human resources. 
The objectives of these best practices would be 
to:

 ◄ Reduce the stigmatization of people with 
mental health issues in the workplace;

 ◄ Increase employees’ propensity to disclose 
their mental health issues in the workplace; 
and

 ◄ Maximize the potential results of such 
disclosure.

The research team determined how study 
collaborators can help recruit study participants 
and disseminate study findings afterwards. 

PSPC employees will be invited to participate in 
the study on a voluntary and anonymous basis, 
and the Office will ensure that information 
is shared with employees when it becomes 
available.

2. DR. CYNTHIA MATHIEU
The Office has established a partnership 
with Dr. Cynthia Mathieu, an organizational 
behaviour specialist, to develop a series of 
mental health surveys (see Section 4.4) 

Dr. Mathieu is a professor at the University of 
Quebec in Trois Rivières, where she teaches 
courses on leadership and personality traits 
in the workplace, employee selection, and 
mental and organizational health, and acts as a 
consultant to organizations. 

The survey questionnaires will help the Office 
gather additional information on the mental 
and organizational health of PSPC workplaces, 
by branch and region, while maintaining 
confidentiality. 

The Office has signed a letter of agreement 
with Dr. Mathieu, which provides for her 
collaboration at no charge to develop survey 

questionnaires. In return, the generic findings 
from the survey results may help Dr. Mathieu 
conduct further research into psychological 
distress in the workplace. The survey results will 
be confidential and will not identify individuals 
or groups under any circumstances. The Office 
is committed to protecting confidentiality and 
providing a safe space.

3. EMPLOYMENT AND SOCIAL 
DEVELOPMENT CANADA

A collaborative arrangement has also been set 
up with the Labour Program of Employment 
and Social Development Canada (ESDC), which 
is developing leading occupational health and 
safety indicators, including psychological well-
being in the workplace. ESDC’s Labour Program 
is working with the Office to develop questions 
for the Office’s surveys. This collaboration 
is an opportunity to not only meet PSPC’s 
objectives, but also to advance the Labour 
Program research into leading indicators. 
ESDC is the federal regulator responsible for 
implementing the Canada Labour Code and 
related regulations. The survey questionnaires, 
results and lessons learned can be used by 
the Labour Program and possibly by other 
federal departments and agencies and external 
national organizations. 

4. GOVERNANCE COMMITTEE OF THE 
CANADIAN INNOVATION CENTRE FOR 
MENTAL HEALTH IN THE WORKPLACE 

PSPC’s Ombudsman for Mental Health sits on 
the Governance Committee of the Canadian 
Innovation Centre for Mental Health in the 
Workplace, which was established in March 
2017 by the Department of Innovation, Science 
and Economic Development. The Centre 
officially opened in May 2018. It is a place 
where employees can participate in workshops 
facilitated by mental health and wellness 
experts and a safe and respectful forum for 
discussions, networking and collaboration. 
The Centre also plans to host government-
wide events to eliminate stigmatization, raise 
awareness and promote cultural change.

4.2 PARTNERSHIPS  

http://www.telfer.uottawa.ca/research/en/outcomes-and-impact/1368-mental-health-to-disclose-or-not-to-disclose-at-the-office
http://www.telfer.uottawa.ca/research/en/outcomes-and-impact/1368-mental-health-to-disclose-or-not-to-disclose-at-the-office
http://laws-lois.justice.gc.ca/eng/acts/L-2/
https://account.gccollab.ca/login/?next=/openid/authorize%3Fresponse_type%3Dcode%26redirect_uri%3Dhttps%253A%252F%252Fgccollab.ca%252Flogin%26client_id%3D972115%26nonce%3De974f9020510b7488456551957fdc548%26state%3Dc3337de702de2f0c0a1545e7986f972c%26scope%3Dopenid%2Bprofile%2Bemail
https://account.gccollab.ca/login/?next=/openid/authorize%3Fresponse_type%3Dcode%26redirect_uri%3Dhttps%253A%252F%252Fgccollab.ca%252Flogin%26client_id%3D972115%26nonce%3De974f9020510b7488456551957fdc548%26state%3Dc3337de702de2f0c0a1545e7986f972c%26scope%3Dopenid%2Bprofile%2Bemail
https://account.gccollab.ca/login/?next=/openid/authorize%3Fresponse_type%3Dcode%26redirect_uri%3Dhttps%253A%252F%252Fgccollab.ca%252Flogin%26client_id%3D972115%26nonce%3De974f9020510b7488456551957fdc548%26state%3Dc3337de702de2f0c0a1545e7986f972c%26scope%3Dopenid%2Bprofile%2Bemail
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The Office of the Ombudsman for Mental 
Health developed a dashboard to better 
understand the overall psychological health 
situation in the Department’s workplaces. 
Discussions with officials in other departments 
and agencies revealed that they were working 
on the development of their own dashboards 
and performance indicators related to mental 
health. It was therefore only natural that 
those departments should work together to 
develop a federal public service dashboard 
that departments and agencies could then use 
to assess mental health in their workplaces 
consistently.

The Office has taken the initiative to organize 
meetings with federal organizations considered 
leaders in mental health performance 
measurement, such as the Treasury Board 
Secretariat, the Department of National 
Defence, Employment and Social Development 
Canada, the Department of Justice, PSPC, 
Shared Services Canada and Statistics Canada. 
The Office also invited union representatives to 
the meetings.

To date, the interdepartmental working 
group has developed a draft mental health 
performance measurement model for the 
federal public service, the first of its kind 
in the government. This model or tool is 
intended to help federal departments and 
agencies assess the state of psychological 
health in their workplaces based on the 
13 psychosocial factors outlined in the 
National Standard for Psychological Health 
and Safety in the Workplace. The tool also 
includes a set of common core outcomes and 
indicators (currently under review) to help 
organizations develop a more accurate picture 
of psychological health in their workplaces  
(see diagram to the right).

This model could serve as a government-wide 
reference tool and facilitate the definition 
of best practices and solutions in support of 
government priorities. Broader consultations 
are planned in order to test a measurement tool 
for the federal public service. This tool will be 
available for use during 2018-2019.

4.3  MENTAL HEALTH PERFORMANCE MEASUREMENT TOOL 

DRAFT

The Federal Workplace Mental 
Health Performance Measurement 
Model has been developed to help 

guide federal organisations in 
assessing their state of workplace 

mental health, psychological safety 
and the well-being of employees 

based on the 13 psychological factors 
laid out in the National Standard of 

Canada Workplace Factors A�ecting 
Psychological Health and Safety.  It 

includes a common core set of 
indicators to be applied by all federal 

organisations to allow for 
benchmarking and promote the 

subsequent identi�cation and sharing 
of best practices and solutions 

towards the outcomes the 
Government desires.  

Workplaces with a psychological 
health and safety mindset are on 

average better able to recruit and 
retain talented workers, have 

improved worker engagement, 
enhanced productivity, and are more 

creative and innovative.  Other 
positive e�ects include a reduction of 

key workplace issues including 
grievances, turnover, disability, 

absenteeism and the potential for 
workplace con�ict.  When using this 

guide, organisations will have 
evidence-based information for 

improved decision making in people 
management.  

MENTAL HEALTH MEASUREMENT MODEL 

KEY OUTCOMES OF A 
PSYCHOLOGICALLY HEALTHY WORKPLACE
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Turnover
Intention

Psychological
Distress

Work
Engagement

Job
Burnout Morale

Organizational Culture:
...is a work environment characterized by trust, 

honesty, and fairness.

Civility and Respect:
... is present in an environment where interactions 

are respectful and considerate

Growth and Development:
... is encouragement and support for the 
development of employee interpersonal, 

emotional, and job skills.

Involvement and In�uence:
... is where employees are included in discussions 
about how their work is done and how important 

decisions are made.

Engagement:
... is where workers feel connected to their work and 

are motivated to do their jobs well.

Psychological Protection:
... is where psychological safety is ensured, workers 

feel able to ask questions, seek feedback, report 
mistakes and problems, or propose a new idea 

without fearing negative consequences.

*

* Please note this is not yet a recognized psychosocial risk factor, but is 

represented here in recognition of it’s importance in a healthy workplace. 

Diversity and Inclusion:
... is present in a workplace where equal 

opportunity is available for all employees and where 
the workforce is representative of the diversity of the 

Canadian population.

Psychological Support:
... is an environment supportive of employees’ 

psychological and mental health concerns, 
and responds appropriately.

... is e�ective leadership and support that helps 
employees know what they need to do, how their 
work contributes to the organization, and whether 

there are impending changes.

Clear Leadership and 
Expectations:

... is a good �t between employees’ interpersonal and 
emotional competencies and the requirements 

of the position.

Psychological Competencies and 
Requirements:

... includes appropriate acknowledgement and 
appreciation of employees” e�orts in a fair 

and timely manner.

Recognition and Reward:

... is where tasks and responsibilities can be 
accomplished successfully within 

the time available.

Workload Management:

... is where there is recognition of the need for balance 
between the demands of work, family, 

and personal life.

Balance:

... is where appropriate action to protect the physical 
safety of employees.

Protection of Physical Safety:

https://2017.guardingmindsatwork.ca/eng/info/risk_factors
http://shop.csa.ca/en/canada/occupational-health-and-safety-management/cancsa-z1003-13bnq-9700-8032013/invt/z10032013?utm_source=redirect&utm_medium=vanity&utm_content=folder&utm_campaign=z1003
http://shop.csa.ca/en/canada/occupational-health-and-safety-management/cancsa-z1003-13bnq-9700-8032013/invt/z10032013?utm_source=redirect&utm_medium=vanity&utm_content=folder&utm_campaign=z1003
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At a time when PSPC no longer plans to 
conduct pulse checks, which will be replaced by 
the Treasury Board Secretariat’s Public Service 
Employee Annual Survey (PSEAS), the surveys 
conducted by the Office will be used to gather 
important data on the mental health of PSPC 
employees, by region, branch, directorate and 
sector, particularly the following: 

 ◄ The organizational culture and sub-cultures 
that promote or hinder mental health and 
well being in the workplace; 

 ◄ The health of interpersonal relationships 
in the workplace, including those with 
managers, co-workers and employees;

 ◄ The impact of behaviours on mental health 
and well-being in the workplace;

 ◄ The impact of departmental transformation 
initiatives on mental health and well-being 
in the workplace; and 

 ◄ The extent to which the organization is 
leading by example.

In addition to the partnership with Dr. Cynthia 
Mathieu, a number of internal and external 
stakeholders have been consulted, including, 
but not limited to the colleagues from the 
public opinion research team and the Human 
Resources Branch at PSPC as well as survey 
experts from Statistics Canada.

While previous work has most often focused 
on areas where employees have reported 
workplace conflicts, the approach taken in the 
Office’s surveys is integrated and long-term. 
In 2018–2019, the Office plans to conduct an 
online survey every four months. 

The survey results are designed to be used in 
conjunction with other tools, such as federal 
employee surveys, confidential meetings 
conducted by the Ombudsman and the mental 
health performance measurement tool.

The first survey is expected to be launched in 
the fall of 2018.

4.4  MENTAL HEALTH SURVEYS
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From	“leadership	honour	roll”	to	“inspiring	
people	honour	roll”

In his first report, the Ombudsman for Mental 
Health made a commitment to develop 
a leadership honour roll to promote best 
practices by showcasing positive examples of 
supervisors, managers and executives whose 
behaviour or success is inspiring. 

This commitment remains and has been 
improved. To recognize that psychological 
health and safety in the workplace is everyone’s 
business, the Office is replacing what was 
originally intended to be a leadership honour 
roll with an Inspiring	People	Honour	Roll. 
While management plays a crucial role in 
protecting mental health in the workplace, 
employees at all levels can, through their 
actions and words, help create a psychologically 
healthy environment. The very essence of 
leadership is the way a person behaves with 
others, regardless of his or her group and level.

The Inspiring	People	Honour	Roll is a means 
of recognizing those who have a positive 
impact, large or small, on maintaining good 
mental health in the workplace. These people 
may have increased employees’ awareness of 
mental health issues, demonstrated listening 
skills, compassion or empathy, provided advice 
or referred an employee to available resources. 
In brief, these are people who put human 
beings at the heart of everything they do. 

The Office is proud to launch its honour roll 
with an outstanding person who left a lasting 
impression on the people with whom she 
worked: Carol Lampropoulos. Prior to her 
untimely passing, Carol was a trainer and 
coach at the Public Service Pay Centre. Her 
commitment to creating a safe space for 
discussion about mental health was reflected 
in all her training certifications, and, most 
importantly, in her everyday actions.

4.5  INSPIRING PEOPLE HONOUR ROLL 

Carol “Can Do!”

Carol Lampropoulos was there the day the 
Pay Centre opened. “We’ve got this!”, she said 

to her doubtful colleagues. A few years later, when 
Phoenix rolled out, Carol rolled up her sleeves and got 
to work learning a system that often changed. Carol’s 

team knew they could come to her with their questions, 
frustration and fears and that they would be met with 

kindness, compassion and good humour.

Carol was taken from us too soon, but her impact on 
the mental health of the Pay Centre remains.

Carol Lampropoulos (on the right) with a training colleague.

All inspiring people will be showcased on the Office’s GCconnex page.

https://gcconnex.gc.ca/groups/profile/34614807/the-office-of-the-ombudsman-for-mental-health
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In addition to the PSPC Ombudsman for Mental 
Health, there are seven ombudsmen serving 
federal public service employees at Indigenous 
and Northern Affairs Canada, Environment 
and Climate Change Canada, Parks Canada, 
Canadian Heritage, Health Canada and the 
Treasury Board Secretariat.

These ombudsmen are generally responsible 
for delivering programs or services, such as the 
Employee Assistance Program, the Office of 
Workplace Conflict Management program, the 
values and ethics program, and so on. At PSPC, 
these programs fall under the Human Resources 
Branch. Despite this difference in mandate, the 
PSPC Ombudsman for Mental Health adheres 
to the same operating framework as the other 
organizational ombudsmen. 

In December 2017, the ombudsmen met and 
agreed to establish an official network, which 
became the Departmental Organizational 
Ombudsmen Committee. For the first year, the 

committee is managed by PSPC Office of the 
Ombudsman for Mental Health. 

The objectives of the Committee are as follows: 

 ◄ Act as an advisory and support officer for 
federal organizations with an organizational 
ombudsman;

 ◄ Keep abreast of developments in each 
member’s files;

 ◄ Take advantage of and share best 
organizational practices; and

 ◄ Provide advice and guidance to central 
agencies on developing new policies, 
procedures and guidelines or on amending 
current ones.

The ombudsmen also wish to provide support 
for departments and agencies that would like to 
create ombudsman positions within their own 
organizations. 

4.6  INTERDEPARTMENTAL ORGANIZATIONAL OMBUDSMEN COMMITTEE 
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During the 2018–2019 fiscal year, the 
Ombudsman will continue making regional 
visits (see Section 2.2, Regional visits) and 
giving presentations, but most of all, he will 
continue meeting with PSPC employees.

Also, projects conducted by the Office (see 
Section 4, Office Projects and Activities) will 
continue, and employees will be given regular 
updates on the status of the projects. 

5.1  2018–2019 OFFICE PRIORITIES

While management is responsible for ensuring 
that workplaces are healthy and safe, employee 
involvement is essential to achieving a 
positive culture that prevents stigmatization, 
lack of civility and respect, harassment and 
disrespectful behaviour. For employees to 
play an active role, open communication and 
engagement are equally important. 

 
 

Employees know the reality of their work 
environment, and its ups and downs. It is 
important to gather their stories and seek their 
opinions in order to better understand the 
issues and obstacles they face on a daily basis, 
give them a means to express themselves, and 
listen to them and act appropriately. This is 
also one of the lessons learned from the Goss 
Gilroy report further to the Goss Gilroy study 
on the management and implementation of the 
Transformation of Pay Administration Initiative. 

5.2 CLOSING REMARKS

https://www.canada.ca/en/treasury-board-secretariat/corporate/reports/government-response-independent-report-lessons-learned-transformation-pay-administration.html
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APPENDIX A – PSPC’S ACTION PLAN FURTHER TO THE OMBUDSMAN’S RECOMMENDATIONS
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APPENDIX B – PSPC MENTAL HEALTH STRATEGY 
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APPENDIX C – IMPACT OF UNCIVIL BEHAVIOUR ON PEOPLE AND ON THE 
ORGANIZATION11

11See the bibliography at the end of the report for the complete list of documentary sources consulted to develop the diagram.

Decreased 
professional 
satisfaction  

Decreased 
engagement and loyaltyIncreased turnover

Decreased 
individual 
and team 
productivity 

Resulting stress and negative emotions 
can lead to burnout, cognitive problems, 
lowered self-esteem, sleeping problems, 
mood swings and bullying behaviours. Decreased 

trust in managers
and colleagues

Personal or 
family related 
concerns and 
conflicts

Withdrawal 
(absenteeism)

Decreased 
creativity and 
innovation

Decreased 
transparency and 
information kept for 
oneself more often 

Decreased 
collaboration 
and communication 
within the team

Management 
deemed 
incompetent

Retaliation or 
sabotage toward 
the perpetrator or 
the organization 

Vent 
frustrations 
on colleagues 
or clients

Absolute 
avoidance 
of the 
perpetrator

Modelling 
inappropriate 
behaviours 

Physical or 
psychological 
illness or injury

Feeling of 
injustice or 
inequity

depression   anger    fear    shame   
humiliation    sadness    embarrassment    

guilt  anxiety  confusion  
feelings of powerlessness  isolation  

undervaluation
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Ensure confidentiality

We recognize that the nature of our work requires us to be discrete and maintain confidentiality.

Care, share and be fair

We are thoughtful, civil and helpful to those around us. We recognize the rights of all individuals to 
mutual respect and accept others without biases based on differences of any kind.

Contribute to a positive team spirit 

Work is a team sport; each of us has an important role to play. We call on each other’s strengths 
and act collectively. Attitude is contagious. We spread excitement and hope to those around us. 

Embrace research and development and innovation, learn, share and celebrate achievements

We partner with knowledge workers and embrace cutting-edge research. We support innovation 
by making room for creativity. Sometimes we win. Sometimes we learn. We improve and persevere.

Embrace open communication 

We have open, honest and respectful conversations to have a better understanding of each other 
and our responsibilities. We seek feedback. It will only make us better.

Act with a sense of ownership 

We all contribute to the workplace, and we are accountable for doing what we commit to doing. 
“The standard you walk past is the standard you accept,” Lieutenant General David Morrison, 
Chief of Army. 

Embrace work-life balance 

We recognize that flexible working arrangements may help balance work, personal and family 
needs. 

Respect the mandate 

We continuously ask ourselves whether new ideas add value to the organization and whether 
someone else is better positioned to take them on. 

APPENDIX D – THE CORE VALUES OF THE OFFICE OF THE OMBUDSMAN FOR MENTAL 
HEALTH

« TOGETHER, WE CAN MOVE MOUNTAINS AND AFFECT REAL CHANGE.»
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The information included in the illustrations entitled “Civility and Incivility” and “Impact of 
Discourteous Behaviour on People and the Organization” is taken from the following: 

BAR-DAVID, S. Trust Your Canary (Every Leader’s Guide to Taming Workplace Incivility). Toronto: 
Farleigh Press, 2015.
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Love’s Lost Labor: A Self-Enhancement Model of Workplace Incivility.” The Academy of 
Management Journal 56, 4 (2013), pp. 1190 1219. Internet: https://www.researchgate.
net/publication/280294614_Self-Love%27s_Lost_Labor_A_Self-Enhancement_Model_of_
Workplace_Incivility
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