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“What I personally want from automation is to have less work 
so I can spend more time in the classroom. I want to see the 
College come out of this process with a real, workable plan for 
automation and process improvement.” 

~ Task Force participant 
 

INTRODUCTION 
 
This interim report provides an overview of Algonquin College’s Automation and Process Improvement 
Task Force, including its terms of reference, membership and meeting schedule. It also provides a 
snapshot of the current state of automation and process improvement at the College — as well as an 
update on the progress of key initiatives to improve the College’s performance in areas such as 
automated grade reporting, the implementation of ‘lean’ business processes, customer relationship 
management (CRM), and information security and data privacy.  
 
The Task Force will regularly update this interim report, adding new information and observations 
approximately every two weeks. Please watch myAlgonquin and Good Morning Algonquin for updates. 
The College community is encouraged to provide feedback via email to any member of the Task Force or 
either of the Task Force Co-Chairs.   
 

• Duane McNair – mcnaird@algonquincollege.com  
• Doug Wotherspoon – wotherd@algonquincollege.com 

 
The Task Force will issue its final report in June 2015. 
 
 

PRESIDENT’S LISTENING TOUR FINDINGS 
 
Shortly after her arrival at Algonquin College, President Cheryl Jensen embarked on a four-month 
‘Listening Tour’ to immerse herself in the College’s culture, identify the opportunities and challenges 
facing the institution, and demonstrate her interest in seeking regular feedback from employees and 
students.  
 
Over the course of 21 in-person and online sessions, 384 employees and students across all four 
Algonquin College campuses shared their thoughts on a broad range of issues. Two of the most 
frequently raised issues were those of automation and the related issue of process improvement.   

Participants noted that automation and process improvement are about working more efficiently and 
streamlining routine tasks so staff and students can focus their time on higher-value activities — that is, 
less administration and more teaching and learning. 
 
While automation is about using technology to simplify and integrate the College’s processes, not all 
processes need to be preserved. Process improvement is about determining the ways existing processes 
can be made to work better — and identifying those that no longer bring value to our students, employees 
or community. 
 
Throughout the President’s Listening Tour, students and employees emphasized the need to replace the 
College’s legacy systems with more modern, mobile-friendly platforms. Many said embracing automation 
would allow the College to improve program and service delivery, simplify workflows, thwart competitive 
threats, and enable sustainable growth.  
 
From the Listening Tour, it was also clear that employees are looking for greater understanding of the 
College’s direction with respect to automation and process improvement — and to have the chance to 
share their thoughts and ideas on which projects should be placed at the top of the priority list. They are 
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also eager for the much talked-about automated grade entry project to be completed and fully 
implemented. 
 

 “I’m excited to see the potential for alignment and agreement 
within this Task Force. The win is working together.” 

~ Task Force participant 
 

TASK FORCE TERMS OF REFERENCE 
 
Purpose 
To address the service and workload concerns raised by employees and students during the President’s 
Listening Tour, the Automation and Process Improvement Task Force is responsible for crafting a priority 
list of automation projects for 2015–16, and for ensuring the automated grade reporting pilot project is 
completed and fully implemented for the start of the Fall 2015 term. 
 
Deliverables 

• The Task Force will draft an interim report identifying the current state of automation and process 
improvement at Algonquin College. This report will include an explanation of how automation 
projects are identified, selected and tracked by the College; a list of all current automation and 
process improvement projects underway or planned through to March 2016; a list of all non-
approved automation and process improvement projects; and an update on the status of the 
automated grade reporting pilot project. 

 
• The Task Force will draft a final report outlining the actions to be taken to deliver on its objectives. 

This report will include a review of how other institutions identify, select and report on automation 
and process improvement projects; a prioritized list of automation projects for 2015–16; an 
update on the automated grade reporting pilot project; and recommendations on changes to be 
made to the College’s automation and process improvement processes. 

 
• The Task Force will host two public stakeholder meetings in 2015: one session to address the 

current state of automation and process improvement at Algonquin College, the other to inform 
the development of the final report.  

 
• The Task Force will report its progress to the President’s Council on a bi-weekly basis. 

 
• The Task Force will post updates and support materials to myAC and the President’s website. 

 
Accountability 
The co-chairs of the Task Force report and are held accountable to the President and the President’s 
Council.  

  
Authority 
The Task Force has the authority to: 

• Review all College data and documents related and relevant to its purpose; 

• Draft a workplan for approval by the President’s Council; 

• Meet regularly to implement the workplan; 

• Determine best practices relative to its work and report regularly; 

• Make recommendations to the President’s Council in relation to its purpose; 

• Regularly assess its progress and adjust the workplan as necessary; 
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• Identify and call upon required resources from all areas of the College to complete its 
deliverables; 

• Document its work and share its progress with members of the College community; and 

• Regularly review its terms of reference and make recommendations for changes to the 
President’s Council. 

 
Support 
Business units and staff will support the Task Force as required. If issues concerning staff capacity arise, 
the employee or Task Force member should raise the issue with one of the co-chairs for resolution. Other 
President’s Council members will be consulted when staffing issues affect their respective areas. 
 
Duration 
The Task Force will complete its work no later than June 15, 2015.  
 
Members 
The Automation and Process Improvement Task Force is co-chaired by Duane McNair, Vice President, 
Finance & Administration; and Doug Wotherspoon, Vice President, International, Communications & 
Strategic Priorities. 
 
The Task Force is composed of three types of members: 

• Technology leaders (i.e., those responsible for the College’s technology leadership); 

• Technology stakeholders (i.e., a representative group of the College’s technology clients); and  

• Resource members (i.e., technology and process subject-matter experts from the College 
community who support the Task Force in an ex officio capacity).  

 
A total of 38 people submitted their names for consideration in response to a call for volunteers. 
Currently, 17 individuals have been selected to serve on the Task Force. * Please note that the Co-Chairs 
are reviewing the addition of 2 more members to ensure the broadest inclusion of stakeholders. 
 

Technology Leaders Technology Stakeholders 
Linda Crane 
Coordinator, Information & Communications 

Mary Ann Belanger 
Alumnus 

Steve Griffith 
Professor, Media & Design 

Graham Barber 
Manager, International 

Eric Hollebone 
Director, Recruitment & Marketing 

Allison Burnett 
Analyst, Human Resources 

Glenn MacDougall 
Director, LTS 

James Halls 
Professor, Business 

Eric Marois 
Chair, Construction & Building Systems  

Cristy Richards 
Manager, Academic Operations & Planning 

Janice Sargant 
Course Designer, CCOL 

Krisha Stanton 
Project Manager, Student Services 

Craig Delmage 
Senior Manager, ITS 

Marie Theriault 
Manager, Registrar’s Office 

 Nancy Makila 
Senior Executive Assistant, Senior Vice 
President Academic 

 Karen Wood 
Part-Time Instructor, Media & Design 

 Mario Ramsay 
Professor, Hospitality 
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The following subject-matter experts were selected to serve as resource members: 
 

Resource Members 
Chuck Doyle 
Manager, Manager of Business Process Review  

Laura Campbell 
CRM Manager, International 

Max Figueredo 
Senior BI Administrator, ITS 

Duncan Topp 
Manager, Corporate Systems & BI, ITS 

Susan Preiss 
Senior Manager, IT Applications, ITS 

Michel Langlais 
Education Application Support Specialist, ITS 

Nash Zgonjanin 
Software Architect, International 

Mike Gawargy 
Director, ITS 

David Loignon 
IT infrastructure Services, ITS 

Sue Davidson 
CRM Administrator, Recruitment & Marketing 

 
Meetings 
The first meeting of the Automation and Process Improvement Task Force was held on Thursday, March 
12, 2015.  The full schedule of meetings is as follows: 
 

Date Time Location 
March 12 2:30 – 3:30 T- 106 
March 24 10:00 – 11:30 

Rosser Boardroom 

April 7 3:00 – 4:30 
April 23 (public session) 2:30 – 4:00 
May 7 (public session) 11:00 – 12:30 
May 22 11:00 – 12:30 
June 5 11:00 – 12:30 

 
 

“We have gathered a huge amount of data. If we could push it 
out to users, it would solve a lot of our problems. Our challenge 
today isn’t a technical challenge; we don’t need to buy more 
equipment. We need to define the information College users 
want to access so we can serve it up to them.” 

~ Task Force participant 
 
 

CURRENT STATE 
 
The Task Force has asked those leading technology efforts across the College to provide a summary of 
their work. A summary of those efforts who have presented to date is found below.    
 
Application development 
At the first meeting of the Task Force, Susan Preiss, Senior Manager of IT Applications, ITS, reviewed the 
ways application development supports automation and process improvement within the College. This 
included a recap of the three current systems of record and the technologies behind them: GeneSIS (for 
student information and administration as well as curriculum management), HR/Pay/BUS (for employee 
information, payroll, financial reporting and budgeting) and PeopleSoft (for finance).  
 
Preiss noted the following constraints associated with these systems: 

• GeneSIS and HR/Pay/BUS are built on older technology, with less flexibility to support user-
friendly interfaces; 
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• Many applications supported by ITS are on older servers and software that require carefully 
planned upgrades; 

• Many older systems are undocumented, making them difficult to manage and troubleshoot; and 

• It is hard to find people with the skills to support large custom systems based on older 
technologies. 

 
The ITS team’s current mitigation strategies for dealing with these risks include documentation efforts; 
transitioning new reporting requirements to the Business Intelligence toolset where feasible; building up 
the application team’s development skillset and adopting a more agile methodology; using a more current 
framework for new applications and upgrades to existing applications; and assessing all ITS-supported 
applications (of which there are 54) to identify required upgrades, consolidation opportunities or 
transitioning to platforms such as Salesforce and Microsoft SharePoint. Planning is underway to 
decommission GeneSIS.NET. 
 

For more on application development click here. 
 
Automated grade reporting 
Susan Preiss also provided an update on the automated grade entry initiative, which is going into its first 
pilot and production phase the week of March 16. That pilot will involve 15 to 20 CE courses; a later pilot 
phase will extend the initiative to courses proposed by each of the College’s academic department 
Chairs. 
 

For more on automated grade reporting click here. 
 
Lean / value stream 
Chuck Doyle, Manager of Business Process Review, presented on the College’s lean initiative. The lean 
philosophy focuses on eliminating from processes activities that have no added value for clients. In nearly 
10 years, Algonquin has ‘leaned’ 65 processes — consulting with more than 350 employees and 180 
students to assess processes’ current state, envisioning a desired future state and closing the gap 
between the two. These efforts have significantly reduced service wait times for students: functions like 
the issuing of parking permits that used to take hours or days now takes minutes. This has been done 
with no reduction in headcount, and has generated $9 million in cumulative increased revenues and cost 
savings. 
 
Going forward, the College would benefit from increasing its lean activities and by further integrating lean 
business practices into its Strategic Plan. This may involve engaging lean champions, establishing a 
more defined lean structure (including a lean working committee) and updating measurement processes. 
It is estimated that 30 to 50 percent of activities do not add value from the client perspective. A two-
percent reduction in these activities could add up to $5 million for Algonquin College over the next five 
years. Accelerating lean timelines (the automated grade reporting initiative, for example, was first 
proposed five years ago) would also benefit the College. 
 

For more on lean click here. 
 
Customer relationship management 
Laura Campbell, CRM Manager, International, circulated a handout restating Algonquin College’s CRM 
vision: to deliver exceptional service, improve productivity, and leverage real-time data to improve client 
satisfaction and save time and money. The CRM team focuses on project methodologies and rapid 
prototyping, with involvement of both business owners and users. 
 
Salesforce, while not a system of record, is the solution at the heart of the College’s CRM platform — a 
flexible technology with a lean user experience and approach to project management. It leverages data 
from systems of record such as GeneSIS and rolls that up so staff members have a full view of the data. 
 

For more on CRM click here. 
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Project Fusion 
The final presentation was delivered by Duane McNair, Vice President of Finance & Administration, who 
discussed Project Fusion, which focuses on replacing Algonquin College’s current human resources, 
finance and payroll systems. The Human Resources/Payroll system is a legacy system with a character-
based user interface and built on an Ingres database.  While the finance information system was 
upgraded roughly 12 years ago (Oracle PeopleSoft) it is due to be upgraded as the current version will 
soon be unsupported. Project Fusion is also looking to replace the College’s budget planning system. 
 
The goal in each case is to transform processes, improve performance and deliver greater value to 
clients. The Project Fusion team is currently drafting a request for proposals (RFP), with the aim being to 
have a new human resources system live within one year and a new finance system six to 12 months 
after that.   
 

For more on Project Fusion visit http://www.algonquincollege.com/fusion/ 
. 

 
“We need to start collaborating in a real way. We all need to 
know we're going to the same party.” 

~ Task Force participant 
 
 

“If we can map the landscape of our automation and 
processes, we can create business cases to prioritize the 
projects that will be most beneficial.” 

~ Task Force participant 
 
 

PRELIMINARY OBSERVATIONS 
 
Drawing on their distinct roles and expertise within the College — some technical, some administrative, 
some pedagogical — the members of the Task Force noted that: 
 

• The primary goal of automation and process improvement is to make school life and work life 
easier. 

 
• Algonquin College today has too many manual processes, impeding efficiency and having a 

negative impact on the student experience. As an example, students cannot view their program 
plans in an interactive way to see which credits they have, which are in process, and which are 
required to complete their programs.  

 
• Recognizing that budgets are limited and that different stakeholders will have their own visions for 

automation and process improvement, Task Force members agreed their work necessarily 
involves prioritization — distinguishing ‘wants’ from what the College truly ‘needs’ to align with 
its strategic direction, and using that information as the basis for a decision framework about 
automation and process improvement projects. 
 

• The College’s systems are currently very ‘siloed’ — and the groups responsible for each silo are 
anxious about collaboration for fear of losing control of their own processes. Yet there is an 
opportunity for greater efficiency if collaboration between different technology environments can 
be enabled. 

 
• It is essential to engage the end user in the development of new automated processes. The best 

way to do that is to ask them frequently, engaging the customer in the application development 
process.   
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• At the two-year mark, the College’s data warehouse is full of data from disparate systems, 

including PeopleSoft, SharePoint and GeneSIS. But how exactly should that data be used? And 
what does the College community need from this repository? 

 
• People don’t always understand why their projects are approved or declined (or why, in some 

cases, they go on hold). The prioritization of automation and process improvement initiatives 
needs to be transparent. 
 

• There seems to be significant opportunity to better coordinate IT and process improvement 
activities. For example, the lean/value stream office reviewed the process of grade reporting five 
years prior to the current work to automate that process.     
 

• The College needs to take a global view of its systems and make the most of them. What it is 
doing well should not be overlooked. A global view will reveal the ‘system landscape’, offering 
perspective on what the different systems do best and suggesting ways in which they might be 
linked. 
 

• It is important to acknowledge what the College has done well over the past number of 
years with respect to automation and process improvement.  Algonquin has and continues to 
be a college sector leader in customer relationship management system deployment, 
implementing lean initiatives across the College and the budget utility system is recognized as a 
unique de-centralized, highly efficient budget development system. 
 

• We are not the only institution interested in automation. Perhaps there is an opportunity to 
partner with other colleges.  

 
 

NEXT STEPS 
 
The Automation and Process Improvement Task Force will devote its first few meetings to raising the 
group’s collective awareness of automation and process improvement activities at the College — to allow 
for informed conversations about existing processes. The next meeting date was confirmed for March 24. 
 
Two public consultations are currently scheduled for April 23 and May 7. Coming out of these sessions, 
the Task Force will issue its final report of findings and recommendations in June 2015. 
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