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Employee Experience includes a multitude of different
programs and supports in the organization.
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Our City of Edmonton Workforce

9,101
Permanent
Full-time

Employees
As of June 30, 2021




Our City of Edmonton Workforce

Wide range of
occupations
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Overview
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THE CITY OF EDMONTON is committed to creating and sustaining a

s positive employee experience

As a City of Edmonton Employee | experience:
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Meaningful Growth Supportive Wellness Trustin Empowered
Work Opportunities Environment | feel safe and secure Leadership Employees
| feel connected to the lam supported to | feel respected and an:czZ s:pp:ljl:‘t::;o | observe leaders I share my thoughts on
City's Vision through develop my skills recognized for my e listening, communicating how to improve and
purposeful work and accomplish my unique contributions transparently, and support improvement

career goals inspiring



Employee Orientation and Onboarding

e Standardized Corporate Onboarding Process

e New Employee and Student Orientation sessions (virtual
and in-person)

e Pre-boarding Welcome Checklists and Buddy Program




Measuring through Employee Lifecycle Surveys

Onboarding
Survey

Employee Surveys:

e Pulse Surveys
e Ad Hoc Surveys
e Biennial Survey

Joining the City

Experience

Transition

Exit Survey




Glint is our survey provider

e Employee Engagement Check-ins three times a year
e Bi-ennial Employee Experience Surveys

e Ad hoc surveys on specific topics as required
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2021 Corporate Engagement Plan

Safe
Helpful
Accountable
Integrated
Excellent




2021 Corporate Employee Engagement Plan - Actions
Listen

e Continuously improve corporate “listening” (systems, programs,
and people that support the employee journey)

e Enhance belonging and building trust so employees experience
wellbeing at work and have the confidence to speak up
Learn

e Demonstrate to employees that their input is valued for
decision-making
e Continuously improve our leadership competencies
Lead

e Demonstrate agility and a willingness to do things differently
based on what is learned to build trust in leadership

e Provide clarity to employees

e Enhance belonging by recognizing employees for their unique
contributions and encouraging a culture of appreciation




Our Cultural Commitments

We are...

Safe
Helpful

Accountable
Integrated
Excellent




What the Cultural Commitments mean to employees



http://www.youtube.com/watch?v=3hHe6aqGST0

The Leadership Competencies

ALL EMPLOYEES

ENGAGED AND FOCUSED
LEADERS OF SERVICE

SUPERVISORS

INSPIRED AND CAPABLE
LEADERS OF PEOPLE

DIRECTORS

INTENTIONAL AND ACCOUNTABLE
LEADERS OF LEADERS

BRANCH MANAGERS

INTEGRATED AND SOPHISTICATED
LEADERS OF IDEAS AND STRATEGY

ELT

CLEAR, ACCESSIBLE AND INSPIRING
LEADERS OF STRATEGIC PRIORITIES




Our Leadership Competencies

| am personally
accountable

SELF

I build respectful workplaces
and capacity with my team

v

TEAM

- Courageous
« Inclusive

- Values-Based Influencer
- Collaborative Networker

| create results
for Edmontonians

RESULTS

- Systems Thinker
- Creative Innovator




Enabling Conversations - Learning Series

e People leaders are skilled in having ongoing and meaningful

conversations with employees
e Enhances the employee experience and enables employees to succeed

and do their best work

Five key conversation areas:

Career Feedback Recognition Addressing
and and and Performance

Learning Coaching Appreciation Concerns

Setting

Direction




Psychological Safety and
Employee Wellness Supports
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Safety at the City

= Strong Safety Culture

=  Supported by the “City Manager's Commitment
Statement”

e Employees’ physical, psychological, and social
well being

e Shared by all employees

e Leaders have additional responsibilities




Psychological Health and Safety

Administration is committed to making the City of
Edmonton a psychologically safe and healthy work
environment for all City employees.

We strive to create a work environment that bolsters
employees’ wellbeing and provides support through
difficult times.

We look forward to ongoing collaboration with City
Council which promotes the psychological health and
safety of all.




Employee Wellness Supports

Creating and sustaining a psychologically healthy work
environment for employees is important at the City.

Employee Wellness supports include:

Mental health training programs

Peer support teams

Comprehensive and inclusive Employee and Family
Assistance Program

Respectful Workplace policy and training and
Gender-Based Analysis Plus (GBA+)

One-stop employee wellness webpage




Employee Wellness and Supports Website

A central place for all things related to well-being for City of
Edmonton Employees

e Emotional

[€dmonton
e Physical -
y Employee Wellness and Supports
e Mental
. . We Are SAFE- we value, respect and protect the physical, mental
o Splrltual and emotional well-being of each other and those we serve.

Quick Link Wellness Resources

Emotional Physical Mental Spiritual

https://portal-onecity.edmonton.ca/employeewellness

employeewellness@edmonton.ca



https://portal-onecity.edmonton.ca/employeewellness
mailto:employeewellness@edmonton.ca

Our Respectful Workplace
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Respectful Workplace Administrative Policy

A Respectful Workplace is...

Free of harassment and discrimination

Employees are treated fairly

Diversity is acknowledged and valued

Communication is open and civil

Expectations around behaviour are clearly communicated
Resources and training to resolve disputes are provided
Conflict is addressed early

There is a positive culture of inclusion, empowerment

and cooperation.




Shared responsibility for Respectful Workplaces

e Be respectful

e Accept responsibility

e Know actions have impacts
e Raise concerns

e Respect confidentiality

e Don'tretaliate

e Be cooperative




Our expectations of our People Leaders

e Be arole model (everyone)

e Be aware

e Support resolution

e Take preventative steps

e Know that workplace behaviours impact everyone

e Support staff with knowledge




Reviewing the behaviour zones

Green Zone - professional behaviour that contributes to
a respectful workplace and models our cultural
commitments

Yellow Zone - can negatively impact workplaces and
relationships, but early, direct action can help build trust

Orange Zone - highly inappropriate, unprofessional
behaviour that must be addressed

Red Zone - very serious, requires timely action and is
often investigated

Respectful Workplace

Creating a safe and respectful workplace is a shared responsibility

GREEN ZONE

ALL EMPLOYEES
[rowib——

ORANGE ZONE

R s S, ORANGE ZONE REHAVIOURS

WHAT TO DO IF YOU ARE A SUPERVISOR

RED ZONE :

RED ZONE BEHAVIOURS CONFLICT OF INTEREST

WHAT TO DO IF A CONCERN IS RAISED ABOUT YOU
) 307 BCNI LY W00 W) tho ROSRNT I8 W HOCE (DTG
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WHAT TO DO IF YOU ARE A SUPERVISOR



Considering “impact” vs. intent

“We judge ourselves by
our intentions”
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What we are seeking to do What we see them do




Summarizing

[ 4
“ We all have a part to play
®
B a

Talking and bring concerns forward matters

Q Find a way forward
¢o ~




The Safe Disclosure Office (SDO)

e Promotes and facilitates fair process

e A place for employees (including supervisors, managers,
volunteers) to reach out and discuss work-related matters
that relate to harassment, discrimination and respectful

behaviour concerns

e Assesses matters independently of City Administration

o however, it reports administratively to Employee
Services with the City of Edmonton.




Safe Disclosure Office - Confidentiality

e The SDO only discloses what is considered “institutional
knowledge” in these circumstances:
o Ifthereis a risk of imminent harm to self or others
o Ifthereis a report of harm to or exploitation of a
minor
o |Ifthereis areport of harassment in the workplace
(as defined in OH&S legislation)




Safe Disclosure Office - Process Overview

Conduct
Hear employee Prima
concern(s) Facie
Analysis

Forward for
action as

appropriate



Connected City Initiative
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Our Motivational Goal:

We are a relationship-based city and as a leading
modern municipal corporation, we lead by example.

We provide the best citizen experiences, and City of
Edmonton employees feel safe (physically and
psychologically) from harassment and/or
discrimination when connecting with the citizens we
serve in person, over the phone, and online.
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Supported

Build Relationships
and Provide

Exceptional Service
Experiences

Connected




The Connected City Program

Employee
Supports
Website

Connected City Guidelines & Learning

Interaction

Guide Standards Modules Reporting Tool
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. Area Specific Modified
Interaction Management : . .
Messaging Service Matrix

Spectrum Process
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The Connected City Guide

During

How we approach an interaction impacts how it goes. Employees approach interactions with:
Curiosity and inquiry

Empathy
GBA+
Information, and

Skills to engage with people and work through challenges together.

| 4
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This is how we it ‘When interactions begin to stray from courteous conversation, employees can state
expectations. Here is a high-level statement that sets out expected behaviour:

M Remaining kind and respectful is important for everyone, and that is the
expectation. | fully appreciate that this can be frustrating. When the conversation
includes yelling, swearing, or threats, then it no longer feels respectful. Let's try to
3 work together on this. | definitely want to help you with this matter.

During interactions, employees continually assess the situation and determine the appropriate °

action by asking themselves:
Where does this interaction fall on the Interaction Spectrum?

‘- What skills and techniques can | try to support this interaction?
-

Dol have the skills or resources | need?

Am | safe to proceed?
What options do | have to deliver the service if | cannot continue?

Employees receive training and are provided with support to manage interactions, keep things in
the Green/Yellow Zone, and uliimately provide a great service experience. We recognize that
interactions can be complex and may involve moving back-and-forth between the various
techniques and zones. The steps listed below are illustrated in the Response Model Visual.

We begin with engaging the public and assessing the interaction. We do this by
Encaos demonstrating active listening and empatny.
To address situations that may be challenging or uncomioriabie, we Defuse. This.
consists of identifying and addressing concemns through problem soiving. Other

techniques that can be used to Defuse include: Responding to Educate, Receiving
Feedback and Staying Calm

Wnen we start to experience interactions where Engage and Defuse methods are
not working we still nave some options to De-escalate the stustion using
Disengage, Divert & Distract

In situations where defusing and de-escalation are not working or eflective, or
employees no longer fee! safe, an Ext Strategy supports employaes to remove
themselves or the individual from the situation.

Connected City // Response Model 12




Thank you
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