
Home reno 
contest hits home 
with customers  

a BMO Bank of Montreal
customer for 40 years,

Philippe Saint-Cyr of Brossard,
Que., knew how the Bank could
contribute to his financial well-
being. He just didn’t realize how
suddenly that could happen. On

June 30, Saint-Cyr came into St-
Lambert Branch to receive first
prize in the BMO Bank of Montreal
$25,000 Home Renovation Contest.
The prize consisted of $15,000 in
cash from the Bank and a $10,000
gift certificate from Rona, Canada’s
leading distributor and retailer of
hardware and home-improvement
and gardening products.

From March through to May 31,

customers were automatically
entered into the contest when they
drew down on a personal or home-
owner’s line of credit or refi-
nanced their mortgage. Saint-Cyr
was entered in the contest when
he drew down on his personal line
of credit several times during the
contest period. The Bank also
awarded 20 prizes of 500 AIR
MILES reward miles.

The record low interest rate
environment this spring made it
attractive for homebuyers and those
looking to finance home renovations
to do so through loans and lines of
credit. "The Home Renovation
contest provided BMO Bank of
Montreal with the opportunity to
strengthen our relationship with
Rona and gain exclusive access to
a ready customer base in the mar-
ket for home-renovation financ-
ing,” says Maria Racanelli, Vice-
President, BMO Bank of Montreal.

The contest also enabled the
Bank to reinforce its position as an
AIR MILES coalition partner while
continuing to extend its brand on a
national scale.

he best surprise is no surprise,
according to employees and
managers as they prepare for
their end-of-year performance
reviews — that all-important

measure of how each person has
achieved their goals, thereby supporting
overall corporate priorities. “I find the
PPR [performance planning and review]
process invaluable,” says Erin Hardiman,
Specialist, Print & Mail Services, at
Harris in Chicago. “At the beginning of
the year, I work with my manager to set
my goals for the year. And then we meet
regularly to see how I’m doing and to
ask questions. By the time I go into the
review, I know exactly where I stand.”

Mark Stafford, Manager of two BMO
Bank of Montreal branches in Prince
George, B.C., agrees that ongoing, con-
structive feedback is the best approach
to performance reviews. “By meeting
weekly with each employee as part of
[the Personal & Commercial Client
Group’s] Passport process, I keep on top
of every situation as it happens and
address any issues as they arise. So per-
formance reviews are about continuous
feedback, learning and improvement,
and planning ahead.”

This dynamic, interactive process is

an essential part of BMO Financial
Group’s drive to create sustainable high
performance. Since financial institutions
have many products and services in
common, the key to competitive success
lies in creating an environment that
encourages the highest levels of achieve-
ment. Performance reviews not only act
as an accurate gauge of how well each
individual is playing his or her part, they
should also motivate performance. As
Debbie Lucas, Senior Vice-President,
Performance Alignment &
Compensation, Human Resources, says,
“Performance matters — the level at
which an employee contributes directly
affects their incentive pay.”

At the beginning of the fiscal year,
managers and employees together take
the priorities set by BMO’s Executive
Board and their own Banking Group and
translate these into a series of well-
defined goals for each employee. “By
agreeing to goals at the beginning of the
year, managers and employees will be
clear about what is expected for the
year,” says Gordon Taylor, Senior
Manager, Performance Alignment &
Compensation, HR. “There’s no confu-
sion about what you have to achieve
over the year.”

Once priorities are set, ongoing feed-
back remains essential to achieving

them. Lucas points out that feedback
provides managers with a chance to
ensure their priorities and the employees’
remain aligned. “The process requires a
great deal of flexibility,” she explains.
“Priorities may change over the course
of the year. By constantly reviewing
progress, you monitor each person’s pri-
orities and make sure they are still the
right ones, and adjust as needed.” 

From an employee’s point of view, the
performance review should provide a
clear picture of what went well during
the year and what could have been bet-
ter, as well as provide clear guidance on
what is expected, leading to greater job
satisfaction. There are tools (on HR’s

intranet site and, in
some areas, in info
sessions) to help
employees and their
managers understand
and use the process to
their advantage. “It’s
just feedback that you
can use to perform
better,” explains
Hardiman. “And the
communication goes
both ways. You
should come to the
table with your list of
accomplishments for
the year, and ideas of
what you want to
achieve next year.” 

Indeed, employ-
ees’ comfort with the
process is revealed in
the recent Annual
Employee Survey,
which shows that
75% of respondents
felt their performance
is reviewed regularly
throughout the year,
87% know what is

expected of them in their job and 72%
felt they had access to the coaching and
feedback needed to achieve career goals. 

The process is important to employ-
ees because it is a key element of align-
ing rewards with performance. Anyone
who successfully meets expectations in
their review receives incentive pay that
reflects market pay for their perform-
ance. “And those who provide an excep-
tional contribution receive higher incen-
tive pay, rewarding their exceptional
contribution appropriately,” says Taylor. 

To determine each employee’s rating,
managers must review performance
against defined performance rating
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John MacDonald,
Seigneur &
Notre Dame
Branch, and
Audrey Lincoln,
Sherbrooke
Branch, in
Montreal. 
Photo originally
appeared in
BMO’s Staff
Magazine,
August 1939

From left: Michel Turgeon, Vice-President, South-East Division, Quebec; and 
Luc Larramée, Regional Manager, South Shore, Montreal, present cheque 
to Philippe Saint-Cyr, with Sylvie Turcotte, Financial Services Manager, and
Simon Cloutier, general manager, Rona, in Brossard

B Y  P E T E R  G I F F E N

T
P

H
O

TO
: 

D
A

V
E 

M
A

H

And I thought I only had to ask 
her father for permission…

magine wanting to get married, but having to get permission from
your manager first! In 1922, that was, in fact, a necessity. As stated

in the “Rules & Regulations of Bank of Montreal” of the time: 
“No officer of the Bank shall marry while his salary is below the

sum of $1,200 per annum. Officers with salaries below $1,500 require
the Bank’s consent before marriage, under penalty of dismissal and
forfeiture of all rights in the Pension Fund Society.”

When you work in an organization that is more than 180 years old,
there will be some noticeable changes over time. Societal trends are
often reflected in the evolution of workplace regulations, and this is
certainly exemplified when you look back at some of the rules and

I
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all it “maintaining a competitive
edge.” Or “continuous improve-
ment.” Either way, Susan Payne
and her team in BMO Investor
Relations have no intention of

resting on their laurels after the depart-
ment’s Web site was judged “best in
show” in July at the first annual Interactive
Investor Relations Awards, sponsored by
the Boston-based Web Marketing Asso-
ciation. Prior to that, IR Web Report de-
clared the BMO Financial Group site tops
in North America among banks and sixth
overall in Canada. “We’re far from fin-
ished,” says Payne, Senior Vice-President,
Investor Relations. “We are thrilled our
efforts have been acknowledged exter-
nally. This has been a great collaborative
effort among several departments at
BMO. We could not have done it alone.”

Investor Relations is one of four areas
within BMO to receive recognition in pres-
tigious and demanding external compe-
titions this year. The investment indus-
try consulting company Brendan Woods
International judged BMO Nesbitt Burns
Research to be the best overall research
firm in Canada for the 24th consecutive
year — a remarkable feat. Gomez Canada
rated BMO InvestorLine the country’s
leading direct broker for the fifth straight
time over the past two-and-a-half years
and the Globe and Mail's personal
finance reporter, Rob Carrick, rated
BMO number 1 for the sixth year in a
row, in his annual survey of on line bro-
kers. And in Barron’s annual ratings of
online brokers, released last March,
Harrisdirect received four out of five
stars and was ranked No. 1 in customer
service. Its Web site was also deemed to
have the fastest response time in a
recent Gomez performance index study. 

“These awards give us a lot of recog-
nition and credibility in the market-
place,” says Maryann Wasik, Managing
Director of Product Strategy with
Harrisdirect. “They help when prospec-
tive clients or existing customers visit
our Web site. They’re morale boosters
for employees. People like to work for a
firm that is recognized as successful.”

Wasik adds that the Harrisdirect site
has been designed to ensure clients can
complete transactions as quickly as pos-
sible online without having to phone the
company service centre for assistance.

However, service centre lines are staffed
with licensed brokers, trained to respond
to client queries without handing them
off to supervisors. Barron’s conducted a
thorough assessment that included an
extensive questionnaire and Web site
visits by mystery shoppers who counted
the number of clicks required to conduct
online trades. Despite the recent acco-
lades, the site remains a work in progress,
Wasik says. Harrisdirect is in the midst
of a major renovation of its site and is
adding new tools to assist clients. Once
complete, clients will be able to get a
complete picture of their finances by
accessing accounts held elsewhere
while logged onto Harrisdirect. “We’re
trying to stay a couple of steps ahead of
the competition,” she notes. That means
remaining customer-focused — a core
commitment at BMO InvestorLine, says
President and Chief Operating Officer
Tom Flanagan. “Our primary goal is to
create an online environment for our
clients that is easy to access, easy to
understand and easy to use,” he adds. 

By one key measure — usage —
BMO InvestorLine is succeeding. More
than 80% of clients now conduct their
business online, as opposed to over the
phone, making InvestorLine an “e-com-
merce company,” says Flanagan. The
company has adopted a strategy of con-
tinually enhancing the electronic experi-
ence for its customers. It has added

retirement-planning tools, asset-alloca-
tion models and third-party mutual fund
recommendations by noted economist
Ranga Chand.

Those efforts have put BMO
InvestorLine ahead of its competitors in
the Gomez Canada ranking, which con-
tinues to rate the BMO InvestorLine site
best overall and No. 1 in the category of
relationship service, second in ease of
use and third for one-stop shopping.
“BMO InvestorLine’s continued success
can be attributed to its devotion to site
enhancements by addressing the needs
of the serious and life goal-planning 
segments,” says Gomez Canada.

BMO Nesbitt Burns Research’s award
reflects the daily efforts of the compa-
ny’s 99-member research department,
which includes analysts, communica-
tions staff and administrative personnel,
says Associate Research Director Paul
Campbell. “Everybody plays a role,” he
says. “We’re happy when the results
come out, we congratulate each other
and we move on. We don’t have a lot of
time to reflect.”

That’s due to the commitment required
to produce the morning notes for BMO
Nesbitt Burns sales staff and clients. The
notes, distributed daily by e-mail at 7:30
a.m., can run up to 250 pages and con-
tain, among other things, analysts’ re-
search reports and commentaries in
response to the previous day’s events. 

Brendan Woods International rated
BMO Nesbitt Burns Research’s morning
notes and its Web site as the best avail-
able. Brendan Woods collected assess-
ments from more than 250 investors,
many of whom regard the notes as an
indispensable part of their day. “BMO’s
notes are a must-see first thing in the
morning,” says one investor, whose
comments were posted on the Brendan
Woods Web site. 

“BMO is really on top of things,” another
notes. “Very user-friendly and timely.”

Best in Class 
What makes Investor Relations, BMO Nesbitt Burns 

Research, BMO InvestorLine and Harrisdirect stand out?
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Teamwork: Dale March, Analyst, Investor Relations (left), Tario Cham, Senior Technology 
Specialist, Economics, Kashif Jamil, Internet Developer, T&S, and Kris Sy, Internet/Intranet
Communications Manager, contributed to IR’s award-winning web site

This is a terrific example
of a great referral to a
business partner. It de-
monstrates good listen-
ing skills, a knowledge
and trust of a business
partner’s expertise, and
a desire to do what is

best for the customer. The smooth tran-
sition from Relationship Manager to
Business Development Officer is a per-
fect example of what we all should be
doing every day. 

Jim Marlar, Relationship Manager at
Harrisdirect’s service centre in Sandy City,
a suburb of Salt Lake City, Utah, recently
fielded a phone call from a woman who
was not a Harris customer but whose
friend had recommended Harris. Since
she had received a sizeable inheritance
from her aunt, the woman was shopping
around for financial services. She men-
tioned she was also considering
Washington Mutual and Edward Jones. 

Marlar didn’t want to let the window
of opportunity close, so he said, “If you
can hold for a minute, I’ll get someone
who can help you.” He immediately
called Bellevue (Wash.) Branch, the
closest one to the potential customer. 
“I knew they were open,” recalls Marlar,
who passed the caller on to Chad
Bushon, Business Development Officer,
Harrisdirect. 

Bushon was able to talk right away
with the potential customer, who said
she’d be more comfortable speaking
face to face. Bushon set up an appoint-
ment later that day and met the poten-
tial client. "We had all the services to fit
her needs," says Bushon, who used his
selling skills to point out Harris’ less-
expensive commissions and wide vari-
ety of services. 

As a result of her meeting with
Bushon, the woman brought more than
US$2.6 million into a new account with
Harris, as well as US$140,000 into an
additional account! All this on the same
day Bushon took the call! 

What tipped the balance in this highly
successful and speedy transaction? Quick
response time was crucial, says Bushon,
who recognized how close to making a
decision this person was. Also key was
the integrated team approach, adds Jim
Carbine, Branch Office Manager at
Harrisdirect’s Sandy City service centre,
who points out how great it is when
things work the way we envision and
one member of the team smoothly
hands an opportunity to another, just like
Olympic relay runners passing the baton.

As an added bonus, the new cus-
tomer’s husband is considering moving
an account of about US$400,000 to
Harris. Her mother is also thinking about
moving an account of more than
US$500,000 to Harris. A highly produc-
tive day’s work for Harris! 
Jim Carbine is the Branch Office Manager
at Harrisdirect’s Sandy City Service
Center, a suburb of Salt Lake City, Utah
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descriptions. When there are perform-
ance issues, they usually fall into one of
five critical areas: a skill gap, in which
the employee might need further train-
ing, or the person’s skills don’t suit a
particular job; the work is at a different
level than that at which the person can
perform; the employee does not value the
work; there is a “fit” issue with the man-
ager or team; there are personal prob-
lems that may be interfering with the job.

In addressing such issues in a year-
end review, the manager need not go in
critically but should tackle the issue in a
positive way, stressing what can be done
to improve the situation. It is important,
says Stafford, that only an employee’s
job performance be assessed; the review
is not a judgement on their worth as an
individual or their potential. 

On the other hand, managers are not
helping employees if they “shirk away

from hard conversations about poor per-
formance,” says Stafford. “You have to
believe the process is fair and you are
giving them an opportunity to get better.
If there are issues, the employee is prob-
ably already aware of them. So, if you go
into the conversation saying, ‘I am going
to work with you to improve your per-
formance,’ then it will make the conver-
sation a lot easier and more constructive.”

This approach has the best chance of
yielding positive results in the employ-
ee’s performance the following year.
“And that’s the whole point of perform-
ance reviews,” says Taylor. “It’s not just
about looking back but looking ahead.
The process lays the groundwork for the
year to come. It shows you how you can
work better to achieve your group goals,
which will be aligned with the corporate
goals for 2005. You have to ask yourself,
‘What are BMO’s objectives, and what
can I do to support them?’”

(“High Performance”; continued from page 1)

Harrisdirect is a registered broker/dealer and 
member of NASD/SIPC. Insurance and annuities are
offered through Harris Bancorp Services Inc. (HBIS).
Harrisdirect and HBIS are wholly owned subsidiaries

of Harris Financial Corp. Products offered are 
NOT A DEPOSIT, NOT INSURED BY THE FDIC OR ANY

FEDERAL GOVERNMENT AGENCY, NOT GUARANTEED BY
ANY BANK and MAY LOSE VALUE. 
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