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What will we discuss today?

5th Floor of SRS 
Modernization 

Project

The 
Team

Success 
Factors

Key Change 
Management 
Activities

Change 
Management 
Tools & More 

Feedback 
& Lessons 
Learned
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Our Modernization Project – The Journey

Sir Richard Scott 5th Floor Project - 191 Laurier Avenue West, Ottawa

Canada Border Services Agency

Cost: 

3.1 M

Start date: 

April 1, 2021

Move date:

September 20, 
2022

Number of 
employees 
impacted:

150
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Our Vision

CBSA will be a leader in people management in a renewed high-performing and diverse 
workforce/workplace that is capable of delivering its complex mandate by being an employer of choice 

while prioritizing accessibility, inclusivity and flexibility. 

Inclusive Collaborative

FlexibleMobile
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Meet the Team

Mario 
Pambrun

Todd Paul 

Martin 
Delorme

Michael Foster

Project Team Change Management Team

Cynthia 
Leduc

Rebecca 
Gunn

Dianne 
Eiswald

Sabrina 
Mussai

Saad Anwer
Mélanie 
Bourgon

Francesca 
Moss-Nafekh
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Project governance structure 

ANDREW FRANCIS

Champion

JONATHAN MOOR

Sponsor

Workplace Modernization Team
Recommends design, develops change management strategy and communication plan

Change Agents / Accommodations / PSPC

Change management advisors

Special Project Team manager

Change management practitioners

Communication advisor

Training specialist

Employee Advisory Group

Engaged on artwork selection, room naming

Manager network / Employee working groups / Change 
agents

Project management team

Special Project Team Manager

Project Managers

Design Manager (PSPC) 

Property & Facility Manager (PSPC)

Representative of enabling
sectors

IT, IM, OHS, HR, SECURITY

Project and Portfolio Lead

Various working/ Advisory
groups

Subject matter expert committees

Stakeholder representative
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Success Factors

Desire

Knowledge

Ability

Reinforcement

Awareness

Change

ADKAR model by Prosci: 
Successful change is dependant on all five elements

Strategize Plan

Implement Measure

Key Success Factors

Workplace Change Management Playbook 
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Workplace Change Management Playbook
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Key Change Management Activities

2021 Spring

-Project kick-off

-Pre-occupancy 
survey

-FAQs, change 
management and  

communication plan

2021 Summer

-Change readiness 
assessment

-Information 
management training

-Paper clean-up,  
color palette activity 

and contests

-Security pass renewal

2021 Fall

-Floorplan announcement

-Manager toolkit

-Boardroom naming activity

-Change management 
training 

2021 Winter

-Pulse check

-All-staff meeting, who we 
are and what we do

-Security awareness 
training

2022 Spring

-Construction start

-Activity based work 
training

-Construction updates

2022 Summer

-First aid and CPR 

-Ribbon cutting 
ceremonies

-GC workplace guide

-5th floor occupancy in 
September
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Change Management Activities
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Change Management Activities
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Accessibility
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Inclusivity
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Signage & Standing Operating Procedures
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Construction of the 5th Floor
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Our New Workspace
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‘”I am proud of our modern, supportive and flexible working 
environment that provides the highest standards of inclusivity and 
accessibility. This new space helps advance our workplace culture 
and better support our ‘work from anywhere’ vision for the future.” 

Project Champion and Chief Financial Officer (He)

“Good job for the establishment of our new floor! I am excited to 
leverage it with my division, especially once the outstanding 

technology components are in place and running!”
Director, Finance Planning Budgeting Reporting (She)

“I love this floor – it reminds me of when I was in university. The 
spaces are so much more modern and usable than the old floor.”

In-scope employee (They)

Feedback and Lessons Learned
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Questions?

Have fun and celebrate the new space!
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