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Mission	 	 FacilicorpNB provides innovative support services in a safe and 			 
		  cost-effective manner, creating value and exceeding customer 			 
		  expectations.

Vision		  FacilicorpNB will be the leading provider of health shared 				  
		  services in Canada.

Values		  Integrity: We are ethical, honest, consistent and professional. 

		  Teamwork: We cooperate and collaborate with our staff, 				  
		  customers and other stakeholders.
 
		  Accountability: We measure, monitor and report our 				  
		  performance in an open and transparent manner.
 
		  Respect: We treat all stakeholders with courtesy, fairness and 			 
	 	 dignity, and communicate with them in both official languages.
 
		  Pride: We have personal and professional pride in everything that 			 
		  we do.
 
		  Environmental Stewardship: We are diligent in identifying and 			 
		  adopting practices that will reduce our environmental footprint.		

MISSION, VISION AND VALUES
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This past fiscal year, several large-scale initiatives were successfully concluded, and many others achieved  
significant milestones in their project plans. As a result of the following major initiatives, New Brunswick’s  
health system continues to move towards its goal of sustainability: 

-	 IT Provincial Service Desk
-	 Dictation and Transcription Project
-	 Pharmaceutical Supply Chain Project
-	 Energy Management Program 
-	 Microsoft Upgrades
-	 Attendance Management Program
-	 Continuous Improvement Initiatives
-	 Phase I of the Supply Chain Renewal Project/Category Management

 

COMPLETED INITIATIVES 2014-2015
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On behalf of the Board of Directors, I am pleased to present FacilicorpNB’s 2014-2015 Annual Report.

This past fiscal year has presented our organization with a variety of challenges: from a change in government and 
significant changes to our senior leadership team, to our evolving relationships with customers and stakeholders.

I am pleased to say that in all cases we have risen to the challenge and adapted to these new realities. Our board 
continues to provide the sort of guidance that empowers our team and maintains focus on our goals.

As we move further into the execution of our second strategic plan, we have seen our organization mature into a 
customer-focused operation. We have proven ourselves in terms of our financial targets, and now we’re refining those 
capabilities with the kind of creative thinking and problem-solving that forms the basis of a culture of continuous  
improvement that will result in sustainable, long-term customer relationships. I am very excited about this evolution, 
and I look forward to even more tangible results over the coming year.

I would like to take this opportunity to thank outgoing President and CEO Gordon Gilman for all he has done since the 
inception of this organization. Starting an organization is never an easy task, and the foundation he has laid for  
FacilicorpNB is one we can build upon for years to come. We wish him good luck as he begins his new challenge.

I would also like to thank Derrick Jardine, our new President and CEO, for keeping the bar high during this time of  
transition, and for supporting our senior leadership team through a series of significant staff changes. Lastly, thank  
you to my fellow board members, who provided the kind of thoughtful governance that helped our team prioritize  
relationship building and customer service for the best of all New Brunswickers. 

Since its creation, FacilicorpNB has continually demonstrated to the citizens of our province how valuable its work  
has been. We are happy that our accomplishments have inspired government in the next phase of the shared  
services approach.

I am extremely proud of our accomplishments, and excited about the future.

Sincerely,

Marcus Goddard
Board Chair

1.0	 MESSAGE FROM THE BOARD CHAIR
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FacilicorpNB’s Board of Directors endorses the principle that sound corporate governance practices are essential  
for the proper functioning of the corporation and for enhancing the interest of its sole shareholder, the Province of  
New Brunswick. 

Our Board discharges its responsibilities directly and through committees in accordance with FacilicorpNB’s By-laws, 
Sole Shareholder Declaration and Board of Directors’ Governance Manual. The Board holds at least five scheduled 
meetings each year, with unscheduled meetings held as required.

The Board of Directors is currently responsible for the governance and functioning of the following two committees: 

• 	 Audit and Finance Committee – responsible for reviewing all finance, audit and risk items 

• 	 Governance and Human Resource Committee – responsible for reviewing all governance and 		 	 	
	 human resource items 

Our Board committees do not take action or make decisions on behalf of the Board unless specifically mandated to  
do so.

FacilicorpNB has adopted a Code of Conduct and Conflict of Interest Guidelines, which govern the conduct of all 
Directors and Officers, and manage the disclosure and avoidance of conflicts of interest. 

Directors are required to file disclosure statements annually and to provide updates as necessary.

1.1  	GOVERNANCE

1.1.1	BOARD COMMITTEES

1.1.2	ETHICAL BUSINESS CONDUCT
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1.2	 BOARD OF DIRECTORS

Name Role Board  
meeting  
attendance6

Committee memberships Committee 
meeting  
attendance6

Michael Coster Director 6/6 Audit & Finance Committee 3/3
Christian Couturier Director 5/6 n/a n/a
Paul Couturier Director 6/6 n/a n/a
Kim Daley1 Director 1/1 n/a n/a
Lily Durepos Director 6/6 Governance & HR Committee 4/4
Dr. David Elias Director 6/6 Audit & Finance Committee 3/3
W. David Ferguson Director 5/6 n/a n/a
Gordon A. Gilman2 President & CEO5 4/57 Audit & Finance Committee

Governance & HR Committee 
2/2
2/38

Marcus Goddard Board Chair 6/6 Audit & Finance Committee
Governance & HR Committee  

3/3
4/4

David T. Hashey, Q.C. Director 5/6 Governance & HR Committee 4/4
Derrick Jardine3 President & CEO5 1/1 Audit & Finance Committee

Governance & HR Committee 
1/1
1/1

Renée Laforest4 Director 1/1 Audit & Finance Committee n/a yet
Manon Losier Director 6/6 Governance & HR Committee

(committee chair)
4/4

Tom Maston Director 3/6 Audit & Finance Committee 1/3

Paula MacNeil Director 6/6 Audit & Finance Committee
(committee chair)

2/3

Sonia Roy Director 6/6 Governance & HR Committee 3/4

1	 Kim Daley was appointed to the Board on June 24, 2014, and resigned from the Board on October 6, 2014.
2	 Gordon Gilman was seconded to Executive Council Office on December 1, 2014. 
3	 Derrick Jardine was appointed President & CEO (acting) on December 1, 2014.
4	 Renée Laforest was appointed to the Board on December 9, 2014.
5	 Ex officio, non-voting.
6	 For those Directors who left or joined the Board or Board Committees part way through the year, the attendance record reflects 
 	 the number of meetings held during their respective tenures.
7	 One (1) Board of Directors meeting was held specifically without the CEO present.
8	 One (1) Governance & HR Committee meeting was held specifically without the CEO present.
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On behalf of the management and staff at FacilicorpNB, I am pleased to present our 2014-2015 Annual Report.

Our organization underwent significant change this year, while maintaining focus on its strategic priorities. This year 
saw the retirement of Guy Léger, our Vice President of Operations and Chief Operating Officer, and the departure of 
Andrew Beckett, our Vice President of Corporate Services and Chief Financial Officer. We wish them both well in their 
future endeavours and appreciate their contribution to our organization.

We also bid farewell to President and CEO Gordon Gilman, who accepted a position with the Government of  
New Brunswick. Gordon left this organization on a firm footing, with a clear plan in place to accomplish our goals. 

I am proud of how far we’ve come as an organization. During my time as Vice President of Technology Solutions and 
Services, I was involved in many of the initiatives that were either completed this year, or that achieved significant 
milestones on the road to completion. The IT Provincial Service Desk has significantly enhanced service to our 
customers province-wide, and the Pharmaceutical Supply Chain project is already paying big dividends. As President, 
I am proud to be involved in a wider scope of activities, including our Lean Six Sigma continuous improvement 
initiatives, our Supply Chain Renewal project, and our ongoing efforts to effectively and sustainably consolidate 
Laundry operations. 

I am consistently impressed with our team’s ability to focus on achieving the objectives set out in our strategic plan. As 
an organization, we have transitioned to a focus on customers, which has had a profound effect on the way we do our 
work, deliver our services, and meet our performance targets. Bottom line, we’re even more accountable for the work 
we’re doing, because of the positive change we’re making for our customers and our province.

Thank you to our Board of Directors for their stewardship during the year, and to our staff for their continued dedication 
and effort. 

With the plan for the government of New Brunswick to create a new shared services organization that will deliver 
common services across government, we see the move to a new common services corporation as a step forward.  

Since the creation of FacilicorpNB, in 2008, we have proven that the shared services model works. We have played an 
important role in improving health services’ safety and efficiency through many initiatives and collaboration work with 
stakeholders in the health system. 

I look forward to the achievements we’ll accomplish together.

Sincerely,

Derrick Jardine
President and CEO

2.0 	MESSAGE FROM THE PRESIDENT AND CEO
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2.1	 CORPORATE OVERVIEW

FacilicorpNB is a public sector agency created in 2008 to manage specific non-clinical shared services for the  
New Brunswick health system. Our mandate is to provide cost-effective, innovative and sustainable support services  
to the health system and its stakeholders.

We fulfill our mandate by delivering high quality services, consolidating service management, standardizing processes 
and products, developing best practices, and leveraging greater critical mass in the procurement of goods and 
services.

Our operations are funded by the Department of Health, user charges for laundry services, and savings generated 
from our activities.

Our service lines – which include Information Technology and Telecommunications (IT&T), Clinical Engineering,  
Supply Chain, and Laundry – provide a comprehensive range of services for the health system and its partners.

Health professionals rely on timely clinical and decision-support information to treat patients and administer health 
services to New Brunswickers. IT&T provides that critical foundation through effective, proactive and innovative 
management of our health system’s technology and communications infrastructure. We develop, test and implement 
provincial e-health solutions for the Regional Health Authorities (RHAs) and for the Department of Health. We also 
troubleshoot, support and manage the lifecycle of both hardware and software products in use within the health system 
throughout the province. IT&T also ensures that data and information are safely and securely stored and managed.

We provide 24/7 support for the operations of New Brunswick’s health system.

2.2  	BUSINESS LINES

2.2.1  INFORMATION TECHNOLOGY & TELECOMMUNICATIONS

Statistics at a glance 2013-2014 2014-2015 Change
Total number of PCs and 
laptops

13,337 13,481 +144 

Total number of servers 1,268 1,335 +67
Total calls to the IT  
Provincial Service Desk

146,507 172,491 +25,984

Total incidents reported 118,153 141,393 +23,240
Total incidents resolved 113,667 139,854 +26,187

Notes:
•	 The total number of servers has grown due to the implementation of large systems, such as Kronos Timekeeping,  
	 as well as a number of smaller internal client systems.
•	 The number of calls to the IT Provincial Service Desk, as well as the number of incidents reported has grown for a 
 	 number of reasons. The consolidation of support resources has led to more consistent practices, including the 
 	 requirement to record all events. The expansion of service hours to 24/7 for all areas/zones, as well as a focus on  
	 first-call resolution, has also had an impact on this metric.
•	 The number of incidents resolved grew as a result of the reasons noted above, but also because a black-belt project 
 	 focusing on resolving tickets sooner was implemented, which led to a reduction in the incident ticket backlog.
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Healthcare professionals use a wide array of diagnostic and therapeutic medical equipment in their day-to-day work. 
This equipment can be very complex and costly.

Clinical Engineering works with customers to plan for, and evaluate new and existing health care technologies. We 
inspect and maintain the equipment, and ensure the technology complies with all applicable regulations. We also 
support the investigation of incidents related to medical equipment and participate actively in the training and education 
of technical and medical personnel regarding its use. Finally, we help determine when equipment has reached  
end-of-life status, and play a significant role in the decommissioning process.

Notes:
•	 The increase in total number of work orders was due to two factors. First, there was a 6% increase (+1,976) in corrective 		
	 work required to support equipment, based on user requests for equipment service. During this period there was also 
 	 a net new increase of 933 inventoried devices. Second, a black belt process improvement initiative and improved 			 
	 reporting resulted in an increase of 2,498 (+11.7%) preventative maintenance procedures completed, allowing strategic 		
	 targets to be achieved.
•	 The number of alerts handled varies from year to year, because they are dependent on the quantity of equipment in 		
	 service, and the details of the published alerts.
•	 Improvements to the maintenance program were implemented, resulting in the successful attainment of strategic targets 		
	 for medical equipment maintenance during the 2014-2015 fiscal year.

2.2.2  CLINICAL ENGINEERING

Statistics at a glance 2013-2014 2014-2015 Change
Total number of work orders 62,691 68,466 +5,775
Total number of preventative maintenance service orders 21,154 23,652 +2,498
Total number of equipment alerts requiring action 1,007 733 -274

On a day-to-day basis, a wide variety of equipment, supplies and services are used in the delivery of health care to 
New Brunswickers.

Supply Chain supports health care professionals by ensuring the right goods and services are available at the right 
time and place. We are responsible for the sourcing, procurement, storage, delivery and distribution of all equipment, 
supplies and services for the health system throughout New Brunswick. Supply Chain includes the following: strategic 
sourcing, purchasing, inventory management/stores, shipping and receiving, distribution, logistics, print shops and  
mail rooms. 

 
Notes:
•	 The change in numbers represents normal fluctuations in operations.
•	 During the year, the organization prepared and issued 53 Requests for Proposals, 18 Requests for Information and  

30 Requests for Quotes. 

Statistics at a glance 2013-2014 2014-2015 Change
Total number of purchase orders 123,714 123,235    -479
Total dollar value of purchase orders $280,698,785 $258,820,975 -$21,877,809
Total number of contracts 1,462 1,366 -96
Total number of RFPs/tenders 100 83 -17

2.2.3  SUPPLY CHAIN
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2.2.4  LAUNDRY 

New Brunswick’s many health care facilities require a wide variety of clean and sterile linen on a daily basis.

Laundry provides complete laundry services (including pick-up of soiled linen and delivery of clean items) for our 
customers throughout the province. 

Notes:
•	 Poundage reduction came as a result of the Horizon Health Network’s replacement of OR linen with disposables.
•	 The increase in customers reflects the addition of two nursing homes and two health clinics.
		

Statistics at a glance 2013-2014 2014-2015 Change
Total poundage of laundry processed 23,091,408 22,419,372 -672,036
Total number of customers 75 79 +4

FacilicorpNB provides quality services to its customers in the official language of their choice. The Human Resources 
Department is responsible for the coordination of the Official Languages policy for our organization. FacilicorpNB 
actively updates its language profiles as re-organizations warrant.

In February 2014 FacilicorpNB received written notice from the Commissioner of Official Languages for  
New Brunswick (the “Commissioner”) of a complaint related to the language of written communications with respect 
to a Request for Proposal issued by FacilicorpNB in the fall of 2012. We officially responded to her notice and in 
June 2014 the Commissioner provided us with a copy of her investigation report. We met with the Commissioner and 
her staff in August, 2014 to discuss the report and our response. In subsequent correspondence, the Commissioner 
indicated that FacilicorpNB complies with the Official Languages Act and encouraged us to continue to do so.

No other official language complaints were received by the organization or were ongoing during the fiscal year  
2014-2015.

2.3  OFFICIAL LANGUAGES ACT

FacilicorpNB has policies and processes designed to manage public interest disclosures as required by the  
Public Interest Disclosure Act (New Brunswick). In 2014-2015, no claims or disclosures of wrongdoing were made  
or received.  

2.4  PUBLIC INTEREST DISCLOSURE ACT
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2.5  ORGANIZATIONAL CHART - AS AT MARCH 31, 2015
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3.0	 REPORT ON PERFORMANCE

Our 2013-2016 Strategic Plan identifies a series of desired outcomes, and organizes them into the following drivers of 
change:

•	 From a customer perspective, we will move from variable service levels to high quality, consistent service levels.
•	 From a service perspective, we will expand our services to include new offerings and new customers.
•	 From a results perspective, we will move from a cost-savings focus to a long-term value focus.
•	 From an operations perspective, we will replace stand-alone processes with harmonized processes.
•	 From an employee perspective, we will foster a stronger sense of pride and belonging.
•	 From a resource perspective, we will shift focus to allow strategy to shape budget instead of the other way around.

The following sections outline our activities and accomplishments related to the drivers of change, over the past year.
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3.1  KEY PERFORMANCE INDICATORS 

DRIVER MEASURE MEASUREMENT 
FREQUENCY

TARGET 2014-15 RESULTS

Customer Corporate customer 
satisfaction survey

Annual 90% satisfaction 85%

Service Revenue from 
new and existing 
customers

Monthly $626,000 Delays in opening 
new nursing homes 

have delayed 
expected revenues.

Results Total value of 
system savings and 
efficiencies resulting 
from our activities

Monthly $875,000 $1,316,883

Results Value of 
performance 
improvement 
projects

Quarterly $200,000 $238,000

Operations Completion rate of 
work plan items

Quarterly 90% On track 

Operations IT service desk call 
abandoned rate

Monthly Less than 10% 8%

Operations IT incident response 
rate

Monthly 90% 94.8%

Operations IT incident resolve 
rate

Monthly 90% 92.7%

Operations IT end-user refresh Monthly 2,400 1,888
Operations CE preventative 

maintenance 
completed on life-
critical equipment

Monthly 100% 100%

Operations Laundry fill rate Monthly 99% 98.7%
Operations Laundry pounds per 

operator hour
Monthly 100 lbs 83.5 lbs

Operations Supply Chain cost 
per purchase order

Monthly $15.49 $17.25

Operations Supply Chain 
inventory turns

Monthly 1.0 1.02

Employee Employee 
attendance

Monthly 9.5 sick days 10.66 days

Employee Revenue per 
employee

Monthly $8,100 per 
employee

$8,900
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3.2  DRIVERS OF CHANGE

Desired Outcome
We will move from variable service levels to high quality, consistent service levels.

Actions Taken
Customer Satisfaction Survey  
The Customer Satisfaction Survey was completed in December 2014. In total, we received feedback from  
97 respondents who answered a variety of questions to help us identify opportunities for enhancing our overall  
customer service.

The overall customer service satisfaction score was 85%, an increase of 1 percentage point compared to last year. 

> Next steps
Based on the findings of this Customer Satisfaction Survey, FacilicorpNB has identified a number of action items to 
address some of the themes/areas of concern.

Customer Relationships 
As part of our ongoing commitment to establish and maintain collaborative working relationships with our customers – the 
Department of Health and the Regional Health Authorities (RHAs) – we continue to work toward streamlining governance 
to support efficiency, accountability and the achievement of results. 

At a system level, FacilicorpNB is leading the Health Technology Partnership Council, which includes representation 
from Horizon Health Network, Vitalité Health Network, and the Department of Health. FacilicorpNB IT senior leaders 
also participate in technology governance committees that have been established by both RHAs. A similar governance 
structure is in place for Clinical Engineering.

A Supply Chain Governance group, composed of senior leaders from FacilicorpNB Supply Chain and senior leaders 
from Horizon Health Network, meet six times per year for the purpose of ensuring alignment with the strategic direction 
established by Horizon Health Network, FacilicorpNB and the Department of Health’s Strategic Plan. These meetings 
provide a forum for overseeing the planning, prioritization, project execution and project evaluation of Supply Chain 
initiatives within Horizon Health Network. A similar approach occurs individually with the Vice President of Finance for 
Vitalité Health Network.

Successful service delivery and customer relationships require an ongoing spirit of partnership, open dialogue, and 
information sharing. In collaboration with our partners, we continue to adopt best practice frameworks and take a 
continuous improvement approach to service delivery. 

Microsoft Windows 7 implementation 
In 2013-2014, as a result of Microsoft’s decision to end support for Windows XP, FacilicorpNB staff installed the Microsoft 
Windows 7 operating system on 85% of PCs throughout the province. This large-scale upgrade ensured all systems 
remained protected from potential security threats. Due to application incompatibility, 15% of devices had to remain on 
Windows XP, and received additional protection software to mitigate risks. 

In 2014-2015, the majority of these systems were successfully upgraded or replaced. Less than 1% of devices still require 
additional mitigation. 

The upgraded systems included pharmacy applications, scanning and archiving solution, clinical systems, health records 
and patient administrative systems. 

3.2.1  Customer  
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IT Provincial Service Desk fully operational
The IT Provincial Service Desk project was launched in January, 2012, to standardize and improve the quality of client 
services. The final steps in the project were completed in November, 2014. All zones/areas within the provincial health 
system now receive around-the-clock standardized, bilingual support services for clinical and administrative staff in the 
RHAs and FacilicorpNB.

“The completion of this project demonstrates our commitment towards improving our services and supporting clinical 
and administrative staff in the delivery of health services. It is the result of extensive work requiring the collaboration of 
many people. Grouping eight different service desks into one efficient, operational unit is a significant accomplishment 
for our organization and the health system”, said President and CEO Derrick Jardine.

Service Desk employees respond to requests for support and provide core services for our customers. Requests that 
cannot be resolved remotely by telephone are forwarded to IT support staff stationed on-site in all zones/areas within 
the province.

Access management project
IT&T provides user access management services to the RHAs, and to FacilicorpNB staff. The processes, tools and 
resources used to add, change or disable access rights to the systems and applications required by authorized users 
(employees and non-employees) vary across the different zones and areas. The lack of common access management 
processes has led to delays, re-work and inconsistencies. In some instances, it has also resulted in unsatisfactory 
customer experiences and placed high demands on Applications resources, the IT Provincial Service Desk, and key 
business users.

In an effort to streamline and simplify the access management process for all involved, a standardized process has 
been developed using Lean methods and principles. This process was piloted successfully at the Moncton Hospital in 
2013-2014.

In 2014-2015, we refined and developed processes based on the pilot, and we developed an implementation plan for 
full rollout across all facilities, starting with Miramichi. This project should significantly improve the customer experience 
and increase operational efficiency for IT staff.
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Desired Outcome
We will expand our services to include new offerings and new customers.

Action Taken 
Nursing home customers – Procurement
In 2014-2015 we continued to work with new nursing home clients, introducing them to our national group purchasing 
organization (GPO) and supporting them as they moved through the associate membership application process. To 
date, 47 of 61 public nursing homes have signed up.

During the year, we worked with nursing home associate members, transitioning them to 12 GPO contracts, resulting in 
cost savings for the procurement of medical and non-medical supplies.

Pharmaceutical Supply Chain project
The Pharmaceutical Supply Chain project has established a single-source distribution model, enabling both RHAs 
to automate and track the distribution of pharmaceuticals from the time of purchase through traditional distribution 
channels to delivery at selected patient-care sites. 

During 2014-2015, the implementation phase of the project was focused on the roll-out of automated dispensing 
cabinets. Hospitals throughout the province have been equipped with these new high-tech cabinets, which 
automatically dispense the appropriate medications, reducing the risk of human error. These secure cabinets have 
been deployed throughout 265 patient care areas in 22 hospitals around the province. The cabinets require electronic 
authentication (via username/password or biometrics) to open and retrieve (or return) drugs. An automated process is 
in place to ensure an appropriate inventory is available.

Collaboration between FacilicorpNB and the RHAs has been a key component of the evolution of this major provincial 
initiative. In addition to overall project management, FacilicorpNB’s IT&T and Clinical Engineering teams have 
supported the deployment of the new hardware and software. 

Common dictation, transcription, and voice recognition solution 
In October 2013, a contract was signed with Lanier Health Care Canada for the provision of a comprehensive dictation, 
transcription and voice recognition solution for the health care system. The key areas involved in this initiative are 
Health Records, Medical Imaging, and Laboratory across both RHAs.

This common solution will replace eight existing systems with a single standardized and reliable service for physicians 
and patients. This new system will provide digital dictation, transcription, and voice recognition in both French and 
English, and is designed to be scalable to meet future needs.

This multi-year project started in the spring of 2014. The new system is currently installed in three zones/areas: Saint 
John, Beauséjour, and Moncton. Remaining deployments will occur throughout 2015-2016.

3.2.2  Services
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Telestroke project
In 2014-2015, FacilicorpNB worked in collaboration with the Department of Health, the RHAs, Ambulance  
New Brunswick and the Heart and Stroke Foundation to implement a standardized provincial Telestroke system. 

Stroke patients require rapid access to a drug treatment that dissolves blood clots. This treatment must be 
administered within 4.5 hours of the onset of stroke symptoms, and the quicker the medication is administered, the 
more effective it is. 

The Telestroke system uses technology solutions to improve care and speed up the diagnosis for patients who show 
up at an Emergency Room with stroke symptoms.

Our IT&T and Clinical Engineering teams have implemented the technology required to link the province’s 10 major 
emergency rooms with a 24/7 neurology on-call system.

“Implementation of this technology will be of immeasurable value to patients. Quicker diagnosis and treatment for a 
stroke will greatly enhance a patient’s chances for a healthier recovery. That element alone was a driving force behind 
this initiative, and we are more than satisfied to see this project become a reality”, said Richard Losier, Chief Operating 
Officer for the Beauséjour Zone at Vitalité Health Network.

“Telestroke is a perfect example of how technology can be used to better integrate the health-care system,” said Health 
Minister Victor Boudreau. “The Department of Health is happy to be a partner on this project that improves access to 
treatment and will result in improved patient outcomes.”

Ebola preparedness
FacilicorpNB worked together with our provincial health partners to prepare for the eventuality that Ebola cases appear 
in New Brunswick.

We were also actively involved in sourcing and inventorying the appropriate equipment and supplies required to protect 
both staff and clients, in response to a potential Ebola outbreak.
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Desired Outcome
We will move from a cost-savings focus to a long-term value focus.

Action Taken
Energy management 
The 2014-2015 fiscal year was the first full year of our Energy Management Strategy. During the year we supported the 
RHAs in the identification, prioritization, and execution of energy savings initiatives. Energy Management Plans were 
developed for five hospitals, energy benchmarking continued in 21 facilities, Energy Management Information Systems 
were installed in five health care facilities, and energy-related best practices were shared through our working groups.

Collaborative efforts with the RHAs resulted in:
•	 $1.1M in actual energy cost avoidance;
•	 $300,000 invested in energy efficiency upgrades in eight facilities, which will generate an additional $140,000 	 	
	 in energy cost avoidance annually; and
•	 over $220,000 in cost avoidance through operational improvements identified using Energy Management 
 	 Information Systems. 

> Next steps
In the coming year we will continue to work with facility management personnel in both RHAs, as well as the 
Department of Transportation and Infrastructure, to identify and implement additional energy management projects. 
Energy cost information and existing energy management plans will be updated and benchmarked, and energy 
management plans will be developed for two additional facilities. As well, we plan to advance the use of Energy 
Management Information Systems in order to continue to increase operational and maintenance savings.

RHA financial systems consolidation
This year the RHAs began a financial systems consolidation initiative that will achieve savings and improve access to 
timely and accurate information for better decision-making. This initiative will also create efficiencies in Supply Chain 
operations by standardizing data and streamlining processes.

Several options for the new system were reviewed, and a solution selected – one that will consolidate the General 
Financials, Supply Chain and Resource Planning areas from four separate systems into one single chart of accounts. 
Work teams have been established within each RHA and FacilicorpNB, to standardize business processes, workflows 
and reports in advance of implementation. Consolidation will happen using a phased approach, by establishing the 
master instance and incorporating each zone over the course of one year. 

The initial phase is underway in each organization, and we expect the process to be completed within fiscal year  
2015-2016.
  

Supply Chain Renewal initiative 
Every year, FacilicorpNB manages the purchase of goods, equipment and services worth nearly 325 million dollars.
 
To streamline this process, FacilicorpNB launched a Supply Chain Renewal initiative in January 2013. This involved the 
creation of a new Category Management framework, using two key areas of focus: sourcing and logistics. 

The renewal process will modernize our zone/area-based system – currently composed of disparate manual practices 
– transforming it into a strategic, standardized, consolidated provincial model, reflecting best practices found in similar 
successful private and public sector initiatives. 

3.2.3  Results
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Overall, this project will improve our level of customer service through savings generation, and streamlined 
procurement operations.

The implementation of the Category Management model was completed for the Horizon Laboratory Departments  
in 2014. 

“We’re getting great comments so far from Laboratory Department stakeholders”, said FacilicorpNB’s Director of 
Sourcing Renewal, Nancy-Butler Rioux. “The benefits speak for themselves – so much so that other departments are 
contacting us to switch to Category Management as soon as possible!” 

Daryl Steeves, then Regional Administrative Director of Laboratory Services at Horizon Health Network, praised the 
Category Management model: “It has revolutionized our approach to obtaining goods and services.”

“Integrating the Laboratory Category Manager into our Program Management Team has allowed her to become part 
of the family, understanding our needs even better than we do at times”, said Steeves. “Our processes are now clearly 
defined and understood by our staff, and if there is any doubt, all it takes is a simple call to our Category “team” to 
obtain a quick resolution. What was once a tedious and challenging process has become an effective and positive 
experience. This is one of the most impactful changes we have made in our structure as we evolved to a regional 
service.”

> Next steps
The next step is to move all departments from both RHAs to the new procurement model.

Provincial scheduling, time and attendance solution 
Implementation of Kronos Workforce Timekeeper for some groups of FacilicorpNB employees will be completed by the 
fall of 2015.

This new application will provide for better schedule planning and better control of staff attendance, while reducing the 
risk of payroll errors.

Intranet migration finalized
The migration of key content and applications from zone/area-based intranets to Skyline, Boulevard and Rendezvous 
was successfully completed during the summer of 2014. The completion of this phase allows for the realization of a 
long-term goal: delivering key information and resources to all staff through a central common platform, improving 
information access and management. 

The migration process began in January, 2014. Oversight for the project was provided by the Joint Intranet Governance 
Committee, and each RHA was directly involved with release planning and execution within its organization. Thanks 
to the dedication of key business leads, new and existing content owners and project team members from all three 
organizations, the project was successfully completed in August, 2014, allowing for the decommissioning of the old 
zone/area-based intranets. 
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Desired Outcome
We will replace stand-alone processes with harmonized processes.

Action Taken
Laundry consolidation 
In March, 2013, GNB approved FacilicorpNB’s plan to consolidate health system laundries throughout the province 
from eight (8) to four (4). The purpose was to generate savings by moving laundry volumes to our most productive 
laundries, and to reduce operational and financial risk by closing laundries that required significant investments to 
replace or upgrade end-of-life equipment. 

During fiscal 2013-2014, the laundry operation at the Moncton Hospital was closed and its volumes were moved to the 
Saint John Laundry. The laundry operation at the Tracadie-Sheila Hospital was also closed and its volumes moved to 
the Campbellton Regional Hospital. 

The closure of the Chaleur Regional Hospital Laundry was postponed, as we reviewed operations following the first 
consolidation experience. The plan to close the Dr. Georges-L.-Dumont University Hospital Centre’s Laundry was 
similarly delayed. 

As a result of the Dumont Hospital volumes not being transferred and the OR laundry volumes at the Saint John 
Regional Hospital being reduced (due to a move to disposable products), a workforce adjustment was completed at the 
Saint John Laundry in March, 2015. 

During this fiscal year, we initiated Lean Six Sigma and Waste Walk projects in our laundry operations. In light of 
closures and increased volumes, a consultant was also hired to complete a study of the current infrastructure and 
operations. The study is being used as an information resource as we complete a business plan for laundry operations, 
in order to ensure the long-term sustainable delivery of efficient laundry services for the NB Health sector.

Process improvement 
During this fiscal year, FacilicorpNB continued to increase its activities in the area of process improvement. Eight 
employees completed their Lean Six Sigma training, and received certification as Black Belts. 

FacilicorpNB has also implemented a new Process Improvement Plan that has tasked two employees to lead Lean Six 
Sigma projects across the organization. Much of their focus is currently on improvement projects within the Laundry 
division. Additional projects will be undertaken as they are identified and their benefits are validated. 

The plan also called for the creation of two Waste Walk teams, each consisting of four employees. Training for these 
employees was completed in December, 2014. During the 4th quarter these teams completed three Waste Walks and 
improvements were being implemented as of March 31. More Waste Walks will be scheduled throughout 2015-2016. 
We look forward to reporting on the results of these various process improvement initiatives.

Here are highlights from four of the process improvement training projects: 

> Inventory Replenishment in the Fredericton Area
A review of the process to top-up inventory in nursing units was undertaken, with a goal to reduce the time it takes to 
complete the process. By using the Lean Six Sigma method, the time to count stock was greatly reduced, resulting 
in savings of $22,965. The project also produced $26,466 in inventory savings for Horizon Health Network. The 
methodology is being replicated in the remaining hospitals. 

3.2.4  Operations
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“The project is successful and the employees welcome the use of the scanners”, said Bill Burns, Logistics Manager. 
“All of the Logistics employees feel they make an unbelievable difference, and they don’t know how they ever worked 
without them!” 

> IT Incident Response and Duration Times
This project was designed to reduce the amount of time clients wait for a response, and then for a solution to their  
IT incidents. The project was able to reduce the response rate for incidents taking longer than three days from 19%  
to 2%. It also reduced the percentage of incidents lasting more than seven days from 17% to 5%. 

> Computer Deployment Process
A review of our computer deployment process led to the consolidation of eight different processes into one. The goal 
was to provide consistent service and reduce the amount of rework required when issuing new computers. The result 
of the project was a reduction in the rate of rework from 32% to 6%. It also reduced the cost of reworks from $22,500 
to $4,320 per year. 

> Capital Equipment Purchase Authorization Process
In 2014-2015, FacilicorpNB Procurement and the Horizon Health Network cooperated on a continuous improvement 
project regarding the approval process for Capital Equipment. The project was piloted at the Saint John Regional 
Hospital, with the objective of reducing delays associated with the approval process, in order to increase the time 
available for the procurement phase.

A key result was the adoption of a single Procurement Request Form with electronic approvals replacing four paper 
forms with redundant manual approvals. Using a single electronic form not only reduces the number of signatures 
required per acquisition, but also improves traceability for the requestor – making it easy for them to know where the 
request is in the approval process – and allows for improved reporting. In the end, the Regular Capital Equipment 
signing process time was reduced from 211 to 91 days, which increases the amount of time available for the 
procurement process. We have received positive feedback from stakeholders regarding this improvement.

The success of the project resulted in Horizon adopting the methodology for all areas, going live in the fiscal year 
2015-2016.

Clinical Engineering’s Resource Management Software
FacilicorpNB’s Clinical Engineering (CE) is responsible for more than 50,000 pieces of equipment throughout 
New Brunswick’s healthcare facilities. To maintain all the information associated with this equipment, CE utilizes a 
database called Resource Management Software (RMS) – a tool consisting of 14 modules including Equipment Asset 
and Inventory Management, Work Order History, Parts Management, and a Service Contract Module.
RMS was developed by CE, and over the past twenty years it has undergone many improvements, allowing it to 
adapt to our health system’s changing environment.

In 2014, RMS was upgraded to include the Provincial Maintenance Schedule, utilizing an industry-standard method to 
identify and prioritize tasks. The next step in the evolution of the RMS is expected to be released in the first quarter of 
2015, and will provide informative reports and dashboards that will give staff, managers, and stakeholders access to 
timely decision-making information. 
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Risk management
As part of our ongoing risk management process, key risks associated with our operations are monitored on an 
ongoing basis, using a Risk Register document. The Risk Register contains an assessment of each risk and provides 
for the implementation of appropriate mitigation strategies. 

The Risk Register is a standing item on the agenda for each meeting of the Board of Directors and the Audit and 
Finance Committee, as well as the quarterly Senior Leadership Team meetings. 

A regular review process with the Board helps determine if risks are properly identified and whether the outlined 
mitigation strategies remain appropriate or need to be adjusted.

Privacy
In some circumstances, we deal with both personal information and personal health information. Maintaining the privacy 
of this information is a responsibility that we take very seriously.

As a result, we have developed and implemented the following policies:
-	 Corporate Privacy Policy
-	 Confidentiality Policy
-	 Privacy Breach Policy
-	 Privacy Impact Assessment Policy
-	 Confidential Information Sharing Policy

These policies are designed to ensure we fully meet our obligations under the Personal Health Information Privacy and 
Access Act (New Brunswick) and the Right to Information and Protection of Privacy Act (New Brunswick).
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Desired Outcome
We will foster a stronger sense of pride and belonging.

Action Taken
Provincial Recognition Gala and Leadership Conference
We held our 4th annual Provincial Recognition Gala on October 1, celebrating both recently retired employees, and 
employees with 25, 30, 35 and 40 years of service. Approximately 60 employees were recognized for their efforts as 
well as their career milestones. 

FacilicorpNB Managers also attended the 2014 Leadership Conference, held October 2-3 in Moncton, to discuss, 
among other items, the major projects underway in the organization. The 16 initiatives associated with the  
2013-2016 Strategic Plan, the Best Employers in Canada survey and work plan, and our continuous improvement 
projects were discussed over the two-day event. Participants were also invited to attend workshops about new 
corporate technologies, how to run a meeting, performance management, and internal communications.

Training and Development
During the year, we invested close to $268,000 in Training and Development for our employees. This does not include 
the cost of staff time related to attendance at the various training sessions. 

Some of our major training initiatives included:

> Second-Language Training
Fifteen employees completed French-language training. The courses they took were appropriate for their level of 
French comprehension, and comprised of weekly virtual sessions and learning activities including video, audio, case 
scenarios, and recording tools.
 
> Coaching
FacilicorpNB Managers participated in a full-day coaching session in February 2015. The program provided 
participants with coaching concepts and skills, and introduced them to the 5/5/5 framework for successful coaching:  
5 Core Coaching Skills, 5-Step Coaching Exchange Process, and 5 Guiding Principles for successful coaching.

> SkillsNB Provincial Online Learning Platform
In September 2014, the provincial government implemented a new learning platform that provides free training and 
development to citizens of the province.

The SkillsNB library contains more than 6,000 online tools including courses, videos, interactive simulations, and 
full-text books in English and French. These resources cover a wide variety of subject areas, such as business, 
IT, leadership, management, and certifications. Participants in the SkillsNB program have free access to the entire 
collection of resources as well as to targeted learning paths. FacilicorpNB encourages its staff to take advantage of 
these learning resources. 

Attendance Management program
FacilicorpNB acknowledges the importance of supporting and recognizing regular attendance at work, and works to 
reinforce the idea that attendance is everyone’s responsibility: the employee’s, the union’s, and the employer’s. 
As employees, we play an essential role in the provision of high quality service to our customers. Being at work means 
we contribute to the effectiveness of our organization by ensuring stability in service delivery.

3.2.5  Employees
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The Attendance Support Program and accompanying Attendance Policy establishes FacilicorpNB’s expectations and 
standards for employee attendance at work. This non-disciplinary approach has been adopted as a best practice by 
many employers, as a tool to support their staff in being present and productive at work.

Attendance Support Program Objectives:
•	 Develop tools and processes to address absenteeism
•	 Assist employees in attending work regularly through support, accommodations and building awareness 	
	 of the available resources to promote a healthy workplace

Program Benefits:
•	 Promotes staff engagement through effective management practices
•	 Increases awareness of the effects of absenteeism
•	 Improves employee morale
•	 Improves personal health, workplace health and financial health

Employee wellness initiatives 
> 2014 Wellness Challenge
To promote healthy living habits, FacilicorpNB challenged its employees to take steps around New Brunswick.
In September 2014 FacilicorpNB launched the 2014 Wellness Challenge to promote healthy living habits among 
employees. The challenge, which ended February 6, was to walk a little over 1,000 km – around the province – within a 
four-month period.

Over 35 million steps were recorded. This means our employees walked or ran 26,638 kilometres, or three times the 
distance between Vancouver and St. John’s, Newfoundland!

There are many benefits to adopting healthy habits such as regular physical activity: controlling your weight, reducing 
your stress, boosting your immune system, and increasing your energy level.

> Performance management
Our Performance Management system is a tool used to encourage open discussion with employees on their 
performance, and to provide them with on-going coaching. 

Capturing the completion rate allows the organization to identify the number of employees who are getting feedback 
and recognition regarding their performance. For the fiscal period of 2014-2015, we had a 90% completion rate.

> Succession planning 
Our Succession Planning Guide explains the available roles and responsibilities associated with them, and provides a 
framework for the evaluation of candidates. A communication plan will be developed to introduce the program, as well 
as procedures for candidates to submit their expressions of interest.
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Internal communications audit
Our 2013-2016 Strategic Plan called for a review of our organization’s internal communications processes and tools. 
To this end, an internal communications audit was conducted across the organization during the summer of 2014. The 
audit included an online and paper survey, and a series of focus groups.

The results of the survey and the focus groups have provided a good baseline for our current operations, methods, 
processes and tools. They have been compared to best practices in the industry, and an action plan has been 
developed and implemented to resolve any identified issues and increase employee engagement.

As part of the improvement initiatives, an internal ongoing communication process has been implemented, including 
tools for managers and reports for employees.
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Desired Outcome
We will shift focus to allow strategy to shape budget instead of the other way around.

Action Taken
Balanced scorecard
During the 2014-2015 fiscal period, we continued our use of the Balanced Scorecard methodology to track and report 
on operational performance. This approach, which is also being utilized throughout Government, is a performance 
management tool that aligns grassroots operational activities with long-term corporate objectives, strategy and 
governance. 

The Balanced Scorecard helps us to:
•	 improve the communication of organizational strategy;
•	 improve performance management at all levels;
•	 reduce duplication of effort through better planning;
•	 take timely corrective action regarding off-schedule performance; and
•	 improve efficiency and productivity.

> Next steps
In 2015-2016, we will continue our regular review of operational performance measures and work plan progress during 
regular management meetings. Results from our Key Performance Indicators are reported and shared across the 
company and with the Board of Directors on a regular basis.

Budget process
In fiscal 2014-2015, our budgeting process was fully aligned with the objectives as outlined in our Strategic Plan. Work 
plans were aligned with strategic objectives, and resources were allocated to initiatives supporting the achievement of 
these objectives across all six drivers of change.

Performance Excellence Program
Over the past few years, the Government of New Brunswick has undertaken a broad-based operational review. This 
renewal effort is designed to ensure that Government is able to provide both appropriate and affordable services to the 
citizens of New Brunswick in a sustainable manner. 

One of the objectives of this renewal is to develop and implement a sustainable management system with a focus 
on articulating strategy, aligning performance processes and metrics, developing leaders and driving a culture of 
continuous improvement, which will ultimately be cascaded through the organization.

FacilicorpNB joined the Performance Excellence Process in June 2013. Since that time our executive management 
team has received formal training in the Excellence process, and we have reviewed our strategic plan to ensure it 
aligns with the Department of Health’s plans and the Province’s Strategic objectives. 

> Next steps
We will continue to work with the Department of Health and the RHAs to ensure coordinated planning processes. 

 

3.2.6  Resources
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4.0	 MANAGEMENT DISCUSSION AND ANALYSIS

For the fiscal year ended March 31, 2015

The following summary of FacilicorpNB’s operating results for the year ended March 31, 2015, should be read  
in conjunction with our financial statements and their accompanying notes.

The integrity and objectivity of these financial statements are management’s responsibility. The preparation of  
financial statements necessarily involves the use of estimates based on management’s judgment, particularly when 
transactions affecting the current fiscal period cannot be finalized with certainty until future periods.

In meeting the Corporation’s responsibility for the reliability and timeliness of financial information, the Corporation 
maintains a system of financial management and internal controls to provide reasonable assurance that financial  
information is accurate, assets are safeguarded and transactions are executed in accordance with the Corporation’s 
policies.

The Corporation’s Board of Directors is responsible for ensuring that management fulfills its responsibility for financial 
reporting and internal control and exercises these responsibilities through the Audit and Finance Committee. The Audit 
and Finance Committee reviews internal financial statements on a regular basis, as well as the annual external audited 
financial statements. 

The approved budget for fiscal 2014-2015 provided for a deficit of $0.1 million. The Corporation was successful in 
realizing an annual surplus of $0.5 million, an improvement of $0.6 million from budget. 

More detail on budget variations is provided in the following commentary.

The Corporation’s revenues for the year totaled $93.4 million, which was $0.6 million greater than budget.

The total funding received from the Department of Health was $79.9 million, which was $0.4 million greater than  
budget. The $10.5 million revenue from rebates and recoveries was $0.2 million greater than budget. Revenue from 
nursing home clients and other NB Agencies for laundry services was $3.0 million, which nominally exceeded budget. 
Effective April 1, 2014, savings initiatives revenues, which totaled $0.6 million in the prior year, are recorded directly by 
the RHAs.

4.1  	OVERVIEW OF 2014-2015 FINANCIAL RESULTS

4.2  	REVENUE
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Operating expenses for the year totaled $91.9 million, which was effectively on-budget. 

Total spending in IT&T was $1.3 million less than budget. Personnel costs, which account for almost 50% of the overall 
IT&T budget, were $1.4 million less than budget mainly as a result of staff vacancies. Favourable contract renewal 
rates for software maintenance and reduced spending on servers contributed to a positive budget variance of $1.2  
million in Equipment and supplies expense. Those savings were reinvested, in part, in software and licenses.  
Professional fees for IT&T exceeded budget by $0.4 million due to internal projects. 

Laundry expenses were $2.5 million greater than budget. Personnel costs exceeded budget by $1.9 million, due 
primarily to the decision to delay the planned laundry closures at the Dr. Georges-L.-Dumont University Hospital Centre 
and Chaleur Regional Hospital and unsuccessful efforts to attain planned performance improvements. In addition, 
the Laundry Division’s 2014-2015 budget was based on discontinuing the processing of all of Horizon’s Operating 
Room (“OR”) linen; however, a portion of the OR linen removal was delayed until October 2014. Another contributing 
factor was additional labour costs associated with the processing of nursing home laundry due to system capacity 
constraints. Energy costs contributed $0.3 million to the unfavourable variance because of the significant increase 
in natural gas prices during the year. Delivery costs exceeded budget by $0.2 million due to the requirement to rent 
vehicles during an extended Request for Proposals process.

Supply Chain expenses were under budget by $0.5 million mainly as a result of savings in personnel costs. 

Clinical Engineering expenses were $0.5 million less than budget. The pension costs for these bargaining employees 
are borne by the Province. 

Administration expenses were $0.3 million less than budget. Personnel costs were under budget primarily due to staff 
vacancies.

Group purchasing and strategic sourcing’ expenses exceeded budget by $0.2 million The Corporation is a member 
of a national group purchasing organization (GPO). Management fees were higher than budget due to an increase in 
purchasing activity by the RHA members and an increase in the GPO’s administration costs. 

 

Historically, the Corporation has planned and budgeted for strategic investments in technology and equipment. These 
investments are directed towards the continued modernization of technology and the improvement of service levels to 
our clients. IT investments totaled $1.0 million for the 2014-2015 fiscal year, which was in line with the budget.

4.3  	EXPENSES

4.4  	INVESTMENTS
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FacilicorpNB, like any other organization, is susceptible to risks that, if unmitigated, could lead to significant financial 
and operational consequences. As part of a systematic approach to risk management, we have assessed the key risks 
associated with the Corporation’s business. We have also considered and implemented appropriate mitigation  
strategies and systems to address these risks. 

 

On May 28, 2015, the Government of New Brunswick announced plans to create a new Provincial Crown  
Corporation responsible for shared services that will centralize financial services, information technology and supply 
chain management. The new entity will be known as Service New Brunswick and will absorb the functions of  
FacilicorpNB, Service New Brunswick, the New Brunswick Internal Services Agency and the Department of  
Government Services while continuing to deliver government services to the public. FacilicorpNB’s employees are 
committed to continue to seek out efficiencies in their day-to-day service delivery through the transition period.

4.5  	RISKS

4.6  	FUTURE OUTLOOK
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5.0	 FINANCIAL STATEMENTS AND NOTES
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