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1.0 EXECUTIVE SUMMARY

1.1 Purpose

This report documents a study undertaken at the

- request of the Department of Communications, Office Com--

munication Systems Program. The purpose of the study was
to 1investigate the feasibility of establishing a Canadian
Office Automation Users! Association and, if feasible, to
formulate its objectives, programs and services, struc-
ture, character, funding and relationship with other
existing associations.

1.2 Approach

During the months of Octdber and November, forty-five
interviews were conducted across Canada, with users of
office systems, including users from trade unions, and
with vendors of office systems. In addition, representa-
tives of eight existing associations were interviewed, and
informal discussions were held with a number of recognized
experts in the office systems field.

1.3 Conclusions

Analysis of the resulting information yields several
significant conclusions:

m There is a broad base of support for the concept of a
Canadian organization for office automation users.

® With minor exceptions, existing associations also sup-
port the concept.

8 While not unanimous, there is general agreement that
vendors should also participate in some way in the
organization.

m Most persons favour a '"program" structure for the
organization, similar to the Diebold Automated Office
Program in the U.S., as opposed to an "association
like CIPS or DPMA.

® The majority of organizations contacted would be wil-
ling to pay an annual fee which would be substantial,
but less than $5,000.

s For this fee, most would expect to be provided with a
worthwhile program of services, including conferences,
a senior executive forum, information on vendors and
products, technical meetings and a newsletter.

& Other services could alsc be provided, but on a pay-
as-you-go basis. ’

®m Most organizations oppose any substantial Government
backing for an office systems users' association, but
would accept Government start-up funding.

83 12 15 . page 1
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Four possible models have been identified as alterna-
tives. for providing the exchange of information and
experience which seems to be needed among users and ven-
dors.

1) Professional Association

This model is an association similar to CIPS, AISP
or SOAP, where membership is primarily by individuals
rather than corporate entities, and services are
planned and delivered by members who volunteer their
services.

2) Non-Profit Association

This model is similar to the Canadian Manufactur-
ers' Association, the Canadian Business Equipment
Manufacturers' Association or the Canadian Centre for
Industrial Health and Safety. This type of association
has a paid staff who plan and deliver services and
activities, but membership 1is usually on a corporate
basis, and the association wusually centres on some
strong common interest or need.

3) Program

This model is similar to the Diebold Program
referred to above, the Butler-Cox Foundation in Bri-
tain, or the Office Technology Research Group in the
u.s. These groups are run by a private sector organi-
zation as a profit-making enterprise, and they usually
provide a well-defined program of services for a signi-
ficant annual fee.

4) Standalone Services
Under this model, there would be no association,
but specific services would be provided on a fee-paying
basis by some organization such as Government or one of
the existing professional or vendor associations.

1.4 Recommendations

Of these four alternatives, two are recommended as
worthwhile pursuing.

1) Professional Association
This is NOT recommended since there are a number

of existing associations already providing or planning
to provide services to office systems users.

83 12 15 ' ‘ page 2
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2) Non-Profit Association

3)

)

This is NOT recommended, because of the lack of a
sufficiently strongly felt need among office systems
users to provide the spontaneous movement typically
needed to bring such .an association into being. To
initiate an association of this type would require a
substantial amount of funding and effort from Gover-
ment.

However, in order to provide Government with the
means to assess this decision itself, a detailed plan
and budget for this model have been provided in this
report. Based on this budget, Government would need to
provide approximately $600,000 funding in the period
from 1984 to 1987, before the association would be
self-sustaining.

Program

This approach to a users' organization is recom-
mended as a viable model. It is further recommended
that this be totally a private sector approach with no
start-up funding from Government. Since any number of
private sector groups could undertake this program, and
each could approach it in a different manner, no

-attempt is made in this report to provide a plan or

budget for this option.
Standalone Services

This approach is also recommended as a viable one,
and suggestions are provided in this report as to the
types of services which could be provided on a stan-
dalone  basis, by whom, and how these might be
encouraged by Government.

page 3
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2.0 INTRODUCTION

This report presents the findings and recommendations
of an investigation into the feasibility of establishing a
Canadian Office Systems Association. The impetus for the
study was primarily based on subjective evidence that a
users organization could make a significant contribution
to the productivity of Canadian business and at the same
time aid the development of the office automation industry
in Canada.

Canadian businesses have been relatively slow in
adopting the new "integrated office systems" to improve
office efficiency and effectiveness. Ironically, there
are a number of leading-edge implementations of office
systems in Canada. A gap has developed between those who
have developed substantial experience, and those still
groping with initial attempts to use the technology.

To bridge this gap, there appeared to be a need for a
forum whereby expertise could be disseminated to user
organizations and where organizations could learn from
each other's experiences.

Currently, Canadians seek such programs through Amer-
ican associations such as the Diebold Automated Office
Program (DAOP) or the multi-client Office Technology
Research Group (OTRG). One-quarter of the members of the
Diebold program, for example, are Canadian.

The problem is that there is no institute or associa-
tion in Canada which is addressing the needs of Canadian
business and government for the new generation . of
integrated systems which result from the convergence of
computer, office and telecommunications technologies.

The organization could provide a pool of experience
to assist product planners and marketing strategists as
well as help ensure that information about Canadian sup-
pliers was made available to prospective purchasers.

2.1 Objectives

The primary objectives of this study were to:

1) establish if a need exists and hence if a Canadian
Office Automation Users' Association would be feasible,
and if so;

2) determine an appropriate set of terms of reference,

goals and objectives and relationship to existing user
associations such as CIPS, AISP, and CICA;
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3) determine the organization and structure of the associ-

ation - private versus public, national versus
"~ regional, appropriate advisory boards, management and
staffing;

4) determine the programs and services which should be
offered with their relative costs, and

5) determine a budget and plan for the start-up period
(first 2 years).

: . . . . . . : . ) : ; .

1
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3.0 METHOD

The various activities involved in conducting this

project are described in this section.

3.1 Statement of Work

A project workplan, detailing assigned personnel, the

proposed  sample, data collection instruments, data
analysis, and projected milestones was prepared. A copy
of this workplan is included in Appendix I.

3.2 The Sample

Information and opinion was sought from users, ven-

dors and associations across the country, and appropriate
samples selected for each of these groups.

3.3 Users and Vendors

For users and vendors, the following list of groups

were solicited for potential interview candidates.

Trigon's extensive list of contacts in the industry
CIPS membership list

Diebold Group list -

AISP (partial) list, and

Government directories.

An initial list of 80 potential interviewees was

selected.

3.3.1 Selection Criteria

of

" It was important that those interviewed met a number
criteria in order to be included in the survey group.

Of primary importance was the requirement that the survey
group be representative of Canada. This meant ensuring
that the sample was:

of reasonable geographic distribution coast to coast
representative of both official languages

drawn from a variety of industries

drawn from the public as well as the private sector
representing users primarily, but also vendors of
office systems

representative of varying degress of sophistication in
the usage of office systems

drawn from small and large businesses or corporate
entities.

Senior management personnel were considered to be

personnel at the director level or above. Large companies

83 12 15
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or organizations were those with 500 or more personnel.

Public organizations were considered to be Government

agencies at the Provincial or Federal level. Finally, the
majority of the people included in the survey group had to
be in some position of responsibility for planning,

_designing, implementing, or evaluating office automation

systems in their organizations.

The final sample included 36 user interviews in
English and 3 in French, and six suppliers. The user
interviews included two unions.

3.3.2 Discussions with High Technology Associations

83 12 15

There are currently a number of associations in
Canada which, in one respect or another, have an interest
in the high technology area. They generally fall into one
of the categories listed below, and it was reasonable to
assume that most of these organizations would have -opin-
ions and suggestions relating to the formation of the pro-
posed new organization.

Trigon approached each of these associations to
obtain their input into the nature and structure of the
new organization with the following procedure:

1) Written Request

Trigon wrote to the appropriate member of each
association's executive body, asking if they wished to
provide input to this study. )

2) Interview

An interview was conducted, either by telephone or
in person, with a representative of each organization
responding to the written request.

The purpose of these interviews was to solicit
responses as to the idea of the formation of a new and
separate user forum and to get comments from represen-
tatives as to the structure and content that such a
group should have. The interviews were also intended
to explore future linkages between the new proposed
user forum and the existing associations.

As a majority of time in the interview was to be
spent obtaining suggestions, comments and building
interest and exploring concerns, a non-structured
approach to the interview was used.

The points covered in the interview included:

page T
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a) overall comments and response to the idea

b) structure for the new forum

c) content for the new forum

d) goals for the new forum

e) links between the forum and association interviewed

f) profile of association interviewed

g) optional written submission

In order to ensure that the study could be completed

in a reasonable timeframe, appropriate time limits were

established for responses to each of these steps. The
associations included the following groups.

3.3.3 Information/Office System Groups

These groups deal with the concerns and interests of
the users of electronic office systems. These systems
include such things as electronic typewriters, word pro-
cessors, electronic mail systems and generally any automa-
tion products that perform some work in the office
environment. '

The following office system groups were contacted:
m AISP (formerly IWP), the Association of Information

Systems Professionals,
s SOAP, the Society of Office Automation Professionals.

3.3.4 Computer Groups

83 12 15

These groups vary widely. Some exist simply to bring
users of similar computer equipment into a forum to facil-
itate the interchange of information about computer sys-
tems. Some also encourage the development of standards to
be adopted for the interchange of programs and hardware.
Others are more general in nature, existing to promote the
advancement of the information processing industry as a
whole.

The following computer groups were interviewed:
m CIPS, the Canadian Information Processing Society,
m DPMA, the Data Processing Management Association,

» DECUS, the association for users of systems manufac-
tured by DEC (Digital Equipment Corporation).

page 8



3.3.5 Telecommunications Groups

Members of these groups are concerned with the use
and development of telecommunications equipment in Canada.
This includes all levels of technology from telephone sys-
tems to lasers and satellites.

The only prominent group in this category 1is CICA,
the Canadian Industrial Communications Assembly.

3.3.6 Vendor Groups

These groups are formed by vendors of high technology
equipment in order to promote their collective interests.

The following vendor organizations were contacted:

& EEMAC, the Electrical Equipment Manufacturers Associa-
tion of Canada,

B CATA, the Canadian Advanced Technology Association,
and

= CBEMA, the Canadian Business Equipment Manufacturers' .

Association.

3.4 Discussions With Other Key People

Trigon has also drawn from a large base of associates
and colleagues for information and advice in the structur-
ing of a user oriented organization.

‘The following personnel were contacted:
3.4.1 Private Sector

Ed Robertson, formerly of the Diebold Automated
Office Program.

Steve Caswell of Network Innovations Inc. and Inter-
national Resource Development Inc.

Stephen Mumby, Partner, Systems Concepts Ltd. (U.K.).

3.4.2 Public Sector
The following potential funders and supporters of a
new organization included the followinG government depart-

ments:

The Department of Communications, through the O0CS
Program.

The Quebec Bureau Centrale d'Informatique

83 12 15 page 9




Alberta Public Works Supply and Services, Office
Automation Branch.

3.5 Devise Instruments

3.6 Set

The primary instrument used in ‘the project was an
interview guide for the user interviews. These interviews
were structured (as opposed to free-flowing) in order to
ensure that all relevant subjects were discussed, and com-
mon baseline data collected. The structure also helped in
the analysis of the data. The guide was carefully
designed with the following objectives in mind.

@ Set interviewee at ease and elicit complete and reli-
able information.

m Cover all subject areas necessary to enable conclu-
sions to be drawn in the areas designated in the
Request For Proposal.

8 Be physically laid out so as to facilitate the inter-
view process and allow the capture of all necessary
information.

Secondary instruments included shorter interview
guides for representatives of associations and vendors.
In addition, an appropriate letter was written, and sent
to association representatives (usually the president) as
their initial contact with the project.

" A copy of the user and vendor interview guide is
included in Appendix II.

Appointments

Letters were sent to associations, followed by a
telephone contact. Users and vendors vwere contacted
directly by telephone.

Two extensive trips were made across the country, one
from Victoria to Central Canada, and the second from the
Maritimes back to Ontario. Interview appointments were
sought with this travel plan in mind.

3.7 Conduct Interviews

83 12 15

Interviews were conducted according to the schedule
devised above. The association interviews were conducted
by telephone and the associations were advised that they
could submit a written follow-up if they so wished, pro-
vided that this could be done within the constraints of
the project schedule. No such submissions have been
received to date and no associations expressed an inten-
tion to do so.

page 10
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User and vendor interviews were conducted in person
where possible, with the telephone being the medium of
second choice. A summary of all persons/organizations
interviewed is contained in Appendices III and IV.

3.8 Analysis

83 12 15

During this portion of the project, the data col-
lected from various sources was summarized and analyzed
with a view to making recommendations in the following
areas.

The viability of the organization

Services to be provided to members

Costs or fees to members i

Relationship to existing associations and groups
Role of Government in the new group

Role of vendors in the new group

Timing for organization and start-up of the group
Plan for start-up activities (promotion, membership
drive, kick-off events, publicity, etc.)

Press and publicity plans for start-up and on-going
Financing arrangements and plans

Business plan for 1984.

Information from the structured interviews was
analyzed on Trigon's computer system to facilitate
analysis for trends and quantitative results as well as of
cross-tabulation for sub-groups within the survey sample.
Other input was analyzed on a less formal basis. The
interview data and written submissions were reviewed and
discussions were held among project team members who will
have been instrumental in gathering the data and will have
formed impressions through personal contact with those
supplying the input to the study.

During this portion of the study, contact was also
made with other persons experienced in the office automa-
tion industry in the United States and elsewhere. . The
purpose of these contacts was to provide additional input
to the recommendations. The persons contacted were indi-
viduals who have had experience with organizations similar
to the proposed new group, in other countries. These per-
sons were asked their opinions of what kinds of services
and organizations have been successful in these other con-
texts, in meeting the needs and interests of the users and
other members.

page 11
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3.9 Report and Final Presentation

The study findings are summarized in this report.
Based upon comments received from this Final Report, a
presentation of the results and recommendations will be
prepared. '

3.10 Project Personnel

83 12 15

The following individuals worked on this project.

Patrick McAuley

Mary-Anne McKeichan
Laura Oda

Don Tapscott

Del Henderson
Morley Greenberg
Louis Martin
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4.0 FINDINGS

4.1 fntroduction

This section describes the findings of the study.
Interviews were conducted with representatives of user
organizations, vendors, unions, other associations and key
Office Automation (0A) industry individuals.

For users, vendors and unions, each interview con-
sisted of about 30 questions, and a total of 45 interviews
Were conducted.

There are a number of possible alternatives for
presenting the study's findings. These include:

m Issue (desirability, feasibility, etec.); .

m Geographical region (Maritimes, Quebec, Ontario,

. Prairies and B.C./Alberta);

m Sector (public and private);

® Seniority of respondent (senior and other);

m Size of the organization to which the respondent
belonged (large and small).

The answers obtained to the interview questions are
summarized in this chapter in a manner relevant to the key
issues involved in establishing a Canadian Office Systems
Association (hereafter referred to as the "Association").
These key issues include:

Desirability of the Association;

n

m Feasibility of the Association;

m Formal name for the Association;

m the Association's goals and objectives;

® the Association's relationship to existing user and
professional organizations;

m the Association's organizational structure;

s Programs and services to be offered by the Associa-

tion;
m Membership of the Association.

Presenting the results by "issue" allows the analysis
to go right to the heart of the matter. Yet the other
dimensions of analysis (e.g. geographical region, sector
etc.) should not be, and are not, ignored. They are
treated as sub-issues subordinate to the main dimension of
"issue". Therefore, when examining a particular issue, if
a significant difference was found between regions, sec-
tors, etc., it is reported and discussed at that time.

83 12 15 | | page 13
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4.2 Summary of Findings

83 12 15

The findings are reported in detail and at length in

the sections - following this one. In order to quickly
present the main findings, a summary is provided here.

® The Association is feasible. There is real potential

for an Association which would help companies explore
OA;
There are many OA problem areas faced by Canadian com-

panies;

54% of respondents preferred an Association. fee of
less than $5,000;

T4% of respondents believe the Federal Government
should subsidize the Association during the start up,
but not during its on-going operation;

58% of the respondents believe the Association should
be profit-making;

70% prefer a name rather than a theme identification;

The three most frequently mentioned goals for the
Association were: provide information exchange, pro-
vide education and focus on case studies/applications;

Cooperation should be sought with CIPS and DPMA and
possibly other key organizations;

83% of the respondents preferred a private program
versus an Association;

90% preferred to have private sector management of the
Association;

®m 76% preferred to see the Association set up with a

representative advisory board to ensure regional
requirements are met; '

® Nine of the sixteen suggested services were rated as

being of value;

8 47% of the respondents preferred to have users and

vendors in separate divisions.

page 14
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4.3 Format Used in Presenting Findings

The findings are presented according to their rela-
tion to the key issues. There is a section of this
chapter for each key issue.

Questions asked during the interviews, and relevant
to a particular key issue, are grouped under that key
issue. The responses to the questions are interpreted as
they relate to each key issue.

Comments frequently accompanied the responses. These
comments were recorded during the interviews and are
reported here with 'the question to which they were
directed. The comments reported are the most frequent ones
as well as those of unusual interest.

LEGEND

Please note the following symbols used in this sec-
tion.

n - the number of people who answered the question;

NA - No Answer: the number of people who did not answer the

question.

No. of Interviews = n + NA

4.4 Desirability

83 12 15

The first issue to be addressed is that of overall
desirability of a new user Association. To assess this
issue, respondents were first asked to indicate their own
organization's stage of development in terms of office
automation. Responses to this questions are indicated in
Table 4.1.
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Table 4.1 -
ORGANIZATION'S DEVELOPMENT IN OA

Ansver No. of Responses

1 = Traditional =
2 = Planning/Micros - 18
3 = IOS Pilots 21
4 = Large Scale IOS 5

Average = 2.7 (n = 44)
Notes: NA = 1; T
answers rounded to nearest dinteger.

'

Out of all the organizations surveyed, 48% were
starting at the pilot stage. Most companies, then, are
starting to explore the opportunities of OA. And vwhen
less developed organizations are included, it would seem

.that there exists a real potential for an Association

83 12 15

which would help organizations move into implementing
integrated office systems. .

Given the data collected during the interviews, it is
possible to see if there is a difference across Canada in
OA development. We can see if one region is, on the aver-
age, more advanced. However, as is shown in Table 4.2,
there is little appreciable difference, particularly from
Quebec westward. The Maritimes are slightly behind on
implementation.

Table 4.2

OA DEVELOPMENT: DIFFERENCES ACROSS CANADA

Region Level of Development
(from i(low) to 4(high)]

avg n

West (BC/Alb, Prair.) 2.8 17
Central (Ont., Que.) 2.7 24

East (Maritimes) 2.3 y
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Respondents were then asked to indicate the major
roadblocks they face in their progress to office automa-
tion. These responses are recorded in Table 4.3.

Table 4.3
AGREEMENT WITH ROADBLOCKS TO OA

Roadblock Scale / No. of Responses
strongly strongly
agree disagree

1 2 3 4 5 6 1 avg n -NA

Lack of Top 7 6 9 10 7 5 1 3.5 45 --
Mngmt Commitment ' '

Lack of Finances 4 9 10 9 4 4 4 3.6 44 1

Inability to 2 9 7T 7T 8 1 -- 2.9 44 1
Justify Spending . - .
Resistance to 2 6 13 8 10 4 1 3.8 44 1.
Change ’

Lack of QA 13 13 10 3 1 4 -- 2.7 44 1
Understanding

Political 6 7 11 4 7T 71 1 3.6 43 2
Conflicts

Fear of Technology 3 4 9 7 12 8 1 4.1 4y 1

Technical 8 8 8 3 8 6 3 3.5 44 1
Difficulties

Notes: Answers rounded to nearest integer on answer scale.

83 12 15
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Several comments were made concerning other types of
"roadblocks to OA"™ than those listed. Those roadblocks
identified include:

Equipment compatibility problems;

Economic conditions;

Lack of understanding of OA strategic planning;
Limited human resources;

Inappropriate products, unsatisfied needs;
Inadequate training;

Need to sell the benefits of OA;

Unrealistic user expectations.

We can interpret the "roadblock" data to mean that
there are many different problem areas faced by companies.
Organizations require help in all of these areas. An
Association could go a 1long way towards providing that
help. Those roadblocks which were felt to be particularly
troublesome (e.g. Inability to Justify Expenditures),
could be focused upon by an Association as a higher prior-
ity area.

In investigating differences between users' and ven-
dors' opinions of the degree to which the above roadblocks
hamper OA, a number of variations emerged. Three of the
suggested roadblocks had appreciable differences of opin-
ions. These are shown here in Table 4.4.

Table 4.4

ROADBLOCKS: DIFFERENCES BETWEEN USERS/VENDORS

Roadblock Average Agreement
(1=strng agr., T=strng disagr.)

Users "~ Vendors

avg n avg n

Lack of Finances 3.8 38 2.3 6

Inability to Justify 3.0 38 2.2 6
Expenditures

Tech. Difficulties 3.5 38 4.3 6
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As Table 4.4 shows, vendors feel more strongly that
there are difficulties with financing OA. They, as sell-
ers of OA equipment, would face these difficulties every-
day. To vendors, the financial areas are '"roadblocks to
selling". Conversely, users find that technical difficul-
ties are more of a problem than do vendors. Users do not
have the same human technical resources at their disposal

as do vendors.

Finally, respondents were asked to indicate where the
responsibility for office automation 1lay in their own
organization, and these responses are summarized in Table
uosu °

Table 4.5

RESPONSIBILITY FOR OA

Answer No. of Responses

DP/MIS T
Admin/Office Services 2
Telecommunications 1
Separate Group Reporting 1
to Above
Separate Group 1"
Other 8
Combinations of Above 13

Notes: n = 43;
NA = 2;
Most common "combination": DP/MIS and
Admin/Qffice = T.

Table 4.5 serves to point out the multidiseiplinary
nature of OA, and the need for ways of bringing these dif-
ferent disciplines together for productive exchanges. An
Association could help to bring this about.

4.5 Feasibility

A review of existing program-oriented associations
indicated annual fees ranging from $10,000-$25,000,
depending on the size and type of member organization. We
asked respondents what fees their organizations would be
prepared to pay for a package of services consisting of
some combination of the following:
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® Face-to-face meetings/conferences;
‘® Teleconferences; .

® Electronic mail accounts;

# Computer conferencing;

® Special interest groups;

® Newsletter;

# Vendor product information;

# Discounts on courses, seminars, etc.;

® Senior executive forum;

® Research reports;

@ Consulting;

m Other services as identified by the respondent.

Their responses to the fees structure are summarized in
Table 4060 - 1 )

Table 4.6

FEE STRUCTURE
Answer No. of Responses
Less than $5,000 22
5,000 to 10,000 1"
10,000 to 15,000 6
More than 15,000 2

Notes: n = 41;
NA = 4.

Comments concerning the pricing structure for ser-
vices were made during the interviews. Some of the more
frequent and more interesting comments were:

m Prices should be linked (i.e vary) with level of ser-
vice;

® Some services should be a "pay as you go" type;

m Some services should have no charge (e.g. confer-

ences);

Not prepared to pay for "heavy duty" research;

Services should be offered on a cost plus basis;

Do not discourage membership with high fees;

Get commitment by charging significant fees, but more

affordable than, for example, Diebold's program.

As Table 4.6 shows, and as the comments reinforce,
the majority of respondents (54%) prefer fees less than
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$5,000. However, Table 4.6 also shows that the Associa-
tion could have the option of establishing a higher fee
structure. A significant number of the respondents (27%)

'said they would prefer fees in the $5,000 to $10,000

range.

Of interest with regards to the fee structure is
whether respondents' OA experience level might affect the
fee they would be willing to pay. More advanced companies
may be willing to pay a higher fee. However, as Table 4.7
shows, this is not the case. There is no appreciable
difference between more and less developed companies in
the fee level.

Table 4.7
FEE LEVEL: DIFFERENCE BETWEEN LEVELS OF OA DEVELOPMENT

Fee Level Average OA Development
- avg n

< $10,000 2.8 33

> $10,000 2.7 7

Given that the Government might have an interest in
initially funding or subsidizing a new Association of this
type, we asked respondents whether in fact they felt this
type of organization should be subsidized by the Federal
Government. The responses to this question are summarized
in Table 4.8.
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Table 4.8

FEDERAL GOVERNMENT SUBSIDIZATION

Answers No. of Responses
Not at All 8
For Start Up 28
On an On-Going Basis 1

Both Starting & Ongoing 1

. Notes: n = 38;
NA = T7.

Some comments on this question included:

® There should not be any Government funding;

8 the Association would not be as responsive to changes
if the Government were involved;

@ "Why on earth should taxpayers support a group 1like
this?" i :

Not withstanding the last comment, it does appear
from Table 4.8 that the majority of respondents (74%)
believe the Federal Government should help the Association
start up, by providing seed financing. It would appear
that people feel the Association would serve to stimulate

the Canadian OA industry, and as such, is deserving of -

Federal support.

We followed the subsidization question with one ask-
ing whether the new organization should be a profit making

" enterprise. Table 4.9 summarizes these responses.

83 12 15

Table 4.9

PROFIT MAKING

Answer No. of Responses
Yes 22
No 16

Notes: n = 38;
NA =T.
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On this question of whether the Association should be
a profit-making organization, there was an appreciable
difference in opinion between users and vendors. Of the
Users, 62% (n=34) said the Association should be profit-
making, and of the vendors, 75% (n=4) said the Association
should not be profit-making.

Fewer comments accompanied this question. One comment
of interest was, "there could be a surplus, but it should
be treated as such and be put back into future services".

al Name

It is important to select a name both attractive and
representative of the Association's function.

Two basic alternatives have been identified for nanm-
ing the Association. The first is to use a "name" consist-
ing of several words (e.g. Canadian, Association). This
"name" may or may not then be shortened to an acroynm. The

"second alternative is to use a single word which describes

83 12 15

a "theme". We asked respondents whether their preference
was for a name or a theme. Their responses are summarized
in Table 4.10. It is clear from the answers received that
most people (70%) would prefer the Association to have a
name rather than a theme identification.

Table 4.10
NAME OR THEME
Answer No. of Responses
Name 23
Theme T
Name and Theme 3

Notes: n = 33;
NA = 12.

Various names have been suggested for the Associa-
tion, and we asked respondents to give their preference
for these or other alternatives which they themselves
identified. Responses to previously suggested names are
summarized in Table 4.11.
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Table 4.11
'SUGGESTED NAMES
Answer ’ No. of Responses

Canadian Office
System User Group

(COSUG) y
Canadian Office y
System Group (COSG)
Office System Users 2

Group (OSUG)

Notes: n = 103
NA = 35.

It would appear that the suggested names shown in
4.11 are not sufficiently attractive to warrant a response
from the people interviewed. Other alternatives will need
to be generated.

Of the comments accompanying the name question, some
of the more frequent ones were:

Name should be representative of the group;

Acronyns were not preferred;

Should consider both English and French languages;
"Users" was not preferred;

"Network" is overused; -

If a name is used, it should have "Canadian" and
"Association™ in it;

Preference for simple name.

Several suggestions were given for a name for the
group. These were:

® OA Canada,

® Canadian Office;

® Stimulus;

m Automated Offices Canada;

® Canadian Office Professionals;

® Canadian Office and Systems Group;

# OIUG - Office Integration User Group;
@ Canadian Office Association;

s Canadian Office Group.

page 24



WAL MAM AULS WA L AVS Wy v wiias e v e e m e o v J

4.7 Goals and Objectives

83 12 15

Perhaps the most significant issue in the formation
of this new Association are its goals and objectives.’
This is a key issue because it really specifies the exact
nature of the Association. It is important to have con-
sensus on a set of clear goals and objectives.

Respondents were asked, in an open-ended question, to
describe the Association's goals and objectives as they
saw them. The more frequent responses to this question are
summarized in Table 4.12.

Table 4.12
GOALS AND OBJECTIVES

No.. of

Answer Responses

Provide Information Exchange : 35
clearing house for tech info

info centre ~

library and database

share experience, keep up-to-date

topics such as mngmt and methods, product

comparisons

'

Provide Education 11
- training, "how to" info (e.g.
planning, education)
- co-ordinate, spot training gaps

Focus on Case Studies / Applications 11
- tangible examples of what/how done

Develop Techniques/Methods/New Ideas 8
- improve/broaden knowledge and understanding

- identify problenms

- allow 3rd party research

Links to Other Organizations 8
- build coordination
- to vendors to transmit product needs and
stimulate product develop.
- consultation to unions

Focus on Canada » 7

- finger on Canadian pulse
- make Canada more competitive
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Represent Interests 6
- promote industry, awareness of OA, productivity
- foster appropriate applications

Means For Bringing People Together 6
- building personal contacts -

Establish Standards 5
- terminology, products, methods

Provide Objective Evaluations 4
- independent, unbiased ratings

Links to Government 4
- voice/interface to fed/prov
- input to legislation, policies

Focus on Sr. Mngmt Improvement 3
- education

4.8 Relationship to Existing Organizations

83 12 15

Many organizations are already providing services to
people in the computer industry. A wide range of types of

‘organizations exist for professionals, user, and manufac-

turers.

~Two of the primary issues are the degree to which the
new Association would compete with the existing services
of other organizations and the degree to which it can
cooperate with other organizations. The uniqueness of the
new Association needs to be stressed.

We asked respondents to indicate whether their organ-
izations participated in any existing groups which deal
with office automation issues. Specific organizations
included two 1in the United States: the Diebold Automated
Office Program (DAOP) and Office Technology Research Group
(OTRG). The responses are summarized in Table 4.13.
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Table 4.13
MEMBER OF EXISTING GROUPS DEALING WITH OA

No. of Responses

Answer Yes No n NA
DAOP ' 2 42 4y 1
OTRG 1 42 43 2

As shown then in Table 4.13, only a handful of com-

- panies interviewed actually belonged to existing OA

83 12 15

groups.

We also asked respondents if they personally, or if
others in their organization, were currently members of
any existing computer and/or management associations.
Their responses to this question are summarized in Table
4.14,
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Table 4.14

MEMBER OF EXISTING COMPUTER AND MANAGEMENT ASSOCIATIONS

No. of Responses

Answers Members Other M&0 TOTAL no NA
CIPS 2 24 6 32 13 ==
AISP 1 17 - 18 27T --
SOAP 1 3 - 4 4 -
ARMA ‘ 1 11 - - 12 33 --
DPMA ' 3 - 23 1 27 18 --
ASM 2 y - 6 39 --
ACM - 2 - 2 43 ==
1EEE - 18 - 18 27 --
CCCE - 3 -- 3 42 -
CICa 1 8 e 9 36 --

Notes: n = U5; )
Member: interviewee is a member of this organiz-
ation;
Other: another person(s) in interviewee's.company
is a member;
M&0: both the interviewee and another person(s)
are members:
TOTAL: number of interviewed companies who have
members;
No: number of interviewed companies who do not
have members;
NA: no answer.

The above Table shows that most respondents were
either themselves members, or others in their companies
were members, of CIPS and DPMA. We can conclude then that
seeking the cooperation and assistance of these two organ-
izations should be a priority for the Association. The
Association should not be set up in such a way as to com-
pete with either CIPS or DPMA.

In the comments to this question, several other
groups were identified as those to which the interviewee's
organization belonged. These were:

@ CPRG - Corporate Productivity Research Group;
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Evans' CIS;

Canadian Association QWL (a Butler-Cox group);
DECUS (Digital Equipment Computer Users Society);
COA SIG OA (IBM SHARE guide);

OSRA - Office Systems Research Association;
POSP ("out of US");

ICE - Information Centre Exchange;

LOMA Life Office;

AGIG;

Association of Computer Information;

AMA - American Management Association;

APEGG Alberta;

CATA - CSA steering committee on telecommunications;
CBEMA;

IS0 Standards Committee; .
Dean Meyer OA Teleforum;

ASIG;

Hewlett Packard, User Group International;
ICCP 1;

Manager's Association;

WP Users Association;

Group run by Treasury Board;

Direct Marketing Computer Association; (New York)
0CS, government committee study;

Municipal Finance Officers ASM;

Professional Development Institute;

Seybold;

Advanced Office Concept5°

WANG Users (1like SHARE, GUIDE);

Canadian Petroleum Association sub-group;
Futures Society;

FIQ (GUIDE).

4.9 Organizational Structure

The issue of Organizational Structure covers a number
of critical factors concerning how the Association should
be organized, including:

® Private vs. Public;

m National/Regional Structure;
a Advisory Boards;

m Management;

m Staffing.

We first asked respondents to indicate whether' they
felt a user association or a private program would best
meet their organization's requirements. The answers are
summarized in Table 4.15. ' :
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Table 4.15

PREFER ASSOCIATION OR PROGRAM

Answer "~ No. of Responses
User Association 5
Private Program 34
Both 2

It would appear then that most respondents (83%) pre- -

ferred a private program. One comment made during the
interviews was of particular interest here: "The lower
cost of a user association is attractive, but Government
involvement is not attractive."

We next asked whether the organization should be
administered by a private or public sector group, and the
responses are summarized in Table 4.16. Again, the major-
ity of respondents (90%) preferred to have a private sec-
tor Association.

Table 4.16

PUBLIC OR PRIVATE ADMINISTRATION

Answer No. of Responses
Public Sector Group -2
Private Sector Group 35
Both 2

Notes: n = 39;
NA = 6.

Fewer comments accompanied this question. Those that
were made reinforced the preference for private sector
management. One comment that was made was, "there should
be an interface with government, but without government
involvement in the group". Another comment pointed out
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that the Canadian Centre for Industrial Health and Safety
would be a good model to follow.

Given the great distances in Canada and the - possible
feeling of strong regional differences, we were interested
in knowing how thé organization should cater to regional
requirements. Responses to this issue are summarized in
Table 4.17. As shown, most people (76%) preferred to see
the Association set up with a representative advisory
board to ensure regional requirements are met.

Table 4.17

METHOD OF MEETING REGIONAL REQUIREMENTS

Answer ' No. of Responses
Regionally Structured | 9
Representative Advisory 29

Board

Notes: n = 38;
NA = T.

On this question of meeting regional requirements, it
was thought that there might be differences of opinion
across Canada on how to do this. In order to assess this
possibility of differences, the data in Table 4.18 were
calculated. They show that there is no appreciable
difference in opinion across Canada. The majority of each
region feels that a "Representative Advisory Board" would
be the best choice.
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Table 4.18

-

MEETING REGIONAL REQ'T: DIFFERENCES ACROSS CANADA

Region Regionally Representative
Structured Advisory Board n
.Hest (B.C./Alta. Prair) 31% 69% 13
Central (Ont., Que.) 247 76% 21
East (Maritimes) 0% _ 100% 3

A few comments were made during the interviews
regarding finding ways of meeting regional requirements.
Some of these comments were:

# There should be scheduled national exchanges several
times each year for program development;

m Is there an alternative to regionally structured and
respresentative advisory board?

® There should be a natlonal organization with local
chapters;

® Some services should be provided on a decentralized
basis.

4.10 Programs

The majority of questions asked dealt with what ser-
vices should be offered and the degree of perceived use-
fulness of these services.

We asked respondents what 'services they viewed as
most useful (as either a vendor or user) in the office
automation field and the format in which they would be
preferred. The services to be provided and their per-
ceived utility rated on a scale of 1-7 are summarized in
Table 4.19.
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Table 4.19

UTILITY OF SUGGESTED SERVICES

Notes: Answers rounded to nearest integer on answer scale.

Service Scale / No. of Responses
o not marginal extremely
useful value beneficial
1 2 3 4 5 6 7. avg n  NA
F to F Meet/Conf -
Mngmt Oriented 1 - 1 7 7 15 13 5.6 44 1
Tech. Oriented -- -- 3 11 11 11 8 5.1 45 --
Teleconferences 5 6 4 8 T 3 2 3.6 35 10
E Mail Accounts 3 5 5 6 5 8 10 4.7 42 3
Computer Conf. 4 11 6 6 T 4 5 3.8 43 2
Spec. Int. Grps 11 1 2 13 13 12 5.6 44 1
Newsletter —- - 1 4 10 16 8 56 39 6
Reprints -- 2 5 16 11 5 3 4.5 42 3
Vendor Prod. Imfo
News Items 5 2 6 2 10 13 1 4.7 45 --
évaluations _ 3 2 1 3 7T 17 1 5.4 45 --
Hands-on Wrkshp 1 1 V2 4 12 15 10 5.4 45 --
On-Line DB 3 - 5 6 12 4 15 5.2 45 --
. EEGZ? Dis;gunts 1 1 2 10 10 --g---;1 5.2 43 --5-
Sr. Exec. Forum -~ 4 2 8 14 10 5.3 43 2
Research Reports -- 1 2 5 15 16 6 5.4 45 --
# of Consult Days 5 T 4 6 14 4 -- 3.7 40 5
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Some of the suggested services were rated as being of
much higher value than others. Those which were rated
above 5 on the scale, and as such should be treated as
Association priorities, are:

® Face-to-face meetings and conferences, both management
oriented and technically oriented;

® Special interest group;

& The newsletter; ,

® Evaluations of vendor products;

® Hands-on workshops with vendor products;

® An on-line database of vendor product information;

® Education discounts;

® Senior executive forum;

8 Research reports.

As well as asking for a rating of various services,
interviewees were also asked questions which elaborated on
certain aspects of several services. In addition, com-
ments were often made regarding the services. In the fol-
lowing, both the supplementary questions and the spontane-
ous comments are reported.

"With respect to "Technically Oriented Meetings",
these comments were made: "there is a never ending supply
of technical problems - if users and vendors are put
together for an information exchange, solutions would
emerge".

Respondents were asked to indicate the preferred for-
mat for teleconferencing. Their responses are summarized
in Table #.20. There is a preference (52%) for a full
motion video format. : '
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Table 4.20
TELECONFERENCING FORMAT

Answer ' No. of Responses
Full Motion Video : 13
Slow Scan Graphic 3
Audio 1
Combination of Above 8

Notes: n = 25;
NA = 20;
Most popular "combination" was Full-
Motion and Slow-Scan-Graphic = 5.

Fewer comments accompanied the "Teleconferencing"
questions, but those that did consistently pointed out a
lack of experience with teleconferencing. This 1likely
explains why such a large number of people (44%) did not
answer this question. Without ever having participated in
a teleconference, people found it difficult to assess the
effectiveness and value of this service. This same point
was also raised with respect to "Computer Conferencing".

- We were also interested in knowing the number of peo-
ple in each organization involved in office autmation who
would likely use an electronic mail (email) facility to
communicate with other member organizations. The
responses are summarized in Table 4.21 below. On the
average, about 3 people per company could be expected to
use the facility.
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Table 4.21

NUMBER OF ELECTRONIC MAIL USERS

Answer No. of Responses
One Person 5
Two Persons 2
Three " 6
Four " 4
Five or more 6

Notes: n = 23;
NA = 22;
Average response was 3 persons;
Responses were rounded to nearest
integer in answer group (e.g. 2
. to 3 recorded as 3).

A newsletter is one form of disseminating office
automation information, and we were interested in knowing
the respondents' preferences for this service in terms of
frequency and medium of delivery. Responses to these two
questions are summarized in Tables 4.22 and 4.23 respec-
tively.
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Table 4.22
FREQUENCY OF NEWSLETTER

Answer No. of Responses
Monthly . 15
Annually . -
Quarterly 18
Combination for Diff.

Types of Information y
Semi-annually -
Combination of Above 7

Notes: n = U4i;
NA = 1;
Most popular "combinations" were Monthly-
Quarterly = 2 and Quarterly-Annually = 2.

As Table 4.22 shows, responses are almost equally
divided between a monthly or a quarterly newsletter fre-
quency. To optimize costs, the Association could perhaps
start with a quarterly frequency and then expand to a
monthly service if the demand was there and if it was
practical. And as shown below in Table 4.23, both ver-
sions of the newsletter should be offered. About 59% of
the respondents wanted to see both a print and an on-line

newsletter.

Table 4.23 ,

NEWSLETTER MEDIUM

Answer No. of Responses
Print 13
On-Line E)
Both 26

Notes: n = U4;
-~ NA = 1.

83 12 15
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Several comments and suggestions were made regarding

a "Newsletter". These include:

83 12 15

® Presentation format should be that of a newsflash or
quickscan approach so as to avoid information over-
load; :

® The newsletter helps keep the group together, helps
bring Moncton and Toronto together;

® Print medium would be better for graphics and photo-
graphs;

| Newsletter medium could start in print and then move
to online.

With respect to "Special Interest Groups", several
comments were made. It was felt that such groups could be
one of the "greatest strengths" of the Association. Exam-
ples of topics for groups included security, standards,
the management of technology, and "Politique Quebecois".

With respect to a "Senior Executive Forum", several
comments were made out of which emerged three common
threads. These were:

® This would "go over like a lead ballon", doubts were
raised whether senior executives would attend; '

® However, it was pointed out that success would depend
on who else was there (e.g. better with senior VP of

vendors and senior OA implementers from user organiza- .

tions) and would depend on the format (e.g. better a
one hour forum);

® It was cautioned that care must be taken so to avoid
raising unrealistic expectations resulting in "gung
ho" executives demanding solutions which are not
feasible.

With respect to "Research Reports", the comments made
included the following. The style shuld definitely be
practical and focus on "what can be done, and how to do
it". Reports should be written in "plain English [French]
for senior management" and be "short, formal summaries".
Suggested topics included:

m definitions of tools/needs for managers/executives;
products;

® technical compatibility;

®m organizational, productivity, societal implications of
0As

@ personal computers;

# cost/benefit approaches;

® longitudinal analysis of successful projects;

® local networks;
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image processing;

voice and data;

electronic mail;

health, safety, ergonomics and stress;

issues which create on-the-job bias against technol-
Ogy;

update on Federal Government field trials;
implementation case studies.

With respect to "Fixed Number of Consulting Days" the

following comments were made.

it should be offered on an optional, add-on fee or
cost-plus basis; "would rather pay for consulting
[separately] and keep cost of membership low";

doubts were raised about the usefulness; '"based on
direct experience with Diebold, it was virtually use-
less";

specific programs should be offered, e.g. two days of
education;

need for consulting depends on timing;

it would depend on the reputation of the consulting
group;

consultation with other members of the Association is
attractive.

Respondents were asked which of the suggested ser-

vices they would expect to see offered. The most frequent
answers to this question were the following:

83 12 15

All services, "everything" suggested;

Those services which can be offered on a least cost
basis (e.g. newsletter, information and cost-plus for
conferences);

The services which were rated highly, that is those
rated above 5 on the scale, should be offered.

An open-ended question was asked to elicit sugges-

tions regarding "Other Services". The suggestions received
were:

Vendor Library with index to members who may be con-
tacted; '

Quebecois information centre;

Bibliography of publications;

Evaluations of consulting groups;

Hotline - phone or electronic mail;

Journal - "Canadian Journal of OA Users' Experiences";
Publication of Meeting Proceedings;

Case studies put together by Association members;
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& Forecasting of future trends;

E Literature surveys;

#® On-line bulletin board;

® Workforce surveys - salaries, compensations, types.

Service for Advanced and Novice Users

With the data collected during the interviews, we can
address the issue of how to continually satisfy Associa-
tion members as they gain more experience and become more
sophisticated. This is an important issue because as one
respondent noted, "after 3 years at Diebold's OA program,
we were bored". Therefore, services which might satisfy a
less experienced company, might not be as-appropriate for
a more expeienced company. Advanced servicesi may be
required for sophisticated companies.

With this in mind, we hypothesized that the two
groups might respond differently with regard to certain
proposed services, specifically those which are electroni-
cally based and those which offer vendor product informa-
tion. To test this theory, we focused on the average OA
sophistication (i.e. their rating of the stage of develop-
ment) of those who ranked the services less than 5 on the
scale, as well as the average OA sophistication of those
who ranked the services greater than 5. We suggested that
less sophisticated companies might rank more advanced ser-
vices lower because they were beyond those companies'
requirements. However, as Table 4.24 shows, there was no
significant difference in the perception of value of more
advanced services between more and less sophisticated com-
panies.
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Table 4.24
DIFFERENCE IN OA DEVELOPMENT VS. VALUE OF SERVICES

Services Average OA Development
Service Ranked Service Ranked
<5 >5
avg n avg n
Teleconferencing 2.7 23 2.8 12
Electronic Mail 2.6 19 2.8 23
Computer Conferencing 2.7 27 2.8 16
Vendor Product Info :
News Items 2.6 14 2.7 30
Evaluations : 3.0 9 2.6 36
Hands-On Workshop 3.0 8 2.6 37
On-Line DB 2.8 4 2.8 29

Another factor which warrants investigation 1is any
significant difference between users and vendors in per-
ceived value of services. Such differences would identify
services more valuable to vendors. Of the services ranked
during the interviews, four were rated more highly by ven-
dors than by users. This is shown in Table 4.25. For all
the other services, there were no appreciable differences
between users' and vendors' ratings.
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Table 4.25

SERVICES: DIFFERENCES BETWEEN USERS/VENDORS

Service Value of Service
Vendors Users
avg n avg n
F-to-F Meet/Conf
Technically Oriented 5.8 6 5.1 39
‘Newsletter 6.2 6 5.4 33
Vendor Product Info
News Itenms 5.5 6 4.6 39
Research Reports 5.8 6 5.3 39

4.11 Membership

83 12 15

The major categories in the OA industry are Users and
Vendors. There is an issue about whether the Association
should focus on one group, the other, or both.

Respondents were asked for their opinion on the
orientaion of the membership, that is Users, Vendors or a

combination thereof. Responses are presented in Table
4.26.
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Table 4.26
MEMBERSHIP QRIENTATION

No. of Responses

Answer ' Total Users Vendors
Users Only 13 1 2
Users and Vendors: Sep. Div. 21 18 3
Users and Vendors Together 10 9 1
Combination of Above 1 i -

Notes: n = 45; X
Combination was Users-Only & Users-Vendors-
Separate=-Division.

Table U4.26 shows that most people (47%) would prefer
to have users and vendors, but in separate divisions.
This Table also shows a breakdown by user/vendor. This
shows that on the issue of membership orientation there is
no appreciable difference between users and vendors. The
majority of both, vendors (50%) and users (54%), prefer
users and vendors in separate divisions.

Comments accompanying the membership question tended
to focus on the requirement of keeping users and vendors
separate. The comments included the following:

# Vendors should be held at "arms length" thus avoiding
conflicts; wvendors should not sell their products but
should participate as users, listeners and resources;
Adopt the CICA model where only users can be members;
Users and vendors have distinctly different needs;
"Not interested [in association] if this will be a
lobby group for vendors".

s What would the vendors do in the vendor division?

4.12 Final

At the conclusion of the interview, people were given
the opportunity of making some final comments. The fol-
lowing is a summary of these comments:

m Should have Canadian content in Association;

m 0A should not be defined too narrowly;

® "Don't have a lot of faith in vendors" and 1is this
Association a "big plot on the part of vendors?";
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® Association should be designed to grow and change in
its subject matter as users become more sophisticated,
"when we went [to Diebold], after three years we were
bored"; :

® "Whether or not we belong will depend on whether we
get value for money".

4.13 Association Findings
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All of the preceding findings flow from interviews
conducted with users and vendors of office systems. As
described earlier, a number of high technology associa-
tions were also contacted on a less structured interview
basis. The findings from these interviews follow.

PROBLEMS

Respondents indicated a key issue would be to get to
senjor management. They also believe that much of the
public does not really understand what office automation
is all about. They felt that office automation should not
be isolated as a single discipline but that it should be
intimately 1linked to the data processing umbrella.
Respondents also pointed out the difficulty of getting
sufficient seed money to launch a new organization. They
further indicated that if the organization sought to
establish a marketing orientation for Canadian high tech-
nology, the new Association would likely not be able to
accomplish this goal.

Some negative comments were received regarding the
possible Association. Some respondents expressed an opin-
ion that if there was a need for such an organization it
would already exist. The Federal Government is "pushing
what is not there". Another comment was that the group
would attract the casual amateurs, "the offiice system
managers". '

CONTENT

Respondents identified a number of areas which, in
their opinion, should be presented or focused upon by the
new Association. These areas were as follows:

8 executive briefings

B general education in the office automation area

® the "consumers' report" approach

E an understanding of what the technology will do for
the user

page 44




pd bt p -—

WAMMAAM AWMLL WA A Aww ) e vt ssmer e = - - P . <. "

GOALS

The following possible Association gbals were identi-
fied:

® to change the mind of the Canadian business executive
regarding office automation (OA is currently perceived
as more technical than it really is)

a solid practical approach ("can it really help me to
make a buck?") ,
increase the degree of OA in Canadian business

strong educational-promotional component

encourage Canadian content

links to Department of Communications

raise the consciousness of the users, not just a

benign forum.

STRUCTURE

The majority of respondents were opposed to an asso-
ciation which had Government sponsorship. Others indi-
cated that vendors should be allowed to be participants,
but only in as much as they were "users" of the technology
rather than vendors. Respondents were divided on whether
it should be a professional-only organization. Finally,
at least one respondent said that it should not be another
Diebold organization.

' LINKS

A new Association dealing with office automation will
undoubtedly present the possibility of some overlap with
other Associations currently in existence. Some of the
respondents therefore indicated that it would be benefi-
cial, to the extent possible, to share meetings/seminars
when appropriate. The new Association should have an
appointed person who would act as the offical liaison with
other associations or groups. Some even suggested that it
might be possible to collectively prepare joint reports or
briefs for presentation to public hearings.

83 12 15 page 45



-

a7 I

=

promes

—

-

WL A @ Wo O @ww =) - e scnm e - - - -

5.0 CONCLUSIONS

In this section the overall study objectives and

findings are 1linked. Options for structure and services
of a user Association are discussed.

5.1 Study Objectives .

83 12 15

i) Name

2)

Simply stated, there was no consensus among those
interviewed on the name for the potential organization.
¥While some people felt the title should include the
word "Canadian" or "Canada", others were specifically
opposed to this (e.g. in Quebec). Some felt the word
"user” should be included; others did not want this
word. The only thread of continuity which could be
identified in the majority of responses, was a prefer-
ence for a relatively simple, traditional type of name.

Desirability (Need) and Goals

As an overall comment, the study indicates that
organizations involved in Office Automation have a high
level of interest in the concept of a forum for users
to exchange experiences and to learn how to introduce
and manage office automation more quickly and more
effectively. In other words, a user Association of
some type is judged to be very desirable. Those inter-
viewed generally expressed a need to know how they
could contact people in similar circumstances, and how
they could avoid "re-inventing the wheel."

Some persons suggested higher-level goals such as
making Canada a more productive and competitive country
internationally. However, these would clearly have to
be 1lower priority goals than those which more directly
address the potential members' own problems. While
numerous more specific goals might be formulated, we
believe the following two goals express the prlmary
interests of those polled in this study.

a) The Association should provide a means of exchanging
information on office systems issues:

® in a passive manner, by simply providing commun-
ication channels and opportunities;

® as a repository of information, by accumulating
and providing databases on vendor, product and
user experiences, and

® in a more active manner, acting as a catalyst to .

stimulate the exchange of information.
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3)

4)

b) The Association should actively stimulate progress
in bringing about effective use of office automa-
tion, by addressing key issues through research
reports and/or education and training.

Relationship to Existing Associations

The attitude of existing associations was, with
notable exceptions, quite favourable to the concept of
an office systems users' Association. It was clear
that if the new Association were to be designed along
similar lines to the existing groups, it could be
viewed as a threat. However, viewed more as a "program
of services" which organizations would subscribe to,
most associations felt that they would want to support
it and establish some ties with it.

One suggestion which emerged for this support and
relationship was that existing groups such as CIPS and
AISP could be sources of expert speakers or contribu-
tors to seminars, conferences or publications which the

‘new Association might provide. Another possible 1link

suggested was that the existing groups could provide
knowledgable persons to participate on an advisory
board for the new Association.

In addition, these types of 1links could be
addressed through special considerations in the new
Association's services. For example, the president of
CIPS might be an honorary member of the new Associa-
tion, entitled to attend conferences or to receive some
subset of the Association's program of services.

Finally, as suggested by the associations them-
selves, a new organization could have a person in its
administrative group, whose responsibility it would be,
to monitor and develop relationships with existing
associations. This person might even be a representa-
tive from one of the associations who would sit on the
new group's advisory board. .

Services

The responses of those polled in the study were
quite informative regarding the possible services which
an Association could provide, and a variety of conclu-
sions can be drawn from this input.

a) Preferred Services
It is clear from the ratings of the suggested

services, that some would be well supported over
others. The preferred services include:
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® Face-to-face meetings, either management- or
technically-oriented

m Special interest groups

# A newsletter

® Evaluations of vendors and products

® Hands-on product evaluation workshops

#® On-line database of vendor and product informa-
tion

® Discounts on publically available courses,
conferences and publications

® A senior executive forum

8 Research reports.

~b) Extra-Cost Services

c)

While the remaining suggested services were not
highly rated, it is not necessarily true that they
would not be valuable if provided in a proper
manner. For example, a number of persons commented
that they might make use of consulting services Iif
the consultants were deemed worthwhile. However,
the consensus was that this service should not be
included in the annual fee for the program. Since
not everyone would use the service, they argued,
only those who did so should pay for it, and this
service should therefore be at an extra cost.

This logic could apply as well to some of the
services which were highly rated, such as the
hands-on evaluation workshops. In addition, special
interest groups could be quite valuable for some
members, but these people might undertake a whole
range of activities which would only apply to their
group, and which should therefore not be part of a
basic fee.

Phased Services

As pointed out earlier in this report, services
such as teleconferencing and computer conferencing
were not rated highly, but this was due at least in
part to the 1lack of experience of many of those
interviewed; in using these types of facilities. It
would seem reasonable that these should not there-
fore be dismissed entirely, but considered as part
of a later phase in the program of services. As
members of the new association become more exposed
to the available tools, they may then become more
open to using them for communication with others.

Even special interest groups might be more
properly established as part of a second phase of
services. After a "settling in" period, it would be
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easier to determine which are the truly significant
subjects around which special interest groups could
be established with some expectation of a long life.

5) Organization Structure

This aspect of the findings presents a consider-
able challenge. The nature of the organization is a
key factor to be determined, but because it was unde-
fined at the time of the study, it was also a principal
obstacle to receiving clear reactions from those inter-
viewed. In other words, because this prospective
entity would be somewhat unique, it was difficult for
respondents to envision what their opinions were being
sought on. As a result, many responded in terms of
what they knew best from their own experience.

Given the alternatives that the new body could be
either a '"user association" (such as CIPS) or a "pro-
gram" (such as the Diebold Program), respondents quite
decisively preferred a program. However, with the
benefit of the inputs from this study, it would appear
that there are other alternatives. These are described
below as "models" for the organization.

5.2 Problems to be Dealt With

5.2.1 Vendor Participation

Clearly, the majority of those surveyed in the study
felt that the organization should be open to members, but
that vendors should be "separated" from users. There were
fears that vendors would use the organization as a market-
ing forum, and some respondents described bad experiences
in other associations with vendors participating.

However, one comment was made which was quite signi-
ficant: "What would vendors do in a separate division?"
Indeed, there were few services which emerged as being
much more valuable or appropriate for vendors than for
users. In addition, there are obvious benefits to having
vendors included:

m the ability to provide feedback directly to suppliers
on product or service quality,

m the opportunity to get first-hand information from
suppliers at a 1level beyond the assigned sales
representative,

m the opportunity to provide direction to vendors as to
product requirements.

All of these points 1lead to the conclusion that,

despite the responses of those surveyed, it would be
highly desirable to have vendors and users participate as
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members togéther in the organization. The challenge for

those running the organization would be to build in safe-
guards which would prevent, as much as practically possi-
ble, the vendors from abusing this close association with
their (potential) customers. ‘

5.2.2 Advanced Members versus Novice Members

Those few respondents who had participated in other
office automation users' groups previously, identified a
major problem. They pointed out that it is difficult to
provide a program of services which will appeal to, and be
useful for both novices in the field and for those who are
more advanced. Novices need to know what the issues are,
while advanced users know the issues, but may still be
interested 1in what the latest experiences or opinions are
on these issues.

This problem was also identified by other sources in
the study: experts in the field who have had experience
with groups or associations in both North America and
Europe. They pointed out that a dichotomy of interests
inevitably arises as the early members of the organization
progress and mature, while those who join at a later time
are still in the early stages. Any program of this type
must therefore be prepared to continually monitor and
refine its program of services to address the needs of
these two groups as they begin to form.

These comments, of course, apply to some of the
"pioneer" programs such as the Diebold Program and the
Butler-Cox Foundation. If a Canadian organization were to
be formed, it would have to deal with this issue from the
outset, whereas the earlier programs started out with a
more or less homogeneous membership. Thus, a Canadian
group would have the added problem of providing an initial
slate of services which would appeal to both sets of
users.

5.2.3 (Non-)Profitability‘of the Organization

A further problem was not immediately apparent from

the findings themselves, but emerged in the analysis of
the data as those who conducted interviews in the study
provided additional input. The question in the interviews
which asked whether or not the new Association should be a
profit-making enterprise, apparently produced a decisive
"yes" ansWwer. However, it would appear that in the way
respondents answered, they were somewhat gqualified in
their "yes" responses. In general, it would be more accu-
rate to say that most persons interviewed would not object
if there were some funds left after payment of staff and
other administrative costs for the organization. On the
other hand, they would not be overwhelmingly in favour of
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the Association being an extremely profitable undertaking
for those running it. ,

This is a potential problem, since most private sec-
tor groups would be unlikely to undertake running such an
Association if it were not likely to be reasonably profit-
able. Start-up funding from another source, such as
Government, would provide a means to get the Association
going at 1little cost to a private sector group, but what
incentive would there be for this group to continually
monitor and refine its services to suit the evolving needs
of the members?

5.3 Four Models for the Organization

With these problems in mind, and with a view to the
question of the organizational structure of the proposed
Association, the following four models are presented.

5.3.1 Professional Association

The model proposed here is typified by associations

such as AISP, CIPS, SOAP, and DPMA. While having some

corporate membership, it is primarily oriented toward
individuals. This type or group usually provides a range
of services which are designed to assist in the profes-
sional development of its members. It is a non-profit
group, privately run, with its services designed, planned
and delivered primarily by members working on a
"volunteer" basis. While there may be some paid staff who
provide administrative support to the association, the
bulk of the program is arranged on '"donated" time.

While privately run, this type of association often
has a "public" view of issues and its responsibility
toward them. So, for example, such an association might
undertake to lobby the Government on specific issues, e.g.
for a defined position on  trans-border data flow or
privacy and security aspects of computer use.

If the new office systems users' Association were to
be patterned on this model, we believe there would be
serious problems. The existing associations such as CIPS
already see themselves as providing services in similar
areas to their members, and would view a new professional
association as a threat. In fact, existing associations
already have concerns that their memberships are converg-
ing. - In Toronto, for example, several of these associa-
tions have begun to work together to avoid overlapping of
services to what they realize is an increasingly overlap-
ping "market" for these services. The Toronto Section of
CIPS is undertaking long term strategic planning to deter-
mine how it can modify or expand its range of services to
meet the needs of people in the information processing
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field in its broadest sense.

5.3.2 Common Interest Association

This model is most closely paralleled by groups such
as the Canadian Business Equipment Manaufacturers' Associ-
ation (CBEMA), the Canadian Manufacturers' Association
(CMA), or the Canadian Centre for Industrial Health and

Safety. This type of association or group is typically

non-profit and is ‘usually run as a private sector organi-
zation. It may or may not be funded by Government for
start-up or on an on-going basis, but usually exists
because of a strong common interest or need in a well-
defined area. Groups such as a CMA and CBEMA are pri-
marily vendor-oriented and usually exist to further the
interests of their members on Government or public
matters. The Canadian Centre for Industrial Health and
Safety, on the other hand, has a wide sponsorship and is
well respected as a source of impartial and thoroughly
researched findings.

While there are a number of common interest associa-
tions which exist and which seem to be thriving, there
would be some question as to whether an office systems
users' Association would also thrive on this basis. Faqr
example, two of the associations contacted in this study
fall into this category, and they appeared somewhat hos-
tile to the concept of a new association. Essentially, it
was their opinion that they themselves could and should
provide the kinds of services needed by office systems
users. Since the two associations in question were pri-
marily vendor groups, it is unlikely that users would
agree with this opinion. However, the fact remains that
two such associations already exist which see themselves
in the same market for users' membership.

Perhaps more fundamental to the prospects for success
of such a group is the question of how it would be ini-
tiated. Historically, most associations of this type have
sprung up almost spontaneously, because of some real and
pressing need by the members. In some cases, a volunteer
group has formed and eventually applied to Government for
assistance.

However, an office systems users' Association is dif-
ferent. There 1is no group of individuals from various
companies or Government departments who are already wait-
ing to take on this task if and when some start-up funding
becomes available. The situation is one where, if Govern-
ment were to undertake to provide start-up funding, it
would have to find this core of people to run the Associa-
tion. :
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Government might be faced with starting the organiza-
tion itself, with the likely intent of handing it over to
the private sector in due course. Given the attitude
toward Government expressed in the study findings, it is
possible that a Government-run association would have dif-
ficulty in attracting the number of members which would be
needed to make the Association self-sustaining. This
might mean that an extraordinary effort would be required,
possibly 1involving 1local chapters with at 1least one
Government person promoting the group and developing the
membership volumes needed.

In summary, it would appear that a common interest
.association started on Government initiative would be a
slow starter, and would require considerable effort and
expense. In addition, it might prove difficult for
Government to extricate itself after the start-up period.

5.3.3 Program

The third model after which a new organization could
be patterned is a "program." Examples which fall into this
category are the Diebold Automated Office Program (DAOP),
the Evans Continuous Information Service (CIS) and the
Office Technology Research Group (OTRG). Characteristics
of a program are that:

m it would be run as and by a private sector group,

® it would have a paid staff who would provide not only
administrative support, but also planning, leadership
and delivery of services, and

® it would be a profit-making enterprise.

-

We believe that this model holds the greatest promise
for achieving the kinds of goals which those surveyed sug-
gested for an office systems organization. It could be
run by a relatively small staff, and could therefore start
quickly and be extremely responsive to members' require-
ments. With a profit incentive, the group's administra-
tors would be continually on the lookout for changes
needed to deliver timely and worthwhile services to its

members.

Knowing the all-pervading nature of Government,
potential members of an office systems organization would
likely be more demanding in their expectations if the
group were Government sponsored. They might expect that
regional chapters would be formed, or that all publica-
tions and services would be provided in both official
languages. A private sector group would still have to
cater to regional or language requirements, but likely not
to such demanding expectations. Provided that the quality
of services was excellent, members could be more tolerant

- ms me e s gm e
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of a private sector group's less extensive capabilities.

Unlike a Common Interest Association, a core of peo-
ple would not need to be gathered to run the new organiza-
tion. 1If a private sector group were interested in run-
ning the program at all, it would provide the staff to
plan services and lead the new group. As a profit-making
enterprise, money would be available if needed, to hire
outside expertise when needed.

On the negative side, it is true that running the
program would entail a degree of risk for a private organ-
ization, and starting the program would require an initial
capital investment. However, this is the everyday life of
private business, and undertaking the initiation and
operation of this program would be viewed and assessed as
any other business proposition or investment.

It is possible that Government could provide the
start-up capital for such a group, but for a profit-making
concern, this subsidy could be a drawback. First, it
would 1likely place some constraints on the operation of
the program which might not be consistent with the profit
motives. More important, the potential members and the
taxpayers at large might feel that the sponsoring company
should not be making a profit where it had not taken the
full start-up risk.

The fact that the "program" model for the new organi-
zation implies a profit-orientation might be seen as a
potential problem in itself. As explained earlier, those
surveyed were not overwhelmingly in favour of the organi-
zation being profit-driven. However, we believe that peo-
ple will pay for profit-oriented services if they feel
they are getting value for their money.

In fact, this view could be seen as positive. VWhile
people will pay for quality services, they will stop pay-
ing very quickly if those services diminish in quality.
This is even more true where the services are profit-
oriented. Therefore it would be necessary for the spon-
soring company to be continually aware of members' chang-
ing needs, and the degree to which the program continues
to meet those needs. Thus, a profit orientation would be
a powerful incentive to provide high quality, relevant
services. In any case, a profit-orientation would likely
be needed in order to attract -the top calibre management
and leadership so necessary in such an undertaking.

5.3.4 Standalone Services

This last model is not directly relatable to existing
organizations. In fact, the concept is not of an organi-
zation at all. Rather, this fourth scenario is that
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Government and/or existing associations would undertake to
directly sponsor, or at least initiate, one or more of the
services which appeared to be highly rated by those inter-
viewed in the study. Examples would include the follow-

ing.

m Government could sponsor a  "Government  Special
Interest Group" for office systems. This could be a
more active offshoot of the present OCS Program User
Group. Alternatively, it could be undertaken, perhaps
with some initial funding from Government, by CIPS,
which already 1is familiar with the Special Interest
Group concept in other areas, both on a local and a
national basis. ;

m A Canadian Journal For Office Systems could be ini-
tiated as a channel for publishing research findings
in the office systems field. This might be undertaken
by Government, perhaps in concert with the new
research facility near Montreal. Alternatively, an
association could undertake this. CIPS already has its
INFOR Journal for technical research, .and this new
journal could be a more down-to-earth publication for
its less technical members. This could also be under-
taken by one of the vendor associations, such as CATA,
in a manner similar to IBM's Systems Journal. In
either of these last two alternatives to the Journal
concept, Government could consider providing start-up
funding to give the Association an initial "push" to
provide the service.

® Hands-on product evaluation workshops would clearly
involve a high degree of cooperation from vendors, so
it would be logical for one of the vendor associations
such as CATA or CBEMA to undertake these as services
of their member companies to the user community.

One or more of these individual services, provided
either by Government or an association, would have two
distinct advantages over the other three models for a user
Association.

1) Manageability

As individual, definable services, they would be
much easier to launch and to manage on an on-going
basis.

2) Reach
While being less comprehensive than a multi-
service association or program, these services would be

less expensive, and therefore affordable by a larger
number of users, including even very small businesses.
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On the other hand, this scenario would not exclude
the others. It 1is conceivable, for example, that a
private sector program could publish research reports
which would be aimed specifically at the interests of its
members, while a group like ‘CIPS could provide a Jjournal
aimed at a much wider audience. Similarly, a vendor
organization such as CBEMA could provide hands-on
workshops to evaluate products, while a private program
could provide its members with detailed written .evalua-
tions of these and other products.

5.4 Summary

83 12 15

In summary, it would appear that there is a need for
some type of forum for exchange of information and experi-
ences, and likely for services which provide a more "dig-
ested" analysis of experiences or research. There are
some potential problems in providing such services, but
there are also a number of alternative approaches. There
is a role for Government in some of these approaches,
though this role is likely to be a limited one, leaving
the sustained management and leadership of a user Associa-
tion to the private sector.
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6.0 RECOMMENDATIONS

This portion of the report outlines specific recom-
mendations regarding the four possible approaches to an
office systems association which were described in detail
in the Conclusions section. The feasibility of each is
assessed, and services appropriate to each are described.

6.1 Feasibility of the Four Models

6.1.1 Professional Association

This model for the Association is patterned after
existing professional associations such as CIPS, AISP,
SOAP, CICA and DPMA. Many of the organizations contacted
during the study have members of these associations in
their employ, and yet these people outlined a clear need
for better information and communication regarding office
systems experiences and products. It would therefore
appear that these associations are not fulfilling this

need.

However, to start a new, very similar association to
address these needs would mean undertaking direct competi-
tion with these associations for their members. 'This
would not facilitate good relations between associations,
and could clearly have a negative impact on the response
of potential member companies and Government bodies to
joining the new Association.

Rather than compete with these existing associations,
it would be wiser and more beneficial to all concerned to
make copies of this report available to them so that they
could better plan their future programs to meet the needs
of their members.

This model for a new Association is therefore NOT
recomnended and a recommended program of services is not

included here.

6.1.2 Non-Profit Association

This model for the user organization is a non-profit
association funded on an on-going basis by corporate
(rather than individual) members (e.g. CBEMA, CMA, Cana-
dian Federation of Independent Businesses). This model
could be a useful one, but an important ingredient is
missing. Non-Profit Associations generally operate to
address a need which is both real and pressing, and the
needs identified in this study are real, but in our judge-
ment, not yet sufficiently pressing for a successful
implementation of this type of association.
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In the case of vendor associations such as CBEMA, for
example, the need to lebby for the interests of equipment
manufacturers is felt to be pressing enough that member
companies are willing to second personnel to work for the
Association on a full or part time basis. If businesses
and other organizations across the country felt strongly

5 .” -

:{ enough about the need for exchange of information, experi-

a ences and ideas on office systems, that they would spon-
taneously initiate an association to address this common

g’ interest, then such an Association might prosper.

la .

However, in the absence of this spontaneous movement,
r the Association would have to be initiated with a "push" ,
s from Government. We believe this push would have to be a

i substantial one. Furthermore, we believe that the Associ-
v ation would then be viewed as Government-sponsored rather
i | than industry-initiated, and potential members would tend
- to demand a totally comprehensive package of services from
_ the outset. This would further increase the extent of
i Government start-up activities and funding.

This approach is NOT recommended, because of the
' extent of initial effort and funding required from Govern-
ﬁ ment, and the likely difficulty by Government in disengag-
ing itself at a later date from the operation of the Asso-
- ciation. However, since Government may decide that the
;E need is worth this commitment, suggested services and
L. organization for the Association are outlinéd below, and a
budget and action plan are described in the following sec-

;EJ tion.

6.1.3 Program

The concept of a "program" of services to be provided
for a flat annual fee, with some additional services on a
pay-as-you-go basis, would be a viable model for this
¥ Association. The concept assumes that organizations or
12 corporate entities would be the members (rather than indi-
viduals), and that the program would be run as a profit-
e ’ making venture by a private sector group. Examples of
such programs in the U.S. are the Diebold Automated Office
Program and the Office Technology Research Group.

On this basis, the manner in which the program would
L ' be undertaken would be dependent upon the type of company
which launched the program. Since there would be no
involvement by Government, and since there would be many
possible ways for a private company to address this pro-
gram, there is little value in describing any possible set
of services or start-up plan for the program here.

. We therefore recommend simply that this report be
made available to interested organizations in the private
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sector so that they may have the benefit of the findings
to assess the program as a possible business venture.

6.1.4 Standalone Services

As described earlier, this concept does not entail an
entity such as an association or program. Rather, it sug-
gests that one or more specific services (e.g. a Journal
of Office Systems) be offered to users in the office sys-
tems field. _

- Based upon the ratings of possible services as deter-
mined in this study, we believe that there are a number of
specific services which could be provided in a viable and
effective manner under this concept, and these appropriate
offerings are described below.

We therefore recommend that Government publish this

report to the various associations listed below, and draw

their attention to the recommended services. We further.
recommend that Government consider either providing ini-
tial funding for some of these services, or actually ini-
tiating the services itseif. In the descriptions of the
services below, those which would be appropriate for this
action are indicated.

6.2 Summary of Options

As just described, there are four options for initia-
tion of an office systems organization.

1) Professional Association

This is NOT recommended because of competition
with existing professional associations, and no program
of services is recommended or included in this report.

2) Non-Profit Association

This option is NOT recommended because of cost.
However, an initial plan and recommended services are

provided below.
3) Private Sector Program

This option IS recommended as viable, but a pro-
gram of services is left to be developed by whatever
private sector group may decide to take on this pro-
Ject.

Y4) Standalone Services

This concept IS recommended as viable, and
specific services which 1lend themselves to this
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approach are recommended below.

6.3 Recommended Services

6.3.1 For A Non-Profit Association

83 12 15

There must be sufficient services made available ini-
tially to make a Non-Profit Association attractive to
potential members. There are some services which would be
both appropriate and necessary to provide as an initial
"package" in the Association. These are described below,
followed by a description of a second set of services
which would more appropriately be provided at a later
stage of development in the Association. In both cases,
some services are identified as "extra cost" while others
would be included in a basic fee for membership.

Initial Package of Services

1) Conferences

As an overall impression from those contacted in
this study, it was apparent that there was no urgent
need for any type of avant garde organization. Rather,
the preference was for the more traditional types of
services.

Conferences are the traditional means of exchang-
ing information and experiences, and these events would
have a definite place in a new Association. Plenary
conferences, open to all member organizations and deal-
ing with issues of planning, evaluation, implementation
issues and other topics of concern to management, would
be the logical choice for a series of events which
occur regularly and provide continuity to the organiza-
tion.

In addition, more technical meetings, dealing with
specific topic areas or ranges of topics, would also be
useful and popular. These would be open to all member
organizations, but since they would focus in particular
areas, they would likely attract only those organiza-
tions who happen to be dealing directly with those
areas. This would be beneficial, since the smaller
size of meeting would allow for more detailed discus-
sions. '

2) Newsletter
Another traditional tool which could be used
effectively 1is the Newsletter. An initial edition

would describe proposed services for the new Associa-
tion and outline the schedule of adding services in the
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coming months. Subsequent editions would concentrate
more on the members of the Association than on the
Association itself.

Discounts

With a potentially large membership, it should be
possible for the new Association to negotiate preferred
rates on publicly available seminars, workshops and
publications. This would be of direct benefit to
members, but would cost nothing for the new Association
to deliver.

Senior Executive Fprum

This service was well regarded by those surveyed -
in this study, but some negative comments pointed out
the potential danger: the forum must be both antici-
pated as worthwhile, and actually be worth the execu-
tives' time in attending. Experience with U.S. based
groups has indicated that these events have great
potential for the education of senior management, and
for stimulating activity and progress in the member
organizations. However, if one executive attends and
finds either that the content is off-target or that
most other attendees are at a lower level, she or he
may be "turned off" and as a result, that member
organization's progress in office systems may be dealt
a serious blow.

In other words, a senior executive forum should be
provided, but it must be organized, designed, promoted
and delivered in a first class, professional manner.

Extra Cost Initial Services

Reports

Reports can be an excellent vehicle for dealing in
depth with specific topics. Since they are narrow in
focus, they should not be part of the basic fee struc-
ture, but should be purchased by those member organiza-
tions who are interested in the subjects of the
reports. :

This study indicates a high interest in reports,
but also a desire for very practical, non-acadenmic
reports. One recommended approach to reports would be
to use them as vehicles for in-depth follow-up to
topics which have proven to be of interest in the
conferences and meetings. Thus, if a member organiza-
tion makes a presentation at a plenary conference,
describing its experience in, for example, local area
networks, a report might follow in six months' time,
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giving an updated and more detailed account of that
member's experiences and lessons learned.

Hands-On Product Evaluation Workshops

As described elsewhere in this section, this ser-
vice could be provided as a standalone offering. If
this is not done, then a Non-Profit association could
provide the service. Like a report, however, this type
of workshop would only be able to focus on a 1limited
number of products at a time. It would therefore be
inappropriate to have this included in a fee paid by
all members. Those members interested in the specific
products being tested would pay for the workshop as a
separate fee.

Audio Teleconferencing

While not a highly rated service, we believe. that
audio conferencing could be an effective tool for dis-
cussions and exchange of ideas and experiences. The
problem is that most persons have not had extensive
experience with this mode of communication, and would
need to be trained in its effective use. The same
could be said of video and computer conferencing (see
comments below), but these other modes require special
equipment, whereas audio conferencing requires only a
telephone.

We believe that with some initial exposure to the
effective use of this tool, (likely provided at one of
the early face-to-face meetings), and with a skilled
and experienced chairperson to run the audio confer-
ences, they can be very effective means of communicat-
ing between face-to-face encounters. Audio conferences
can provide the means for parties who identified common
interests at a face-to-face meeting, to extend and pur-
sue that interest without having to meet physically.

However, these audio events must be planned and
structured, with agendas and supporting materials dis-
tributed in advance, and with a record of the conclu-
sions distributed afterward.

Services to be Provided by an Association at a Later Time

. 1) Vendor/Product Evaluations

83 12 15

While viewed as useful by many of those surveyed
in this study, evaluations of vendors and products
would present a problem as an initial service. The
problem would be to determine who would do the evalua-
tions. Member organizations would view these evalua-
tions as worthwhile if they were done either by another
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2)

3)

member in a similar position as themselves, or by a
respected third party.

Other members could perform evaluations, and the
Association could undertake to gather these evaluations
and consolidate them into a common format, but this
would not be possible until sometime after the initial
round of memberships had been confirmed and the Asso-
ciation had been started and settled into normal opera-
tion. Alternatively, the Association could engage a
third party to perform the evaluations, but this would
be an on-going commitment which could not 1likely be
begun until a foundation of membership fees had been
established to fund this service. In either case, it
is wunlikely that any worthwhile number of evaluations
could be made available before the first six months of
the Association's existence.

On-Line Database of Vendor/Product Information

For similar reasons as just described, this ser-
vice would only be practical after the Association had
been in existence for a period of six to twelve months.
As with vendor evaluations, this database would have to
be created and maintained by someone familiar with the
subject area. In addition, this service assumes the
availability of some type of computer to store the -
database. Assuming that these considerations could be
dealt with successfully, this would be a valuable ser-
vice.

Extra Cost Association Services at a Later Time

The following services could be phased in on a
pay-as-you-go basis as the Association grows.

Special Interest Groups

While one of the most highly rated potential ser-
vices in this study, Special Interest Groups are also
the least defined at this point. It is not clear
whether these groups should be formed along topic
lines, such as Decision Support Systems or Electronic
Mail, or if they should cater to the interests of
specific manufacturers' products e.g. Wang Users, IBM
PROFS Users.

This service could be 1listed initially as a
planned service, and steps could be taken quite early
in the Association's existence to define the interest
areas which should be dealt with.

Clearly, only those members who participate in the
Special Interest Groups should have to pay for their
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meetings and other services.
4) video and Computer Conferencing

These are two separate forms of "electronic meet-
ings" which should be offered as separate services.

However, they are described here together because of

the similar constraints surrounding them. Neither of
these services was rated highly by those surveyed in
this study, but both are viewed by industry experts as
potentially powerful tools. It would appear that Cana-
dian users are either not familiar with the tools, or
have not been exposed to their proper form of use.

For these reasons, it would not be wise to offer
these services as part of an initial package. However,

one or more of the initial services (newsletter, -

conferences) could be used to educate the membership in
the effective use of these tools, in effect "condition-
ing the market" for their later introduction.

It would not be practical or cost-effective for
the Association to provide the equipment base to run
these services, and they should not be offered unless
the necessary equipment is available on a public basis.
So, for example, Telecom Canada's facilities could be
rented or leased for full motion or freeze-frame video
conferences, or CNCP's computer conferencing service
could be made available for a fee to members subscrib-
ing to a computer conference. In either case, usage
fees would be incurred, which would be passed on to the
participating member organizations.

Finally, neither of these services would be effec-
tive in a casual, unstructured manner. The Association
would have to ensure that topics and participants were
identified well in advance, and that all participants
were trained in the effective use of the medium being
used. The Association would also have to provide a
chairperson for such conferences, who would be experi-
enced in such events and would be able to guide the
flow of the conference to a successful conclusion.

5) Electronic Mail

This service was not rated highly by most respon-
dents to this study. The reasons for this are likely
varied, but experience indicates that electronic mail
used only for occasional contact with other member
organizations would not 1likely be effective. Elec-
tronic mail tends to be effective only in situations
where it is used as a matter of habit, such as in
automatically checking a paper inbox in the morning.
If one receives or sends mail only occasionally, there
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is no incentive. to check for incoming mail, and the
medium loses its effectiveness if messages sit waiting
to be read for days at a time.

However, this situation will change in due course
as standards are established for inter-system exchange
of messages. By 1985 or shortly thereafter, it 1is
likely that the major public electronic mail systenms,
as well as in-house mail systems, will be capable of
exchanging messages. When this situation is more pre-~
valent, electronic mail will become a viable service
for an association to offer its members.

In the meantime, selected subsets of the member-
ship may already subscribe and regularly use a public
system (e.g. those who use the Association's computer
conferencing facility), and it would be reasonable for
these groups to use electronic mail between each other
on a pay-as-you-go basis.

6.4 Recommendations
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There are three potential groups who could conceiv-

ably offer standalone services outside of an association
or program context. The services which lend themselves to
this approach are listed under each group.

1) Government

Government could directly sponsor the following
services. ,

a) A Government Special Interest Group

Special Interest Groups were highly rated by
those surveyed in this study, and at least one
Government respondent suggested that a  special
interest group of Government organizations would be
valuable. The basis for such a group already exists
in the OCS Program's Users' Group, and this could be
expanded to be a more active group, meeting on a
more regular basis.

b) Office Systems Journal

While reports would be one of a possible pack-
age of services offered on a program or association
basis, this service would be more viable on a stan-
dalone basis if it were presented as a journal of
research and experience. This journal could be pro-
vided by Government as a regular publication, possi-
bly tied in some way to the new Working Place Tech-
nology Research Centre near Montreal.
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2) A Professional Association

One or more of the following services could be
offered by one of the existing professional associa-
tions. Some associations have experience in these
areas, though it should be realized, particularly if
Government undertakes to encourage the associations to
provide these services, that not all of this experience
is Canadian based. Not all associations have a Cana-
- dian organization (some have chapters in Canadian

cities, but these chapters report to U.S. headquar-
ters), and only CIPS is totally Canadian. -

A i -

P |

o

. a) Special Interest Groups

v'} Various professional associations have existing

special interest groups. It should be noted, how-
— ever, that these groups vary considerably in their
v : types of communication and services, and in their
i overall effectiveness in meeting their stated objec-
a - tives. ‘

: Since this study did not attempt to define
i . exactly what special interests should be addressed

on a standalone basis, any association which under-
ik took to meet this need would first have to define

the need more precisely. However, a Government-
oriented special interest group was identified as

_— . desirable, and it would be fully possible for a pro-
" ‘ fessional association to undertake the formation of
o ' such a group to address office systems interests.

Of the existing professional associations, CIPS
5% appears to be the only one which has experience with
- special interest groups on a Canadian base, both
T nationally and locally. Other associations, such as
ACM and IEEE, have numerous special interest groups,
but these tend to be international and usually U.S.
- . dominated.

- ‘ b) Office Systems Journal

Most professional associations have at 1least
R one type of publication, varying from local
newsletters, to somewhat academic technical jour-
- nals. It would therefore be a reasonable extension
- for an association to undertake to publish an office

- systems journal. If an association were to under-
take this service, however, it would do well to note
the comments from this study, that such a publica-
"tion should be very practical and experience-based,
rather than academic in nature.

4
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c)

Electronic Mail or Conferencing

As described earlier in this section, elec-
tronic mail, computer or video conferencing all
require a degree of training and support. Profes-
sional associations, which have an established "net-
work" of chapters in major centres across the coun-
try, may be well positioned to initiate a service of
this type. Their local entities could make arrange-
ments for 1local - connections to national services.
Persons from the local chapters could, given the
time and training, provide a first level of support
in the initial stages of introducing the service.

However, for the same reasons described in the
case of a Non-Profit Association's provision of this
service, it is not likely that the service could be
initiated for some period of time.

3) A Vendor Association

CBEMA and CATA are two vehdor associations who

would be well positioned to provide one or more of the
following standalone services. To do so would 1likely
mean a -change in direction for either group, but this
change might well be viewed by users (i.e. the custo-
mers of their members) as very positive.

a)

-

b)

Office Systenms Journal

A number of the member vendors of these associ-
ations already publish journals of one type or
another (e.g. the IBM Systems Journal, BNR's
Telesis). It 1is therfore conceivable that staff
could be made available to the association to edit
such an office systems publication. Operating
through the association's and the vendors' existing
public relations channels, this new publication
could quickly be established as a prestigious vehi-
cle attracting research and articles from both.
Canada and abroad.

Hands-0On Product Evaluation Workshops

Again using the vendors' existing facilities,
it would be possible for a vendor association to
sponsor multi-vendor workshops on a regular basis.
These need not be gratuitously provided by the Asso-
ciation, since users would be willing to pay a rea-
sonable fee for the opportunity to try out systems
directly. The vendors would have the opportunity to
have their own personnel present to provide assis-
tance, and in so doing, they would get immediate
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feedback from the user participants.
¢) On-Line Database of Vendor/Product Information

While users would not be interested in evalua-
tions of products where the evaluations came from
vendors themselves, provision of product information
would be more attractive. A vendor association
would be ideally positioned to create and maintain a
database of information on its members' products.

There would be a mnatural inclination on the
part of any one vendor to provide only surface
information so that competing vendors would not have
easy access to product details. However, users
would soon learn if this were the norm, and would
simply not use the service. On the other hand, if
valid, complete, up-to-date information were avail-
able in the database, users would likely make exten-
sive use of the facility. Used properly by the ven-
dors, this information base could be a powerful
sales tool or entry into prospective buyers' organi-
zations, so that both parties could profit.

In summary, these services could be provided in a
number of ways and from a number of sources. Government's
role could range from that of

®w provider, where it directly offers the service(s), to

® catalyst, where it actively encourages other groups to '
offer services, perhaps with some start-up funding, or
finally, to

m educator, where it simply makes these recommendations
available to the professional or vendor associations,
and waits to see if they take action.
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7.0 START-UP PLAN AND BUDGET

Consistent with our recommendations, this section of
the report deals with two of the four possible approaches
to an office systems association. A plan and budget are
provided for the initiation of a non-profit association,
modelled after the "common interest" type of associations
such as CMA, CBEMA and the Centre for Industrial Health
and Safety. As.stated previously, we have NOT recommended
this approach, but the detailed description of the Associ-
ation given on the following pages will provide sufficient
information upon which Government can draw its own conclu-
sions. Also, suggestions are provided for means of ini-
tiating one or more services on a standalone basis.

Profit Association

sociation Name

Consistent with the findings of this study, where a
preference was apparent for a traditional, simple name for
the Association, we recommend the name, "Canadian Office
Association."

ructure

This Association would be viewed by the potential
members. as one initiated by Government from the top down.
This is in contrast to most non-profit associations, which
are started from a "grass roots" perception of a common
need.or interest. Creating the sense of felt need and
commonality of interest would therefore be a major chal-
lenge in getting the Association off the ground.

In order to accomplish this, it would be necessary to
build a network of support and interest across the country
before a public membership promotion could be undertaken.
This network 1s embodied 1in the organization structure
illustrated on the next page, and explained on the follow-

ing pages.
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Canadian Office Systems Association Study

NATIONAL STRUCTURE

BOARD OF
DIRECTORS

EXECUTIVE
DIRECTOR

ADMINISTRATIVE
MANAGER

REGIONAL STRUCTURE

REGIONAL
DIRECTOR

LOCAL
( VOLUNTEER)

EXECUTIVE
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MEMBERSHIP
DIRECTOR

BOARD OF DIRECTORS

Chairman: Executive Director
Eight Regional Directors From:

British Columbia (Victoria)
Alberta/Saskatchewan (Edmonton)
Manitoba (Winnipeg)

Ontario (Toronto)

Ontario (Ottawa)

Quebec (Montreal)

Quebec (Quebec City)

Maritimes (Halifax)
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Executive Director

The Executive Director would be the chief operat-
ing officer of the Association, responsible for devis-
ing plans for its program of services, for seeing that
these programs (when approved by the Board of Direc-
tors) are carried out, and for monitoring their success
and the general health and well-being of the Associa-
tion. This person would also have fiscal responsibil-
ity for the Association.

The Executive Director would chair the Board, and
would be responsible to the Board. He or she would
initially be hired on a one or two year contract.
Thereafter, the Board would decide whether the position
should be a permanent one.

In the formative months of the Association, the
Executive Director would also have prime responsibility
for recruiting both the Regional Directors and the ini-
tial member organizations.

This individual would need to be a senior person,
preferably well known and well regarded in the office
systems industry. He or she would also need to be
capable of operating totally independently, and would
need considerable skills for presenting and selling
ideas to others. With a view to a national presence,
the Executive Director should also be bilingual.

Membership Director

The Membership Director would report to the Execu-
tive Director and would have prime responsibility for
building and maintaining the targeted membership levels
in the Association. As such, he or she should have
excellent marketing skills and experience and should be
thoroughly familiar with the office systems industry
from either a vendor or user viewpoint (preferably from
both). This person should also be bilingual.

Administrative Manager

The Administrative Manager would provide - adminis-
trative support to the Director, the Membership Direc-
tor and to the Association as a whole. This person
would be an experienced office manager with previous
direct exposure to the use of modern office systenms,
and would be capable of running the National Office
completely independently. The Administrative Manager
would. report to the Executive Director and would
preferably be bilingual.
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Y4) Board of Directors

5)

'The Board of Directors would consist of the Execu-
tive Director as chairman, and eight Regional Direc-
tors. Only the Executive Director would be a paid,
full time employee of the Association; the Regional
Directors would spend a portion of their time on Asso-
ciation business. Each Regional Director's employer
would be asked to donate that Director's time to the
Association for a two-year period. A full-time commit-
ment would not be needed, but 25-30% of the Director's
time should be freed up for Association work. In
return, the employer would be entitled to full member-
ship privileges at no fee, during the period of the
Directorship.

The initial slate of Regional Directors would be
recruited by the Executive Director. All of the Direc-
tors of the first Board for the Association, including
the Executive Director, would be appointed by Govern-
ment. Thereafter, the Regional Directors would be
elected by the membership, and the Executive Director
would be appointed (hired) by the Board.

Regional Directors

Our recommendation is that one Director be
appointed for each of the following eight Regions.

a) British Columbia -- Victoria
b) Alberta/Saskatchewan -- Edmonton
c) Manitoba -- Winnipeg
d) Ontario -- Toronto
e) Ontario -- Ottawa
f) Quebec -- Montreal
g) Quebec -- Quebec City
h) Maritimes -- Halifax

Each of the Regional Directors would be a senior
person who would undertake to set up a local executive.
These local people would assist with planning of local
events and meetings. They would not be paid, nor would
their employers receive free memberships in the Associ-
ation. Regional Directors would be free to structure

their 1local executives to suit 1local needs and
interests.
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The Régional'Directors would have two principal
responsibilities:’ -

8 to provide a meaningful input into the direction
and services of the Association on a national
basis, and

# to plan and provide local services to address local
needs.

With the first responsibility in mind, the
Regional Directors would meet face-to-face as a Board
on a quarterly basis. They would also have monthly
audio teleconferences as a Board, and they would com-
municate with one another between these events by tele-
phone and by electronic mail.

National Office

The Association would require a national office
when the initial staff has been hired. This should
have office space for the Executive Director, the
Membership Director, the Administrative Manager, two
spare workstations for temporary staff and/or for
Regional Directors when in the National Office, plus a
board room large enough to comfortably hold a meeting
for at least a dozen persons. ‘

Normal workloads would be handled adequately by
the three full time staff members, and peak loads gen-
erated by special events such as conferences would be
handled by using temporary help and by contracting
specific services to organizations specializing in
planning and organizing meetings.

The office should be well equipped to set an exam-
ple for members of the Association. While not neces-
sarily requiring state-of-the-art integrated office
systems, it is likely that some type of microcomputer-
based system would be required to support the
Association's normal operating functions.

NOTE:

In the early stages of the Association, i.e. before all
full time staff are hired, Government should be
prepared to provide temporary office space and limited
administrative support.

7.1.3 Start-up Plan

The following steps describe the sequence of events

required to bring the Association into being and enlist
the initial members.

83 12 15
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1) Hire Executive Director (March, 1984)

2)

3)

4)

5)

As a first step, Government would undertake to
hire an Executive Director to start and run the Associ-
ation.

It may be possible to simply hire this person on a
two year contract, or it may be necessary to engage an
appropriate senior person on a full-time contract from
a consulting firm.

Consult With Associations (April, 1984)

The first duty of the Executive Director would be
to travel to the major centres across the country, con-
sulting with various professional and industry associa-
tions. The object of these consultations would be
two-fold:

@ to elicit suggestions for organizations which would
be potential members of the Association, and

® to obtain the various associations' nominees for
persons who could serve as Regional Directors.

In the process, the groundwork of publicity would
be laid for future public promotion of the Association.

Enlist Regional Directors (May, 1984)

Based upon the suggestions for potential Directors
from the associations across the country, the Executive
Director would then begin his or her next major task.
This would involve approaching both the nominated indi-
viduals and their employers to determine a suitable
slate of Regional Directors.

Hire Administrative Manager and Membership Director
(June, 1984)

The Executive Director's next task would be to
hire two full-time staff members to serve at the
Association's National Office.

Lease and Equip Office Space (July, 1984)

Suitable office space would then be required to
house the National Office staff, and to provide a phy-
sical location for face-to-face meetings. To meet the
physical requirements described above, approximately
1,600 square feet would be needed.
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Incorporation of the Association (July, 1984)

Once the full slate of Board members is known, it
would be possible to have the necessary documents of
incorporation drawn up for approval by the Board.

First Directors' Meeting (August, 1984)

When office space has been acquired, the Board
will be able to have its first meeting together. The
Executive Director would present his or her initial
plan for the Association and this would be discussed
and revised by the Board. ‘

Membership Drive (August, 1984)

Based upon the agreed plan for the Association,
the Membership Director would then begin to actively
recruit members. This would include an initial high
level press conference, preparation and mailing of an
attractive brochure, and extensive one-on-one meetings
between the Membership Director and potential members,
in many cases including the Executive Director.

First Newsletter -(September, 1984)

As part of the membership promotion, the
Association's first newsletter would be published,
placing a heavy emphasis on the planned program of ser-
vices and the Regional Directors' influence on this
program and on the Association as a whole.

10) Kick-off Conference (October, 1984)

The first formal program event for the Association
would be the start-up conference. This would be a
ma jor national conference to which paid member organi-
zations would be entitled to send a specified number of
participants as part of their Association fee. As a
first conference, it could also be open to outside
organizations for a fee, and a third option (to be
determined as part of the Membership Director's promo-
tion plan) would be to allow potential member organiza-
tions to attend either at no charge or for a reduced
fee.

11) Regional Meetings Start (November, 1984)

After the first national conference has been held,
activities in the region would start to maintain the
momentum of the new Association. The nature of these
activities would be determined by the Regional Direc-
tors. .
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12) First Technical Meeting (November, 1984)

[ The first Technical Meeting would also be a
‘ national event, but targeted at more technical person-
nel, whereas the first conference would have been aimed
at management and planning staff within the member
E organizations.

13) First Senior Executive Forum (December, 1984)

]
E> To cap off the Association's first year, the first
Senior Executive Forum would be held in December. This
E’ would be the last major national event of the year, and
. would be designed to promote a high-level exchange of
views on the role and direction of office systems, as
Y well as to solidfy the senior audience's commitment to
E the Association. ‘
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7.1.4 First Year Costs

The following table 1lists the estimated expenses
required in the first year to start the Association.
These are made up of one-time costs plus normal operating
costs for the first (partial) year. Based on the dates
outlined for the sequence of start-up events above, an
estimate for the first year's operating expenses was
arrived at by taking one half of the annual budget amount
for operating expenses, detailed later in this section.

It is NOT expected that Government would pay the
entire first year costs, since these would be offset some-
what by membership revenues. The actual costs to be borne
by Government are described under the heading, "Cash Flow
to 1987" later in this section. :

FIRST YEAR COSTS

DESCRIPTION . AMOUNT
($)

Office Furniture

m Five offices 10,000

® Boardroom 10,000
® Reception Area 2,000
®» Shelving, files . 5,000
Microcomputer 20,000
Portable computers (2) 10,000
Terminals (for 8 Regional Directors) 16,000
Telephone system 10,000
Photocopier 12,000
Travel Costs for Exec Director, Member- 20,000

ship Director (relative to initial
membership drive)

Total Start-up Costs $116,200
Operating Costs (1/2 annual budget) 266,250
TOTAL FOR FIRST YEAR $332,450
83 1215 ) ' page 77
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7.1.5 Annual Budget '
[ The following expense budget presents an estimate of
the annual operating costs for 1985, which would be the
[ first full operating year for the Association. l
ANNUAL BUDGET '
- :
[ DESCRIPTION AMOUNT '
(%)
| |
M Services to Members
- ® National Conferences (2) 50,000
® Fee for Conference Planning Services 5,000
B Senior Executive Forum . 15,000
e ® Fee for Forum Planning services 1,500
®m National Technical Meetings (2) 30,000
i ® Fee for Meeting Planning services 3,000 l
i ® Monthly Newsletter 6,000
® Subsidy for Special Interest Groups 5,000
- ® Regional Program Expenses ($5,000 40,000
h per Region)
, Salaries
1 s Executive Director 85,000 l
i @ Membership Director 50,000
. ® Administrative Manager 30,000 :
\ s Temporary Staff 35,000 l
[}
o Travel and Living Expenses ‘
, . ® Executive Director : 20,000
P ® Membership Director 20,000 . '
L : Regional Directors 32,000
i Marketing Costs (brochures, mailings, 30,000 I
i etc.)
T Office Space : 32,000 '
4 . Telephone 10,000
[ ‘ Electronic Mail ' 6,000 .
Other Administrative Costs 36,000
X i
= TOTAL ANNUAL EXPENSES | $553,500
83 12 15 ' page 78 '
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7.1.6 Cash Flow to 1987

The following table shows the projected annual reve-
nues and expenses for the Association from 1984 to 1987
inclusive. It is anticipated that Government would cover
the deficits from 1984 to 1987, and that the Association
would reach a self-sustaining level of 160 memberships by
the end of 1987. Increases in membership levels from that
point on would be anticipated, but at a 1lesser rate of
growth, so that increased revenues would 1likely only
offset increased costs due to inflation.

REVENUES AND EXPENSES

1984 1985 1986 1987
Revenue 120,000 320,000 500,000 620,000
Expenses 392,450 | 553,500 586,710 621,913
Deficit . 272,150 233,500 - 86,710 1,913

Revenue Assumptions

All revenue projections are based on an annual
membership fee of $4,000. It is projected that member-
ships will reach the following levels by the end of each
year:

® 1984: 60 memberships
m 1985: 100 memberships
m 1986: 150 memberships
w 1987: 160 memberships

However, since memberships will be obtained
throughout the year, and payment plans may be devised to
allow payment of fees spread over a number of months, the
following assumptions have been made for the actual number
of fully paid memberships in each year:

s 1984: 30 memberships
® 1985: 80 memberships
® 1986: 125 memberships
m 1987: 155 memberships

Expense Assumptions

The. expenses for the first year (1984) have already
been explained. Expenses for the first full year (1985)
are as outlined in the Annual Budget table. Thereafter,
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an increase of 6% each year is assumed.

7.2 Standalone Services

The remainder of this section provides suggestions as
to steps to be taken to initiate services on a standalone
basis. This is the fourth option, out of the four possi-
ble alternatives outlined in the Recommendations section,
for providing means for exchange of information and ideas
among Canadian users of office systems.

In the Recommendations, it was suggested that stan-
dalone services of various descriptions could be provided
by Government, by a professional association, by a vendor
association, or by some combination of these. Since it is
unlikely that all, or even many of these' possibilities
will be pursued, detailed action plans are not provided
here, nor are budgets. However, any one of' these possi-
bilities would be a relatively simple undertaking, in com-
parison to the task of setting up an entire association.

The suggested means for initiating these standalone
services are outlined below in a parallel sequence to the
description of the services provided in the Recommenda-
tions section. The reader is referred to that section for
a description of the services themselves.

7.2.1 Services Provided by Government

7.2.1.1

83 12 15

Government Special Interest Group

Since a Users' Group already exists in connection
with the OCS Program, this service already has a starting
point. To initiate a more active Special Interest Group
for Office Systems Within Government, we suggest the fol-
lowing steps.

@ Prepare a brief description of the concept of such a
group and the way that it might operate. This could
be drawn from various portions of this report.

@ Circulate this description among the members of the
existing Users' Group.

@ Devise a brief survey form to elicit input from these
members regarding their level of interest in the con-
cept and in specific functions and services. Also
include one or more questions designed to determine
the level of commitment of the Users' Group members
(e.g. "would you be able to devote 25% of your time to
assiting with the operation of this group? 15%? 5%?")

m Circulate the survey with the description, asking for
returns a month prior to the Spring Users' Group Meet-
ing. .

®m Analyze the results prior to this Meeting.
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@ Contact those persons who indicated a high 1level of
commitment and interest to determine an appropriate
"executive" for the group.

# Announce the results of the survey, and the formation
of the Special Interest Group at the Spring Meeting.
Also announce a date for a first meeting of the "exe-
cutive" to plan the program for the Special Interest
Group.

7.2.1.2 Office Systems Journal

The Office Systems Journal would be a channel for
publication of information on topics related to office
systems, generated as a result of research or actual
experience in the field. Since a major effort is being
made to stimulate research through the Working Place Tech-
nology Research Centre at Laval, it would seem reasonable
to pursue the concept of an Offlce Systens Journal in
relation to that effort.

While the Research Centre is far from operational,
and no publishable research results could reasonably be
expected before 18 to 24 months, it is still possible that
a Journal could be started much sooner than this, provid-
ing information from other sources. It is quite 1likely
that the Research Centre would have some publication chan-
nel for its findings, and some staff to produce and manage
this. Beginning a Journal now or within the next few
months would simply mean bringing this staff on board ear-
lier, and providing them with a broader focus (i.e. beyond
the boundaries of the Centre).

This approach would provide a least cost approach for
the Journal, since it would be making use of staff and
budget already set aside for a similar purpose.

More specific suggestions cannot be made at this
time, since the plans for the Research Centre are not yet
published.

7.2.2 Services Provided by a Professional Association

The focus of the suggestions being made at this point
in the report is on what steps could be taken by Govern-
ment to initiate services on a standalone basis.  There-
fore, in considering services which might be provided by a
professional association such as SOAP, CIPS or AISP for
the office systems community, the question being dealt
with is, "How can Government encourage a professional
association to undertake these services?"

. In the Recommendations section of this report, it was

suggested that a professional association could consider
three possible services in this area:
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® an Office Systems Special Interest Group,
# an'Office Systems Journal, and
8 Electronic Mail or Conferencing.

Clearly, one step which could. be taken by Government
to encourage associations to pursue these services, is to
inform them of the recommendation. This could be done by
making copies of this report available to the associations
with a covering letter, stating the Government's position
regarding the recommendations of the report as a whole,
and drawing their attention to the possible effort they
might make in the area.

A second and more active role for Govérnment would be
to suggest to the associations that it would be willing to
consider providing start-up funding to a specific amount

for one or more of these services. Government could.

further invite submissions from the associations as to how
they would propose to provide the services. A decision
could be based upon these submissions as to which
association(s) Government would award funds for these ser-
vices. The following suggestions are provided with this
second option in mind.

Special Interest Group or Office Systems Journal

We believe that it would be both practical and advis-
able for Government to consider providing funding for the
initiation of one or both of these services by a profes-
sional association. In either case, Government should
prepare a description of the type of service it feels
should be provided, and should invite the associations to
submit proposals as to how they would undertake this.
Government could then award a two-stage grant to an asso-
ciation. The first stage would be payable in advance and
would provide an amount to assist with the actual setup of
the service. The second stage would be payable after the
service has been initiated and Government is satisfied
that the actual implementation is consistent with the ini-
tial description of the service.

Electronic Mail or Conferencing

We do not believe it would be practical for Govern-
ment to provide funding for an electronic mail service
arranged by a professional association. Such a mail ser-
vice would typically be provided by a third party. The
choice of which system to be used, and predictions of
operating costs would be difficult for a professional
association to undertake on a basis consistent with the
requirements for Government decision making.
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Some associations are already using electronic mail
on a limited basis, and to encourage them through funding

~ to steer the use of this tool specifically in the direc-

tion of office systems users might not be consistent or
timely in view of the associations' longer term direc-
tions.

For example, CIPS Toronto Section is already making
use of both Envoy 100 and CNCP Mailbox for two different
but overlapping applications, and the CIPS National Board
is using a private Mail System provided by the University
of British Columbia. To suggest that this association
provide an electronic mail service to office systems users
would pose significant problems since the question would
have to be dealt with under the time and other constraints
which Government would necessarily have to impose.

On the other hand, if Government were simply to
inform associations of this need within the office systems
community, they might very well be able to evolve over
time to a position where they could provide such a service
on their own. In any case, as mentioned earlier, the
state of the technology is such that electronic mail will
not likely be useful as a widespread tool between organi-
zations for one or two years.

We therefore recommend that Government not take an
active (funding) position with regard to this particular -
service. Instead, we recommend that Government inform the
associations of the potential service they could be pro-
viding to their office systems members, and leave the
associations to pursue this as they see fit.

7.2.3 Services Provided by a Vendor Association

We do not feel that it would be necessary or
appropriate for Government to provide funding to a
vendor-based association for provision of standalone ser-
vices. On the other hand, it would be most appropriate
for Government to provide copies of this report to these -
associations, and to inform them of how Government intends
to proceed, and where Government feels the associations

could play a role.
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8.0 APPENDIX I - PROJECT PLAN

The various activities involved in conducting this

project are described on the following pages, and the
schedule and allocation of personnel are summarized on the

last

page.

1) PROJECT ACTIVITIES

a) Devise Instruments

b)

~ The primary instrument used in the project will
be an interview guide for the user interviews.
These interviews will be structured (as opposed to
free-flowing) in order to ensure that all relevant
subjects are discussed, and to facilitate the later
analysis of information from the expected 40 inter-
views. The guide must therefore be carefully
designed with the following objectives in mind.

m Set interviewee at ease and elicit complete and
reliable information. .

m Cover all subject areas necessary to enable con-
clusions to be drawn in the areas designated in
the Request For Proposal.

® Be physically laid out so as to facilitate the
interview process and allow the capture of all
necessary information.

Secondary instruments will include shorter
interview guides for representatives of associations
and vendors. In addition, an appropriate letter
will be devised, to be sent to association represen-
tatives (usually the president) as their initial
contact with the project. '

Select Sample

Information and opinion will be sought from
users, vendors and associations across the country,
and appropriate samples must be selected for each of
these groups. Trigon's proposal listed a proposed
sample of associations, and this is the sample which
will actually be used for this group.

For users and vendors, the selection criteria
listed in the proposal (private and public sector,
geographically representative, etc.) will be applied
to various existing lists of potential contacts:
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c)

d)

® Trigon's extensive 1list of contacts in the
industry,

® CIPS membership list

® Diebold-Group list,

® AISP (partial) list, and

® government directories.

An initial sample of 80-100 users will be
selected. It is anticipated that when appointments
for interviews are sought, the actual number of
interviews which can be arranged within the con-
straints of the project schedule will be close to
the targetted 40 interviews.

Set Appointments !

This is largely an administrative activity,
although senior personnel will become involved if
necessary. Letters will be sent to associations,
followed by a telephone contact. Users and vendors
will be contacted directly by telephone. When
appointments are set, travel arrangements will be
made. It is anticipated that a "sweep" will be made
across the country from Victoria to Central Canada,
then from the Maritimes back to Ontario. . Interview
appointments will be sought with this travel plan in
mind.

As described above, it is expected that this
process wWill reduce the initial sample of inter-
viewees down to the targetted number. Care will be
taken to ensure that in this reduction process, the
initial criteria for selecting the sample are
adhered to as much as possible.

When the interview schedule is firm, an
appointment will be sought for the presentation of
the final results of the project. This is tenta-
tively planned for November 24, 1983.

Conduct Interviews

Interviews will be conducted according to the
schedule devised above. It is anticipated that the
association interviews will be conducted by tele-
phone and the associations will be advised that they
may submit a written follow-up if they wish, pro-
vided that this can be done within the constraints
of the project schedule.

User and vendor interviews will be conducted in

person where possible, with the telephone being the
medium of second choice.
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e) Analysis and Summary of Data

f)

During this portion of the project, the data
collected from various sources will be summarized
and analyzed with a view to making recommendations
in the following areas.

® Name for the user organization
® Services to be provided to members
m Costs or fees to members
® Relationship to existing associations and groups
® Role of government in the new group
® Role of vendors in the new group
® Timing for organization and start-up of the
group
Plan for start-up activities (promotion, member-
ship drive, kick-off events, publicity, etc.)
® Press and publicity plans for start-up and on-
going :
- m Financing arrangements and plans
s Business plan for 1984

Information from the structured interviews will
be analyzed on Trigon's computer system to facili-
tate analysis for trends and quantitative results as
well as for cross-tabulation for sub-groups within
the survey sample. Other input will be analyzed on
a less formal basis. The interview data and written
submissions will be reviewed and discussions will be
held among project team members who will have been
instrumental in gathering the data and will have
formed impressions through personal contact with
those supplying the input to the study.

During this portion of the study, contact will
also be made with other persons experienced in the
office automation industry in the United States and
elsewhere. The purpose of these contacts will be to
provide additional input to the recommendations.
The persons contacted will be individuals who have
had experience with organizations similar to the
proposed new group, in other countries. These per-
sons wWill be asked their opinions of what kinds of
services and organizations have been successful in
these other contexts, in meeting the needs and
interests of the users and other members.

Write Report

When the previous phase has been completed,
this portion of the project will put the resulting
findings and recommendations on paper. This report
Wwill be prepared in draft form and reviewed at least
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verbally with Andre Dubois. The finmal version of
the report will then be written and submitted to
Andre Dubois for approval and comment.

Final Presentation

Based upon comments received from the Final
Report, a presentation of the results and recommen-
dations will be prepared. A date for this presenta-
tion will be scheduled with the appropriate person-

-nel at the Department of Communications.

Project Management

¢

To ensure that the project 1is maintained on

ischedule, and that deliverables are produced as

specified and at an acceptable 1level of quality,
three days have been allocated in the project
schedule for project management activities.
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2) PROJECT PERSONNEL

The following individuals will work on this pro-
Ject. In the schedule of activities, each is referred
to by the initials in parentheses following his or - her

name.

Patrick McAuley (PM)
Mary-Anne McKeichan (MM)
Laura Oda (LO)

Don Tapscott (DT)

Del Henderson (DH)
Morley Greenberg (MG)
Louis Martin (LM)

page 88



E..‘ r _a, F_“‘

Oct. 3 -7

Oct. 11 -
Nov. 1

3) PROJECT SCHEDULE

ACTIVITY

DEVISE INSTRUMENTS

-interview guide(s)’
~letter to associations

SELECT SMLE

-users
-associations
=vendors

SET APPOINTMENTS

-letters

=telephone

-refine sample

=travel arrangements
~confirmations
~confirm date for final
Presentation (Nov. 24)

CONOUCT INTERVIEWS

-road trips
-local
«telephone

Nov. 7 - 11 ANALYSIS & SUMMARY OF DATA

Nov. 14 -

Nov. 24

Sept. 28 - PROJECT MANAGEMENT

Mov, 24

83 12 15

-surmarize interviews
-sumarize written submissions
-develop recommendations

18  WRITE REPORT

FINAL PRESENTATION

totaly:

PROJECT SCHEDULE

PEOPLE & PERSON - DAYS
P.5. AR L.0. 0.T. D. M. M.6. L.N.

1.8 0.% 0.5 0.5 _ 0.5 0.%

0.5 1.0 0.5
3.0 0.5
3.0 10.0 3.8 1.5 1.5 3.0
1.5 1.8 1.8 0.5 0.5 1.0

2.0 1.0 0.5 1.0 0.5 0.5
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9.0 APPENDIX II -~ INTERVIEW GUIDE

COSA INTERVIEW
2.1

Do you or your organization participate in any existing
groups which deal with 0.A issues?

(1) [ ] Diebold Automated Office Program (2) [ ] ORTG (3) [ ] Other
(specify)

2.2

Are you a member or others in your organization of the
following associations.
Member
(1) CIPS [
(2) AISP
(3) SOAP
(4) ARMA
(5) DPMA
(6) ASM
(7) ACM
(8) IEEE
(9) CCCE
(10) CICA
(11) OTHER

o
o
L]

[anlanl el N lann Nasn lann L ann I o 4
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2.3

Describe your organization's development in terms of
Office Automation on a scale of 1-4.

Traditional

= Planning/MICROS
= I0S pilots
= large scale IO0S
1eeeei2eeeea3ennn ll
2.4

Where does the responsibility for Office Automation lie
within your organization?

(1) { 1 pP/MIS area (3) [ ] Telecommunications (5) [ ] Separate Groug

(2) [ 1 Admin/Office (4) [ ] Separate Group (6) [ ] other
Services Reporting to above

page 90



r—r1 FWB! pmn1 '—q1 f__ﬁ —

i e Frd

LdlidUldll U111UC OYDLTUD ADDULLAVAWIL Qbuuy

2.5

In our experience some of the major roadblocks to progress
in Office Automation have been: (Indicate agreement and
add those not included)

1 2 3 y 5 6 7
strongly agree strongly disagree
(1) [ ] lack of top management commitment
(2) [ ] lack of finances
(3) [ ] inability to justify appropriate level of expenditure
(4) [ ] resistance to change ,
(5) [ ] lack of understanding of what Office Automation is
(6) [ ] political conflicts within the organization
ie. who is in charge of Office Automation
(7) [ ] fear of technology, loss of jobs
(8) [ ] technical difficulties in providing required tools
(9) [ ] other, specify
2.6

We would like to determine what services are viewied as
most useful to you as a user/vendor in the Office- Automa-
tion field and in what format that would be preferred.
Please rate the following suggestions. We would also be
interested in your comments on these, and any suggestions
you may have for further studies.

2.6.1 Face to Face Meetings/Conferences
2.6.1.1 Management Oriented

Not Useful Marginal Value Extremely Beneficial
L e —— R -—- 7

2.6.1.2

Technically oriented

2.6.2

Teleconferences

1 4 -7
(1) [ ] Full motion video (2) [ ] Slow scan graphic (3) [ ] Audio
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Topics:

2.6.3
Electronic Mail Accounts

1 4 f
(Membership would entitle organization to 1 or more accounts to
facilitate communication between members and groups)

2.6.3.1

How many people involved in office automation in your
organization would likely use this facility to communicate
with other member organizations?

(V1 (22 (3)3 () 4 (5) More (specify)

206.“
Computer Conferencing y
lecaw-= y 7
2&6.5
Special Interest Groups B
(eg. WANG, IBM users) 1-- _—— y ———— =7
2.6.6 .
Would a Newsletter be useful?
leccmcaaeaa ~Yau -=7

(1) [ ] monthly . (3) [ ] quarterly (5) [ ] semi annually
(2) [ ] annually (4) [ ] combination (6) [ ] other (specify)
for different
types of information

(1) [ ] Print - (2) [ ] On line (3) [ 1] Both

2.6.7

Provision of vendor's product information (Please rate
each)
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News items (ie releases of new products) jomasw L |
Evaluation of products and/or vendors | EERRE JouuuT
"Hands on" evaluation workshops _ lomcm= e
On-line databases of info re products e O |
and/or vendors

20608

e B e T e T

Reprints on key articles form press locmae |

2.6.9

s

Availability of discounts on courses,
seminars and publications v looeea e |

2.6.10

F=m@ KA

" A senior executive forum

i 2.6.11

Research reports on various topics

=

Suggest:

LN ."‘.’.‘“!

2.6.12

s

A fixed number of days of consulting included in member-
ship

2

lommmelieeen?

pw

™ : ' 2.6.13 Other Services

Groups such as DAOP and OTRG have annual fees ranging from
$10,000 to $25,000 depending on size and type of organiza-
tion.

2.7.1

What annual fee would your organization be prepared to pay
for a useful package of services as described in (6)?
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; ( 1 10,000-15,000 |

(1) [ ] less than $5,000 (3
(4) [ ] more than .15,000

(2 [ 1 5,000-10,000

C2.7.2

83 12 15

Which of the above services would you expect to see?

2.8

What do you see as the goals of a Canadian Office System
Organization?

2.9

This question relates to the character and sponsorship of

the new organization. Two possible scenarios:

1. user association eg CIPS AISP sponsored or supported by government
2. a 'program' organized privately

Which of these do you see best meeting your organization's
requirements?

(1) [ ] 'User Association' (2) [ ] 'Program'
2.9.1

Do you think this type of organization should be subsi-
dized by the Federal Government?

(1) [ ] for start up (2) [ ] on an on-going basis

2.9.2
Should the organization be administered by a:

(1) [ ] private sector group (2) [ ] public sector group

2.9.3

Should it be a profit-making enterprise?

(1) [ 1 yes (2) [ 1 no

2.9.4
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How should it cater to regional requirements?

(1) [ ] regionally structured (2) [ ] representative advisory board

2.10

Various names have been suggested for the new organization
including the following. Please indicate if you would
favor one of these, or suggest alternatives.

(1) [ 1 COSUG Canadian Office System User Group
(2) [ ] COSG Canadian Office System Group
(3) [ 1 0SUG Office System Users Group

2. 11
Should membership in the group be open to:
(1) [ ] users only?

(2) [ 1 Users and vendors, but in separate divisions?
(3) [ ] Users and vendors together? '

2.12

Demographic information.
INTERVIEWEE'S NAME:
TITLE:

ORGANIZATION:

LOCATION (CITY):
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10.0 APPENDIX III - SUMMARY OF INTERVIEW RESPONSES

QUESTION: 2.1 Does Your Organization participate in Diebold? (0=YES, 1=NO):

Total Responses = 39, Total Missing = 0, Average Response

QUESTION: 2.1 Does Your Organization participate in ORTG? (0=YES, 1=NO):

Total Responses = 37, Total Missing = 1, Average Response

QUESTION: 2.2.1 Are you or others in yéur organization a member of CIPS? .
(O=none, 1=zyou, 2=others, 3= both):

Total Responses = 40, Total Missing = O, Average Response

QUESTION: 2.2.2 Are you or others in your organization a member of AISP?
(O=none, 1=you, 2=others, 3= both):

Total Responses = 40, Total Missing = 0, Average Response

QUESTION: 2.2.3 Are you or others in your organization a member of SOAP?
(Oznone, 1=you, 2=others, 3= both):

Total Responses = 40, Total Missing = 0, Average Response =

QUESTION: 2.2.4 Are you or others in your organization a member of ARMA?
(O=none, 1=you, 2=others, 3= both):

Total Responses = 41, Total Missing = 0, Average Response =

QUESTION: 2.2.5 Are you or others in your organization a member of DPMA?
(O=none, 1zyou, 2zothers, 3= both):

Total Responses = U0, Total Missing = 0, Average Response

QUESTION: 2.2.6 Are you or others in your organization a member of ASM?
(O=none, 1=you, 2=others, 3= both): _

Total Responées = 40, Total Missing = O, Average Response
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QUESTION: 2.2.7 Are you or others in your organizétion a member of ACM?
(O=none, 1=you, 2=others, 3= both):

Total Responses = 40, Total Missing = O, Average Response = 0.05
QUESTION: 2.2.8 Are you or others in your organization a member of IEEE?
(O=none, 1=you, 2:=others, 3= both):

Total Responses = 40, Total Missing = O, Average Response = 0.85
QUESTION: 2.2.9 Are you or others in your organization a member of CCCE?
(Oz=none, 1=you, 2=others, 3= both):

Total Responses = 40, Total Missing = O, Average Response = 0.15
QUESTION: 2.2.10 Are you or others in your organization a member of CICA?
(O=none, 1=you, 2=others, 3= both): _

Total Responses = 40, Total Missing = O, Average Response = 0.40
QUESTION: 2.3 Describe your organization's development in terms
of Office Automation on a scale from 1-4: '

Total Responses = 40, Total Missing = O, Average Response = 2.52
QUESTION: 2.4 Where does the responsibility for OA lie within your organization
(scale from 1 to 6):

Total Responses = 39, Total Missing = O, Average Response = 3.56
QUESTION: 2.5.1 Lack of top management commitment
(scale 1-T7), 1=strongly agree, T=strongly disagree:

Total Responses = 40, Total Missing = 0O, Average Response = 3.38
QUESTION: 2.5.2 Lack of finances (scale 1-7T):

Total Responses = U0, Total Missing = 0O, Average Response = 3.48
QUESTION: 2.5.3 Inability to Justify appropriéte level of expenditure
(scale 1-T):

Total Responses = U0, Total Missing = 0O, Average Response = 2.80
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QUESTION: 2.5.u resistance to change (sale 1-7):

Total Responses = 39, Total Missing = 0, Average ReSponse = 3.87
QUESTION: 2.5.5 Lack of Understanding of what OA is (scale 1-7):

Total Responses = 40, Total Missing = 0, Average Response = 2.33
QUESTION 2.5.6 Political conflicts within the organization (scale 1-T):

Total Responses = 39, Total Missing = 1, Average Response = 3.46
QUESTION: 2.5.7 Fear of technology, loss of jobs (scale 1=7):

Total Responses = 40, Total Missing = 0, Average Response = 4.33

\/-‘-.

QUESTION: 2.5.8 Technical difficulties in providing required tools (scale 1-7):

Total Responses = 40, Total Missing = 0, Average Response = 3.25
QUESTION: 2.6 Rate Face to Face Meetings/Conferences (1-7):

Total Responses = 3, Total Missing = 0, Average Response = 4.00

QUESTION: 2.6.1 Rate Management Oriented Face to Face Meetings/Conferences (1-7):
Total Responses = 40, Total Missing = O, Average Response = 5.65

QUESTION: 2.6.1 Rate Technically Oriented Face to Face Meetings/Conferences (1-T):

Total Responses = 39, Total Missing = 0, Average Response = 5.31
QUESTION: 2.6.2 Rate Teleconferences (scale 1-7):
Total Responses = 40, Total Missing = 0, Average Response = 3.08
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Canadian Office Systems Association Study

QUESTION: 2.6.2 Choose: 1=full motion video, 2=slow scan graphic, 3=audio:

Total Responses = 36, Total Missing i, Average Response

-

QUESTION: 2.6.3 Rate Electronic Mail Accountss

Total Responses = 39, Total Missing 0, Average Response
QUESTION: 2.6.3 How many OA people in your organization would use Email?:

Total Responses = 38, Total Missing = 2, Average Response

QUESTION: 2.6.4 Rate Computer Conferencing (scale 1-T):
Total Responses = 39, Total Missing = 0, Average Response

QUESTION: 2.6.5 Rate Special Interest Groupﬁ (scale 1-7):
Total Responses = 40, Total Missing = O, Average Response

QUESTION: 2.6.6 Rate a Newsletter (scale 1-7):

Total Responses = 37, Total Miqsing = 0, Average Response

QUESTION: 2.6.6 Newsletter Period
(1=monthly,2=annually,3=quarterly,4=combination,5=semiannually,b=other):

Total Responses = 40, Total Missing = O, Average Response
QUESTION: 2.6.6 Newletter media (1=print, 2=online, 3=both):

Total Responses = 40, Total Missing = 0, Average Response

QUESTION: 2.6.7.1 Rate provision of Vendor news items (scale 1-7):

Total Responses = 39, Total Missing = 1, Average Response

-
=3
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QUESTION: 2.6.7.2 Rate.provision of product and vendor evaluations (scale 1-7):

Total Respohses = 40, Total Missing = O, Average Response = 5.42 .
QUESTION: 2.6.7.3 Rate "hands on" evaluation workshops (scale 1-7):

Total Responses = 40, Total Missing = O, Average Response = 5.47
QUESTION: 2.6.7.4 Rate On-lIne databases of info re products (scale 1-T):

Total Responses = 40, Total Missing = 0, Average Response = 5.28
QUESTION: 2.6.8 Rate reprints on key articles from press (1-7):

Total Responses = 40, Total Missing = O, Average Response = 4.17

QUESTION: 2.6.9 Rate Availability of discounts on courses, seminars and publications
(scale 1-T): :

Total Responses = 37, Total Missing = 2, Average Response = 4.95
QUESTION: 2.6.10 Rate a senior executive forum (scale 1-T):
Total Responses = 40, Total Missing = O, Average Response = 5.20
QUESTION: 2.6.11 Rate Research Reports on various topics (scale 1-7):
: 5.“0

Total Responses = 40, Total Missing = 0, Average Response

QUESTION: 2.6.12 Rate a fixed number of consulting days included in membership (scale 1-7):
Total Responses = 40, Total Missing = 0, Average Response = 3.60

QUESTION: 2.7.1 What fee would your org. pay 1= <5000, 2=5000-10000, 3=10000-15000, 4= >1500(

Total Responses = 38, Total Missing = 2, Average Response = 1.66
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QUESTION: 2.9 Which? (1suser association, 2=progras):

Total Responses = 39, Total Missing = 0, Average Response = 1.79
QUESTION: 2.9.1 Subsidized by government of 1=startup, 2=ongoing:

Total Responses = 39, Total Missing = 1, Average Response = 0.67
QUESTION: 2.9.2 Administered by 1=private sector group, 2=public sector group:

Total Responses = 40, Total Missing = 0, Average Response = 1.00
QUESTION: 2.9.3 Profit making? (1=yes, 2=no):

Total Responses = U0, Total Missing = 0, Average Response = 1.10

QUESTION: 2.9.4 Cater to 1=regional structured, 2=representative advisory board:

Total Responses = 40, Total Missing = 0, Average Response = 1.48
QUESTION: 2.10.1 1=NAME, 2=THEME:

Total Responses = 39, Total Missing = 1, Average Response = 3.54
QUESTION: 2.10.2 Alternative names for the new organization,
O=none, 1=COSUG, 2=C0SG, 3=0SUG:

Total Responses = 35, Total Missing = U4, Average Response = 0.29
QUESTION: 2.11 Should membership in the group be open to:
1zusers only, 2=users & vendors separately, 3=users & vendors together:

Total Responses = 40, Total Missing = 0, Average Response = 1.98
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11.0 APPENDIX 3.0 - PROFILE OF ASSOCIATION GROUPS

NAME

CIiCa

(Canadian
Industrial
Communications
Assembly)

DECUS

(Digital
Equipment Com-
puter Users
Society)

CIPS
(Canadian
Information
Processing
Society)

DPMA

(Data Process-
ing Management
Association)

AISP
(Association
of Information
Systems Pro-
fessionals)

CATA

(Canadian
Advanced Tech-
nology Associ-
ation)

83 12 15'

ACTIVITY

Profes-
sional
develop-
ment role;
represen-
tative
member at.
CRTC

informa-
tion
exchange,
trouble
shoot

profes-
sional
develop-
ment; some
government
responsi-
bilities.

seminars
for
management
informa-
tion cer-
tificate

profes-
sional
develop-
ment

created to
lobby Dby
technol-

ogy, NRC
activity,

setting up
industrial
strategies

- MEMBER-
SHIP

220

not
known

4500

2000

INDIV
MEMBER

yes

yes

yes

yes

not
known

no

CORP
MEMBER

yes

no

no

no

yes

yes
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EEMAC -
(Electrical
Equipment
Manufacturers
Association of
Canada)

CBEMA
(Canadian
Business
Equipment
Manufacturing
Association)
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not no
known
not no
known

yes

yes
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12.0 APPENDIX V - USER AND VENDOR ORGANIZATION INTERVIEWEES

Bruce Peckford

Director of Organization & Management Division
Treasury Board

Provincial Government of Newfoundland

Gerry Fowler

A.D.M.

Department of Supply & Services
Provincial Government of New Brunswick

Yvonne Blanchard

MIS Co-ordinator

Social Planning Department
City of Halifax

Bernard Smith
Director

Department of Finance
City of Halifax

Jacques Montigny
Assistant Controller
Kraft Foods Inc.

L. Ferrier
Senior Vice President Finance
Dominion Textiles

Penny Napke
Manager Office Automation
C.N. Rail

Michael Lalimodiere
Manager Information Systems
Consolidated Bathurst

Pierre Malepart
Vice President Corporate Services
Federal Business Development Bank
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David Morgan
Assistant Secretary
Bank of Canada

Linda Rankin
Vice President Administration
Telesat Canada

Claire Robinson

Manager

Telecommunications & Office Equipment
Canada Packers

Don Mattless
Assoclate Director of Office Automation
Canada Life

Brian Jewitt
Manager of Programming
Giffels Associates Limited

Ed Gauthier

Manager

Information Systems & Data Processing
Canadian General Electric

John Penney
Chief
Administrative Telecom Systems

. Department of Transport

83 12 15

Dr. Russell Hill

Operations Research/Office Systems Manager

C.I.L.

J. William Baker
Senior Vice President
Hume Publishing

Bruce McBeth
Manager, Corporate Systems
Great-Hest Life
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Wally Hill

Senior Vice President B
Information Systems & Data Processing
Investor's Syndicate Ltd.

Barry Gordon
Director, Engineering & I.S.
Manitoba Telephone Systems
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