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As Canada was learning to live with one 
tragedy, the avoidance of others was being 
recognized. A CMHC employee, Russell 
Jones, Vancouver Branch, received a Medal 
of Bravery from the Governor General of 
Canada in Ottawa on December 11th. 
Russ had prevented the rape of a young 
mother in the presence of her two children. 
Presentation of the Medals was delayed as 
the Governor General first attended the 
funeral, in Montreal, of nine of the victims 
of the University massacre. Details and 
additional photographs appear on page 2. 
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by ~eotge···Andersoo: 

Doug Ewart. the Manager of our 
Kingston. Onto office. wrote to me 
to say that he has been hearing dis­
cussions lately. in workshops and 
other meetings. about centralization 
and decentralization. 

He suggested that I ought to write 
something in this column about 
concerns that the role of the field­
office network may be diminishing. 

I want to say first of all. that I 
understand the importance that peo­
ple in the field attach to the relative 
strength and authority of the field 
and National Office. 

It's been a matter of concern ever 
since the Corporation was founded. 
and I expect it will be as long as 
CMHC exists. It was always a lively 
topic of discussion when I worked 
in the field. 

It's a subject that deserves our 
continuous attention. because it pro­
foundly affects our efficiency and 
our effectiveness in serving our 
clients. 

The number of people who work 
in the field and at National Office. 
and the way authority is distributed. 
at any particular point in our his­
tory. depends very much on the 
roles the Corporation is asked to 
play. 

As our roles change from year to 
year. so does the strength of the 
field. relative to National Office. It 
ebbs and flows. first in one direc­
tion. then in the other. 

I can assure you that the decision 
whether a function can be per­
formed best at National Office or in 
the field is not one that is made 
casually. Whenever we begin a new 
operation. we do a thorough study 
to find out where it can be handled 
most efficiently. making the best use 
of our human and financial resources. 

At one time. for example. we 
looked at the possibility of making 
claims payments from local offices. 
rather than from Ottawa. When we 
studied it closely. however. the 
General Managers agreed that. con­
sidering the number of people and 
procedures involved. it would be 
too costly and inefficient to decen­
tralize that particular function. 

On the other hand. a careful 
study of Agreements Administration 
showed that this kind of work could 
best be done at the local level, 
where people are in regular contact 
with our clients. That decision has 
been implemented. and a number of 
new positions have been created in 
the field offices. 

In the same way. Market Analysis 
is essentially a field function. 
because it requires an intimate 
understanding of local markets. 

We recently hired 25 Business 
Development Officers and put them 
in field offices to work with clients 
in expanding our mortgage insur­
ance business. 

At the moment. we are looking at 
ways in which our branch offices 
can be more closely involved in 
research. by having more to do with 
the promotion of regional research. 
and the distribution of data. That 
idea deserves study. 

The new Land Development and 
Mortgage-Backed Securities offices 
were decentralized and. in the case 
of Land Development. it's the first 
time that someone at the vice­
presidential level has been actively 
engaged in managing operations 
from a field location. 

The fact is. if you compare CMHC 
with other financial services organi­
zations. or government depart­
ments. you will be hard-pressed to 
find any that are as highly decen­
tralized as we are. in terms of 
decision-making authority and 
leeway for independent action. 

The shape and size of our organi­
zation. however. is continuously 
changing. in response to the chang­
ing social, economic and political 
environment. 

As the number and nature of the 
services we are required to deliver 
change. we require different sets of 
skills. in different numbers. and in 
different offices. A skill for which 
there is little demand today. can be 
very much in demand in two or 
three years. as our mandate 
changes. 

As opportunities for growth slow 
down in one aspect of our work. 
they open up in others. We are less 
active today than we once were in 
the delivery of social housing. but 
we are much more active in fields 
like Mortgage Insurance. Mortgage­
Backed Securities. Market Analysis. 
Marketing. and the dissemination of 
knowledge. 

It's only prudent to invest our 
resources in those areas where there 
is opportunity for growth. That 
means. from time to time. that we 
have to redistribute our human 
resources. and that may sometimes 
involve a change in the ratio of staff 
employed in the field and at 
National Office. 

The history of the Corporation 
shows that. over the years. our 
mandate has often changed quite 
drastically. Activities that were once 
of little account have expanded. and 
diminished. and grown again. 

People often ask me what the 
future is going to be like at CMHC. 
That's something we try to outline 
in our Strategic Plan. Still. as we 
have seen in Eastern Europe. it's 
difficult to be certain about the 
future. 

Continued on page 21 
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receives 
'Medal 
:of 
B~avtery 

• 1'1ut Medal of Bravery is awarded 
,for acts (Jj hra'Perylin bazarrJcus cir~ 
cumstances. and may be awarded 
postbumousl,. I ; 

Anyone is free to propose the 
name of • on "ebalf f)f 
~tber. , , risk of 
l~JUry or whose awn tife was jet.>par~ 
dJz:d Instances of life~ 
sa'Ptng, rescuer' not 
exposed tf) an)' appreciahle do 
not 'd, 

are, de '" 
Qw~or General (m bebalf't:Jf the 
&wermgn. Her Excellency is :assisted 
h, tbe O:madian Dllt;()ratwns Advi~ 

, feb rec()1'fWends 
merit aWards. 

. The Meeal of Bra11er, cMsists of a 
Clrc.ular Sliver medal suspended /rom 
a nohM 't:Jf red with three blue 
stripes, Recipients are entitled to 
ba~e tbe letters 'UB. ' placed after 
tbmr surnames on all occasiMs 
when tbe! use of sUt;b letters is 
customary. ' 

December 11 was a big day for 
Russell Jones M.B., MIS Officer in 
Vancouver Branch, because he was 
invited to the residence of the 
Governor General of Canada to 
receive the Medal of Bravery. 

March 14, 1988 was also a big day 
for Russ: that was when a series of 
events led to the award. 

Russ was out walking through 
Mundy Park in Coquitlam with his 
daughter Carly, just a few months 
old. Russ is a wiry sort of person, a 
marathon runner without a spare 
ounce of fat. He likely weighs less 
than 150 lbs, but he didn't hesitate 
when he realized a woman was in 
trouble. 

Carmen Rose was also out walk~ 
ing, with her 5 and 7 year-old chil­
dren. As they walked along a 
secluded path beside the lake, a 
man lunged at her, threw her to the 
ground and dragged her into some 
nearby bushes, intent on rape. 
Ms Rose is the 31-year-old daughter 
of a member of the BC Legislative 
Assembly, Mark Rose, and she 
agreed ~o publicity in the hope of 
preventmg other such incidents. The 
incident was therefore widely reported. 

After the events, Russ received let­
ters of thanks or congratulation 
from several people, including Mark 
Rose MLA, David C. Lam, Lieutenant­
Governor, Bill Reid, Minister of 
Tourism and Provincial Secretary, 
and Ian Waddell, M.P. for Port 
Moody/Coquitlam. 
Yvonne Golly is a woman in her six~ 
ties who didn't think twice about 
helping, and she struck the assailant 
with a handy stick to no avail. Russell 
Jones put his baby daughter, who 
he had been carrying, gently on the 
ground and ran to help, punching 
and wrestling with the much bigger 
man. Both of them ended up in the 
lake. In the ensuing running battle, 
Russell was able to gain the atten~ 
tion of some soccer players in the 
park, and the whole team came to 
help hold the attacker until police 
arrived. 

What the local newspapers did not 
report, was that after it was all 
over, Russell returned for his baby 
daughter, only to find she was no 
longer there. For a few moments, 
he panicked. Carmen Rose had had 
the presence of mind to retrieve the 

The Rt. Hon. Jeanne Sauve, Governor 
General of Canada, receives Russ' medal 
from an aide. After pinning the medal on 
recipient~, Mme Sauve warmly congrat~ 
ulated winners. In brief remarks at the 
close of the ceremony, held in Rideau Hall, 
she noted that these were the last such 
awards she would present during her term 
of office. 

Russ Jones and Yvonne Golley, who also 
received a medal, pose together after the 
presentation. 



Earlier. Russ had been received in the Presi­
dent's office. and George Anderson pre­
sented him with a gold CMHC pin. 

crying baby and look after her until 
Russell returned. As it turned out. 
the woman had not been seriously 
hurt. thanks to the two people who 
were ready to help a person in 
need. She was bruised. sore. and 
suffered a concussion. The expe­
rience was also traumatic for her 
and her children. 

There was considerable ongoing 
local controversy about the release 
of persons such as the assailant 
without adequate supervision. 

After the events. Russ received let­
ters of thanks or congratulation 
from several people. including Mark 
Rose MLA. David C. Lam. Lieutenant­
Governor. Bill Reid. Minister of 
Tourism and Provincial Secretary. 
and Ian Waddell. M.P. for Port 
Moody/Coquitlam. 

When Russ Jones received his invi­
tation to visit the Governor General 
at Rideau Hall in Ottawa. he showed 
what kind of employee he is by ask­
ing "Should I take some vacation 
leave for this?" Yvonne Golly also 
received a similar invitation for her 
part in the affair. 

Of course. while in Ottawa. Russ 
was able to visit with a few people 
at National Office as well. as our 
photos attest. D 

In 1845. Queen Victoria caused letters to be 
issued making Fredericton a Cathedral City 
and the seat of a Bishop's Diocese even 
though the population was less than nor­
mal in such circumstances. The beautiful 
Gothic Cathedral still stands today near 
the Saint John River. 

Places we serve: 
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When tbe Loyalists arrived after fleeing tbe 
American Revolution, tbey brougbt witb 
tbem tbeir bouse design. To tbis day, tbese 
long, narrow bomes can be found around 
Fredericton. This sbot was taken about two 
blocks from city centre. Ob yes, tbey bave 
been well RRAPed. 

Fredericton is, to many people, a 
surprisingly good place in which to 
live. 

Surprising because, when they 
move there, it isn't the way people 
had said it would be. 

New Brunswick Provincial Direc­
tor and Fredericton Branch Manager 
Gerry Lafrance could not under­
stand why a couple of people slated 
for transfer to Fredericton said they 
did not want to move there: "It's a 
great place to bring up a family -
there are so many facilities here" he 
says. "People don't know what they 
are missing!" 

Gerry himself has lived in several 
different cities in Ontario, Quebec 
and New Brunswick, but he says 
Fredericton is the best. "There are 
lots of community activities, sports, 
art and virtually no crime," he says, 
adding "Fredericton was recently 
named the cleanest city in Canada!" 

Gary Glauser came from Regina 
Branch last April to be Manager of 
Program Operations, Curt Wilson 
moved to Fredericton from Cor­
porate Finance Division in Ottawa 
last September, while Brenda Simmons 
also moved into Fredericton from 
nearby Saint John. 

4 

This is tbe only "Granny Flat" in New 
Brunswick. It can be moved tbree or four 
times before structural damage will be too 
severe for furtber use. 

This 4-unit family project was built under 
a federal-provincial agreement in 1987. 

Curt says people are friendly here, 
and everything seems to be close at 
hand in Fredericton. His hardest 
adjustment was changing from 
policy involvement to the opera­
tional side. "Everything is done 
faster, with more immediate impact," 
he says. The pace of life is slower, 
but Curt comes from Newfoundland 
and sees the pace as being similar to 
the island province. 

Gary likes the geography and his­
tory. Being close to the ocean and 
Saint John River is great, he says, 
and so is the sense of history one 
can feel - it is so different from the 
Prairies. Gary had a work adjust­
ment, too. He changed from work­
ing quite independently in Regina to 
overseeing several people in 
Fredericton. Socially, he thinks it 
was an easy transition, since neither 
place is a large metropolitan area. 

The design was intended to blend into tbe 
surrounding community. 

Brenda likes the weather, because 
it doesn't get as foggy as Saint 
John, which is only an hour's drive 
away. The clear air suits her son, 
who suffers from asthma. Brenda 
says the most difficult part was the 
actual move itself. "CMHC has a 
good policy on moving, but I still 
spent my whole vacation dealing 
with plumbers, electricians and so 
on in my brand-new house. " 

A drawback they all admit to is 
less activities or options for single 
adults - most activities are family 
oriented. 

One challenge Gary has already 
faced was to participate in the office 
re-organization. "It is also a chal­
lenge for the staff to adjust, and 
make it work" he says. "CMHC is 
monitoring rather than delivering. 
We must show our MPs that social 
housing is being delivered and 



Fredericton's stately City Hall. viewed from 
the CMHC office window. 

In the Branch reception area. Nancy 
Lange. Federal/Provincial Affairs Officer. 
leaves a message with Jocelyne Lavoie. FIP 
Clerk. 

Jean Rioux. Manager. Portfolio Manage­
ment. talks things over with officers Line 
Gullison. seated. and Barbara Ann Touzel. 

Gary Glauser and Gerry Lafrance talk 
business. 

objectives are being met. The prov­
ince is not off doing things on its 
own - there is mutual respect in 
the relationship." 

Historical notes 
Fredericton can trace its modern 

history back some 300 years. 
Earlier. the area was used for hunt­
ing. fishing and farming by Maliseet 
and Micmac Indians who called the 
Saint John River the "Woolastook". 
They did not have a permanent set­
tlement until 1847. 

As the English and French 
disputed ownership of the conti­
nent, in 1692 a French settlement 
and fort were located where 
Fredericton now stands. These set­
tlers were later sent to Port Royal, 
Nova Scotia, to help rebuild the fort 
after severe flood damage, and 
Fredericton was not settled again 

Yolande Burnett. Acting Secretary to the 
Provincial Director, meets with Barbara 
Cross. Human Resources and 
Administration. 

until 1732 when a group of 15 Acadian 
families fled from British forces in 
Nova Scotia. Old Government 
House stands today on the site of 
their community, called Ste. Anne's 
Point. 

British jurisdiction took over in 
1758, when the Acadians were 
expelled. The British were not wel­
comed by the local Indians and did 
not permanently settle until 1768. 

The City of Fredericton was even­
tually established by some 2,000 
Loyalists who escaped from the 
American Revolution in 1783. Many 
had to winter in tents that year, 
upon arrival. and a lot did not sur­
vive. A memorial to them rests in 
the City to this day. The city was 
named (Frederick's Town) after 
Frederick, son of King George III. It 
became the provincial capital in 
1785. 

CMHC Fredericton 
Fredericton Branch is "mother" 

to two local offices, situated in 
Moncton and Saint John. "They 
operate in a fairly autonomous 
fashion, but we like them to come 
to us first," says Manager Gerry 
Lafrance. "They understand that it 
may often be easier in Saint John to 
approach Region directly, just down 
the street, but they are very 
cooperative in this respect." 

The staff number approx. 35, and 
several are now in new jobs. Betty 
Dunphy is one of them, moving 
from Manager of Loans Administra­
tion and Real Estate into the totally 
different world of Public Affairs. 
Betty will find her long CMHC 
experience invaluable as she 
negotiates publicity with the prov­
ince and works on developing a 
communication plan, but she knows 
she has much to learn about the 
communication business. 

Alumni of Fredericton include the 
retired George Cross, Ken Frazer 
and Neil Sneyd, while others still 
with the Corporation include Jim 
Morris (BC & Yukon Region), Leigh 
Williams (Atlantic Region), Marcel 
Vienneau (BC & Yukon Region), 
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and Jim Miller (Underwriting 
Division). 

Stressing his point, Gerry Lafrance 
says there may be fewer people in 
this list than at some branches, 
because people don't leave - they 
like it here! 

MIS Officer 
When Brenda Simmons arrived in 

Fredericton, it was to begin work in 
a new position, that of MIS Officer. 
There used to be a Systems Super­
visor - a person familiar with the 
technical hardware who managed 
the system. The MIS Officer is a 
more recent development, much 
more actively involved in user appli­
cations. Brenda provides training for 
other members of the staff and sub­
stantially more information for 
management. She is not a program­
mer, but applies software already in 
the system. 

The post requires a lot of learning 
- it may take two years "on-the­
job" development. Brenda is clearly 

Notes 
for writers 
subnlitting 
nlaterial 
for 

"Perspective" 
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Steven MacKenzie, Program Officer -
Underwriting, is in the background as 
Nancy Lange and Brenda Simmons talk 
computers. 

enjoying herself. "The main thing is 
not to take myself too seriously, " 
she says. 

There are a few others holding 
similar positions elsewhere in the 
Corporation. Brenda thinks about 
half of them came from Systems 
Supervisor positions. 

The future 
Despite changes that have taken 

place, there is an air of quiet con­
fidence among Fredericton staff. 
Among staff opinions: 

"Fredericton isn't cliquish - the 
government is always bringing people 
in - the city is booming." 

"I see the Branch building up 
more, and becoming more actively 
involved in the public arena." 

"It is a great place for training 
staff. " 

"We've tried several forms of 
training: mentorships. job rotation, 
and level 50 included, mostly within 
regular staff-year allocation. We 
paid for it, but the benefits far out­
weighed the costs. " 

If people ever have an opportunity 
to transfer to Fredericton. there is a 
strong consensus here that they 
should take it. "It's a wonderful 
place to live," says Gerry. 0 

1. Most importantly, don't worry about style - our first concern is to 
receive the content. We will adjust the style if necessary. 
2. Notwithstanding 1 above, some people will want to submit material in 
as good a form as possible. Perspective is required by policy to use "CP" 
style as used by most newspapers. That means, for instance, no "Mr" or 
"Mrs", other titles (Rev, Dr.) noted only on first reference, and certain 
rules for capitalization, plurals etc. Keen people may purchase a book 
called "The Canadian Press Stylebook" from Canadian Press in Toronto. 
A French version is also available. 
3. Tell the story in the article, not in photo captions. 
4. Use as few words as possible to tell what happened. Remember that 
Perspective is limited to one article per issue of up to 1,500 words, one or 
two of up to 1.000 words, and the balance of about 500 words - that is 
about two typed pages, double spaced. 
5. Always type material double spaced, with a wide left margin. 
6. Don't worry about headlines - we will add them. 
7. Try to avoid bureaucratic terms like "prioritize" and use the shortest 
word that accurately conveys the meaning. 
8. Avoid embarrassment. If you have a funny story that involves another 
person, add a note that the person has seen the text and does not object to 
its use. 
9. Beware of sexist language. Use "him" or "his" only to refer to a male, 
not as a generic term. Most sentences can be written to avoid 
awkwardness. 
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10. Finally, if not entirely comfortable about writing, just make notes in 
point form. We'll write it up and refer back to you for agreement, or tele­
phone for more details if needed. 

Photographs 
1. Black and white is much preferred, and will reproduce better. 
2. Size is unimportant - standard 31;2 x 5 or 4 x 6 prints are quite ade­
quate for today's offset presses. 
3. We CAN use colour if the contrasts are vivid. Keep in mind that reds 
and greens all come out grey. Bright colours help a lot - dark, dingy 
inside colour photos are almost impossible to reproduce. 
4. We do not need negatives - only prints. We will however, have your 
negatives developed to save you the cost involved, but this takes longer as 
we then have to return the photos to have the subjects identified. 
5. When listing people in a photo, always name them from left to right, 
and if they are in rows, from back to front. 
6. Do not write on photos. Using a soft pencil, number each picture in one 
corner of the reverse side. Provide details for each number on a separate 
sheet (not stuck on the back, as the typesetter doesn't see it). 0 

A small celebration was held at National 
Office when Gilles Girard was named 
"Senior Vice President, .. and several 
friends and colleagues attended. Unexpected 
guests were two police officers, who removed 
Gilles in handcuffs. 

Led away. in cuffs, to a nearby shopping 
mall, Gilles learned that it was a fund­
raising stunt for the Canadian Cancer 
Society. He was 'sentenced' to remain in 
jail until he could raise pledges totalling at 
least $1,055. We heard that the third floor 
at National Office kicked in the first $40. 

Here's Gilles in the faWn Bail lockup. 
hard at work soliciting donations. He did 
make it back to the office ... much later! 
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Award of Excellence: 
ORONET' latest accol de 

CMHC's Corporate Online Net­
work (CORONET) has won another 
honour. This time, it was bestowed 
with the Award of Excellence from 
the Society of Canadian Office 
Automation Professionals (SCOAP), 
in December at the Skyline Hotel in 
Ottawa. 

The awards for SCOAP are now in 
their third year. Each year, private 
sector companies, crown corpora­
tions and government departments 
within the Ottawa-Carleton area, 
are nominated for their achieve­
ments in office automation. SCOAP 
started up in 1981 in order to 
encourage the effective use of infor­
mation technologies. 

The awards of merit went to the 
Department of Supply and Services, 
and to the Nepean Police Service, 
both of which were seen as good 
examples of office automation. The 
award of excellence went to CMHC 
for the CORONET system, as an 
excellent example of office automa­
tion to be given special recognition. 

CORONET was applauded for its 
strong management support, high 
level of integration, its functionality, 
for being set up within its two-year 
time frame and for staying within 
its $20 million budget. 

Gaylen Duncan, CMHC's VP Cor­
porate Resources who accepted the 
award, said CORONET has been a 
success because of its' 'marketing 
and management commitment." 
"The commitment from the top and 
a major marketing campaign sold 
it, " he told the audience. 

Gaylen mentioned several other 
CMHC employees who were instru­
mental in the CORONET project; 
Bill Rowe who "was the technical­
level guru who somehow made it all 
work," Tony Walshe, "who runs 
MISD directorate," and Pamela 
Duncan "who helped sell it. ' , 

Gaylen pointed out that more 
than 1600 terminals are operational 
throughout the system, and they're 
looking at 600 more. He said the 
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equipment replaced by CORONET 
was more expensive even though 
the new system is state-of-the-art. 

Coronet makes it possible for 
3000 employees across the country 
to communicate with each other. 
The system links those at the national 
office with those at the five regional 
offices and fifty branch offices. 

The biggest advantage CORONET 
has had, Gaylen said is that it has 
"empowered" its CMHC employees. 
So far, CORONET has also been 
honoured with the President's 
award, an IBM award, and with 
praise from the External Auditor 
who said the system is a "textbook 
case on how to do it. " 

SCOAP members had the oppor­
tunity to find out all about 
CORONET at a special presenta­
tion, as a result of winning this 
award, and CMHC had the oppor­
tunity to describe the system which 
links employees from the maritimes 
to the territories. 0 

The "team" with their award. (Photos by 
Katherine Blair) 

Gaylen Duncan accepts SCOAP's Award 
of Excellence. He is particularly pleased at 
the cost-saving aspects of CORONET. 
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Amber-Rae Ens is just about three 
vears old, and lives with her parents 
m Lumby, Be. within the area ser­
viced by our Kelowna Branch. 

Her father has worked for the past 
ten years for a meat packing house 
" a steady job not requiring exten­

rrive education, but also not one 
likely to make a person wealthy. A 
I.ot of the family income had been 
rrpent these past years on more trips 
to Vancouver Childrens' Hospital 
than the family wishes to count, 
and they were all living in her 
(rented) Grandmother's house. It 
was very old, and expensive to heat. 

Amber-Rae, you see, had been 
horn with club feet, a congenital 
deformity that could have prevented 
her from learning to walk. 

Two groups of people came to the 
aid of this genuinely needy family: 

The Kinsmen Rehabilitation Foun­
dation agreed to help with travel 
and accommodation costs, and 
Amber-Rae made one more trip to 
hospital for an extensive operation. 
tIer tendons were severed, she had 
to spend eight months in a full­
length cast, but her club feet have 
been corrected. She still has to wear 
special shoes, and puts on braces at 
night, but she is an active child. 
"You can't even tell there was 
anything wrong now," says Audra, 
her mother, who last year joined in 
the Kinsmen and Kinettes .. Mothers 
March" to help raise funds for 
{Jthers in need. Meanwhile, the 
Foundation continued to help with 
the cost of the braces and special 
hoots the little girl needs. 

And then, there was CMHC. 
With the assistance of our delivery 

,1gent (BC Native Housing), 3 exist­
Ing units had been purchased in 
Lumby, so 25-year-old Mark Ens 
had heard about the Corporation. 
He asked if CMHC could help and 
was sent an application for the 
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Rural and Native Housing program, 
asked to complete it and send it to 
our agent. 

He was interviewed, and the agent 
confirmed need within the core 
need income threshold. Work record 
was steady, though with limited 
income, and the Grandmother's 
ancient house was far from satisfac­
tory housing. 

Under Section 55 of the National 
Housing Act, Kelowna Branch last 
year was first required to seek ade­
quate and affordable housing in the 
area. 

They found a suitable home, and 
the family was required to put in 
$1,700 in cash or "sweat equity." 
Given the circumstances outlined 
above, cash was in short supply, but 
a willingness to work was not. A 
CMHC Inspector, BCNH Agent, 
and the client listed repairs needed, 
although the home was basically 
clean. The interior badly needed 
fresh paint, the attached deck had 

The Ens family's new home in Lumby. 
E.c. 

to be re-built, a guard-rail had to be 
re-constructed and the deck area 
painted. With a few smaller items, it 
was estimated that some $3,000 
worth of work was needed in all, 
and the client agreed to do this. 

As usual under this program, 
CMHC purchased the home and it 
was to remain Corporation property 
until all repairs had been satisfac­
torily completed. A 30-day limit is 
imposed. 

Mark Ens set to work, using vir­
tually all his spare time away from 
his job, and he contacted Carol 
Henderson, Program Officer -
Rural and Native Housing at CMHC 
within three weeks. All the work 
was done. 
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Amber-Rae likes her home. 

• DUAliTY servlce: 
the way we work 

During the final months of last 
year. about two hundred 
employees had an opportunity to 
take part in a two-day "Quality 
Service Training Program". 

The course. which was well 
received by most participants, 
covered four major areas where 
quality service counts. They were 
serving the client. communica­
tion skills, telephone techniques. 
and professionalism. We are 
summarizing some of the key 
points from the seminar for the 
benefit of those unable to attend. 

It was all satisfactory. so details 
were finalized and the title was 
transferred with CMHC having first 
charge against the property. 

The child' s successful operation 
and their new home have completely 
transformed the lives of this family. 
They love their new home. and they 
are tremendously grateful to 
CMHC. Mark and Audra said they 
dreamt of living in this area one 
day. but never thought it would 
happen. 

As for Carol Henderson. she says 
"It makes you feel so good about 
working for CMHC when you can 
change the whole lifestyle for a 
family like this. They are so 
grateful. and it is all so worth 
while ... 

Amber-Rae Ens has a loving family. 
And a new. warm home in which to 
grow up!O 

One of the National Office training courses in full swing. 

10 



Serving our clients 
People who come into one of our 

offices have a need, otherwise, they 
wouldn't be there. 

The person coming through the 
office door may need a signature on 
a form, some basic information, 
some technical help, or simply, a 
brochure. It is often something we 
know all about and may even take 
for granted, but the visitor doesn't 
know. We must always be careful 
not to seem to be 'talking down' to 
someone who lacks our specific 
knowledge. 

When we say clients coming to 
our office have a need, it is not only 
a need for something tangible; it is 
also a need to leave with a sense of 
accomplishment - to feel that as a 
result of the visit with us, the situa­
tion in which they find themselves 
has been advanced in some way. 

We could say this another way. 
Each human being has some basic 
needs, and they apply just as much 
to our clients as to anyone else: 

The need to feel important -
when we make the client feel impor­
tant, we are on the way to success. 

The need to be understood -
emotions or language barriers can 
get in the way of understanding. 
A part of effective listening is to 
re-phrase what we think we heard 
in our own words, to make sure we 
understand. This tells the client that 
we are listening carefully. 

The need to feel welcome -
people like to be appreciated, and 
to know that their presence is 
important to you, and that you are 
pleased to see them. 

The need for comfort - the 
physical comfort of a waiting area 
or meeting room, or psychological 
comfort of assurance that their 
needs will be met. 

There are a few questions you can 
ask yourself, like: 
• Do I let people see if I am in a 
bad mood? 
• Am I always pleasant to clients, 
even if I feel upset with them? 
• Do I really enjoy meeting people? 
• Do I enjoy helping others, and 
being of service? 

Role-playing situations drew enthusiastic 
participation. This group in Kamloops 
enjoyed their Thespian activities. 

• Do I remember people's names 
and faces? 
and 
• Do I always take pride in my 
appearance? 

The difficult client 
Sometimes, a client can be dif­

ficult. For real or imagined reasons, 
they may be irrational, unpleasant, 
or uncooperative. 

You help by listening carefully to 
the complaint (they usually have 
one!), then repeating it in your own 
words to be sure you understand it 
correctly. Apologise, and acknowl­
edge the client's right to feel that 
way, while searching for a workable 
solution to the problem. Explain 
what you will do, and thank the 
person for bringing the problem to 
your attention. 

Check other establishments 
One way to become more aware 

of the quality of service offered to 
clients is to rate the service quality 
offered by other organizations when 
you visit them, shop at their store, 
or simply ask for help. 

If the service is poor and the staff 
gives the appearance of not caring, 
you realize that the organization 
does not care about the quality of 
service given, will not take the time 
to train staff, or establish a workable 
system. 

If you feel like a number, you are 
facing an assembly-line approach 
which may be efficient but which 
lacks the human touch. 

If people are very friendly 
(perhaps even overly friendly), but 
inefficient, you won't go back if you 
are in a hurry. You feel vaguely 
guilty, perhaps, because of the 
friendly reception, but without effi­
cient service you are wasting your 
time. 

Finally, if you leave an establish­
ment looking forward to the oppor­
tunity to call again because you 
have been dealt with by a knowl­
edgeable and efficient staff who 
work for an organization strong in 
human relations, you know that is a 
quality service operation. 

And that's the feeling we want 
our clients to have! 0 

Participants took an active role in the 
course. 
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If I became resident ... 
Client service, programs and human 
resources lead in employee interests 

Last October, Perspective invited 
readers to submit ideas of what they 
would do first if appointed as the 
next president of CMHC. 

A few people had concerns that 
we would receive a lot of facetious 
answers, like' 'triple vacations and 
reduce hours," but it didn't happen. 
There was only one reply where the 
sender felt unable to give his or her 
name, and only very few could be 
termed 'facetious'. 

The remainder gave carefully con­
sidered ideas and suggestions. The 
largest group had something to do 
with employee relations or human 
resources. The next largest group 
made constructive suggestions 
regarding programs or proposed 
changes to the National Housing 
Act. 

The third largest group had sug­
gestions relating to customer or 
client services, while a smaller 
number wanted to see formal 
recycling programs in effect. 

Kent Bilton, in Legal Division, 
thought a method like the feedback 
forms could be used on a formal 
basis so that employees could sub-

mit suggestions on policies, pro­
cedures and practices on a regular 
basis, while Perry Staniscia in 
Vancouver Branch seemed to 
express a similar motivation when 
he said he would implement a for­
mal staff suggestion program and 
quality circle groups. 

Human issues 
This largest group collected a wide 

variety of suggestions, including: 
• reclassification of support staff 
• an on-site day care centre at 
National Office 
• a place for smokers to smoke 
• change and shower facilities to 
encourage fitness and 
• an explanation of skills required 
for various jobs. 

Legislation and program 
issues 

Ideas here were often presented in 
considerable detail, and although in 
some cases it is apparent that some 
background knowledge may be lack­
ing, the presentations were never­
theless sincere. 

Some of the suggestions referred 
to CMHC programs which already 
exist, and therefore they indicate a 
need for more education among 
employees about the many and 
various programs administered by 
the Corporation. 

Service to the client 
There were variations on the 

"customer service training for all" 
theme, one stipulating that 
managers should be included. 
Ghislaine Rivard at Blair Place 
thought that any unit of more than 
25 employees should have a central 
telephone receptionist to ensure a 
professional image is presented and 
clients are properly served. 

Naturally, in this brief review, it 
has been necessary to summarize 
ideas, and even to omit some 
altogether. That does not imply that 
they have less value. 

The many proposals are being for­
warded to the President who will 
reply personally. 0 

What " 1S a cl im? by Gilles Girard 

What is a claim? For many, a 
claim is a CMHC form which is 
filled out after a business trip to 
claim the expenses incurred. For 
others, it's quite another story. 

For Doug Heys, Supervisor -
Claims, Homeownership, a claim 
"is a request for payment under an 
insurance policy." 

For Sylvie Crispo, Chief - Default 
Management and Claims, Multiple 
Units, a claim means' 'honouring 
our commitments in accordance 
with the contract while recognizing 
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CMHC's role in conducting the file 
since default." 

Claude Hotte, Chief - Claims, 
Homeownership, tells us that "we 
must, in accordance with the con­
tract, pay our client's claim effi­
ciently and promptly." 

For others, when we insure a loan, 
it is a wager with an Approved 
Lender to the effect that the borrower 
will be able to reimburse his/her 
mortgage. We believe that the bor­
rower will meet his or her obligations 
whereas the lender thinks otherwise. 

If the lender wins, we pay! 
To come out ahead in the insurance 

game, we have to minimize our 
risks by underwriting quality 
mortgages. 

The Mortgage Insurance Operations 
Centre, which is made up of a 
group of 43 people under the Man­
agement of Gord Thompson, is the 
one which is accountable at the 
moment of truth. 



The underwriters in the Branches 
sell mortgage insurance by providing 
an impecable service to our clients. 
The CMHC 530, after all, is an 
insurance contract. Manager, Gord 
Thompson is sticking to this point: 
"Insurance is a contract and where 
there is a contract, there are clauses. 
These clauses must be applied pro­
fessionally and equitably. The after­
sale service is just as important, if 
not more important than the pre­
sale service." 

The following table shows the 
scope of this group's activities over 
the past 5 years. 

What a lot of data entries for 
Marilyn Rawes' group including 
Monique, Ginette and Lyne! 

I would like to point out that even 
though the Centre is located at 
National Office in Ottawa, it could 
just as well be elsewhere in the 
country. This group is a responsibil­
ity centre in itself which is responsi­
ble for honouring the contract con­
cluded between the Approved 
Lenders and CMHC. 

Occasionally one hears that cer­
tain claims are not paid. I would 
like to correct this "gossip." 

CMHC honours all its insurance 
contracts. In 1988, claims amounted 
to $129M and we paid out $127M. 

Is there a contradiction here? Why 
did we not payout the $129M? The 
difference is very easily explained. 

For example, once a claim is 
received, people like Lise, Marilyn, 
Sandra, Joanne, Marg, Sylvie ... 
verify in detail the amounts 
claimed. Here are the findings: 

As one can see, most of the reduc­
tions are due to calculation or admin­
istration errors. I believe that, on 
reading this table, item A in the 
amount of $1.2 million draws our 
attention and deserves more 
explanations: 

SINGLE 
YEAR NO. $M 

1984 5,358 284.7 
1985 5,777 305.2 
1986 3,099 138.9 
1987 2,178 85.2 
1988 1,693 60.0 

MULTI 
NO. $M 

2,486 76.9 
7,565 286.5 
2,980 76.0 
2,779 93.5 
1,889 67.6 

TOTAL 
NO. $M 

7,844 
13,342 
6,079 
4,957 
3,582 

361.6 
591.7 
214.9 
178.7 
127.6 

A. 
B. 
C. 
D. 
E. 
F. 
G. 

Omission or negligence in loan underwriting: $ 1,200,000 
Delay in title conveyance: 
Bad administration of real estate taxes: 

181,000 
78,000 
64,000 
55,000 
47,000 

Inappropriate calculation of mortgage payment. 
Delays in filing the claim: 
Delays in judicial procedures: 
Others (borrower's charges, interest rate, .. .): 375,000 

Any claim where the borrower has 
made less than 12 monthly mort­
gage payments is the subject of a 
verification. Joanne, Gise1e, Lorraine, 
Lyne ... analyse on the whole the 
underwriting performed by the 
lender and determine whether the 
latter has respected its obligations 
under Section 48 of the NHA Loan 
Regulations. 

This regulation stipulates that the 
Approved Lender shall exercise rea­
son able care and prudence in the 
making of an approved loan ... and 
if an approved lender fails to exer­
cise reasonable care and prudence ... 
the Corporation may deduct from 
any sum payable under the mort­
gage loan insurance policy in respect 
of the loan secured by the mortgage 
the amount of damage resulting 
from such failure. 

Considering that a judgement is 
rendered, either Ilene, Geraldine, 
Doug, Aure1e, Sue or Richard ... 
informs the lender of our initial 
conclus~ons and asks the lender to 
provide us with any other pertinent 
information or data which could be 
of assistance in finalizing the claim. 

The Title Conveyance staff under 
the management of Jim Godin ensure 
that the property titles for which'a 
claim has been received are valied. 
As for Default Management, the 
group looks after minimizing acquisi­
tions or, in cases where acquisitions 
become inevitable, facilitate this 
procedure and thus minimize the 
related costs. 

Very conscious of the importance 
of client service, the claims team, an 
integral part of the Insurance Sector, 
initiated in 1988 an information 
program with approved lenders. 
They met with nearly 700 clients to 
explain to them the claims process 
and provide them with judicious 
advice to minimize their losses and 
thus to facilitate the process. 

As we see, the Mortgage Insurance 
Operations Centre is hard at work 
providing an after-sale service. This 
service is essential to our success. If 
you have any suggestions for further 
improving this service, don't hesi­
tate to write or telephone. D 
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Making houses fit with 
communities 

Carol Henderson (Program Officer 
- Rural and Native Housing) and 
Norm Blaine (Manager - Programs) 
both in the Kelowna Branch, have 
changed the face of Rural and Native 
housing in British Columbia. 

They found that, all too often, the 
houses stood out within a small 
community because of their boxy 
design, so they decided to design 
their own version. 

Having worked out everything 
they wanted, including a side-split 
styling, but based in general on 
plans from earlier types, they 
brought in a draftsman to complete 
the drawings to their specifications. 
Carol has provided some photographs 
to show what they accomplished. D 

Carol had a lot to say about 
the kitchen design, and the 
key items (sink, stove, and 
refrigerator) are conveniently 
spaced, while lots of cupboards 
are available. 

14 

A two-bedroom unit under construction. 
Eleven such units have so far been built in 

Invermere, in the East Kootenays of British 
Columbia. 

Tubs are fully enclosed. The one-piece 
design reduces maintenance. 

Carol and Norm in the office, deciding 
what's next. 



Two distinguished alumni 

Ray Boivin, 1988. 
(Photo: John Evans 

Photography) 

CMHC during 1989 lost two of its 
most distinguished alumni. 

Herbert W. Hignett, who spent 
27 years in the Corporation, and 
served as its president from 1964 to 
1973, died on June 23, at the age of 
76. 

Raymond Boivin, who joined the 
Corporation at the age of 20, and 
devoted his entire working career to 
its service, died on October 6. He 
was just 55. 

Both men were proud to be 
CMHC people, and both were loved 
and respected throughout the Cor­
poration, at National Office and in 
the field. They both spent many 
years in the field before taking up 
positions at National Office, and 
they both understood from first­
hand experience the special challen­
ges of working in field offices. They 
helped to create and enhance the 
Corporation's traditions of compe­
tence, integrity and public service. 

Mr Hignett was born at Crewe, in 
Cheshire, England, and came to 
Canada as a child. He was educated 
in Winnipeg schools and took a 
degree in civil engineering from the 
University of Manitoba in 1936. 
After graduation he worked in the 
engineering department of the City 
of Winnipeg. 

At the outbreak of World War II 
he joined the Royal Canadian 
Engineers and served in France and 
Germany, directing the building of 
bridges spanning rivers that stood in 
the way of the advancing Allied 
troops. For outstanding services, he 
was made a Member of the Order 
of the British Empire. He retired 
from the Army with the rank of 
major. 

At the end of the war, in 1946, he 
returned to Winnipeg and joined the 
newly formed Central Mortgage and 
Housing Corporation as the Branch 
Manager. He subsequently became 
Assistant Regional Supervisor, and 
then Supervisor, of the Prairie 
Region. His public service in bring­
ing relief to the victims of the 
Winnipeg Flood was widely 
recognized. 

He became Superviser of the 
Ontario Region in 1953. In 1957 he 
went to National Office as Exec­
utive Director and in 1963 became 
Vice-President. He was appointed 
President the following year. 

Mr Hignett said about himself: 
"To most people who work in the 
field, I'm regarded as a field officer. 
To those people who work at Head 
Office, I'm a Head Office guy." 

Throughout his career he was, of 

H. W. Hignett. 
This portrait was 
taken by 
Bill Cadzow in 1970. 

course, both a field officer and a 
"Head Office guy," with a special 
sympathy and understanding of the 
problems involved in both kinds of 
work. His wife Gwen, a Manitoba 
girl, was almost as well-known 
throughout the Corporation, and 
was much admired for her cheerful 
and loyal support. 

He was held in high regard by all 
of CMHC's clients, and not least by 
the Micmac Indians who made him 
an honorary chief, with the title 
Wa-Big Gobit, or Chief White 
Beaver, the busy man who builds 
houses. 

Raymond Boivin was also made an 
honorary chief, by the Montagnais 
Indians at Sept Iles on the Quebec 
North Shore. 

He was born and educated in 
Ottawa and took a Bachelor of 
Commerce degree at the University 
of Ottawa. He joined the Corpora­
tion in 1954, as an auditor in the 
Internal Audit Division at National 
Office, and in the Ottawa Branch. 

He worked at 20 different jobs 
during his 34 years ,at CMHC, served 
twice as Acting President and, for a 
time, as Acting Chairman of the 

Continued on page 21 
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~r Ae ,~eginning: 
~ofCMHC~ 

When the Corporation celebrated its 40th anniversary in 1986, 
it was realized that nobody was left on staff from the early 
days. In fact, only a person who began at CMHC direct from 
school could possibly have still been around. 

Our history was being lost and forgotten as more and more 
of the "old-timers" went into retirement. 

Throughout 1986, Perspective brought you a series of anec­
dotes from many locations, as a focus was placed on each 
province in turn. Some of these anecdotes came from retired 
employees. 

Now, with the opening of our new National Office building, 
official Corporate Historian Christine Warne has been building 
an archival display with the help of many CMHC staff and 
veterans. 

Andrew Hazeland was one of the people involved at the very 
outset, and he has written some anecdotes from that period. 
Not only will his contribution be of great value to the archives, 
they explain many of the programs and activities we have 
heard about, but of which we may understand little. 

These, then, are the recollections of Andrew Hazeland, in his 
own words: 

c=' -=-~~ ~ 
I well remember the day David 

Mansur called on me in Washington 
DC in the fall of 1945. It didn't take 
him long to convince me that the 
new proposed Crown corporation of 
CMHC offered a developing and 
interesting prospect. And so it proved 
to be over the next 25 years as it 
expanded and unsuitably became 
more and more institutionalized. 

I know he never did interfere and 
only gave support - he did com­
plain to me through his Executive 
Assistant that Mansur wrote him 
more than one page memoranda. 

Also there was a full supply of 
mortage funds available from lend­
ing institutions. 

But there were difficulties: against 
a background of overwhelming 
demand for housing, there was an 
inadequate house building capacity. 
A house builder in those days built 
6 or 7 housing units a year. To 
encourage expansion and give con­
fidence to builders the Integrated 
Housing Plan had been devised. 
This was a buy-back scheme given 
to builders who would offer houses 
at a pre-determined price to 
veterans. In the event of a failure to 
sell after six months, the Corpora­
tion would repurchase the house 

from the builder. I believe there 
were no buybacks. It was a period 
when veterans, particularly, would 
buy an excavation! There was a 
shortage of materials - particularly 
cement, nails, piping and to a lesser 
degree lumber, wall board and 
plumbing fixtures. A priority system 
was worked out with a Priority Officer 
of the Department of Reconstruc­
tion, whereby materials were 
directed to housing being built for 
veterans. Four kegs of nails a house 
- a commodity, the nail, in those 
days! Cement was controlled by 
Canada Cement and its shortage ran 
on longer than other products. If 
one wanted several carload lots as 
we did for veterans' products it 
needed a personal visit to their 

It started with advantages and dif­
ficulties. The advantages were that 
it was a new organization with a 
strong and aware management sup­
ported by a powerful Board of 
Directors. There was a wartime 
minded cabinet and our minister 
was CD. Howe who only interfered 
in matters when achievement was 
not up to his standards. As far as 
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offices in Montreal. There one was 
met by a charming person who had 
been a great football player -
everyone I met there was an ex 
great athlete. The telephone rang 
incessantly and this was answered -
"Bill - John or whosever, if you 
were the Pope himself, I coudn't let 
you have a bag of cement." In fact 
he knew nothing, but Mrs. Laframboise 
(?) would be buzzed in - she alone 
knew what the supply was, and 
what distribution could be made. To 
increase supplies of building mate­
rials an arrangement was made with 
War Assets Corporation to make 
available materials from the demoli­
tion of surplus buildings to priority 
housing. The Corporation had to 
make a judgement on the buildings 
to be torn down. Many were large 
buildings of heavy construction and 
inappropriate. But some excellent 
quality timber and plumbing mate­
rials were diverted to veterans hous­
ing under this program. Other mat­
ters of immediacy were providing 
emergency shelter, particularly to 
meet married quarters for veterans 
who were flooding the universities. 
A brave effort was also made to 
build rental housing. There was 
some success through Housing 
Enterprises of Canada. This was a 
holding company owned by Cana­
dian life insurance companies build­
ing under the limited dividend sec­
tion of the NHA. The bulk of rental 
housing in the immediate post war 
was produced by this scheme, but it 
petered out with the Corporation 
absorbing the units. Presumably, the 
lending institutes found better ways 
to use their funds. 

During that first year some effort 
was made to put together statistical 
information. As an example of imme­
diate improvisation: when driving to 
talk to municipal officials in 
Belleville, Mansur asked if anyone 
knew how many housing units were 
being built there. A gap of ignor­
ance. Within a very short time our 
building inspectors were counting 
starts and completions in most cities 
and towns. Later DBS was approached 

-' '=""'~"==' -"-",. C ~ :) 
to give us figures based on a sample 
technique for all other areas. Even­
tually, DBS took over this operation 
but for some time we had a human 
computer room run by two juniors 
who went far in the Corporation -
George Dussey and Tom Extence. 
They produced exact information at 
speed, so important for decision 
making and the management of the 
Veteran Rental Program at a time 
where housing and materials were 
still being allocated. 

So on Wednesday, January 24, 
1946, 1, with a number of others 
arrived at Temporary Building No. 4 
to tackle these matters in which 
some of us had had little expe­
rience. And that first year really 
went well with a cheerful, expanding 
staff being well directed and pre­
pared to tackle short and long term 
matters. The Corporation had taken 
over the NHA Administration, 
Emergency Shelter, a rather static 
home conversion plan and a number 
of employees of those organizations. 
By the end of the first year, the 
staff was made up of about 300 per­
sons. And during the year, Regional 
(5) Offices and a number of branch 
offices had been established. Manage­
ment were very determined to put 
together a network of offices across 
the country recognizing that hous­
ing matters were of a local nature 
and could best be handled on that 
basis. The Corporation was fortu­
nate in having Eric Gold as Secretary. 
He played an important part in tak­
ing on staff and funding office 
accommodations - a dreadful office 
in Vancouver - on a corner where 
the street cars turning the corner 
made such a noise everyone had to 
stop talking - we had staccato 
meetings there. While the fabric of a 
nation-wide organization was being 
built up, we at N.O. held weekly 
night meetings - a small group -
where we aired our difficulties, got 
advice and direction, and were ap­
prised of the general situation by 
Dave Mansur. These meetings were 
supplemented by monthly meetings 
where Regional Supervisors came to 
National Office. As the various divi­
sions developed at National Office, 
there was a good deal of travelling 
by senior people to the regional and 

branch offices. I believe this close 
personal relationship between N. O. 
and the regional and branch people 
was an important reason why right 
decisions and policy happened. The 
branch manager at Edmonton could 
ring up the Director of Real Estate 
and talk about the problem of the 
occupant in the house with the blue 
door in Ponoka which they had 
talked about and looked at during a 
recent visit. 

In 1946, the Corporation and War­
time Housing Limited were working 
together and it was decided that, 
from the beginning of 1947, the lat­
ter should be integrated into the 
Corporation. Wartime Housing 
would continue the building of units 
(they were at about that time bring­
ing into occupancy some 200 units a 
week). The Corporation adminis­
tered all completed units. By this 
step, the Corporation staff increased 
to something over fifteen hundred 
persons. I believe the transfer of 
Wartime Housing was done at the 
traditional $1 fee and accounted for 
many years of good looking annual 
financial statements which received 
the innocent approbation of the 
politicians. 

In 1947, serviced land became 
increasingly short, but there was 
continued pressure for housing from 
cities and towns. The Veterans 
Housing Program was developed. 
This was a direct arrangement 
between the Corporation and 
municipalities. The municipalities 
were anxious to give veterans priority, 
for they knew they could bring 
industry into their towns if housing 
was available for workers. These VH 
projects were generally large projects 
and are still recognizable across the 
country - the famous A & C 
houses! 

The houses were carefully designed 
for efficient use of materials and 
many good layouts of land planning 
were developed. The trick was to 
have costs of construction fit within 
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a formula which resulted in rents of 
$37.50 for the one and one half 
storey units and $32.50 for the 
bungalow. Tremendous efforts were 
made to complete units. About this 
time, Mr. Howe brought in a person 
by the name of Joe Russell who had 
made a name for himself by doing a 
remarkable job in producing dive 
bombers for the US Navy. The first 
500 used in the Pacific came from 
Fort William. Joe Russell was a red 
headed Irishman who moved at a 
pace I found hard to keep up with. 
He had a 'corner office' at N. O. but 
was seldom there. He must have 
put something down on paper but I 
don't recall it. He was a master at 
negotiating contractors' costs down 
to fit 'the formula'. This program 
went along at a rattling pace and 
with excellent results satisfying in 
some considerable measure veteran 
and economic demands. 

There were two interesting 
veterans projects built in Vancouver. 
The first, Renfrew Heights, near the 
boundary of Burnaby was badly laid 
out with some fierce slopes as our 
planner preferred doing his work in 
the Vancouver Hotel rather than 
getting wet in the rain at the site. 
Veterans were occupying the old 
Vancouver Hotel which was to be 
knocked down. As houses became 
available the veterans on the top 
floor of the hotel were allocated 
them. As the veterans moved out, 
the wreckers moved in, and so the 
splendid old hotel was demolished 
floor by floor. The second project 
was Fraserview on the sparsely 
built-on slopes overlooking the 
Fraser river. They were rugged indi­
viduals who occupied the few 
houses that had to be expropriated. 
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Arne Wilson dealt with one individ­
ual who greeted him with a shot­
gun. Fraser river was the single 
biggest veterans project - some 
1,200 units. 

A few houses were designed for 
veterans who had to live in 
wheelchairs - perhaps a first? 

A bad decision, I think, made 
some years later, was to sell off 
both Wartime and veteran housing. 
There was a nucleus of housing that 
could have been used for public 
purposes. I believe at one time the 
Corporation was administrating 
some 60,000 units of housing! 

At the time that the Veterans' 
projects were petering out, the Cor­
poration began developing and 
building houses for the Department 
of National Defence. A basic 
original mistake was made, I think: 
a few more hundred dollars a unit 
would have meant better designs 
and exterior finishes that would 
have reduced the continuous main­
tenance costs. The Korean war 
broke out in June 1950 and Defence 
Construction Limited was formed 
with CMHC administrating the con­
tracts. Suddenly, the Corporation 
had to devote a great deal of its 
manpower into new areas and this 
was done with no serious difficul­
ties. At one point Tom Pickersgill, a 
wonderfully sane and witty person 
as B.C. regional supervisor, was visit­
ing a remote northerly radar site. 
He certainly didn't understand the 
complicated drawings being set 
before him. He had the habit of 
taking a pencil and poising it over a 
memorandum or whatsoever he 
was examining. 

There was the pencil poised, when 
Gold said "Tom be careful - one 
line or mark on this drawing might 
cost the taxpayers thousands of 
dollars" - back went the pencil 
into his pocket and as a good public 
servant conscious of the taxpayers' 
dollars he broke himself of that 
habit. 

The move to Montreal Road was 
quite an event. New furniture was 

in place. Files and contents of desks 
were marked and packed on a Friday 
morning. Staff left after lunch. The 
movers were scheduled to move in a 
certain pattern. An exterior elevator 
was built on Temporary Building 
No.5 to overcome carrying mate­
rials downstairs, and moving started 
on that afternoon, continuing into 
the night and Saturday morning. 
Only people concerned were allowed 
into the building over the weekend. 
On Monday morning staff came to 
work and virtually picked up from 
where they left off the previous 
Friday. 

It can be seen by these few jot­
tings that the Corporation carried 
out a number of important and 
interesting bits of work that were 
outside the normal lending pro­
grams of the NHA. Indeed most of 
the time perhaps 80% or more of 
the employees were devoted to such 
endeavours. The year 1954 ended an 
era. The operations of the NHA 
were working well - there was a 
vigorous and efficient building 
industry, techniques had been 
found to develop and service land 
and the shrinking supply of mort­
gage money had been supplemented 
by the entry of banks into that 
field. The extraneous and varied 
endeavours arising from the wars 
were over. CMHC was emerging 
with all the characteristics of a well­
run institution. But there were gaps 
and mounting urban problems and 
it remained for Stewart Bates and 
future regimes to find where these 
were and to try and fill them. D 



Winnipeg staff 
et a special treat 

Native Awareness Day host Don Richards 
with RNH Officer Emmanuel Atiomo. 

Last fall. Winnipeg Branch staff 
were in for a special treat as the 
Native Advisory Committee put on 
a "Native Awareness Day" designed 
to explain more about the culture 
and tradition of various groups. 

There was a sampling of tradi­
tional native dishes. featuring wild 
meats and berries. cooked bannick 
and specially prepared beans. 

Staff could peruse (and purchase) 
a display of native artifacts and 
paintings. It is a pity we cannot 
reproduce the paintings in their 
glorious colour. 

Earlier. as part of CMHC's role to 
promote access to housing for the 
disabled. the Branch organized a 
series of events around the office. 
Don Ament. a paraplegic housing 
counsellor. gave an excellent presen­
tation on new and innovative proj-
ects for the disabled in Manitoba; Part of the display of native and Metis art. 
volunteer staff experienced what it 
is like to work in a wheelchair. and 
those interested were given a tour of 
a nearby mobility suite. 0 

A hearty meal 
was enjoyed 

by all. 
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Staff visit the mobility suite. 

Inspector Terry Petkau carries on his 
regular duties from his wheelchair. 

Walter Manitowabi tried a wheelchair, and 
found it a tiring experience. 

Vincent McCauley retires 
North Bay Office advises that, 

after 32 years with the Corporation, 
Vince McCauley retired at the year­
end. A retirement party was held 
for him, and the office arranged for 
a photograph for Perspective. Here 
is Vince and his wife with Manager 
Leon Levasseur behind them. 0 
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Continued from page 2 

I can tell you that we are working 
very hard to have the right people. 
the right kind of organization. and 
the right mix of skills to take full 
advantage of future opportunities. in 
whatever form they may come. 

What's more. to make the most of 
our opportunities. now and in the 
future. we will have to be a decen­
tralized corporation. with a highly 
resourceful and independent-minded 
field organization. 0 

Continued from page 15 

Board. He became a Vice President 
in 1976. and Senior Vice President 
in 1982. 

His last year of service to CMHC 
was spent as Executive Organizer of 
the highly successful United Way 
campaign of the Federal Public Ser­
vice in the National Capital Region. 

Of all the positions he held. how­
ever. he said the most memorable 
was the job of manager of both the 
Baie Comeau and the Sept Iles loan 
offices. 115 miles apart. on the 
Quebec North Shore. 

Ray and his wife Denise flew into 
Baie Comeau in 1965 with their two 
young children. They adopted a 

NOTE: If you have questions 
you would like the President to 
deal with in Perspective. please 
send them to his attention in care 
of Perspective. Public Mairs 
Centre. National Office. 

third child while they were there. 
Ray covered the 750 square miles of 
his territory by bush plane. and 
Denise and the children spent many 
nights alone. 

In CMHC's 40th anniversary 
book. "Housing a Nation." Ray 
wrote. "I deprived my family of 
time they were perhaps entitled to 
expect but. in a strange way. they 
were part of the CMHC culture. 
too." 

He described the CMHC culture 
in this way: 

"There is a sense of belonging. 
the feeling of being part of an 
important group. There is a sense of 

relevance. an awareness that the 
work you are doing deeply affects 
people's lives. There is also a sense 
of accomplishment. the recognition 
that we have significant achieve­
ments behind us and important 
challenges ahead." 

These two men. with the support 
of their wives and families. were 
indeed part of an important group 
engaged in work that deeply affected 
people's lives. They do. in fact. leave 
behind them significant achieve­
ments, and their spirit will guide 
us all in the important challenges 
ahead. 0 
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Somewhere in Mexico ... Noon! 
Hey ... you lazy hombre ... wake up ... no time for a 
siesta now ... it's FIESTA TIME. Listen ... my cousin 
Rosita of La Villita called me early this morning and 
gave good news. 

She says: "Pablo ... pack your bags and grab your som­
brero because we go away to sing and dance to biggest 
fiesta we've ever been to - we go show how real 
Mexicanos do the cha-cha and drink tequila" ... and 
like the Northerners say ... LET'S GET DOWN AND 
BOOGIE!! - so get up you lazy hombre and we go see 
all the chickadees - you know what I tnean amigo -
the ones with the big "ruffles" ... we'll sing and 
dance, drink and eat - you know - like we always 
do ... party 'till the chickens go home!!! 

Arriba!.. Arriba!.. Arriba!.. Hasta La 
Juego ... To Sudbury We Go ... 
Arriba! .. Arriba! 

Somewhere in Texas ... 
Sun Down 
Listen up boys ... I want ya to round up all your pardners, 
saddle up your best horses and wagons and prepare 
yourselves for a trip up North. I wanna see the biggest 

Caravan this town can put together and let us 
"Texans" show those "Subarians" what hoe-down 
people we are. Apparently there's something big going 
on there in March ... so let's ride'em Cowboys. 

Yahoo!. .. To Sudbury Saloon We 
Go ... Yahoo! 

Somewhere in Sudbury ... 
Lunch Time 
We are cordially inviting you to join us once again to 
our 6th ANNUAL CURLING FUNSPIEL to be held 
right here in Sudbury, Ontario on March 30th, 31st 
and April 1st, 1990. We are presently in the process 
of preparing THE BIGGEST TEX-MEX CURLING 
PARTY you will have ever attended. 

Therefore, we now invite you to complete the attached 
entry form no later than February 19, 1990. 

So don't be lazy hombres - be happy ones and come 
join us - it's a guaranteed good time mixed with 
excellent sportsmanship and warm hospitality. 

See You Soon! 

Francine' 'Senorita" Venne 
Sudbury Office 

Entry Form - Mixed 'Curling Funspiel 
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Idylwylde Golf & Country Club Theme - Tex-Mex 

Please enter my rink in the MIXED CURLING FUNSPIEL to be held in SUDBURY, Ontario March 30th, 
31st and April 1st, 1990. All entries will commence the morning of March 31st. To qualify for "B" Division, 
all team members must be non-curlers or less than two regular curlers. Please indicate whether your team 
will compete in the "A" or the "B" Division. 

"A" Division ............................ . "B" Division ............................ . 

Office .................................. . Team Name: ............................ . 

Lead: ................................... . Second: ................................. . 

Vice: ................................... . Skip: ................................... . 

Address of Skip: ......................... . Telephone No.: .......................... . 

Submit entry forms to: MARIE THERIAULT, Secretary-Treasurer 

Entry Fee: $30.00 per curler $120 per team' $20.00 guests (dinner - dance) 
'includes all curling fees, hospitality, dinner/dance, trophies and prizes. 

$50.00 deposit to accompany entry - NON REFUNDABLE 'Skip to collect all team entry fees. 

Deadline for entries: February 19, 1990 
Please make cheques payable to: CMHC Sudbury Curling Club 

For any reservations, kindly contact Marie Theriault Hospitality Suite: Skylite Room - Senator Hotel 
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THE PR£$IDEHT'$ ANNUAl MESSAGE: 

In tho foIIowtna po, .. l hI .... Jet""'t whit I thlnkarelOD>tolourmorelmponant 
.acomp\la.hmmll d\lrltl, 1~. 

W~ ~e. d~tk Improvement In tho Mortgage 1Nu~ furd, ~unched 
• Iltree-pronged .tlackon the p«IbIem of~.ffordlblUly, ard Inlroduced 
Important chin, .. 10 INIU us rroore <f"k>cti .... at. busIntN orpnlz.otlon. 

AU WIt- &O"IJ, .nd more, w~'" acromplWled boa" .. of 1M Pill and 
dedlcallon Ihli ... evldenl"!n ~very pan 01 the organluoUon. 

HOIlSln, ~ved • new llatus wilhln the governmenl In 1989, wtth lhe 
appolntnwnt of. Mlnlstn of State (Housing). For the nr.t time .... now r.pon 
to Parllamenl II\rou,h • MinlsI" wt.o Is tor~ly rapontlble lor ~. 

Thlt new ~t\If pIac-. ....... ",,"I'" ImportallU on lhe ... ",1<-. whl<h the 
Corpo ... t\on provklel \(I the Minbt .... I'm h;lppy 10 "y, howner, Ih;lt I ttudy 
by tho ~u 01 Manag,"""",1 ConsultIng indlcalfS thai CMHC'. ~ 
8tI'YicI!S, oom.,..red with thole 01 other depio_ and .,ftICIa. .re .. an 
' '''''''''plary" \ewI. 

In the doade tNt .. ~" ..... will hi .... to mainuln thlo n"",..,ntwn. 
ImI'fOYlnlt our ptrfor'll\ll'a ~ by~, In order 10 oontlnuoe 10 be relnanl 10 
todoy'. nil/lIft,.nd to MftI tomorrow', chlllmgos. 

Canada 
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Mortgage Insurance 
In the F~lI of 1989, ~ got rid of the Mortgage Insurarv:e Fund deflcit 

,. 
• . ,. 

• ·M 

" , -, , -, , -" • -.* -,~ 

~ORTGAGE INSURANCE FUND __ m 

~ .. 

-
For the first time In 10 years, there Is a surplus In the Fund, ~nd we a ... nOw In 
a po&hlon to meet any claims that are Hkely 10 be ....de on It At 1m. end of 1989, 
th.e Fund', cash position amounted to $725 million and Is growing. 

Thai rell'lilrkable lurl\ilTQUnd is a tribute to the work of the wh.ole Corporation. 

As you will remember, we completely overhau led our mortgage-insurance 
$ervlces In 1987, Il'IiIklng them more flexible and convmlmt for our clients. We 
have good products, and the field staffhas worked han:! to seU them. Premiums 
now contrlbule more than 5132 million a yeer to the Fund. 

We mounted ~ drive to seU off real estiIte acquired through foreclosures, ~nd 
that put Il"IOn cash Into the Fund. Our inventory of unsold real estiIte is now ~t 
11:5 lowest level In the history ofthe Corporation. 

Under the Mortga~6ad:ed Securities program. which was l;!unched In 1986, 
more than 53. \ billion in $eCUrities have~n Issued. In 1968,5773 million were 
issued, and we ""'pected to reach 5\ bil!ion in 1989. In fact, the 1989 total reached 
$2 bllllon , 

MORTGAGE·BACKED SECURITIES 
~ 

" 
u 

• u 

• U , , .. , , 
" , 

" • u 

.' •• '. ,., '. ,M 



THE PIUSIDENT'S 
ANNUAL MESSAGE 

3 

We have paid off the COSIS Involved in starting up the program. and the 
Mongage-8acked Securttles Fund Is now in a prolitable position. 

These securities encourage Investment in housing by allowIng Investors to 
particip;!te In pools of NHA-Insured mortgages, and guaranteeing their 
monthly return. 

All of these factors have contributed to an outstanding financl.lll perfonnaoce, 
in both the Mortgage Insurance Fund and the Mortgage-Backed Securlties Fund, 
that reflects credit on the Corporation and all of lIS staff. 

Atfordablltty 

During 1989, we stepped up our attack on the dlflkulty fxed by many 
Canadians whoan'\ find. suitable housing they can afford. 

We apprwched the problem on three fronts: through modll'kaUons to the 
mortgage Insurance program; by seeking out, and maldng use of, .... rplus 
federal lands for affordable housing in areas of hlgh demand; and through the 
program of reguL1tory reform. 

We have approoclled the govemment for approval to insure mortgage loiIns of 
up to 95 percent of the value of modestly priced housing.. for first-time buyers. 
The limit cun-ently Is just 90 percent. Thlschange would mean that buyerscould 
acquire their I\ouse wltll a down·payment of as little as 5 percent. 

The Minister announced In OctoNr tllat 43 hectares (106 acres) of federal land 
in the town of Vaughan would N developed to provide additional affordable 
housing In the Metropolitan Torontoarea. 

Consultatlons are going on with the town, the region and the province and, 
dPpeAding on the land-use plan, theprojectrould yield belwem l.800and 2,SOO 
units, for families at all lnrome levels. Twenty-five percent of unilS would be 
reserved asa$Sisted housing. 

CMHC will manage the development of the Vaughan projtd. ill well u the 
similarToronto-area project at the fOIl1"leT National Defl'rlC\'$iteat Downsvlew. 

Both the Vaughan and Downsvlew projects are examples of developing 
under-used federal lands to Increase the supply of affordable houflng In areas 
such as Toronto and Vancouver, where rising demand has pushed prices out of 
tile reach of many families. 

CMHC, in co-operatlon with the Department of Public Worloa and the Bureau 
of Real Property Management, Is pursuingsimilaropportunitles, In order to put 
under-used federal lands to work in the interest of housing affordablHty. 

Unneu'5Sary or outdated regulatiON, imposed by aU levels of government, are 
also a factor In the cost of housing. Regulations are necessary, but If they are 
lnappropriiltf or out of date, they just add to COSI5.. We have teamed up with 
other inter~ted organlutlOTl5 to encourage the review and reform of 
regulatiom that aff«t housing COllIS. 
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Corporate Profitability 
The Corpol'/ltion earned a lwalthy profit of S60.5 million In \989 - thesilcth most 
profitable y,ar in our hl5tory. 

• 
• , , , , 
• • • 

Fromour Inception untLl theend of 1989, we have turned over to the government 
a blllion dollars In proflt and taxes. More than a third of that amount - about 
$340 mlll lon· was produced In the last fou r years . 

We now have more than 59 billion In loaJ\$ and other Investments which ensure 
that the Corporation will remain profitable for the fore5et'able future. A$ 
Invl'Stments matureand loans are rep;lid, however, our revenue Is redUCl'd. We 
are now dbcuMlng new financial anangementa with the government, but we 
will have torontlnue to wort hard to help maintain our level of profitability. 

Social Housing 
Our co-optraUve arrangements with the provlnt:et for the financing ;md 
delivery of social housing are still working well. and we a", continuing to 
Improve admlnlstration of the programs. 

We are now dbcu!llling with our provlndal pannersa !"leW formula for themore 
effoctlve allocation of the aoelal housing budget. 

To make sure tha t programs are relevant and effectIve, we carry out a 
continuous process of evaluation and renewal. 

We have now completed the evaluation of the RUI'/Il and Native Housing 
program, and Publk Housing.. and we will boe&ln consultation shon ly on botli 
theM programs with interested groups throughout the country. The Co-op 
program It now being evaluated. EVilluation and col\$Ultatlon on RRAP are 
complete and wi recently submitted to the government our proposals for 
change. 

On the subject of coJ\$ultaUon,. the TiI5k Farce on Housing Qwolity, has 
completed Its ttudy. Consultations are now being held with Interested groups, 
and w('are Iooklng forward to the T;ssk Force'. recommendations. 
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Sine" 1984, CMHC has 'ontributed SOme $844 mlllLon from profltJ _nd 
reductions In program COItJ In .upport of government efforts to reduce the 
deficit. 

As lI'IiUIy 01 you bow, OUT illdmlnlslr.ltivecosts w~ reduced in 1989, _nd. on 
the recommendiltion of the Elcpenditure Review Committee of CabInet. the 
l.;J.ndlord RRAP program Will eliminated, and the level of expendllures for 
Co-op Housing Will reduced. 

This revlew of.D federal spendIng wiD continue ill the government prep;ores 
Its budget. to be deUwred In the Spring, and I will keep you Informed of _ny 
new developments. 

Sodal hou$Ing prole;:ts such .., co-ope-atlves, homes for smior citizens, and 
other not-for-profit housing hilv" beneflted from the Mortgage-Backed 
Securities progTaIJ\. Some S7S4 mUUon In securitles have been Issued to help 
flnaru:e su.:h projects, resulting In substantial savings to the government. 

Social programs have also benefited from the Competitive Financing Renewal 
Process that WiIS instituted In 1988. UndeTCFRP, spoNOn of sodaI housing IU"1! 

required toseekoutcompetilive bids from lenders In ordeTlO keeplnterest rates 
at the Io_t posslbt.. level Ir. ~ted that, by 1992. CFRP wiD be savlng the 
government about S54 million. yeaT. 

Organizational Effectiveness 
The work begun with the Climate SuTvey In June 198815 now weD advanced, 
and you (;;In exp«t to see important ,hangl'S in the yllilr ahead. 

Three Task Forns, made up of people with spedal knowli'dgt' In dlffe«'1\t 
aspects of our operations, have .tudli'd the reports 01 the Focus Groups that 
were set up to study and elaborate your responses to the survey,.nd have 
submltli'd their recommendations to management. 

They are being studied in detail by ~or heads lind you'D be ncelvlng • 
deta~ report shortly which will bring you up-to-date on our progress. 

During 1989 we successfully underwent the Special Examination that Is 
requiTed of .11 federal departments.nd agencies every flve years, and we won 
high pralH for the way the examination WllS condu.:ted. 

The Auditor Gtnera.l, Mr. Kenneth M. Dye,congratulated CMHC for applying 
Innovative audltin! principles In Its approach to the Special ElClIminatlon. A 
partner In a lead ng national auditing firm deKrlbed CMHC'. Sped.al 
Examination lIS "the most slgnltkant attOUnting, auditing, reporting exertise In 
Nonh Amerialln our lifetime." 

We won further ..-.rognItion from the Sodety of Office Automation SpecboUsts 
which gave us Itsaward foroutstandlng Implementation of an automated offke 
system for the CORONET system. 

Our appl"Oil,h to the problem of "plateauing·· - the Situation some staff members 
l'TI<XIunter when their rise In the rorporate structure swms 10 bt> levelling off -
was rec:ognized In the magazine, the HI/mil" Rnottrrn Profrs&ioruIl, which Is 
published for professional pract\tlonen of human resoun:e management . It 
puts CMHC .mong the "leadIng edge" orpnlzatlons In recognizing and 
developing solutions to this now-widespread buslneM prob~m. 
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Thanb to the oo-operatlon of the staff Inall S«Ion of theCorporalion. we have 
now vl.rnuUy completed the Classification Review. 

Some 3.(XXl job$ were examined and a polky of equal pay for work of equal 
value has been Implemented. Weare among the flnt of the federal dep;lnments 
and .gentles to have fuUy compiled wilh the legtslilUve mtulrements In that 
ana. 

We have abo lmplemented an enhanced performance-pay system which 
provides more effective Incentive. and II mOTe closely tied to actual 
performance. 

In employment equity, ftudies show that our performance compares well with 
that of other Crown corporations, although theft Ire .UU some categories In 
which we will have to do better. 

The Employee A5slstance Progn.m. which bei.an as I pilot vHlture In Ontario, 
has now been Implemented throughout the Corporation. to addresa the neol<U 
01 staff members everywhere. 

The new Market An;tlysi5CO:'Jltre 15 worklng effectively, and theft5eem$ to be 
I growing recognltlonand atteptanc:eof Itsservias, by Industry, guV1'"fTlIl\eflts, 
.nd other people who make use of them. 

The BushleSf Development Officers program has been Implemented and is now 
being used successfully to ensure that we maintain a high level of service to our 
clients at tile 10000llevel. 

The Centre for FutureStudles was establilhed during 1989 to help us anticipate 
and prepare for change, not on ly in hoUSing, but In the whole living 
environment. As the Centre becomes operational, we will be inviting people 
with special knowLedge· scholar$, business people, public servants, and our 
own CMHC people· to join us in exploring Issues and trends. and developing 
~po-

During 1989, we stJCCe!l5fully launched the National Awanmess Initiative to 
make Cal\adlans more conscious of the role that CMHC and the fed~ 
guvemment play In housing. 

The program began In October with a series of advenlsemml5 in national 
magazines, demonstrating ways in which the Corporation and the government 
aredosely Involved in helping Canadians to solve their housing problems, and 
the lnstallatlon of a toll-free telephone number that people can call for 
Information. 

Thillnltlatlve required the participation of the entire staff, In responding to 
questions from their friendsand family ,as well as from the gener.ll public,about 
CMHC"I rolearod how we fulfil it. 

Early reportS are encouraging. and indicate that thot program Is working well. 
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Pension Fund 
Our Pension Fund. for the f11'$1 tIme, IJhowOO. a small lurplusln 1989, indicating 
that we Nve enough money In the fund to pay all of ourobUgatlons to fonner 
employees who are nalvlng pensions, and all tho$e who will be entitled to 
pensions In the years to come. 

Tota.lassets In the fund now amount to $450 million in .toeb, bondi, mongages, 
real estate and other investments. 

The PelUlon Committee, whl,h was estabUshed In 1988 and Indudes 
representallVH of both pensioners and current staff members, Is colUldering 
optional war- of responding to surpluses In the fund. 

Looking Ahead 

As we consider the year that lies ahead of us, I ;un more and more lmpn!5&l!d 
with the lmponance of making the &rNlest possible use of the remarkable 
human resource that are represented by the peopIeln CMHC 

I would like to ensure that all member'S of the ltafl, It all levelt, are fully 
informed about developments In thtCorporatlon that affect their workand that 
they have an opportunity, within their areas of responsibility and competence, 
to partldpate more actively In ded!llon·maklng. 

We are now widely recognl2:ed as a dynamk business organization whose 
poUdes I nd programs are relevant to cum""t realities. The Auditor General 
who classed us lmong the best-perfonning dep;!nmentJ and agencies, made 
particular note of our ability to adapt to change. 

We are faced with dIfficult challenges, and we are coll5dous of them. but we 
should never become $0 prt'lXCUpied by our problems thai we Jose light of OUr 
real acrompllstunentJ. Al_ reminder to you, and the people you meet, I have 
attached to this message I brief review of the worthwhile things we have done 
In the l;ut couple of )'Urs. 

WeaU have good reuon to IlIke pride In OUr acmmpllstunenl5during 1989,and 
to look forward with confldenceto even more rewarding experiences In the year 
and the decade which Ire just beginning. 
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ACCOMPUSHMENTS 

, 

Mortgage Insurance Fund 
• o..'w;itelimin;l.ted. 
• Lowest real estate bwmtory levels In Corporate history. 
• introduction of ellanel and portfolio insuraoce produCl$. 
• Introduction ofBuslnl'!lll o..veiopmentOfficen. 
• Proposa15 to extend loan ellglbillty for first·Ume home buy~ to 95 percent from 

90 perNnt. 

Mortgage·Backed Securities 
• Introduced Mortgage-Backed SeruriUe5. 
• Cumulative lssual1C<! exceeds $3.1 billion. 
• Exceeds forf!QS1S for Issuance In every year. 
• Sodal Housing pools provide SO.7S bUflon of flnandng..lowenng sodal hou!.lng 

costs to the government. 

Social Housing 
• Introduced enllanced poUdes, practkes and resource leve" for portfolio 

management 
• CFRPlntroduced, saving projected to be S54.0milllon annually by 1m. 
• Introduced polldes for housing for people with special needs. 
• Joint efforts with Health &: WeTfareCanada to Inltiate. program to assist vklims 

of family violence. 
• Completed RNH and l'ublk Housing evaluations. 
• Rehabilitation program proposa15 to be forwarded toCovemnwnt. 
• UlUnche<! Co-op eValUllUon. 

Housing Support 
• lntemation.al Ye;lr of Shelter for the HomelessConference. 
• Options: Housing for Older Canadians Conference. 
• Introduced the Market Analysis Centre. 
• Announrt>momt ofCMHC development of Downsvlew. 
• Approval olllle Vaugllan development project. 

Organizational EltectIY_" 
• Corporation lias returned over $1.0 bl1lion of inrome and taxflS to theCovemment 

since 1946; SJ.4O ml1llon Or 14 perNnt of IhlItln the last 5 years; 1988 lnrome of 
$87.7 million 15 lhe second highest in Corporate history. 

• Nalion.al HOUsing Research Committee established. 
• Comr,leted Climale Survey, follow-up focus groups recommendations being 

consIdered. 
• Canadian ConsttuCUOn MlllerialsCentre established in cooperation wllh the NRC. 
• Implementation of revls«l classification system 10 meet requirements of 'equal 

pay for work of equal value' legislation. 
• Completed theSpedal E:<aml""lion,ronsidered to be one of the most Innovative 

audit e><ercise5ln recent history. 
• Cited by the Auditor General as one of eight well-performing government 

agencies and del'ilrtmenl$. 
• Contract5 slgn«l toeOl\$tNct I National Office bulkilng tocoll5Olklateemployees 

al one location. 
• Cmt"' for Future Studies established. 
• Implementation of the CORONET computer system honoured by Award. 
• Employee Assistance ProgT/lm e><panded nation-wide. 
• National AWllrelll'SS initiative launched. 
• Enhanced Performal1C<! Pay .ystem introduced. 
• PellSion Fund moved InlO I JUrplus position. 





PERSPECTM 
Journal publie mensuellement pour 
les employes_ de 
LA SOCIETE CANADIENNE 
D'HYPOTHEQUES ET 
DE LOGEMENT 
Veuillez adresser vos articles ou 
toutes communications et sugges­
tions relatives a la publication de 
textes a la redactrice en chef de 
Perspective, Centre des relations 
publiques, Bureau national. 

Alors que Ie Canada apprenait ii se remettre 
d'une tragedie, il reconnaissait en meme 
temps les actes de bravoure de certaines 
personnes. Le 11 decembre, un employe de 
la SCHL, Russell Jones de la succursale de 
Vancouver, recevait la medaille de bravoure 
des mains du gouverneur general du 
Canada, ii Ottawa. Russ avait empeche le 
viol d'une jeune mere en presence de ses 
deux enfants. La remise des medailles avait 
etf retardee, Ie gouverneur general ayant 
assiste tout d'abord ii Montreal aux 
funerailles de neuf des victimes du massacre 
de l'Universite de Montreal. Les details de 
la ceremonie et d' autres photographies sont 
publies ii la page 2. 

Sommaire 

Le mot du president 
Russell Jones re~oit la Medaille de la Bravoure 
Fredericton: Une ville etonnante 
Remarques a l'intention des auteurs d' articles soumis 

a Perspective 
Gilles celebre en prison 
Prix d' excellence : la derniere accolade de CORONET 
Un nouveau chez-soi pour la petite Amber-Rae 
Offrir des services de qualite 
Si je devenais president 
Une reclamation, c'est quoi? 
Adapter les maisons aux collectivites 
Deux illustres anciens 
Les debuts de la SCHL 
Un regal pour Ie personnel de la succursale de Winnipeg 
Vincent McCauley prend sa retraite 
Tournoi mixte de curling (Quelque part au Mexique) 

NOTA 

- 1 
- ::: 

- ;, 
- 6 
- 7 
- 8 
- 9 

- 10 
- 12 
- 12 
- 14 
- 15 
- 16 
- 19 
- 20 
- 22 

Les opinions exprimees dans cette publication sont celles des 
auteurs ou des collaborateurs, mais ne refletent pas forcement 
celles de la Societe canadienne d 'hypotheques et de logement, 
de la direction ni de son comite de redaction. 



· ... ,Lliemof' 
L= dit ~Ntesideht ~ 
~'~~~;~-:"' ....• "'" 

Doug Ewart, directeur du bureau 
de Kingston, en Ontario, m'a ecrit 
pour me dire qu'il se parlait, ces 
derniers temps, de centralisation et 
de decentralisation dans les ateliers 
et autres reunions. 

II m' a donc suggere d' ecrire un 
article pour repondre aux questions 
que l' on se pose quant a une reduc­
tion possible des pouvoirs des 
bureaux exterieurs. 

Je tiens cependant a vous dire en 
premier lieu que je comprends 
!'importance que les gens des 
bureaux exterieurs accordent a 
I' etendue des pouvoirs des bureaux 
exterieurs par rapport a ceux du 
Bureau national. 

C'est une question qui fait 1'objet 
de debats depuis la fondation de la 
Societe et, a mon avis, il en sera 
ainsi tant et aussi longtemps que la 
Societe existera. Ce sujet donnait 
toujours lieu a des discussions 
enflammees quand je travaillais dans 
les bureaux exterieurs. 

Nous devons preter une attention 
con stante a cette question qui a une 
incidence directe sur I' efficience et 
I' efficacite de nos services aux 
clients. 

Le nombre de personnes travail­
lant dans les bureaux exterieurs et 
au Bureau national et la fa~on dont 
les pouvoirs sont repartis, a un 
moment particulier de notre his­
toire, dependent beaucoup des r61es 
que la Societe est appelee a jouer. 

A mesure que nos r61es changent, 
d'une annee a l'autre, il en est de 
meme pour les pouvoirs des bureaux 
exterieurs, par rapport au Bureau 
national; ils augmentent et dimi­
nuent, selon les situations et les 
besoins. 

Au moment de determiner si une 
fonction sera mieux remplie au 
Bureau national ou dans les bureaux 
exterieurs, je peux vous assurer que 
notre decision n' est pas prise a la 
legere. Chaque fois que nous entre­
prenons une nouvelle activite, nous 

faisons une etude approfondie pour 
determiner la fa~on la plus efficace 
de la mener a bien tout en faisant la 
meilleure utilisation possible de nos 
ressources humaines et financieres. 

Dans un des cas, par exemple, 
nous avons examine la possibilite 
d' effectuer les paiements pour les 
demandes de reglement a partir des 
bureaux locaux, plut6t que 
d 'Ottawa. Mais, apres une etude 
complete de la question, les direc­
teurs generaux en sont venus a la 
conclusion qu'il serait trop coOteux 
et inefficace de decentraliser cette 
fonction, compte tenu du nombre 
de personnes et de directives que ce 
travail necessite. 

Par ·contre, une autre etude sur 
l' administration des ententes a indi­
que que ce type de travail serait 
mieux execute au niveau local, 180 00 
les employes rencontrent beaucoup 
plus souvent nos clients. Cette decision 
a ete mise en application, et un certain 
nombre de nouveaux postes ont ete 
crees dans les bureaux exterieurs. 

Dans la meme veine, l' analyse de 
marche est essentiellement une fonc­
tion qui est accomplie dans les 
bureaux exterieurs, parce qu' elle 
necessite une connaissance poussee 
des marches. 

Nous avons recemment engage 
25 agents de l' expansion des affaires 
et nous les avons installes dans les 
bureaux exterieurs pour qu"ils tra­
vaillent avec les clients dans Ie but 
d' accroitre nos activites en matiere 
d 'assurance hypothecaire. 

Presentement, nous cherchons des 
moyens pour que les succursales 
participent davantage a la recherche 
en ayant plus souvent leur mot a 
dire quant a la promotion des tra­
vaux de recherche au niveau regional 
et a la diffusion des resultats de ces 
recherches. L'idee merite reflexion. 

Les nouveaux bureaux pour I' ame­
nagement foncier et les titres hypo­
thecaires ont ete decentralises. Dans 
Ie cas du bureau pour I' amenage-

ment foncier, c'est la premiere fois 
qu' un vice-president s' occupe active­
ment de la gestion des activites a 
partir d'un bureau exterieur. 

En fait, si vous comparez la SCHL 
a tout autre organisme de services 
financiers ou ministere, vous aurez 
beaucoup de mal a en trouver un 
qui soit aussi decentralise que nous, 
en termes de pouvoirs decisionnels 

. et de liberte d' action. 
Toutefois, la structure et la taille 

de notre organisme dependent de 
l' evolution de l' environnement 
social, economique et politique, en 
perpetuel changement. 

Selon la quantite et la nature des 
services qui nous sont demandes, il 
nous faut trouver differentes apti­
tudes, en quantites differentes et 
dans des bureaux differents. Les 
aptitudes pour lesquelles il y a peu 
de demande aujourd'hui peuvent 
etre tres en demande dans deux ou 
trois ans, selon l' evolution de notre 
mandat. 

C' est ainsi que certaines possibi­
lites de croissance diminuent dans 
un secteur d' activites, et que 
d' autres se presentent dans d' aut res 
secteurs. Nous nous occupons un 
peu moins de l' administration du 
logement social qu' auparavant. mais 
nous nous occupons davantage de 
l' assurance hypothecaire, des titres 
hypothecaires, de l'analyse de marche, 
de la mise en marche et de la diffu­
sion de nos connaissances. 

Investir nos ressources dans les 
secteurs qui offrent des possibilites 
de croissance est un signe de pru­
dence. Ce qui veut dire qu'a 1'occa­
sion nous devons redistribuer nos 
ressources humaines, et cela peut 
demander un changement dans Ie 
nombre d' employes des bureaux 
exterieurs par rapport au Bureau 
national. 

Suite a la page 21 
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Bravoure 

La Mtdaille de 1a Bravoure rdcomffi 
pense les actes d'Mrofsme accomplis 
dans des circonstances ptriUeuses et 
eUe peut etre dtcernee a tit.re 
postbume, 

Tous les cit01ertS pcu'Pent soumettre 
Ie nom d'une personne qui, pour en 
secour,r une autre. a mis sa vie en 
danger au est dtcedte a 1a suite de 
l'mnement, Les drconstanct:s OU Ie 
sauvetcur ne s' expose a aucun dan­
ger gra'Pe ne dannent pas droit a 
eette recompense, 

Les decorations sont remises par ie 
gouverneur general au nom du sou· 
verain, Son Excellence est conseiUee 
par Ie Comitt consultati! canadien 
des dtcorations. qut recommande les 
noms des personnes meritantes, 

La Mcdaille de 1a Dravoure est 
une mtdaille d' argent suspendut a 
un ruban rouge portant trois bandes 
blcues; Les persomtes decorees ont Ie 
droit d'ajouter les lettres tf M,D, " 
apres leur nom defamille dans t(Jutes 
les occasions OU cet usage est de 
circonstance, 

Le 11 decembre fut une journee 
exceptionnelle pour Russell Jones 
M.B., agent de la DGSIG a la suc­
cursale de Vancouver, puisqu'il etait 
invite a la residence du Gouverneur 
general du Canada pour recevoir la 
Medaille de la Bravoure. 

Le 14 mars 1988 est aussi une 
journee a souligner pour Russ : c' est 
la journee OU se sont produits les 
evenements qui lui ont valu cette 
recompense. 

Russ se promenait avec sa fille 
Carly agee de quelques mois dans Ie 
parc Munday a Coquitlam. Russ est 
une personne tout en nerfs, un 
marathonien depourvu de la moindre 
once de graisse. I1 pese probable­
ment moins de 150 livres, mais il 
n'a pas hesite un instant a secourir 
une femme en danger. 

Carmen Rose se promenait aussi 
dans Ie parc avec ses deux enfants 
ages de 5 et 7 ans. Com me ils 10n­
geaient un sen tier isole pres du lac, 
un homme s'est precipite sur eIle, 
I' a jetee par terre et I' a entrainee de 
force dans un bosquet avec !'inten­
tion de la violer. Madame Rose, 
agee de 31 ans, est la fille d'un 
depute provincial de la C.-B., Mark 
Rose, et eIle a accepte que sa mesa­
venture soit rendue publique afin de 
prevenir d'autres incidents semblables. 
L'incident a donc fait les manchettes. 

Ses enfants hysteriques accroches 
a elle, elle a tente de se defaire de 
son agresseur de 200 livres, mais 
peine perdue. On a appris par la 
suite que I' assaillant avait re~u la 
permission de sortir sans escorte de 
l'hopital Riverside, situe a proxi­
mite, et qu'il avait des antecedents 
de maladie mentale. 

Deux personnes se sont portees au 
secours de Carmen Rose: Yvonne 
Golly, une femme dans la soixan­
taine qui n' a pas pense deux fois 
avant de venir a l' aide et de frapper 
l'assaillant avec un baton, sans 
resultat toutefois. Pendant ce temps, 
Russell Jones posait sa petite fiUe 
par terre et courait a la rescousse, 
luttant contre un homme beaucoup 
plus lourd que lui. Les deux hommes 
sont tombes dans Ie lac. Au cours 
du combat, Russell a pu attirer 
l' attention de joueurs de soccer et 
toute l'equipe est venue tenir l'as­
saillant en respect jusqu' aI' arrivee 
de la police. 

Ce que Ie journal local a omis de 
rapporter, c'est qu'apres toute cette 
activite, Russell est retourne vers sa 
fiUe pour se rendre compte qu' eIle 
n' etait plus aI' endroit OU i1 l' avait 
Iaissee. Pendant quelques instants, 
ce fut la panique. Carmen Rose 
avait eu la presence d' esprit de 
ramasser l' enfant en pleurs et de 
s' en occuper en attendant Ie retour 
de Russell. Finaiement, la jeune 
femmen 'a subi aucune blessure 

La tres honorable Jeanne Sauve, Gouver­
neur general du Canada, regoit d'un aide 
de camp la medaille de Russ. Apres avoir 
epingle les decorations sur les laureats, 
Mme Sauve a chaleureusement jelicitt! ces 
derniers. Durant sa breve allocution a la 
fin de la ceremonie. tenue au Rideau Hall. 
elle a indique que ces recompenses etaient 
les dernieres du genre qu 'elle remettrait 
durant son mandat. 

Russ Jones et Yvonne Golley, qui a egale­
ment regu une medaille, sont pris en photo 
apres la ceremonie. 



Plus tot, Russ avait ete re~u dans Ie bureau 
du president, George Anderson, qui lui 
avait remis une epingle en or de la SCHL. 

grave, grace a un brave citoyen et 
une brave citoyenne prets a secourir 
une personne en danger. Elle pre­
sentait des ecchymoses et une com­
motion. L'experience s'est averee 
traumatisante pour elle et ses 
enfants. 

11 y a eu une controverse assez 
importante a propos de Ia liberation 
de personnes comme l'assaillant, qui 
sont laissees sans supervision 
suffisante. 

A Ia suite de ces evenements, Russ 
a rec;:u des lettres de remerciements 
et de felicitations de differentes per­
sonnes, notamment de Mark Rose, 
MAL, de David C. Lam, lieutenant­
gouverneur, de Bill Reid, ministre 
du Tourisme et secretaire provincial, 
et d'lan Waddell, depute federal de 
Port Moody-Coquitlam. 

Lorsque Russ a rec;:u l'invitation du 
gouverneur general de se rendre a 
Rideau Hall a Ottawa, it a demontre 
son integrite professionnelle en 
demandant s'il devait prendre des 
journees de vacances pour se rendre 
a la ceremonie. Yvonne Golly a rec;:u 
une invitation semblable pour Ie 
role qu' elle a joue. 

Bien sur, pendant son sejour a 
Ottawa, Russ a pu visiter quelques 
collegues au Bureau national. 
comme Ie montrent les photogra­
phies. 0 

En 1845. par la volonte de la reine Victoria. 
Fredericton devint ville episcopale. meme si 
sa population etait encore peu nombreuse. 
La magnifique catbedrale gotbique erigee 
par la suite se dresse toujours a proximite 
de la riviere Saint-Jean. 

Localites que nous desservons 
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Quand les Loyalistes arriverent, fuyant la 
Revolution americaine, ils emporterent avec 
eux leur modele de maison. Fredericton pos­
sede toujours de ces maisons longues et 
etroites. Cette photo a ere prise a deux rues 
environ du centre-ville. Soit dit en passant, 
le PAREL y a mis la main. 

Bien des gens qui viennent s'ins­
taller a Fredericton sont tout etonnes 
de constater que la vie y est tres 
agreable, bien differente de celle 
qu' on leur avait depeinte. 

Le directeur provincial du 
Nouveau-Brunswick et directeur de 
la succursale de Fredericton, Gerry 
Lafrance, ne pouvait pas comprendre 
pourquoi deux employes qui 
devaient etre mutes a Fredericton 
ont declare qu'its ne voulaient pas y 
aller : « C'est un endroit merveilleux 
pour elever des enfants; on y trouve 
toutes sortes de services et d'instal­
lations " dit-il. « Us ne'savent pas ce 
qu'its manquent .• 

Gerry a lui-meme vecu dans diverses 
villes de 1'Ontario, du Quebec et du 
Nouveau-Brunswick mais, a son 
avis, Fredericton est la plus agreable. 
• 11 y a une foule d' activites commu­
nautaires, sportives et artistiques, et 
Ie crime y est presque inexistant ., 
dit-il. « Fredericton a recemment ete 
designee la ville la plus propre du 
Canada! • 

Gary Glauser est arrive de la suc­
cursale de Regina, en avril dernier, 
pour occuper Ie poste de directeur 
de I' application des programmes. 
Curt Wilson est venu de la Division 
des finances, a Ottawa, en septembre 
dernier, tan dis que Brenda Simmons 
a ete mutee de Saint-Jean, dans la 
meme province. 
. Curt trouve les gens sympathiques, 
a Fredericton, et illui semble que 
tout est a portee de la main. Pour 
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Voici Ie seul pavillon-jardin du Nouveau­
Brunswick. Il peut etre demenage deux, 
trois ou quatre lois avant de subir des dom­
mages structuraux assez serieux pour Ie 
rendre hors d'usage. 

Cet ensemble de 4 logements lamiliaux a 
ete construit en vertu d'un accord federal-

lui, Ie plus difficile a ete de passer 
du domaine des lignes de conduite a 
celui de l' application des programmes. 
« On y fait tout plus vite et les effets 
sont plus immediats ., dit-il. Le 
rythme de vie est plus lent, a Frede­
ricton. Curt Ie compare a celui de 
Terre-Neuve, sa prOvince d'origine. 

Gary aime la geographie et l'his­
toire. La mer n' est pas loin et la 
riviere Saint-Jean est encore plus 
pres, et tout semble impregne d 'his­
toire. C' est si different des Prairies, 
dit-il. Gary a du s'adapter, lui aussi. 
Alors qu'il travaillait de fa~on plut6t 
autonome a Regina, il doit mainte­
nant surveiller plusieurs personnes. 
Sous I' aspect social, la transition 
lui a paru facile, car Fredericton 
n' est pas non plus une grande 
agglomeration . 

Brenda aime Ie climat, parce qu'il 
n 'y a pas autant de brume qu' a 
Saint-Jean, situee a seulement une 

provincial. en 1987. Le modele a ete 
expressement adapte au quartier. 

heure de route. L' air pur convient a 
son fils, qui souffre d' asthme. 
Brenda dit que Ie plus difficile a ete 
Ie demenagement comme tel. ~~ La 
SCHL a une excellente ligne de con­
duite en matiere de demenagement, 
mais j' ai tout de meme passe toutes 
mes vacances a traiter avec les 
plombiers, les electriciens, etc., dans 
rna maison neuve. )} 

II existe pourtant un inconvenient 
que chacun reconnait : les activites 
ou les possibilites sont moins nom­
breuses pour les celibataires : la plu­
part des activites sont familiales. 

Gary a deja participe au defi de la 
reorganisation du bureau. « C'est 
aussi un defi pour Ie personnel de 
s'adapter et de bien fonctionner ., 
dit-il. « La SCHL s' attache plus aux 
resultats qu'a la fa~on d'y parvenir. 
Nous devons montrer a nos deputes 
que nous appliquons les programmes 
de logement social et que les objec-



L'imposant hOtel de ville de Fredericton, vu 
d' une fenetre de la succursale de la SCHL. 

A la reception de la succursale, Nancy 
Lange, agent des relations federales­
provinciales, laisse un message a Jocelyne 
Lavoie, commis au meme service. 

Jean Rioux, directeur de la Gestion du 
portefeuille, s'entretient avec les agents Line 
Gullison, assise, et Barbara Ann Touzel. 

Gary Glauser et Gerry Lafrance parlent 
affaires. 

tifs sont realises. La province n' agit 
pas isolement : nos rapports sont 
fondes sur Ie respect mutuel. • 

Bribes d 'histoire 
L'histoire moderne de Fredericton 

remonte a quelque 300 ans. Jusque-la, 
la region etait un territoire de 
chasse, de peche et de culture pour 
les Indiens malecites et micmacs, 
qui appelaient la riviere Saint-Jean 
• Woolastook., Ces Indiens n'y 
eurent d' etablissement permanent 
qu'en 1847. 

A l' epoque oil les Anglais et les 
Fran~ais se disputaient Ie continent, 
en 1692. un etablissement et un fort 
fran~ais occupaient I' emplacement 
actuel de Fredericton, Ces colons 
furent plus tard envoyes a Port­
Royal, en Nouvelle-Ecosse, pour 
aider a reconstruire Ie fort serieuse­
ment endommage par une inonda­
tion. Fredericton ne re~ut d'autres 

Yolande Burnett, secreta ire interimaire du 
directeur provincial, en tete-a-tete avec 
Barbara Cross, Ressources bumaines et 
administration. 

colons qu'en 1732; il s'agissait d'un 
groupe de 15 familles acadiennes 
fuyant l' armee britannique. en 
Nouvelle-Ecosse. Le vieux parle­
ment est aujourd'hui situe a 
l' endroit oil ils s' etaient etablis et 
qu'ils avaient baptise Pointe 
Sainte-Anne. 

Au moment de la conquete britan­
nique, en 1758, les Acadiens furent 
expulses. Les Britanniques. mal 
accueillis par les Indiens de la 
region, ne s'installerent en perma­
nence qu'en 1768. 

La ville de Fredericton a ete fon­
dee par quelque 2 000 Loyalistes 
fuyant la Revolution americaine. en 
1783. A leur arrivee, un grand nombre 
durent passer 1'hiver sous des tentes 
et beaucoup perirent. Un monument 
a ete erige a leur memoire. Le nom 
de Fredericton a ete choisi en l'hon­
neur de Frederick, fils du roi George 
III. La ville est devenue la capitale 
de la province en 1785. 

Le bureau de la SCHL a 
Fredericton 

La succursale de Fredericton est la 
« mere» de deux bureaux locaux, 
situes a Moncton et a Saint-Jean. 
« Us fonctionnent de fa~on plutOt 
autonome mais nous preferons 
qu'ils s'adressent d'abord a nous " 
explique Ie directeur Gerry 
Lafrance. Le personnel du bureau 
local de Saint-Jean sait qu'illui 
serait peut-etre plus facile de com­
muniquer directement avec Ie 
bureau regional, tout pres, mais il 
fait preuve de beaucoup de coopera­
tion a cet egard. 

Le personnel compte approximati­
vement 35 employes, dont plusieurs 
occupent main tenant de nouveaux 
postes. comme c'est Ie cas pour 
Betty Dunphy. auparavant directrice 
de l' administration des prets et des 
proprietes immobilieres et mainte­
nant affectee au domaine ~otalement 
different des relations publiques. 
Betty trouvera sa longue experience 
de la SCHL tres utile quand elle 
negociera les questions de publicite 
avec la province et travaillera a 
1'etablissement d'un plan de com­
munications. mais elle sait qu'elle a 
encore beaucoup a apprendre en 
matiere de communications. 

Parmi les anciens employes du 
bureau de Fredericton. mentionnoris 
George Cross, Ken Frazer et Neil 
Sneyd, tous trois a la retraite. et 
plusieurs autres qui sont encore a la 
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Societe : Jim Morris (Region de la 
C.-B. et du Yukon). Leigh Williams 
(Region de l' Atlantique). Marcel 
Vienneau (Region de la C.-B. et du 
Yukon) et Jim Miller (Division de la 
souscription) . 

Renforc;ant son opinion. Gerry 
Lafrance indique que la liste est 
peut-etre moins longue que celie 
d' autres succursales, car les gens se 
trouvent bien a Fredericton et y 
restent. 

Agent des SIG 
Brenda Simmons est venue a 

Fredericton pour occuper un nou­
veau poste, celui d'agent des SIG. 11 
y avait autrefois un superviseur des 
systemes, qui connaissait bien les 
particularites techniques et qui 
gerait les systemes. L'agent des SIG 
exerce des fonctions relativement 
nouvelles, beaucoup plus orientees 
vers 1'utilisateur. Brenda assure la 
formation d' autres membres du per­
sonnel et fournit une information 
beaucoup plus abondante a la direc­
tion. Elle n'est pas programmeuse, 
mais elle applique les programmes 
deja introduits dans Ie systeme. 
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Retnarques 
a l'intention 
des auteurs 
d'articles 
SOUIl1is a 
Perspective 

Nancy Lange et Brenda Simmons parlent 
d'in!ormatique, sous Ie regard de Steven 
MacKenzie, agent de programme, 
Souscription. 

Brenda a une foule de choses a 
apprendre, dans ses fonctions : il lui 
faudra peut-etre deux ans de perfec­
tionnement « en cours d'emploi ». 

Nul doute qu'eUe s'y plait. « Le 
principal c' est de ne pas ne prendre 
trop au serieux " dit-elle. 

II y a quelques autres titulaires de 
postes semblables, dans la Societe. 
Brenda pense qu' environ la moitie 
d' entre eux etaient superviseurs de 
systemes. 

L'avenir 
Malgre les changements survenus, 

Ie calme et la confiance regnent au 
sein du personnel de Fredericton. 
Citons quelques opinions exprimees 
en ce sens : 

« Il n 'y a pas d' esprit de clique, a 
Fredericton; de nouveaux fonction­
naires arrivent constamment, la ville 
est en plein essor. » 

« Je crois que la succursale va con­
tinuer de se developper et devenir 
plus active sur la scene publique. » 

« L' endroit est excellent pour la 
formation du personnel. • 

« Nous avons essaye plusieurs 
modes de formation, y compris les 
conseillers, la rotation des postes et 
Ie niveau 50, la plupart du temps a 
l'interieur de l' affectation normale 
d' annees-personnes. Cela nous a 
occasionne des £rais, mais les avan­
tages compensent largement les 
coOts .• 

« Si vous avez l' occasion d' etre 
mutes a Fredericton, ne la manquez 
pas " conseille Gerry. « II y fait bon 
vivre .• 0 

1. Surtout, ne vous preoccupez pas du style - nous nous interessons 
d'abord au contenu. Au besoin, nous adapterons Ie style. 
2. En depit de la remarque ci-dessus, certains auteurs voudront soumettre 
des articles aussi bien presentes que possible. A l'instar de la plupart des 
journaux, Perspective applique les regles de style de la presse canadienne. 
Par exemple, il n'y a pas de M. ni de Mme, les autres titres (Rev., Mgr) ne 
sont indiques que lors de la premiere reference a la personne et nous appli­
quons les regles de l' emploi des majuscules, du pluriel, etc. Les personnes 
interessees peuvent consulter Ie Guide du journaliste, publie par la Presse 
canadienne a Toronto. Il existe egalement une version en anglais. 
3. Racontez votre histoire dans 1'article, non dans les legendes de photos. 
4. Racontez les evenements de la maniere la plus concise possible. 
N'oubliez pas qu'un numero de Perspective ne peut contenir plus qu'un article 
de 1 500 mots, un ou deux de 1 000 mots et que Ie reste des articles 
comptent environ 500 mots, c'est-a-dire deux pages dactylographiees a 
double interligne. 
5. Tapez toujours vos articles a double interligne. en laissant une marge de 
gauche assez large. 
6. Ne vous inquietez pas du titre - nous nous en chargeons. 
7. Evitez les termes a saveur administrative comme « reclassification. et 
employez Ie mot Ie plus court exprimant precisement Ie sens voulu. 
8. Evitez de creer de l' embarras. Si vous avez une histoire drole portant 
sur une tierce personne, joignez une note attestant que la personne a pris 
connaissance du texte et qu'elle ne s'oppose pas a sa publication. 
9. Attention au langage sexiste. N'employez Ie pronom « il • que pour ren­
voyer a une personne de sexe masculin, et non de fa~on generique. II est 
pratiquement toujours possible de formuler les phrases en evitant les 
improprietes. 



Gilles 
celebre 

en prison! 

10. Entin, si vous ne vous sentez pas a raise avec la redaction, inscrivez 
vos notes sous forme de liste. Nous nous chargerons de la composition et 
soumettrons l'article a votre approbation et, au besoin, nous vous telepho­
nerons pour obtenir plus de details. 

Photographies 
1. Nous preferons les epreuves en noir et blanc, qui donnent de meilleurs 
resultats a la reproduction. 
2. Les dimensions ne sont pas importantes - les epreuves standard de 
3Y2" x 5" ou de 4" x 6" conviennent tres bien aux presses offset modernes. 
3. Nous POUVONS employer les photos couleurs si e1Ies offrent suffisam­
ment de contraste. Les rouges et les verts deviendront gris. Les couleurs 
vives sont d'un grand secours. Les photos sombres prises a l'interieur sont 
pratiquement impossibles a reproduire. 
4. Nous n'avons pas besoin des negatifs, seulement des epreuves. Nous 
pouvons toutefois faire deve10pper vos negatifs pour vous epargner les 
couts, mais cette solution prend plus de temps car nous devons ensuite 
vous demander d'identifier les personnes. 
5. Lorsque vous identifiez les personnes sur une photographie, suivez 
l' ordre de gauche a droite et si e1les sont placees en rang, de l' arriere a 
1'avant. 
6. N'ecrivez pas sur les photographies. Avec un crayon pale, numerotez les 
photographies au verso, dans un coin. Donnez des details sur chaque 
numero sur une feuille a part (et non en petits caracteres derriere la photo, 
car les copistes auront du mal a lire). 0 

Une petite jete a eu lieu, au Bureau natio­
nal, en l'honneur de Gilles Girard lors de 
sa nomination au paste de « vice-president 
principal I). Plusieurs amis et collegues 
etaient presents dont des invites-surprise, 
deux policiers qui lui ont passe les 
menottes. 

Gilles, escorte des deux policiers, est amene 
a un centre commercial des environs OU il 
apprend qu'il s'agit d'un coup monte pour 
la Societe canadienne du cancer. On Ie 
«condamne I) a l'emprisonnement jusqu'a 
ce qu' il ait reuni au moins 1 055 $ en pro­
messes de don. Nous avons entendu dire 
que Ie troisieme etage du Bureau national 
avait fourni les premiers 40 $. 

Le voici en prison, en train de querir des 
dons. II a fini par retourner a son 
bureau ... mais bien plus tard! 
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Prix d' excellence : la derniere 
accola e d C RONET 

Le reseau CORONET de la SCHL 
vient de remporter un autre honneur. 
Cette fois-ci, Ie reseau s'est vu 
decerner Ie prix d' excellence de la 
Societe des professionnels canadiens 
de la bureautique (SPCB) en decembre 
a l'hotel Skyline d'Ottawa. 

C'est la troisieme annee que la 
SPCB distribue ces recompenses. 
Chaque annee, des societes privees, 
des societes d'Etat et des ministeres 
de la region d'Ottawa-Carleton sont 
mis en nomination pour leurs reali­
sations dans Ie do maine de la 
bureautique. La SPCB a ete creee en 
1981 afin d'encourager l'utilisation 
efficace des techniques informatiques. 

Les prix de merite ont ete remis 
au ministere des Approvisionne­
ments et des Services et a la police 
de Nepean, les deux representant 
de bons exemples d'utilisation de 
l'informatique dans l'execution de 
taches de bureau. Le prix d'excel­
lence a ete decerne a la SCHL pour 
son systeme CORONET, lequel 
constitue un excellent exemple 
d' application de la bureautique 
meritant une reconnaissance speciale. 

CORONET a ete choisi pour les 
raisons suivantes : appui solide de la 
direction, niveau Cleve d'integration, 
fonctionalites, mise en ceuvre dans 
les dClais prevus de deux ans et res­
pect du budget d'implantation de 
20 millions de dollars. 

Gaylen Duncan, vice-president des 
Ressources de la SCHL a accepte Ie 
certificat et indique que CORONET 
devait son succes a sa commerciali­
sation et a l' engagement de la direc­
tion. « L'engagement depuis les 
echelons superieurs de la Societe et 
une grande campagne de commer­
cialisation ont ete la cle de ce suc­
ces » a-t-il declare a l' assistance. 

Gaylen a mentionne les noms 
d' aut res employes de la SCHL ayant 
joue un role majeur dans l'implanta­
tion de CORONET, soit : Bill Rowe, 
« grand gourou technique a la touche 
magique », Tony Walshe, « directeur 
de la DGSIG » et Pamela Duncan 
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« qui a aide a vendre Ie reseau ». 

Gaylen a fait remarquer que plus 
de 1 600 terminaux fonctionnent dans 
tout Ie reseau et que 600 autres 
viendront s'y ajouter. II a men­
tionne que l'equipement remplace 
par CORONET coutait plus cher, 
meme si Ie nouveau systeme est a la 
fine pointe de la technologie. 

Grace a CORONET, 3 000 employes 
d'un bout a l'autre du pays peuvent 
communiquer entre eux. En effet, Ie 
systeme relie les employes du 
Bureau national a ceux des cinq 
bureaux regionaux et des cinquante 
succursales. 

D'apres Gaylen, Ie plus gros avan­
tage de CORONET reside dans Ie 
« pouvoir » qu'il offre aux employes. 
Jusqu'a maintenant, CORONET a 
egalement re<;:u Ie prix du president, 
un prix d'IBM et des louanges de la 
part du verificateur general qui cite 
Ie systeme comme un cas type sur la 
fa-ron de faire. 

A la suite de la remise, les repre­
sentants de la SPCB ont eu l' occa­
sion de voir a l'ceuvre CORONET 
au cours d'une presentation speciale 
qui a permis a la SCHL de decrire 

L'" equipe /J et son prix. (Photos de 
Katherine Blair) 

ce systeme qui relie les employes, 
depuis les Maritimes jusqu' aux 
Territoires.D 

Gaylen Duncan accepte Ie prix d'excellence 
de la SPCB. Celui-ci est particulierement 
content des economies que procure Ie 
systeme CORONET. 



Un nouveau chez-soi 
p ur la petite A ber-Rae 

Amber-Rae Ens a presque trois 
ans et habite avec ses parents a 
Lumby, en Colombie-Britannique, 
dans Ie territoire desservi par notre 
succursale de Kelowna. 

Son pere travaille depuis 10 ans 
dans une salaison et conserverie de 
viande. C'est un emploi stable qui 
n'exige pas beau coup d'instruction, 
mais ce n' est pas non plus un travail 
susceptible de rendre une personne 
riche. Au cours des trois dernieres 
annees, la famille avait depense une 
grande partie de son revenu pour se 
rendre, plus de fois qu' elle ne veut 
les compter, a I'h6pital pour enfants 
de Vancouver. Toute la famille 
vivait dans la maison louee de la 
grand-mere d'Amber-Rae. Cette 
maison etait tres vieille et coutait 
tres cher a chauffer. 

Voyez-vous, Amber-Rae est nee 
avec des pieds bots, une difformite 
congenitale qui aurait pu I' empecher 
d'apprendre a marcher. 

Deux groupes de personnes sont 
venus en aide a cette famille reelle­
ment dans Ie besoin : 

La Kinsmen Rehabilitation Foun­
dation a accepte d' aider a defrayer 
Ia famille de ses frais de deplace­
ment et d'hebergement et Amber­
Rae s'est rendue une fois de plus a 
l'h6pital, cette fois pour une inter­
vention chirurgicale importante. On 
a sectionne ses tendons et elle a du 
passer huit mois dans un platre jam­
bier, mais elle n'a plus les pieds 
bots. Elle doit encore porter des 
chaussures speciales, ainsi que des 
appareils orthopediques pendant la 
nuit, mais c'est une enfant active. 
« A la regarder maintenant, on ne 
pourrait meme pas deviner que 
quelque chose n'allait pas », dit sa 
mere Audra, qui a participe l'an 
passe a la marche des meres organi­
see par les Kinsmen pour aider a 
recueillir des fonds destines a 
d'autres personnes dans Ie besoin. 
Entre-temps, la fondation a conti­
nue d' aider la famille a payer les 
appareils orthopediques et les bot til-

Ions speciaux dont la petite fiUe a 
besoin. 

Et puis, il y a eu Ia SCHL : 
Avec l'aide de notre agent d'admi­

nistration (Logement pour les 
ruraux et les autochtones en 
Colombie-Britannique), trois loge­
ments existants avaient ete achetes 
a Lumby, de sorte que Mark Ens, 
age de 25 ans, avait entendu parler 
de la Societe. II a demande si la 
SCHL pouvait lui venir en aide. La 
Societe lui a fait parvenir une 
demande dans Ie cadre du Pro­
gramme de logement pour les 
ruraux et les autochtones en lui 
demandant de la remplir et de 
l' envoyer a notre agent. 

Apres avoir interviewe Mark, 
l'agent a confirme que Ie revenu de 
la famille etait en-de~a du plafond 
de revenu determinant les besoins 
imperieux. Les antecedents du pere 
montraient que son travail etait stable, 
bien qu'il ne rapportat qu'un 
revenu limite, et la vieille maison de 
la grand-mere eta it loin d' etre 
convenable. 

C'est en vertu de l'article 55 de la 
Loi nation ale sur l'habitation qu'on 
a ordonne I' an passe a la succursale 
de Kelowna de rechercher. des loge­
ments abordables et de qualite con­
venable dans la region. 

La succursale a trouve une maison 
con venable , mais la fa mille devait 

La nouvelle maison 
de la famille Ens a Lumby, en 
Colombie-Britannique. 

faire une mise de fonds de 1 700 $ 
ou l' equivalent en travail. Compte 
tenu des circonstances decrites 
ci-devant, la famille avait peu 
d'argent a verser, mais Ie pere etait 
par contre pret a travailler. Un ins­
pecteur de la SCHL, un agent de 
l' organisme Logement pour les ruraux 
et les autochtones en Colombie­
Britannique et Ie client ont dresse 
une liste des reparations necessaires 
meme si la maison etait, dans son 
ensemble, en bon etat. L'interieur 
avait grandement besoin d'une nou­
velle couche de peinture. En plus, il 
fallait reconstruire la terrasse atte­
nante et une barriere de securite et 
peindre la section de la terrasse. 
Avec quelques autres reparations 
moins importantes, Ie cout estimatif 
total du travail necessaire a ete eta­
bli a quelque 3 300 $ et Ie client a 
accepte d'effectuer les travaux. 

Comme d'habitude, en vertu de ce 
programme, la SCHL a achete la 
maison qui devait demeurer la pro­
priete de la Societe jusqu' a ce que 
toutes Ies reparations aient ete ter­
minees de fa~on satisfaisante. On a 
impose une limite de 30 jours. 

Mark Ens s'est donc mis au tra­
vail, consacrant presque tout son 
temps libre aux reparations. Ii a 
communique avec Carol Henderson, 
agent de programme, Logement 
pour les ruraux et les autochtones, a 
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la SCHL moins de trois semaines 
plus tard. II avait termine tous les 
travaux. 

Comme toutes les reparations 
etaient satisfaisantes, on a mis la 
derniere main aux details et trans­
£ere Ie titre de la propriete a la 
famille, la SCHL conservant un 
droit prioritaire a I' egard de la 
propriete. 

La reussite de l' operation de 
l' enfant et la nouvelle maison ont 
completement transforme la vie de 
cette famiUe. Ils adorent leur nou­
velle maison et sont tres reconnais­
sants envers la SCHL. Mark et 
Audra ont dit qu'ils avaient reve 
d'habiter cette region un jour, mais 
qu'ils n'avaient jamais cru que cela 
arriverait. 

Quant a Carol Henderson, elle 
dit : • On est tellement heureux de 
travailler pour la SCHL lorsqu' on 
peut changer comme ya toute la vie 

d'une famille. Us sont si reconnais­
sants et les efforts en valent telle­
ment la peine ». 

Amber-Rae Ens a une famille qui 
l' aime". et une nouvelle maison 
toute chaude dans laquelle elle 
pourra grandir! 0 

Amber-Rae aime son 
nouveau chez-soi. 

.I 

Offrir des services de DUAl I Tf 
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A la fin de I' an dernier, envi­
ron 200 employes de la Societe 
ont pu assister a un cours de 
formation de deux jours portant 
sur la maniere d' offrir des ser­
vices de qualite. 

La majorite des participants 
ont apprecie ce cours qui trai­
tait de quatre domaines impor­
tants oil la qualite du service 
joue un grand role : les services 
aux clients, la capacite de com­
muniquer, les techniques de com­
munication telephonique et Ie 
professionnalisme des employes. 
Perspective presente un resume 
de quelques-uns des points sail­
lants de cette reunion de for­
mation, a !'intention de ceux 
qui n'ont pas pu yassister. Cours de formation sur sa lancee, au Bureau national. 



Les services 
aux clients 

Les gens qui viennent a nos 
bureaux ont un besoin; sinon, ils 
ne viendraient pas. 

La personne qui entre dans notre 
bureau peut avoir besoin d 'une 
signature sur une formule, de ren­
seignements elementaires, d' assis­
tance technique ou, tout simple­
ment, d'une brochure. II arrive 
souvent que ce soit quelque chose 
que nous connaissons a fond, que 
nous tenons peut-etre meme pour 
acquis, mais Ie visiteur, lui, ne Ie 
sait pas. II faut toujours veiller a ne 
pas sembler condescendant envers 
quelqu'un qui ne possede pas nos 
connaissances particulieres. 

Le besoin du client qui vient a 
notre bureau n' est pas seulement 
concret; lorsqu'il quitte notre 
bureau, Ie client veut egalement sen­
tir qu'il a accompli quelque chose, 
que sa visite lui a permis d' ame­
liorer sa situation personnelle. 

En d'autres mots, les etres humains 
ont des besoins fondamentaux qui 
s'appliquent tout aussi bien a nos 
clients qu' a toute autre personne : 

Le besoin de se sentir impor­
tant : lorsque Ie client se sent 
important, nous sommes sur Ie 
chemin du succes. 

Le besoin d'etre compris : les 
emotions et les obstacles linguis­
tiques entravent la comprehension. 
Une ecoute efficace consiste en partie 
a dire en d' autres termes ce que 
1'0n croit avoir entendu, pour s'assurer 
d'avoir bien compris. Le client sent 
ainsi qu'on l'ecoute attentivement. 

Le besoin de se sentir bien 
accueilli : les gens aiment se sentir 
apprecies, savoir que leur presence 
est importante et que l' on est heu­
reux de les voir. 

Le besoin d' etre encourage : 
Ie confort physique d'une salle 
d'attente ou de reunion, ou Ie con­
fort psychologique que procure au 
client l' assurance d' obtenir satisfac­
tion de ses besoins. 

Vous pouvez vous poser quelques 
questions, par exemple : 
• Est-ce que rna mauvaise humeur 
se voit? 
• Suis-je toujours aimable avec les 
clients, meme s'ils me contrarient? 
• Est-ce que j'aime vraiment ren­
contrer des gens? 

• Est-ce qu'il me platt d'aider les 
autres et de rendre service? 
• Est-ce que je me souviens du nom 
et du visage des gens? 
• Est-ce que je soigne toujours mon 
apparence? 

Le client difficile 
II arrive qu 'un client soit difficile 

et qu'il se montre irrationnel ou 
deplaisant, ou refuse de collaborer, 
pour des raisons reelles ou parce 
qu'il se fait des idees. 

II est bon d'ecouter attentivement 
la plainte que Ie client veut tres 
certainement formuler, puis de la lui 
repeter en d' autres mots pour s' as­
surer de l' avoir bien comprise. 
Ensuite, presentez-Iui des excuses et 
reconnaissez qu'il a Ie droit de se 
sentir de cette fa~on, tout en ten­
tant de trouver une solution reali­
sable au probleme. Enfin, expliquez­
lui les mesures que vous prendrez et 
remerciez la personne de vous avoir 
signale Ie probleme. 

Verifiez aupres des autres 
etablissements 

Pour mieux apprecier la qualite 
des services offerts aux clients, vous 
pouvez evaluer ceux d' autres eta­
blissements que vous visitez, OU 
vous faites des achats ou auxquels 
vous demandez tout simplement de 
l'aide. 

Si Ie service est mediocre et que Ie 
personnel semble indifferent, vous 
constatez que l' etablissement ne se 
soucie pas de la qualite des services 
qu'il offre, et qu'il ne se donne pas 

Les participants prennent une part active 
au cours. 

la peine de former son personnel ou 
d' etablir des arrangements realisables. 

Si vous vous sentez comme un 
numero, vous vous trouvez devant 
un service du genre « chaine de 
montage» qui est peut-etre tres effi­
cace, mais qui manque de chaleur 
humaine. 

Si les gens sont tres gentils (peut­
etre meme trop gentils) mais incom­
petents, vous n 'y retournerez pas si 
vous etes presse. Vous vous sentez 
peut-etre un peu coupable a cause 
de la reception si amicale, mais sans 
services efficaces, vous y perdez 
votre temps. 

Enfin, lorsque vous quittez un eta­
blissement avec la hate d 'y retour­
ner, parce que Ie personnel etait 
bien informe et competent et que 
l'organisation attache beaucoup 
d'importance aux relations humaines, 
vous savez que c' est une entreprise 
qui offre des services de qualite. 

C'est ainsi que nos clients doivent 
se sentir!O 

Les participants 
etaient tres 
enthousiasmes 
par les jeux de roles. 
Cegroupe 
de Kamloops 
semble bien 
s'amuser a ses 
activitts 
dramatiques. 
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Si je devenais president. • • 
Le service a la clientele, les programmes et les ressources 
humaines au premier rang 

En octobre dernier, Perspective 
invitait ses lecteurs a exprimer ce 
qu'ils feraient d'abord s'ils deve­
naient Ie prochain president de la 
SCHL. 

Certaines personnes se demandaient 
si les gens n' allaient pas nous faire 
parvenir des reponses plutOt farfe­
lues du genre « trois fois plus de 
vacances et la reduction des heures 
de travail », mais ce ne fut pas Ie 
cas. II n'y a eu qu'une seule reponse 
oii l' auteur n' a pas cru bon de donner 
son nom, et un tres petit nombre de 
reponses peut etre qualifie~s de 
« farfelues ». 

Le reste des reponses ont ete 
miirement reflechies. Le type de 
reponses Ie plus repandu concernait 
les relations avec les employes ou 
les ressources humaines. Venaient 
au deuxieme rang les suggestions 
constructives sur les programmes ou 
les propositions de modification de 
la Loi nationale sur l'habitation. 

Les suggestions concernant les 
clients ou Ie service a la clientele 
representaient Ie troisieme groupe 
de reponses, et un faible pourcen­
tage des reponses suggeraient la 
mise en place de programmes de 
recyclage. 

Un recla 
par Gilles E. Girard 

C'est quoi ~a? Pour plusieurs c'est 
un formulaire SCHL que l'on com­
plete une fois revenu d'un voyage 
pour reclamer aupres de la Societe 
les depenses encourues. Pour d'autres, 
c'est une toute autre histoire. 

Pour Doug Heys, surveillant dans 
la section des reglements proprietaires­
occupants « c'est une demande de 
paiement contre une police 
d'assurance ». 

Pour Sylvie Crispo, responsable de 
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Kent Bilton, de la Division du 
contentieux, a pense a l'utilisation 
reguliere de formules pour les com­
mentaires des employes, ce qui leur 
permettrait de soumettre leurs sug­
gestions sur les lignes de conduite, 
les methodes et les pratiques sur 
une base reguliere. Perry Staniscia, 
de la succursale de Vancouver, semble 
lui aussi tendre dans cette direction 
car il mettrait en place un pro­
gramme de soumission des sugges­
tions des employes et des cercles de 
qualite. 

Relations humaines 
Le type de suggestions Ie plus cou­

rant comportait une grande variete 
d'idees. En voici quelques-unes : 
• la reclassification du personnel de 
soutien 
• une garderie au Bureau national 
• un endroit reserve aux fumeurs 
• un vestiaire et des douches (favori­
sant I' exercice physique) 
• l' explication des aptitudes requises 
pour divers postes. 

Legislation et programmes 
Les idees etaient souvent tre~ 

detaillees et, bien que dans certains 
cas des connaissances de base 
etaient manquantes, les idees soumises 
demontraient une bonne volonte de 

la part des repondants. 
Certaines suggestions concernaient 

des programmes qui existent deja a 
la SCHL; ce qui indique que les 
employes ont besoin d'etre mieux 
informes au sujet des nombreux 
programmes administres par Ia 
Societe. 

Service a la clientele 
Nous avons re~u diverses sugges­

tions autour du theme « apprendre a 
servir la clientele », dont une qui 
suggerait que les directeurs parti­
cipent a ce genre de cours de forma­
tion. Ghislaine Rivard, de Blair 
Place, croit que tout service de plus 
de 25 employes devrait avoir une 
receptionniste attitree afin de proje­
ter aux clients une image profession­
nelle et de s'assurer qu'ils sont bien 
servis. 

Vous comprendrez qu'il s'agit 
d'un brei aper~u des nombreuses 
idees qui nous sont parvenues; nous 
avons dO les resumer et, dans cer­
tains cas, en mettre de cote. Elles 
n' en ont pas moins de valeur pour 
autant. 

Les nombreuses propositions 
seront remises de fa~on anonyme 
au president qui repondra 
personnellement.D 

ati n, c'est u 

Ia gestion des cas de deiauts et des 
reglements pour les logements col­
lectifs : «C' est honorer nos engage­
ments en vertu du contrat tout en 
reconnaissant Ie role que la Societe 
a joue lors de la conduite du dossier 
depuis Ie defaut ». 

Patricia Tremblay, Chef interimaire 
des reglements proprietaires­
occupants, elle nous dit : « Nous 
devons, selon Ie contrat, payer a 
notre client sa demande de regle-

ment avec efficacite et dans un 
court delai ». 

Pour d'autres, quand no us assurons 
un pret, c' est une gageure avec un 
preteur agree a l'effet que 1'emprun­
teur va etre capable de payer son 
hypotheque. Nous, nous croyons 
que l' emprunteur rencontrera ses 
obligations tandis que Ie preteur 



pense Ie contraire. Si Ie preteur 
gagne, on payer 

Pour gagner dans ce jeu d' assu­
rance, il faut minimiser vos risques 
tout en souscrivant des hypotheques 
de qualite. 

Le centre des operations d' assu­
rance hypothecaire, un groupe de 
43 personnes sous la direction de 
Gord Thompson, est celui qui rend 
.compte a l'instant de verite. 

Les souscripteurs dans les succur­
sales vendent une assurance hypo­
thecaire avec un service impeccable 
a notre clientele. Mais a bien y 
regarder, la SCHL 530 est un con­
trat d'assurance. Gord Thompson, 
Ie directeur, n'en demord pas: «Une 
assurance, c'est un contrat et qui dit 
contrat, dit clauses. Ces clauses 
doivent etre appliquees profession­
nellement et equitablement. Le ser­
vice apres vente est aussi important 
sinon plus que celui avant. » 

Le tableau suivant demontre 
l' envergure des activites de ce 
groupe depuis 5 ans: 

Que d' entrees de donnees pour Ie 
groupe de Marilyn Rawes, Monique, 
Ginette et Lyne. 

J' aimerais mentionner que meme 
si Ie service est situe au Bureau 
national a Ottawa, il pourrait tout 
aussi bien etre ailleurs au pays. Le 
groupe est un centre de responsabi­
lite par lui-meme qui est respon­
sable d'honorer Ie contrat signe 
entre Ie preteur agree et la SCHL. 

On entend dire, a l'occasion, que 
certaines reclamations ne sont pas 
payees. J' aimerais corriger ce 
« qu'en dira-t-on ». 

La SCHL honore tous ses contrats 
d'assurance. En 1988, les demandes 
de reglements se chiffraient a 
$ 129M. et nous avons paye $ 127M. 

Y-a-t-il contradiction ici? Pourquoi 
n'a-t-on pas paye les $ 129M? La 
difference s'explique facilement. 

Par exemple, une fois la demande 
de reglement re<;ue, des gens comme 
Lise, Marilyn, Sandra, Joanne, 
Marg, Sylvie, ... verifient en detail 
les montants reclames. Voici ce que 
I' on constate : 

UN! 
ANNEE # $M 

1984 5358 284,7 
1985 5777 305,2 
1986 3099 138,9 
1987 2 178 85,2 
1988 1693 60,0 

MULTI 
# $M 

2486 76,9 
7565 286,8 
2980 76,0 
2779 93,5 
1889 67,6 

TOTAL 
# $M 

7844 
13342 
6079 
4957 
3582 

361,6 
591,7 
214,9 
178,7 
127,6 

A. 
B. 
C. 
D. 
E. 
F. 
G. 

Omission dans la souscription du pret 
Delais dans la cession des titres 

$ 1200000 
181 000 
78000 
64000 
55000 
47000 

Mauvaise administration des taxes foncieres 
Calcul du remboursement hypothecaire inapproprie 
Retards du depot de la demande de regIement 
Retards dans les procedures judiciaires 
Autres (charges a l'emprunteur, taux d'interet .. ,) 375000 

Comme on peut Ie noter la majo­
rite des reductions sont dues a des 
erreurs de calcul ou d' administra­
tion. Je crois, qu'a la lecture de ce 
tableau, la donnee A de $ 1.2M. 
attire notre attention et merite cer­
taines explications : 

Toutes demandes de reglement 
dont l'emprunteur a effectue moins 
de 12 versements hypothecaires 
mensuels font l'objet d'une verifica­
tion. Joanne, Gisele, Lorraine, Lyne 
... analysent dans son ensemble, la 
souscription effectuee par Ie preteur 
et determinent si ce dernier a rempli 
ses obligations stipulees a l' article 48 
des reglements LNH. 

Le dit reglement stipule que Ie 
preteur agree doit exercer un soin et 
une prudence raisonnables dans 
1'octroi d'un pret approuve ... et si Ie 
preteur agree neglige d' exercer un 
so in et une prudence raisonnables ... 
la Societe peut reduire Ie montant 
des dommages occasionnes par cette 
omission du preteur de toute somme 
payable en vertu de la police d' assu­
rance relative au pret garanti par 
une hypotheque. 

Considerant qu'un jugement est 
porte, soit Ilene, Geraldine, Doug, 
Aurele, Sue ou Richard ... informent 
Ie preteur de nos conclusions ini­
tiales et demandent au preteur de 
fournir toutes autres informations 
ou donnees pertinentes qui pour­
raient aider a finaliser la 
reclamation. 

Le personnel de la cession des 
titres sous Ia direction de Jim Godin 
s' assurent que les titres de propriete 
pour laquelle une reclamation est 
re<;ue sont valides. Quant au person­
nel de la gestion de defaut, il 
s' occupe de minimiser les reprises 
ou dans l' eventualite OU celles-ci 
sont inevitables faciliter cette action 
et done minimiser les couts associes 
a ceci. 

L'equipe des reglements, partie 
integrante du secteur de l' assurance 
et etant tres consciente du service a 
la clientele, a mis de l'avant en 1988 
un programme d'information aupres 
des preteurs agrees. Ils ont rencon­
tre tout pres de 700 clients en vue 
de leur expliquer Ie processus de 
reclamation et leur fournir des con­
seils judicieux pour minimiser leurs 
pertes et aussi faciliter Ie processus. 

Comme on peut Ie lire, Ie centre 
des operations d' assurance hypothe­
caire est a l' oeuvre et assure un ser­
vice apres vente. Ce service est 
primordial a notre reussite. Si vous 
avez des suggestions pour ameliorer 
encore Ie service, ne vous genez 
pas, ecrivez ou telephonez a Gord 
Thompson ou a Patricia Tremblay 
(613) 748-4053.0 
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Adapter les maisons 
aux collectivites 

Grace it Carol Henderson (agent de 
programme - Logement pour les 
ruraux et les autochtones) et it 
Norm Blaine (directeur - Programme). 
tous deux de la succursale de 
Kelowna. Ie logement pour les 
ruraux et les autochtones n' est plus 
Ie meme en Colombie-Britannique. 

Ayant constate que ces maisons 
tranchaient trop souvent sur les 
autres. dans une petite collectivite. it 
cause de leur allure carree. ils ont 
decide de concevoir leur propre 
modele. 

Ils ont d' abord agence Ie tout 
comme ils Ie voulaient. en emprun­
tant un style it mi-etages lateraux 
mais en se fondant en general sur 
les plans des modeles anterieurs. ils 
ont demande it un dessinateur de 
terminer les plans d' a pres leurs 
indications. Les photos envoyees par 
Carol nous donnent une idee de 
leur realisation. 0 

Carol a eu beaucoup a dire 
dans l'agencement de la 
cuisine. Les principaux appa­
reils (evier, cuisiniere et 
rejrigerateur) sont places a une 
distance commode et les 
armoires sont nombreuses. 
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Maison de deux cbambres en construction. 
Onze logements de ce genre ont ere cons­
truits jusqu' ici a Invermere, dans la partie 

est des monts Kootenay, en Colombie­
Britannique. 

Enceinte de baignoire. Le modele monopiece 
facilite I' entretien. 

Carol et Norm, au bureau, discutant de 
leur prochaine initiative. 



Deux illustres anciens 

Ray Boivin, 1988. 
(Photo de John Evans 

Photography) 

En 1989, Ia SCHL pleure la perte 
de deux de ses plus illustres anciens. 

Herbert W. Hignett a consacre 
27 ans de sa vie professionnelle a 
Ia Societe. De 1964 a 1973, il en 
assume la presidence. Le 23 juin de 
I' annee courante, i1 quitte ce monde 
a 1'age de 76 ans. 

Raymond Boivin entre au service 
de Ia Societe a 20 ans. Son plan de 
carriere est tout trace au sein de 
l' entreprise qui l' ad' abord embau­
che. II meurt Ie 6 octobre, a 55 ans 
a peine. 

Ces deux hommes etaient fiers 
d'etre membres de Ia Societe. Tous 
deux imposaient Ie respect et etaient 
aimes tant au Bureau national que 
dans Ies bureaux exterieurs. Pendant 
de nombreuses annees, ces deux 
piliers ont oeuvre dans les bureaux 
exterieurs avant d'occuper des postes 
au Bureau national. C' est donc pour 
1'avoir vecu eux-memes, qu'ils 
etaient en mesure de comprendre 
les defis bien particuliers que doivent 
relever les employes de ces bureaux. 
lIs ont contribue a creer, voire a 
renforcer, la competence, l'integrite 
et Ie service au public qui font par­
tie des traditions de Ia Societe. 

C' est a Crewe, dans Ie comte 
de Cheshire en Angleterre, que 
M. Hignett a vu Ie jour. Tout jeune 
encore, i1 emigre au Canada oil il 

re<;oit son instruction dans les ecoles 
de Winnipeg. En 1936, il obtient 
son diplome d'ingenieur civil de 
1'Universite du Manitoba. Apres sa 
graduation, il entre au service du 
Bureau des etudes de la Ville de 
Winnipeg. 

Des que la Deuxieme grande 
guerre eclate, il s'inscrit dans Ie 
Corps royal du genie canadien, puis 
est envoye en mission en France et 
en Allemagne. C'est sous sa direc­
tion que s'erigent les ponts au-dessus 
des rivieres, sans quoi l' avancement 
des troupes alliees serait impensable. 
En recompense de ses services excep­
tionnels, il est nom me membre 
de 1'Ordre de 1'Empire britannique. 
A I'heure de Ia retraite, il est major 
de 1'armee. 

En 1946, la guerre est finie. 
M. Hignett rentre a Winnipeg et se 
joint aux rangs de la Societe a titre 
de gerant de succursale. Tout 
d' abord, il gravit les echelons en 
tant que superviseur regional 
adjoint, et ensuite, comme supervi­
seur de la region des Prairies. Lorsque 
Winnipeg est inondee par une crue 
phenomenale, il n 'hesite pas un ins­
tant a venir sou lager la misere des 
victimes et ce service public est lar­
gement diffuse dans les medias. 

En 1953, il devient superviseur de 
Ia region de 1'Ontario et en 1957, il 

H. W. Hignett. 
Cette photo a ete 
prise par 
Bill Cadzow en 1970. 

est nomme directeur executif au 
Bureau national. En 1963, il est 
vice-president de la Societe et 
l' annee suivante, il en est Ie 
president. 

M. Hignett dit que pour la plupart 
des gens qui oeuvrent dans les 
bureaux exterieurs, il est considere 
comme un agent des bureaux exte­
rieurs. Pour les employes qui tra­
vaillent au Bureau national, on dit 
de lui qu'il est un employe du 
Bureau national. Tout simplement. 

Durant son cheminement de car­
riere, il symbolise bien sur ces deux 
types d'employes. M. Hignett com­
prend parfaitement les problemes 
que presentent ces deux types de 
travail et il compatit tout speciale­
ment avec ceux qui essaient de les 
resoudre. Son epouse Gwen, origi­
naire du Manitoba, etait presque 
aussi bien connue que lui aux quatre 
coins de Ia Societe et on I' admirait 
profondement pour sa jovialite et 
son appui loyal. 

Les clients de la Societe avaient 
pour lui une tres haute estime. Les 
Indiens Micmac ne l' avaient pas en 
moindre estime car ils l' ont nomme 
chef honoraire, Ie Chef Castor blanc 
ou Wa-Big Gobit, c'est-a-dire, 
l'homme travailleur qui construit 
des maisons. 
Suite it la page 21 
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e la SC L~ 
Nous avons realise, au moment de feter Ie 40e anniversaire 

de la Societe en 1986, qu'aucun de nos employes n'avait 
assiste aux debuts de l' organisme. En fait, il aurait fallu 
qu'une personne debute a la SCHL immediatement apres ses 
etudes pour etre toujours presente aujourd'hui. 

Notre histoire se perdait au fur et a mesure que les 
« anciens » prenaient leur retraite. 

Au cours de 1986, Perspective a publie une serie d'anecdotes 
en provenance de divers endroits qui portaient tour a tour sur 
chacune des provinces. Certaines de ces anecdotes venaient 
d' employes a la retraite. 

En vue de l'ouverture du nouvel immeuble du Bureau natio­
nal, l'historienne officielle de la Societe, Christine Warne, 
monte actuellement une exposition d'archives avec l'aide de 
nombreux employes et anciens de la Societe. 

Andrew Hazeland qui etait present des les debuts a ecrit 
quelques anecdotes sur cette periode. Son importante contribu­
tion aux archives permet en outre d' expliquer plusieurs pro­
grammes et activites dont nous avons entendu parler mais que 
nous ne comprenons pas vraiment. 

Les souvenirs d' Andrew Hazeland nous sont livres dans ses 
propres mots. 

Je me rappelle tres bien Ie jour, a 
l'automne de 1945, OU David Mansur 
m 'a appele a Washington D. C. Ii ne 
lui a pas fallu beaucoup de temps 
pour me convaincre que la nouvelle 
societe de la Couronne (la SCHU 
offrait des perspectives de develop­
pement interessantes. Ces previsions 
allaient d' ailleurs se con firmer au 
cours des 25 annees qui suivirent, 
au fur et a mesure que I' organisme 
se structurait et s' agrandissait. 

Les debuts ont comporte des 
avantages mais aussi'des difficuites. 
On peut dire, au chapitre des avan­
tages, qu'il s'agissait d'un nouvel 
organisme dote d 'une direction forte 
et presente appuyee par un Conseil 
d' administration puissant. Le Cabinet 
fonctionnait comme en temps de 
guerre et notre Ministre. C.D. Howe, 
n'intervenait que lorsque les resul­
tats n'etaient pas a la hauteur de ses 
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exigences. Pour autant que je me 
souvienne. il n' est jamais intervenu 
et nous a toujours apporte son sou­
tien. 11 m'a deja adresse une plainte 
par Ie biais de son Chef de cabinet 
a l'effet que M. Mansur lui ecrivait 
des notes de service de plus d'une 
page. 

En outre. les preteurs disposaient 
de fonds hypothecaires suffisants. 

Ii y avait cependant des difficultes. 
La demande massive de logements 
s'accompagnait d'une capacite de 
construction insuffisante. Le cons­
tructeur de l'epoque produisait 6 ou 
7 logements par annee. Le pro­
gramme de logements integres 
devait encourager I' expansion des 
entreprises de construction et don­
ner con fiance aux constructeurs. Ce 
programme prevoyait Ie rachat des 
logements que les constructeurs 
offriraient aux anciens combattants 

pour un prix determine d' avance. 
Les logements invendus au bout 
d'une periode de six mois etaient 
rachetes de l' entrepreneur par la 
Societe. Je crois qu'il n'y a jamais 
eu de rachat. A cette epoque. les 
anciens combattants auraient achete 
une excavation! Ii y avait penurie de 
materiaux, particulierement de 
ciment. de clous. de tuyaux et. dans 
une moindre mesure. de bois d'oeuvre, 
de plaques murales et d' appareils de 
plomberie. Un systeme de priorite 
avait ete mis au point avec l' agent 
responsable du Ministere de la 
reconstruction et des approvisionne­
ments afin que des materiaux soient 
reserves a la construction de loge­
ments pour anciens combattants. 
On allouait quatre barils de clous 
par maison. Ce produit etait rare 
pour l'epoque. Le ciment, contrale 
par la Canada Cement Company. a 



connu une periode de penurie plus 
longue que les autres produits. Pour 
en acheter plusieurs wagons comme 
nous Ie faisions avec les autres pro­
duits destines a la construction de 
logements d'anciens combattants, il 
fallait se rendre personnellement 
aux bureaux de la compagnie a 
Montreal. On y etait rec;u par un 
ancien joueur de football renomme 
ala personnalite charmante. Tous 
ceux que j' ai rencontres a cet endroit 
etaient d' anciens athletes celebres. 
Au telephone qui sonnait tout Ie 
temps, on repondait invariable-
ment : • Ecoutez, Bill, Jean, ou qui 
que vous soyez, je ne pourrais vous 
fournir un seul sac de ciment meme 
si vous etiez Ie pape '. En fait, la 
personne de la reception ne savait 
rien de l'approvisionnement. On 
appelait Mme Laframboise, la seule a 
connaitre la disponibilite du mate­
riau et les possibilites de distribu­
tion. Pour augmenter l'approvision­
nement de materiaux de construction, 
un arrangement a ete pris avec la 
Corporation des biens de guerre afin 
que les materiaux recuperes lors de 
la demolition des immeubles exce­
dentaires soient affectes au logement 
prioritaire. La Societe devait evaluer 
les immeubles a demolir. Les grandes 
dimensions et la charpente impo­
sante de plusieurs immeubles les ren­
daient inappropries. Par contre, du 
bois d' reuvre et des articles de 
plomberie d' excellente qualite ont 
servi a la construction de logements 
d' anciens combattants dans Ie cadre 
de ce programme. Parmi les autres 
questions de I'heure, il s'agissait de 
fournir des logements d'urgence, en 
particulier aux anciens combattants 
maries qui s'inscrivaient en masse 
dans les universites. Un effort louable 
a aussi ete fait pour construire des 
logements locatifs. Housing Enter­
prises of Canada Ltd. connut un 
certain succes. Cette societe de 
portefeuille appartenant a la compa­
gnie d' assurance Canadian Life 
construisait des logements en vertu 
de l' article de la LNH sur les com­
pagnies de logement a dividendes 
limites. Cet arrangement qui a per­
mis de construire la majeure partie 
des logements locatifs produits imme­
diatement apres la guerre est cepen­
dant tom be a l' eau lorsque la Societe 
a do absorber elle-meme les loge-
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ments. On presume que les preteurs 
avaient trouve de meilleures fac;ons 
d'utiliser leurs fonds. 

Des efforts ont ete faits au cours 
de la premiere annee pour rassem­
bIer des donnees statistiques. A titre 
d'exemple d'improvisation : M. Mansur 
qui faisait route vers Belleville pour 
y rencontrer des representants muni­
cipaux demanda si quelqu'un savait 
combien de logements etaient cons­
truits a cet endroit. Personne ne 
connaissait la reponse. Peu de temps 
apres, nos inspecteurs etablissaient 
un releve des mises en chan tier et 
des logements acheves dans toutes 
les villes. Plus tard, on demanda au 
Bureau federal de la statistique 
m.p.s') de nous fournir des chiffres 
fondes sur une methode d' echantil­
lonnage applicable a toutes les 
autres regions. Eventuellement, Ie 
B.P.S. reprit a son compte toutes 
ces operations. Pendant un certain 
temps cependant, nous avons ete 
dotes d'une salle d'ordinateurs 
• humains » dirigee par deux jeunes 
employes qui sont alles loin a la 
Societe, soit George Dussey et Tom 
Extence. Ces employes produisaient 
rapidement les renseignements 
exacts dont nous avions tant besoin 
pour la prise de decision et la ges­
tion du programme de logements 
locatifs pour anciens combattants, a 
une epoque OU Ie logement et les 
materiaux faisaient toujours 1'0bjet 
ci'une repartition. 

Je suis donc arrive au batiment 
temporaire n04 Ie mercredi 24 jan­
vier 1946 accompagne d'un certain 
nombre de personnes. Nous allions 
aborder des problemes pour lesquels 
certains d'entre nous n'avaient pra­
tiquement pas d'experience. La pre­
miere annee s'est bien deroulee, les 
effectifs a la hausse etaient bien 
motives, bien geres et prets a se 
mesurer aux problemes a court et a 
long terme. La Societe avait pris a 
sa charge I' administration de la 
LNH, Ie programme de logements 
d 'urgence, un programme plutot 
statique de transformation des mai­
sons ainsi qu'un certain nombre des 
employes de tous ces organismes. A 
la fin de la premiere annee, l' effectif 
se composait d' environ 300 personnes. 
En outre, cinq bureaux regionaux et 
un certain nombre de succursales 
avaient ete ouverts. La direction 

etait vraiment determinee a etablir 
un reseau de succursales couvrant 
l'ensemble du pays. Selon elle, 
c' etait Ie meilleur moyen d' aborder 
les problemes de logement auxquels 
elle reconnaissait un caractere local. 
La Societe peut se compter chan­
ceuse d' avoir eu Eric Gold comme 
secretaire. II joua un role important 
dans Ie recrutement du personnel et 
Ie financement des locaux de 
bureaux. Le bureau de Vancouver 
etait epouvantable. Situe sur un 
coin, il fallait arreter de parler des 
qu'un tramway abordait Ie virage 
tellement c'etait bruyant. Nous 
tenions a I' epoque des reunions au 
rythme saccade ... Au moment 
meme OU la structure d'un orga­
nisme national s'etablissait, un petit 
groupe d' employes du Bureau natio­
nal se reunissait chaque soir pour 
faire part des difficultes rencontrees, 
obtenir con seils et orientation et 
recevoir de Dave Mansur un compte 
rendu general de la situation. Aces 
reunions s' ajoutaient des rencontres 
mensuelles a l' occasion desquelles 
les surveillants regionaux se ren­
daient au Bureau national. Les 
cadres superieurs se sont rendus 
souvent dans les bureaux regionaux 
et les succursales pendant la mise 
sur pied des differentes divisions du 
Bureau national. Je crois que les 
liens personnels etroits entre les 
employes du Bureau national et 
ceux des bureaux regionaux et des 
succursales sont une raison impor­
tante de la pertinence des decisions 
prises et des lignes de conduite 
adoptees a l' epoque. Le directeur de 
la succursale d'Edmonton pouvait 
telephoner au directeur des proprie­
tes immobilieres pour discuter des 
problemes de l'occupant de la rna i­
son a la porte bleue situee a Ponoka 
et dont ils avaient deja parle lors 
d 'une recente visite des lieux. 

En 1946, la Societe travaillait de 
concert avec la Wartime Housing 
Ltd. On decida que ce dernier orga­
nisme serait integre a la Societe des 
Ie debut de 1947. Wartime Housing 
qui livrait environ 200 logements 
par semaine allait continuer ses acti­
vites de construction. La Societe 
administrerait tous les logements 

17 



acheves. Cette fusion porta les effec­
tifs de la Societe a plus de 1 500 per­
sonnes. Je pense que Ie transfert de 
Wartime Housing Ltd. s'est effectue 
pour la somme traditionnelle d 'un 
dollar et que cette operation est res­
ponsable des etats financiers positifs 
produits pendant de nombreuses 
annees et approuves innocemment 
par les politiciens. 

En 1947, les terrains viabilises se 
faisaient de plus en plus rares meme 
si la demande de logements se 
maintenait dans les villes. On ela­
bora Ie programme de logements 
pour anciens combattants. II s'agis­
sait d'un arrangement direct entre la 
Societe et les municipalites. Ces der­
nieres etaient impatientes d' accorder 
la priorite aux anciens combattants, 
sachant fort bien qu' elles reussi­
raient a attirer les industries si des 
logements etaient offerts aux travail­
leurs. Ces ensembles pour anciens 
combattants couvraient generale­
ment de grandes superficies et on 
peut encore les voir un peu partout 
au pays. II s'agit de ces fameuses 
maisons A et C. 

Les maisons etaient soigneusement 
con~ues pour permettre I'utilisation 
efficace des materiaux et on eIabora 
plusieurs bons schemas d' amenage­
ment. Le truc consistait a integrer 
les couts de construction a une for­
mule ou Ie loyer d 'un logement 
d'un etage et demi s'etablissait a 
37,50 $, et celui d'un bungalow a 
32,50 $. Des efforts incroyables 
etaient deployes pour achever les 
logements. A ce moment-la, 
M. Howe recruta un certain Joe 
Russell qui s'etait cree une reputa­
tion par son travail remarquable 
dans Ie domaine de la fabrication de 
bombes pour la marine americaine. 
Les cinq cents premieres bombes 
utilisees dans Ie Pacifique provenaient 
de Fort William. Joe Russell, un 
Irlandais aux cheveux roux, se 
depla~ait si vite que j' avais du mal a 
Ie suivre. 11 avait bien un bureau 
dans un coin du Bureau national. 
mais il s'y trouvait rarement. II a 
bien du mettre quelque chose par 
ecrit, mais je ne m'en souviens pas. 
II etait passe maitre dans I' art de 
negocier a la baisse les couts des 
entrepreneurs pour qu'ils corres­
pondent a la « formule » etablie. Ce 
programme a fonctionne a vive allure 
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et produit d' excellents resultats. II a 
permis de repondre dans une large 
mesure aux besoins des anciens 
combattants tout en tenant compte 
des exigences economiques. Deux 
cas interessants d' ensembles pour 
anciens combattants ont ete cons­
truits a Vancouver. Le premier, 
Renfrew Heights, pres des limites de 
Burnaby, etait caracterise par un 
pietre amenagement et comportait 
des pentes abruptes. Notre urba­
niste avait preiere faire son travail 
de I'hotel de Vancouver plutOt que 
de se rendre sur Ie terrain et de 
s'exposer a la pluie. Les anciens 
combattants occupaient Ie vieil hotel 
de Vancouver destine a etre demoli. 
Les logements etaient alloues, au fur 
et a mesure de leur achevement, 
aux occupants de l' etage superieur 
de I'hotel. Les demolisseurs arri­
vaient des Ie demenagement des 
anciens combattants de l' etage. Et 
c'est ainsi qu'on a demoli, etage par 
etage, ce splendide hotel. Le 
deuxieme ensemble, Ie Fraserview, 
devait se situer sur des collines peu 
occupees surplombant la riviere 
Fraser. De rudes individus occu­
paient les quelques maisons a expro­
prier. Arne Wilson a traite avec un 
de ces personnages qui Ie re~ut avec 
un tusil. L'ensemble de Fraser 
River, Ie plus gros projet de loge­
ments pour anciens combattants, 
comprenait environ 1 200 unites. 
Quelques maisons ont meme ete 
con~ues en fonction des anciens 
combattants en fauteuil roulant. 
S' agissait-il d' une premiere? 

A mon avis, on a pris une mau­
vaise decision quelques annees plus 
tard lors de la vente des logements 
de temps de guerre et d'anciens 
combattants. Ce regroupement de 
logements aurait pu servir a des fins 
publiques. Je crois qu'a un certain 
moment donne la Societe adminis­
trait environ 60000 logements! 

Au moment OU la construction de 
logements pour anciens combattants 
tirait a sa fin, la Societe s'est mise a 
concevoir et a construire des loge­
ments pour la Defense nationale. 
C' est alors qu' on a commis une 
erreur fondamentale : pour quelques 
centaines de dollars de plus par 
logement, on aurait pu obtenir une 
meilleure conception et de meilleurs 
revetements exterieurs et ainsi 

reduire les couts d' entretien conti­
nus. L'eclatement de la guerre de 
Coree en juin 1950 entraina la crea­
tion de Construction de defense 
Limitee. On confia a la SCHL 
l'administration des contrats. Tout 
d'un coup, la Societe devait consa­
crer une grande partie de ses effec­
tifs a de nouvelles activites, ce 
gu' elle reussit sans grande difficulte. 
A un moment donne, Ie surveillant 
regional de la C.-B., Tom Pickersgill, 
une personne raisonnable et pleine 
d' esprit, visitait un poste de radar 
eIoigne. II ne comprenait certaine­
ment pas les plans elabores qu' on 
deroulait devant lui. 11 avait I'habi­
tude de prendre un crayon et de Ie 
poser sur la note de service ou 
I'objet qu'il examinait. 

Au moment OU il posait Ie crayon, 
Gold lui dit : « Faites attention Tom, 
une seule ligne ou marque sur ces 
plans pourrait couter des milliers de 
dollars aux contribuables ». Tom 
retourna vite Ie crayon dans sa 
poche et entreprit de se departir de 
cette habitude en bon fonctionnaire 
qu'il etait, respectueux des impots 
verses par les contribuables. 

Le demenagement sur Ie chemin 
de Montreal a ete tout un evene­
ment. Le nouveau mobilier etait en 
place. Les dossiers et Ie contenu des 
bureaux ont ete emballes et identi­
fies un vendredi matin et Ie person­
nel est parti apres Ie dejeuner. Les 
demenageurs avaient pour instruc­
tions de travailler selon un ordre 
etabli d' avance. Un ascenseur a ete 
construit a l' exterieur de I'immeuble 
temporaire n05 pour eviter qu'on ait 
a porter tout Ie materiel jusqu' en 
bas. Le demenagement qui a debute 
l' apres-midi meme s' est poursuivi 
to ute la nuit et meme Ie samedi. 
Seules les personnes autorisees 
etaient admises dans I'immeuble 
pendant Ia fin de semaine. Le per­
sonnel arriva au bureau Ie lundi 
matin et reprit litteralement Ie tra­
vail la OU il l' avait laisse Ie vendredi 
precedent. 

Ces quelques lignes indiquent que 
la Societe a mene a bien un certain 
nombre de taches importantes et 
interessantes n' apparaissant pas 
dans Ies programmes de prets de la 

Suite ii la page 21 



Un regal pour Ie personnel 
de la succursale de Winnipeg 

Le responsable de la « Journee des sensibili­
sations ", Don Richards en compagnie de 
l'agent du LRA, Emmanuel Atiomo. 

L' automne dernier a la succursale 
de Winnipeg. Ie Co mite consultatif 
pour les autochtones a organise une 
« Journee de sensibilisation a la cul­
ture autochtone » dans Ie but de 
faire connaitre la culture et les tradi­
tions de divers groupes au personnel 
de la succursale. 

Les employes ont donc pu se regaler 
de plats autochtones traditionnels 
de gibier et de baies sauvages. de 
pain de bannique et de haricots 
varies. 

En montre. il y avait aussi des 
objets d' art et des peintures que Ie 
personnel pouvait acheter. Nous ne 
pouvons malheureusement pas 
reproduire ici les magnifiques cou­
leurs de ces peintures. 

Un peu plus tot. dans Ie cadre de 
son initiative pour favoriser I' acces 
des personnes handicapees. Ia suc­
cursale avait prevu certaines activi­
tes. Ainsi. Don Ament. conseiller en 
habitation et paraplegique. a pre­
sente un expose fort interessant sur 
des ensembles nouveaux et nova­
teurs pour personnes handicapees au 
Manitoba; ceux qui voulaient tenter 
I' experience pouvaient decouvrir Ie 

Art autochtone et metis. 

travail en fauteuil roulant et les per­
sonnes interessees pouvaient visiter 
un logement adaptable situe tout 
pres. 0 

Tous se sont 
bien regales. 
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Vine nt Me 
prend sa 
r traite 

Le bureau de North Bay nous 
ann once que Vince McCauley a pris 
sa retraite a la fin de l' annee, apres 
32 annees de service a la Societe. Le 
bureau a organise une fete en son 
honneur, et nous lui souhaitons tous 
nos meilleurs voeux de bonheur. 
Nous voyons Vince, assis en compa­
gnie de sa femme et, debout, Leon 
Levasseur, directeur. 0 
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L'inspecteur Terry Petkau s'acquitte de ses 
taches habituelles en fauteuil roulant. 

Walter Manitowabi a essaye Ie fauteuil 
roulant et s'est vite fatigue, 

auley 



Suite de la page 2 

L'histoire de Ia Societe montre 
qu' au cours des annees notre man­
dat a souvent change de fa~on radi­
cale. Les activites qui n' etaient que 
de petits comptes se sont etendues, 
puis ont diminue pour enfin 
reprendre. 

Les gens me demandent souvent 
ce que l'avenir nous reserve. Voila 
un point que nous essayons d'expo­
ser dans ses grandes lignes dans 
notre Plan strategique. Et encore la, 
comme nous avons pu Ie constater 
dans l'Est de l'Europe, qui sait ce 
que nous reserve I' avenir! 

Suite de la page 18 

LNH. La plupart du temps, jusqu'a 
80 % des employes se consacraient a 
ces taches. L'annee 1954 marque la 
fin d'une epoque. Les activites de la 
LNH etaient menees rondement, Ie 
secteur de la construction etait 
vigoureux et efficace, on avait ela­
bore des techniques pour I' amenage-

Suite de la page 15 

A Sept-nes, sur la cote nord du 
Quebec, les Indiens Montagnais ont 
fait aussi de Raymond Boivin un 
chef honoraire de leur tribu. 

C'est a Ottawa que M. Raymond 
Boivin voit Ie jour pour la premiere 
fois. Il y re~oit son instruction et 
obtient son baccalaureat en com­
merce a l'Universite d'Ottawa. II 
entre au service de la Societe en 
1954, a titre de verificateur de la 
Division de la verification interne au 
Bureau national et a la succursale 
d'Ottawa. 

Au cours de sa carriere de 34 ans 
a la Societe canadienne d 'hypotheques 
et de logement, il occupe 20 postes 
differents. Deux fois, il est Ie presi­
dent interimaire de la Societe et 
pendant un certain temps, il est pre­
sident interimaire du Conseil 
d'administration. En 1976, on Ie 
nomme vice-president, puis en 1982, 
vice-president principal. 

Au cours de sa derniere an nee de 
service a Ia Societe, M. Boivin 

Je sais que ce ne sera jamais 
comme Ie passe, et je sais que nous 
aurons des defis a relever, mais je 
ne peux vous dire ce qu'ils seront 
exactement. 

Je peux vous dire que nous faisons 
tous notre possible pour obtenir les 
bonnes personnes, Ie bon type 
d' organisme et Ie bon melange 
d' aptitudes pour tirer plein profit 
des possibilites qui nous seront 
offertes, peu importe la fa~on dont 
elles se presentent. 

De plus, pour en tirer Ie maxi­
mum aujourd'hui et demain, nous 

ment et la viabilisation des terrains 
et mis fin au tarissement des fonds 
hypothecaires par I' entree des pre­
teurs sur Ie marche. Les entreprises 
variees et speciales des annees de 
guerre etaient chose du passe. La 
SCHL presentait toutes les caracte­
ristiques d'un organisme bien gere. 

devient l'Organisateur executif de la 
tres belle reussite que constitue la 
Campagne Centraide de la Fonction 
publique federale dans la Region de 
la capitale nationale. 

De tous les postes qu'il a occupes, 
celui qui lui apparait Ie plus memo­
rable est celui de gerant des bureaux 
de Baie Comeau et .de Sept-nes dis­
tances pourtant de 115 milles, sur la 
cote nord du Quebec! 

Ray et son epouse Denise prennent 
I' avion en route pour Baie Comeau 
en 1954, en compagnie de leurs 
deux jeunes enfants. Une fois ren­
dus la-bas, ils decident d' en adopter 
un troisieme. Tandis que Ray visite 
son territoire de 750 milles carres en 
avion de brousse, il n' est pas rare 
que Denise et les enfants se retrou­
vent seuls, la nuit. 

Dans Ie volume qui marque les 
40 annees de realisation de Ia 
SCHL, Un toit pour tous, Raymond 
Boivin nous revele qu'il n'a pas 
accorde a sa famille tout Ie temps 
auquel elle avait droit, mais que 

devrons etre une societe decentrali­
see dont les bureaux exterieurs se 
caracterisent par leur in dependance 
et leurs multiples ressources. 0 

~~ 
NOTA: Si vous desirez soumettre 
des questions au president pour 
cette chronique, vous pouvez les 
lui adresser a Perspective, Centre 
des relations publiques, Bureau 
national. 

II subsistait cependant des lacunes. 
En outre, des problemes commen­
~aient a surgir dans les villes. II 
appartiendrait a Stewart Bates et a 
ses successeurs de trouver ces 
problemes et de tenter de les 
resoudre.O 

d'une etrange fa~on, tous ses membres 
ont aussi participe a la culture de la 
SCHL. 

Voici la definition qu' il donne a la 
culture qui existe au sein de Ia 
SCHL : « II y a Ie sentiment d' appar­
tenance, la sensation de faire partie 
d'un groupe important. II y a un 
sentiment de validite, la conscience 
que Ie travail que vous effectuez 
influe enormement sur la vie des 
gens. II y a aussi Ie sentiment de la 
conscience d' avoir realise de grandes 
choses dans Ie passe et d' avoir 
encore d'importants defis a 
relever. » 

M. Hignett et M. Boivin avec 
I' aide de leurs epouses et de leur 
famille ont assurement fait partie 
d'un groupe important dont l'oeuvre 
tout entiere a beaucoup influence la 
vie des gens. Ils laissent derriere eux 
des realisations fort importantes et 
ils seront avec no us en esprit, pour 
nous guider chaque fois que nous 
devrons relever des defis de taille.O 
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Quelque part au Mexique ... 
vers midi 
Eh toi ... hombre ... reveille-toi, vieux faineant ... ce 
n'est pas Ie temps de la siesta ... c'est l'heure de la 
FIESTA. Ecoute ... rna cousine Rosita de la Villita m'a 
appele ce matin et m'a donne les bonnes nouvelles. 

Elle m'a dit : « Pablo ... fais ta valise et prend ton som­
brero parce qu' on s' en va chanter et danser a la plus 
grande fiesta que t'as jamais vue - on va leur montrer 
comment les vrais mexicanos font la cha-cha et 
boivent la tequila > ... et comme ils disent dans Ie 
nord ... C'EST ICI QUE <;A SWINGUE!! - alors debout, 
hombre, et allons voir les petites poulettes - tu sais ce 
que je veux dire, hein amigo - celles avec les grosses 
« plumes » ... on va chanter et danser, boire et manger 
- tu sais - comme on fait tout Ie temps ... on fete 
jusqu' a ce que les poules aillent se coucher!!! 

Arriba ... Arriba ... Arriba ... Vamonos a 
Sudbury ... Arriba ... Arriba ... Arriba 

Quelque part au Texas ... 
au coucher du soleil 
Eh, les gars ... rassemblez vos potes, sellez vos meil­
leurs chevaux et preparez vos chariots parce qu' on 
s'en va dans Ie nord. Je veux voir la plus grande cara­
vane que cette ville est capable d' organiser et on va 

leur montrer a ces gens de Sudbury, que les gens du 
Texas, la danse et les fetes, ils connaissent .;a. <;a a 
tout l'air qu'il se passe quelque chose de grand la-bas 
en mars ... alors tous a cheval, les cow-boys! 

Yahoo! ... En avant, au saloon de 
Sudbury ... Yahoo! 

Quelque part a Sudbury ... 
a l'heure du dejeuner 
Vous etes cordialement invites a vous joindre a nous 
encore une fois, a 1'0ccasion de notre 6e TOURNOI 
ANNUEL DE CURLING qui aura lieu ici-meme a 
Sudbury, en Ontario, les 30 et 31 mars et 1 er avril 
1990. Nous sommes en train de preparer LA PLUS 
GRANDE FETE DE CURLING TEX-MEX que vous 
aurez jamais vue. 

Veuillez remplir Ie formulaire de participation ci-joint 
et nous Ie transmettre au plus tard Ie 19 fevrier 1990. 

Allez, hombres, ne soyez pas faineants - secouez-vous 
et venez vous joindre a nous - Ie plaisir est garanti, 
de meme que l' excellent esprit sportif et un accueil 
des plus chaleureux. 

A bientot! 
Senorita Francine Venne 
Succursale de Sudbury 

Formulaire de participation - Tournoi mixte de curling 
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Club de Golf Idylwylde Theme: Tex-Mex 

Veuillez m'inscrire au TOURNOI MIXTE DE CURLING, qui doit avoir lieu a Sudbury, en Ontario, les 
30 et 31 mars et ler avril 1990. Toutes les rencontres debuteront Ie matin du 31 mars 1990. Pour etre admis­
sible a la division « B », une equipe ne peut pas comprendre plus d'un joueur regulier de curling. Priere d'indi­
quer si votre equipe disputera Ie concours dans la division « A » ou dans la division « B ». 

Division «A» ............................ . Division « B » ••••••••••••••••••••••••••••• 

Bureau: Nom de l'equipe : ....................... . 

Chef: .................................. . Second: ................................ . 

Second: ................................ . Capitaine: .............................. . 

Adresse du capitaine : .................... . Numero de telephone : ................... . 

Envoyez les formulaires de participation a : MARIE THERIAULT, secretaire-tresoriere 

Frais de participation: 30 $ par joueur, 120 $ par equipe ~20 $ par invite (diner et danse) 
*comprend tous les frais du match, l'accueil, Ie diner et la danse, les trophees et les prix. 

Un acompte NON REMBOURSABLE de 50 $ doit accompagner Ie formulaire de participation. 
*Le capitaine doit recueillir les contributions de tous les membres de son equipe. 

Date limite d'inscription : Ie 19 fevrier 1990 
Les cheques doivent etre faits a l'ordre de : SCHL - Sudbury, Club de Curling. 

Pour les reservations, priere de communiquer avec Marie Theriault. 

La suite de reception sera la Salle Skylite du Senator Hotel. 
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A"uronce hypoth6colre 
Au ro.o .. ck ]'.ulOmne 1989, nous .von. -'limlno! Ie dHkil du Fonds d'aMUnonoe 
hypothkll .... 

" , , , , , 
" • 
• 

I'Ix>r 111 prcmim! lois dt>puil 10 ..... , Ie Fo",ch a ..... UM' un ~t t'I no" • ............s 
moinlt'Nnl "" ............ de faire r,ce ' \lX ~luCiles dcml"'cloe. de ~t ). La fin 
de 1989, La poIltion del.wreric du For.:l.kait k.l~a?2S milllo .... dedollaBet cllc 
ronUnuede .:rolin!, 

Ce rcOourntment extr.ordinaj .... h'molgnedu trav.n accompU pu IOUI Jesomploykde 

""""'. 
VOU' vou."",vltndf'l"Z s.o",doule ~,,,,, 1987, nou •• vo",rom~t ....... n~not 
tcrvIceI d'MiUrance-pdt hypolhl'c.in1 pour .... rmd ... pi.., IIOUpies et plus P"'tiques 
pour not djmlJ.. Nos offrons des produits de quJolitl et Ie pmoru>eI des bu"",,,,, 
exl~' dq:>Ioyf de gnnds efforts pour 1ft vmd.... to. pri"," "'"*'.u Fond. 
dl'r .2 M lNinlt'fWII 132 rnlIIions de doILIon pu .nr*, 

NouI'VOND"i""'une(Vl'lf>l~de promotIoncbl\lle butde vmd",desbiens,.. 
et nous .YOftf ~ft!Ii .ugmmlf Is ..... tr&oo d'.rgmt. No~ portd'euille de bimI 
Im.mobIlien"* actueIk1mmt I !IOn ni~u Ie pi ... bQ de lOUie ]'hltlOlre de la ~. 

1.1 v~rdes litn!l~m vertu du Progt'''''''fdes Ilttel hypothlalilft, lard .... 1986, 
Mpo_ 3,1 mUJlIordi de dol"'", En 1988, In Iknl ....... de tl!tell .'~t &\"I!et. 
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m ,..UionI de doIlors tt nous ~r>S .!teindr'llie millLord de dol"", en 1989. 0. Ie 
10011 de 1989. ~ Ie double: 2 mlllLords de <\olio ... 

NOUI.VON rea)uvn! lei fr.nl de do!malT;tge du progr.mme eI Ie Fondl des tilres 
lIypolMcailftesl mointmlnl rentilble. 

Les ti I .... 1Iyp<>Ch«.ires uvorisenl IcIlnvesdssements dl.ns Ie domolre de I'NbiU ~on. 
]1, 1"""""'"""1, .... offel, ... ~ invosti..,..rs d 'Khdcr des lill'es fundls sur dI!I bkxs de 
rn!;J,nc..s n!tidcnlJeIIes .ssun!t>l par Lo SCHL eI d'ob[cnir en retour un renden'O\'l'lt 
............. gar.nti. 

Les fKleurs d..detfus onl to ... conlrlbu~ , Lo p"rlonnance e><ceptlonnelle du Fonds 
d·_r.nce lIypolMairl! d du Fondsdcs titres hYJlOlhko.ires; Ie m&ile .... r'Ilvicnt' 10 
Sod~~ tt ~ lOtI, SOlI! empl~, 

Abordobillti 
Au cours de hnnft 1989 ......... I...".,. lnu'r>Sir~ nDI efforts pour aid" Ies II(II'I'Ibn>w: 
Caruldlcns qui .... p""wnl "" kls<'r oon"""ablen'O\'l'lt • un prix abordable. 

NOUI.vons 'l~ Ie ~ sur trois fronts : !IOU"vons modtflo! Ie poogramme 
d'ulu ran«> lIypolllkll,e. l,ouv6 d .. 1 le"olnl .. xcMenlli r ... 'pparlenanl IU 

&0'" ............. " IfdhaI POU' lalai'" wrvir' Ia rorutnI<1Ion de ~tsabordal>les 
da", d ... n!glons oQ Ia dcrnaJ'l<k,"1 10"<', '" I"va;)lf' Ia ~ de Ia n!glemtnulion. 

Nou •• vOnl d" .... nd~ IU gouvernem""l 1· ... IOri"'lion d'usure. de~: 
lIypolMcai ..... donlJe rapport pm-vai('ur Illeinl 95 p, 100. k>Qqu'ils I('fV<'Ilt' 
lint ~ maiSDn' prix modeste, Le maximum est 1IC\Ue11emcn1 de!lO p. 100, Ce 
CN"8'!"""'t ~ttait "." ICdd;intl j La pr<>fIfW de ~miter leu. miM' de fond •• 
5 p, 100 de Lo vak-'u, de Lo "",ison qu'ltuchl!tcnt, 

Enoctc>bre, Ie Ministre .annona! l 'a~ld'un IltTToin de43 hectares(l06..:ros). 
tI lUi! da", Ia ville de Vaugllan '" prop<Wb' du gou V<'1T'l<'n'l<'l't Md.m.l. "" VU\l d' acrroTt ... 
Ie nombre d .. log .......... ts .bordables dansla reg;on ~ropolil.llne de Toronto. 

Des oonsulUotioni onl ~t~ etI1rq>rillCS IVe<: Lcs lulorili!s munlcipales, n!gioNIcI et 
provinci&les. Suivant Ie pI<ln d'OCICIIlMtion des sok. on poumo;' consu .. ;.., de I 800. 
"SOO Iogemcnt, destin6s' dl'\l families di'pooanl de> .......... u, ""li&; 2S P. 100 deslogis 
lI('I';Iic'nt subventionnk.. 

La SCHL d inger. I' a """'agernrn t d u \etTa in de V. ugllan, de mm.c que rei u;, analogue. 
du lItTTIin de Dow",view, anderw! btie dI!Il'<>lresar ........ callOdicNl('S sit~ dan. 1a 
region de Toronto, 

Leo projets de Vaugllan '" de Down.view conslilu .... , deux "" ..... ples d'~t 
de terrai", lnsuffjN~t utU;,a.; appll1l'l1ollnt IU gouvernerncnt ~l en .....e de 
construir'll des Iogcmmtl abordabJes dans des o<-g;ons comme Toronlo ... Vanrou=, 
oQ r~ <Ie Lo dcrnIInde • /.lit grimpcr Ies Ioyert • un point lel qUI! de 
nombl'l!U"" famlU ... n'onl pIllS 1es moycn!I de '" Ioger, 

En collaboration.v« ... mi~ ..... T.avallI publlcset Ie 8,,~u de gcstiondesblt'ns 
immobilie .. , 1. SCHL continue I cllereller dl'$ terrain. illJllffiNmmenl u,iUs0!5 
.pport ..... nt au gouvemcoro:"ll' Mdt1'~ qui poulTalen, IICrvlr' accrollR' Ie nombre des 
IogemcnIS abordabk.>s. 

Leo ~ inutiles ou dMu<'lS, lmJ"*s p;i' IOUI Ies palicrs de gmtwme.......,1, 
entrenl 4alcment dans Ie calcul dll coat 0.. I'habi\lltion. Les TtgIeo'nents IORt 
~ireI, .... is I' ill tonI inad6;;jual' ou po!ril'l'U. ils ne foni qu'accroilr'll Ics roOts, 
NOlI. no ... to ........... ~ t d'au!n:'f "'Pili""," ill!t ...... p;i' Ia qUl"Jllon p<.>Ur 
lavorlse .. I'"""......., '" Ia otfotmC des ~lcments .yant une lncld~ ... , Ie cojlt de 
I'Nbil.ltion. 



LE COMMUNIQU~ 
ANNUELDU 
PRtslOENT 

• 

Rentabilite de 10 Soc"" 
La ~a fail un proAI.pprfdabltde6O,.SmiUionsdedoilatnn 1989, ..... '1"1 \¥m 
d'.I1""' ... u !IiximIe rana I"'rmi Ies ...... 1eI plus rmllbiel de notre hilloIrI!. 

Depul. notre CThIion ju!qu'l Ia fin de 1989, nou •• vons remI. au gOUvt'MCml'f11 un 
milliard de dollars t'fI ~fi .... <'1 en we ... l'Iu. du liers de retle tommc -t'fIviron J.4O 
miUlons de dou.. .. _. ~~ produll au rourld"" qua lrl! ~ annl'eo. 

• , , , , 
• • • 
o 

Noul pogMon. p i UI de 9 milliards de doll ... en CTh n<e:I cI 'UII'CI pi"""""",,, et. grAre 
I ret .vol., Ia rmtabl1!~ de Ia ~~ te trouve a,..ulft pour un aYl'1li. ~Wble. 
Touldob..u fur '" l ml'SllrI! que.." piacm>en" viCNll'flll klWnttet queles ~ 
Il0l'>1 rembours&. nos rccettef; d imin ..... t. Nous """,minonf actuellernenl ._ Ie 
gouv,;,mtmonl de nou vellH di>po!litions fiNI..:ib'es. .... i5 nous devrons Ira vailln" fort 
pour .... In!('fll. notrI! nlwoou de ren\.ilbllil~. 

Loge-me n! socia! 

I..ii:s ~tenteo decolLoboration que I>OIIS'VOfI!I rond ..... _ IH provinas l I'fprd d u 
fi"" ' '''''''"l et de J'adminlstr;ltion du IogIImenI JOd,aI fonctlonnent IOujoul1 bien. '" 
nousconlinuons d'.~ radminislr.tIon des ~ 

Nou. rxaminons ~ltmenl a_ nos f*rIeNoiret provinciauK u!le nouvelle formute 
pennctta nl de nUcuK repartlr Ics oidits . ffucto!tl.u 1ogc" 1e •• 18Odal. 

Pou. f.lrl! en torte que Jet poogrotl'l'll'l'lH toIenl adaptb eI eff\c3ces, no .. , proddons 
COfIllnudlrmenll IN. lk"a1u.lion cl l leu. rI!nOUvellemenl. 

Nou •• YON lCnninf rlk"llualion d Ol ~ de 10&<=",£,,1 pour Ies fUrl"" et"" 
.ulOChlOn" .. tdu Logm>enl public; lOU'peu, nous~I~rDnf,.ll'lk:hdlc du 1"')'1. 
I"" ron.u!!al io", su . ret d .... lI. programmes .u~ d"" groul""" in'~ Le 
Programmc des !.'OOJ"l'rat!V($ d'habitatlon f.11 ~nl l'objet d' .. ne iNalu.llon. En 
re 'I" I 00 ..... " '" Ie P AREL,Ies N I""" de I' ~v.1 ualion et de Ia oonsultation Il0l'>' tern\iN!es, 
"I nou • • vo", ~""""""I soumis au gouvernemenl .." changementa que nou. 
"..,..... 

En re qui a trail au I"lkd5"" de ..,...,llItion,. Ie Groupe d'ikude sur II quall~ de 
J'habitatlon • ache.t.,n """'....,." A. 1'I\, ....... acNclle, il rontulll! leo grouP'" inl~, 
eI nou. atl<'ndons a""" imp;l licnce .... recomrnandallons. 

Dl'pui. 19801, leo bo!N!flCH enregist>u p;l' Ia SCHL eI Ia n'duction des co<itt de lIeS 

poogr.mmes lui 01'11 pennia de conlri""'" pour quelque 11M mUllons de dol .... ~ II 
mI..:Iion d .. d~II&sir~ . 
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[)epuil 1984. lei ~flces enregIst~ par III SCHL PI Ia n!duct\on det ro1lU de lei 
~ lui ont Pft1JIis de amtribuer pour qu.lque 844 II'IlIllorIJ de dollars ill 
n!duction dud~dt f~. 

~ bon no~ d'en~ YOU. ~ .. V1'tI~ !'lOll <O<Iu d'Mltninlttr.tlon 01'1 rotInu uN 
n!duction en 1989. A Ja NCOmmoIn<J.lIDnduromi"'d·eummd .. ~du CabiJwI. 
Ie PAREL vhantles J>"OP1WWIft-baIUeu~ I "'Hllmln~ PIle NV1'IU dell d~penseI pour 
1eI(OD~tI_ d'hablutlon. n!duil. 

L'~ d<"Sd~ 1<'<1""'," ~ pounulvr. 101111" long de I.t prlv.t.r.UIon. p.t. Ie 
SOU.eo_.ItiLt. du budget qu'U d~ •• 11 prinlemps; It vout ilend .. l ... courant de 
"holullDn de Ia question. 

Ln e"tei'obieI de IogeUiC .. ts toeIIo"", oonvne lei COC>pirltiVft, lei toy"" pour lei 
penoru>etlgftietlut_typesde \ogE" ,""'l&nsbulluaatif,onl proIilo!du Programme 
del titret hypothkalref,. En eifel. des tltres d ' une .... Ieu. totale dt ~ mlilions de dollars 
onl HI! fmIt pour Ie fINnoemtnt de _ ~ O! qula pemU Iii 8!'U'tl loemcnt 
de m liWl' des ~..,lI$IcIhables. 

Ln pmsno"""" JOd.owo. onl ~1trneN profit.! du POOCell!lllJ de ft'roOuvelletne1lt 

r!lthklolre p.o •• pptl d'offret. crfo! en 19M. Au:. IennH du RHAO, lei orpnismeI 
II ~lnent <let Iogements lIOdIoux dotWfll1UlOUVel0l1" leurs ..... prunl5 par Ippo!l 
ot&e.de fao;on • moIntenir lei 11."" d'!nthfc Ie pi .... b.u possibll!. On pm.oit quedN 

1m. Ie "",.,(,. "':"oeI'! «Onomlse<l,grke.U RHAO. environ 54 miltioNdedollirs po. 
~ 

Elflcocltll de I'organlsatlon 
Le trlv.il romrno:'ACf .., juin 1968 'VI)< I'~ ..... Ie elimlt orpl'li5atioo\nd I/!II 
mllntenlont biet\ .vana! PI vou. pou vez vo ... attendre" voir d' importanll dwlgo:'fl\<'lltf 
danlr.Mfequl";"'l. 

Troil groupesde tro valL for""" de ~ poufdant uroeconnalsNra particuH~ 
de ~lIa~ de JIOIIlIC'tivita. Ie IOn! penth& surles ropports des groupes de 
dl!CUssions qui .vaienl ~ dIargH d' .... !ywr PI de mellre.., forme Ies rfpor,,"" 
I'enq~ PI onl pre.enlf des rerommandallons" La haule direcHon. 

Ln chell de S«IeU' kudit"nl prftenlemt"l"ll c:es It'COftVNndations; YOU' I1!<eVTeI. biet\tOt 
un rippon ~I"" qui YOU' "","';gneno .... I'kal d'avlnt'01l"Oef\t de fIOII trIV1lU~. 

En 1989, noul .vons .ubi avec: ~ I'."... ...... ~ .uque! IOn! MlUmis Ies 
orpN_ PI mlnls~ fo!d~ .. "" lOUI Ies dnq an, CI nou' lVOns I"1.'<;U bNucoup 
d'~lur La /aQ)fIdont ill ftl ..... lf. 

a ~f\cIteur g~l Kennelt. M. Dye,. f~Uel~ La SOiL d'ivoi. I dopt.!, pour IOn 
............ IpkiIL des priMp" de V'kific:atlon OOVIItufS. Un ~ d ' un prest;peux 
ClIbinet ClIl'Ildlm de vbificlt~,., I dit de I'exoo ...... 1Ipkia! de \a SOiL qu'n kill 
ropb"atlon de vb"ifia,tlon compUble La plu, JI!rieu!e rNIiw • roD're t'poque .... 
Amfriquedu Nord. 

NQUJ.vonsen outreob\enu une dl.tlnc:tIon de La ~ des prolessionnel. c.nadic .... 
de La burNutique qui nou •• dkftnf un certifIo11 d'~pour La mi!e en pllc:ede 
CORONET, roDlre roDUV .... U sytl/>me buma ut!que. 

a Ifll.&UlneH_nlWlcrtm::a,., f . ,...s,dC'Stino!."" profeNIonneI5de Lagestlondet 
reMoiJ "'" lIumllnes, I f'l l r floge de roDlre .pproche d u poobltme du . plafonnement», 
<'etI..t.--dlre de La situl.tion oa lie trouvenl certal ... cmployn qul roe pl'"Uvenl plu. 
prog;, ........ dint 1'«heI1e IIImrch~ de leur entro-prbe. Cello place La SOIL" 
h vanl-garde dl:'l~"''' La ~ de ",lu""",,, ~ probIbne bU rfp;Indu da'" 
Ie monOe des ,ffllres. 

C~" La colLaboration des employ& de IOU. let secteu .. de La ~,roD.lt lvons 
pretque ~ La rivlfion de notre I)">Iflne de d. ... flcoUO<\. 



• 

L'examen a port~ su, qu~ue 3 (XX) poSIes et Ie principe de la pariI<' salariale pour des 
functions ('qu;valent1.$. ~ adop!~. Parmi leo minisreros et orgo.nismes 1Mbau", nou. 
""""""" l' II n des prem.i01'S. s' ~re entimmen! roNO""" awe "xiS"""'" de la Ioi en ret! .. 
matim. 

Nous avon. ~alclJ\Cf\t mi. en place un meiU",,, S)'!lU>me de remuncration au 
1'I.'I\d .. rn<>nI, 1"'10 .. 1 offre des stimulants p1uselficaces et a un lien pi u. ~1.Vl'C Ie Iravail 
accompli. 

Pour ce qui est de l'olquin' en matiMe d'emploi, dcsl:tudca mon\r(:n] que nou, n'aVON 
rien l envier aux autrcs sod~ d'~tat, ~ oi nou. devons encore nou' amo!liorer 
pour CI"rta i ..... CiI t.<gorics. 

Le Programme d'.ide luX cmp~, Iarrlt titre eXJ*rimental en Ontario, I <M~tCf>du 
• lOuie la ~~, pour n!pondre aux bcsoins de noire personnel partou! au pays. 

Le nouveau Cenltl,' d' analyse de marcho! fonctionne bien; l' utiliI<' de ,.,., K'!"V;""" """,blc 
de plus en plu. """,nnue par Ie $<" ""'" priVl'i, ICS p<>uvoi,.., publica et IOu' ceux, quel. 
qu'il. solen!, qui y recourent. 

Nous romptons maintenan\ dan. nos .angs dcs agmlll de ]'''''pansion des .ffai ..... qui 
v.illcn~ IV« SUa:i!5, l ce que leo clients de nos .uccu .... 1es scient bien 5cl'Vis. 

NOlls aVO'" em.! en 1989 Ie Centre d'~udes prospc<tives pour nous aider' ~oir 
I'avenit el ~ noll, prq.arer aux changcmenlsqu'il apporte non seulement en mati~re 
d'habitalion mai,)XlII' toul ce qui a trai l au cad re de vic. Lorsque le Centre aura 
enlropri, $/.'S travau,," nou. invilcrons des sp«iali'lC5 - cherd>e;Jf$, gens d'alfai res, 
lonctionnairos, ernplo~ de la SCHL _ ~ $I! joindre ~ lui POll' <'Iudier les question' et 
les 5i luations auxquelles J' a vern. nous ronfrontCQ et y chen:her des solu tlons. 

Au roUf$ de 1989, Munvon, mis SUr ¢cd, a ve<; ~d'ailleuf$, I'initiative nalionale 
de sensibitisation.. cono;ue pour sensibili ..... da vantage Les Ca nod iens , u rOle de Ja SCH L 
et du souvemement fMbat dans Ie domai ..... de I'habitation , 

Celie campagne de sensibilisation a d{,bull! au mois d'OC!Obre, all moyen d'une so'rie 
d'annonces publicitairos parucs dans di"""", revues ~ diffusion notionaie. Ces 
annoll<'l'S vi"""l ~ micux faire connaitre au gr;>1ld public I'apporl de Ja SCHL et du 
gouveme"",nt fM~al en mati~ de Iogementl'1 elLes expliquent pourqlloi on pcut 
compeer SUr ""'" qualld il est question d ' habitation. Pou. n!pondre au. dcmandesdc 
rensciS"""""'t., nouS avOns arrw!nago! une ligne wl~phoniq"" sans Irai' au Bllreau 
national. 

Nou, avOns fail appcl A la partidpa~on de IOUs Les cmploy(!s pou. qu'ils repondent Ie 
mlcux possible aux questions qu'on peutleur poser au ,ujet de ]a SCHLC1 de ce qu'elle 
fail pour a!der les Canadiens ~ mlc-ux .., Ioger. 

Les rapports p.-.!liminai..,. """I enrou13g<l1'nts et indiquenl que la campagne va bon 
lra in. 

Caisse de relralte 
En 1989 el pour la I""nWre lois, notre caisse de tetraite a afficN! un ~ e>«>'denl,. ce 
qui signilie que nou, aVOItll O$SCZ d'argent daltll la caisse pour • .:qultter toutes nOIS 
obligations <'<Iv ..... """ anciens empJo~ maintenanl ..... trai~, C1 en""", tous ceu. qui 
....-onl admissiblcs ~ une ..... nte dans les annres' veni,. 

L1 co issc cst constiture de Ii tr-es, de boltll et d' obI igatioltll, de aNllC'eS hypolh6caires, de 
placements immobilicrs cI d'au!reS placements; son acti! total.., chIftre maintenanl l 
450 millions de doll,,", 

Le Comi~ des pensions. ~ <'<I 1988 el 10l'TIl0! de repn!genlants des cmploy(!s et d ... 
tetrailes,l!ludie pn<s<-ntemml dive.-.... options pour optimiser I'''''~'-'''I de la caisse . 
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Vert I'ovenli' 
A hube de celte nouw:Lle .~, it lUis de plu, en plus ron""lncu de l'lmportance 
d'uliU_ & bon ~I _Ie IicheMe de 1'CSIOUf<'H hu"",lN'S 'I ..... ~te Ie 
personnel de L;o SCHL 

r .lmtnis que IOu' Ie mtmIlres du pcrlIOI\I'IeI,' .... ,leskhclons. lIOient bien renseI~ 
sur C<! 'lui Ie pi .... ila ~ eI sur "'" hl .... mo:nl' qui ... ~l<'nt "." leur Irani! 
eI "II'US pulssent .volr ,'occaslon. d.1\S leur do",,"IM de respon!oabn;~ e\ de 
c:om~.......,. de por1icifU pi ... KtiVftnl'nt 1 b pri!le de dkisior •. 

La SodI'tf eM ..... lnleNnl roronnue a>rnrro! II .... enlr1'priN' dynamlque . yant des Ugnes 
de rondulle eI det progn.IIIml'f bien adaplfs.we r6olit& d'.u~rd1lul. 
~ vfri6cIt=' ~ du Canada. ",lul.1II ~ qul • clateo! Ia SCHL p.tnnl les 
o.ganlalionl pcrfooIlOUlIeJ.' .ouUgnf d'W\f ..... 1\Ihe ~U~ _ aopodlf de 
noul.d.aplM l uX changt:ml'n1S, 

Nous ',oons lift t del do$s difticilH eI nous en 1OmInet<Xln!cim1S. n .... l,ud";1 
ceper.danl P"'s nou. Iaisscr .vt'UgIer piI' nos problbnes. . ... point d' oublier C<! que nou' 
'vonIl<X'Ompti. Pour vous.kJ..r, vous en .... ppdoor eI • bien ~ ceux qui 
veu lent con ria 11m d. vanUlg<:' let K1i vi ~ de If, SOft., r ai Joi nt' ce communlqut un brei 
.~ de nos priracijWeJ re..liSltioN dd deux ~ .MO!H. 

Nou. lVOI\lI de boMO.'S raisons d'~ fiets de ce 'I ..... nout.vonJ ..:.:ompli en 1969 ec je 
croIf; que IIOI1S plUVOnt entrepre1ldre ,vee ronflance ,'.nN!e qui vient de rornrN'nlW 
eI qui marque' IUsei Ie d&ut d 'u,.. ~ ~. 
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Fond. d'ouuronce hypothKolr. 

• DfficiI~lmlno! 
• M, .. pftIt port.of .... u"" Imrnobiller de lOuie l'hi'tolre de \a SCHL 
• Cn!otion de r ..... "'lnce de pa1cfeu1l1e PI de J'tillUTlInC'e dell prfts sur hypotlWq~ 

mobil~ 

• Mite en pla<ed'oplSde r~nsIondes.ffa;," 
• ProposItion d'lutCllUer I'usura""" d.,. prtts ~tant 9S p. 10(1, PI non pi'" 

ocuitment 9Op. l00,.dello valeurdu bief> immobilierac~,dansles .... d' .. ," Ion 

,"-
mr •• hypoth6colr • • 
• La'"*,,C1,t dell titral\ypolhk&in'slNH 
• I.e IOtal tumulalif dn o!millSionl ~ .... 3, 1 milliard. de dollMs. 
• Lftbnlssio ... ~t Iel;prt'isIoNct..que~. 
• LeI Citra fono:lH sur des blocsde~1'ICeI de ~".e"t social on! Ioumi 750 millions 

de 6olLo .. en fI~L dirnlnuont <Ii""; los frals eng.r.gft p.o., Ie gouvemcmcnt 
pourlelogeml'l1t -W. 

Logemenl SOCial 
• ArnHio.ationdes pri"";",," d;~ .... des mo!1hodeset des NVNuxde re55O\lrcet en 

CO! qui ronce ..... ta gt'Stion du portefeuille 
• lM\auration du ~u...,nement hypoUIi:'olre par .pp<'1 d 'off ..... ., 'lui devrlit 

pcnnc1trodcs~ annuelLes de 54 milllo1\s de dollan. pmir de 1992 
• Milleen Y\guNr de Ugnet de rondulbillOu.chI.nlle Joge"~,,t des PCrlon",," prllomUnt 

dell beS<llru .p&lau. 
• MiJeen ~~, __ San~ et ~ tocla.I c..nadI. d'un progr-immc d'. lde.". 

vIcIi".,... de 00"""" ramil .. ", 
• ~ ""1,,,,1iM ds prouarnml'S de Iogrmenl public <'I de Iogemenl pour !('S rur.ux et !('S 

aulod'llOnCS 
• Propositions ... 1~tiYH 6 un Pl'OSromme de ... mioe .. n ~tu. 6 pN!,..nler au 

gou """"""",,I 

• Do!bul "" l·k.luation du prouarnrroe del roopm.ti ...... 

Aide au Iogemenl 
• Conl&<:na!. I'occasion de r Annole Inl<'mlliiona!. du Iog<'rnml dolt sa~ 
• Con~ J.Ur !('Scho •• de \os<'mcnts pour 1es CanadieN tg(ls 
• Cn!.aOOn du Cmln! d·.nalyse "" mareM 
• Annona! de hmi'N&<.'fn<'n1 du 1<'IT.ln de Dowl\5view par .. SCl~l 
• ApprobilOOn du projl't d ·a ......... g<>mt'Ill "" Vaughan 

Etncacltlt de I'organlsatlon 
• Dq>uis 1946," ~~. ~ 'l' i!:~t p11l, d .. I milliard de doll.""".evenu et et1 

impOts..donl:MO mill~_DI ;W P. lOO_au ('Oul'ldesdl"O;! ~.~ en 
1988. lIOn .... venu. ~ ledC'uxil'me en ImporlallC't' de rout(' lIOn hlstoi .... : f!7.7 milllol\5 
de doll ..... 

• Formation du Comitf national d .. «<herehc ,ur Ie logernenr 
• Enq~ lur II! mmal orpnisalionncl et d&ul "" I '~ "'" recommand.lOOnt 

/onnuk\es par Ics grouP<" de discussion dUII-g(ls du .u;vi 
• Cn!.alion. "" roIIahor:atlon aV'K II! CNR, du emtre aor>;>dien "" mallrilux do! 

"lnltruction 
• llA!vioion du .ysli!me d .. c ..... rlCMion des "'*"" dalllie but "" II! rendre ronIonl'"lf' 

ce qu'""isc la 10 ....... Ii~rnent ... pariUi .. I.ri~lc pour dI'I f"""OOI'l5 iqu'volen~ 
• Exllcutlon de l'"""mcn 5pfdIot <.'OnIIid&f tomme une des opi>rations d .. v.!rlf"lation 

Ics plus novatrlces de I·hlst"; .... «<ente 
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Etf\coclti de I'organlsatlon 
• SCHLQngo<o.p&r "'vmrlCilteurgm&al1H'nnllesh"it~et~/M(nUl< 

lei plu. peTfOl'TTWlIS 
• Cantril!' posses pour hgrandiS$O!mCRI clu 8"""'11 llltionalifin de regrouP"" en un 

5eul endTOlt tout lei t'Mplo~ de \a SodI'U\ 
• Crhtiof'l du Cent'" d'kud ... prospectiwt 
• Prix d«wN! i La SCHL pour La mioe en pUo:' de CORONIlT, lIOn nouve;>u ~u 

infonnI,tique 
• I"rogQnune d'.idu\l~ em~ ~endu • lOUt Ie PO)'" 
• lInQ' .. ·.,,\t de [';nltil!lve ... tiona ... de oentibil~tion 
• Amo!llorotion dll "'simc! de remuno!ratioo "" rendcment 
• 1I.U ..... Iw.. de \a Coissc de retriOite <levlen! excM""I.II~. 


