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OUR MISSION
OUR VISION

Through pension expertise, we deliver responsive,
focused services to meet the needs of members,
employers and plan governors.

Alberta Pensions Services Corporation is highly valued
and trusted to:
u Provide clear information and support
u Deliver service with skill and care
u Meet obligations and keep promises
u Demonstrate the value of pension plans
u Make the pension experience easier

Guided by shared values, our employees
make it possible.

OUR VALUES

Stewardship – We efficiently deliver services to our
clients
Client Service – We continually improve on the products
and services we deliver to clients
Engagement – We are highly motivated to achieve
business goals
Respect – We show consideration and appreciation for
diversity in others
Collaboration – We work together to achieve our goals

alberta pensions services corporation

Alberta Pensions Services Corporation (APS) guides the
pension experience on behalf of Alberta’s public sector
pension plans. We serve seven public sector pension plans
and two supplementary retirement plans. From those
plans, 495 employers and more than 297,000 members
and pensioners rely on APS’ trusted pension expertise.
APS was incorporated in 1995 under Alberta’s Business
Corporations Act with the Government of Alberta as the
sole Shareholder.

On behalf of our valued clients, APS provides the following
trusted pension services:
u Contributions management
u Member, pensioner and employer information

management
u Member, pensioner and employer education

and communications
u Benefit calculations
u Benefit disbursements
u Plan board services
u Policy development and implementation
u Communications design and delivery
u Compliance, regulatory and plan financial reporting
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As a client-focused organization, APS’ clients are the
drivers behind our aggressive business plan and the
reasons we expect the highest standards of quality
from every employee of this organization, in every client
interaction.
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MESSAGE FROM THE BOARD CHAIR
On behalf of the Board of Directors, I am pleased to
present the annual report of Alberta Pensions Services
Corporation (APS) for the year ending December 31, 2009.
This was the second year of the Corporation’s first
Five-Year Strategic Plan and we continued the journey
of improving services by building a foundation premised
on efficient, effective, risk managed business processes
and policies. Services to members and pensioners of the
pension plans we serve remains our number one priority
and we routinely evaluate changes in our environment and
how we can better position the Corporation to proactively
meet opportunities and challenges. To this end, the Board
revisited the Five-Year Strategic Plan and renewed it for
2010-2014, with a strong commitment to continue to build
and leverage a technological foundation that supports our
employees in delivering valued pensions services.
The Board also continued its work on reviewing the
Corporation’s governing documents. With new provincial
legislation, the Alberta Public Agencies Governance Act,
expected to be effective in early 2010, it was necessary
for APS to review its structure and mandate under
the existing Shareholder Agreement and the Business
Corporations Act, and align its documents and practices
with the new Act. At year-end, we are continuing to
work with the government to ensure that APS’ Board
of Directors is well positioned to fulfill its mandate of
delivering quality pension services on behalf of the
Trustee of the pension plans served.
The Board also remained committed to continually
improving its own effectiveness and following governance
best practices. Individual directors participated in a
number of education sessions through the Institute of
Corporate Directors, and the Board as a whole participated
in APS training sessions designed to increase the Board’s
understanding of APS’ internal operations and how APS
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is positioning itself to most effectively and efficiently
deliver the objectives of the Five-Year Strategic Plan.
The Board and staff celebrated the successful move
of APS’ offices to southwest Edmonton. The Board
recognizes and appreciates the challenges of moving
locations and congratulates the staff on opening at
the new location with full operations, on time and on
budget. A great success for all involved!
The move recognizes the commitment of the people
that support the Board in achieving the Corporation’s
mandate. As Chief Executive Officer, Monica Norminton
continues to lead the Corporation forward with
initiatives that are improving APS’ ability to achieve
its mission. The Board strongly supports the changes
being made as they meet expectations for today and are
positioning APS for tomorrow.
I would also like to take this opportunity to thank
members of the Board for their support in 2009 and
during my 14 years as Chair. This was my last year with
the Board and my time with APS has been
very rewarding.
I also want to thank APS and all the individuals I have
met through my involvement with APS over the
years and I wish all of you and the Corporation
continued success.

Sincerely,

Original signed by:
Jack McMahon, FCA
Chair
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MESSAGE FROM THE CEO
APS turned a corner in 2009. We are realizing our vision
of being a valued, client-oriented corporation built on
a foundation of employee expertise, dedication and
performance. This year’s annual report celebrates
our clients and the work we are doing to provide
outstanding client service.
Our name and brand changed to reflect our focus on
service and our role as guides of our clients’ pension
experiences. Our newly leased building in southwest
Edmonton recognizes the importance of our employees
and the value we place on our clients, with room for
education and counselling sessions, free designated
visitor parking, staff lounges and open, collaborative
workspaces.
We introduced a new telephone system that allows
the Member Services Centre (MSC) to answer and
provide services by pension plan. At year-end, the MSC
answered almost 67 per cent of the calls received under
the name of the respective pension plan. This increases
members’ understanding and appreciation of the
valuable services provided by their pension plan.
We continued down our path of offering clients more
self-service options via the web and our efforts are
taking hold: mypensionplan enhancements resulted
in an increase in registration on this secure website for
members by almost 37 per cent to 38,237 members
since we improved the registration process in 2008. As
we add more services to mypensionplan, we expect the
number of members using the website to grow.
We continued to build our relationships with the
employers participating in the public sector pension
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plans and who are key to us successfully serving
members. We delivered new and focused training
programs for employers for which we have received
positive feedback.
We finalized our organizational structure and at yearend had created a new division, Policy and Research.
This new business area will leverage our unique pension
knowledge and allow us to improve the efficiency and
effectiveness of pension business policies and better
serve plan governors with our pension policy expertise.
We delivered on our objectives, focused on improving
and building our capacity to deliver valued pensions
services. We also changed our performance measures
to provide more robust measures of the diversity and
quality of our work and services. Even in the face of the
daunting physical move of offices, we achieved a lot. We
consider 2009 a tremendous success and tribute to the
professionalism and dedication of our staff.
It was a great year, with challenges and
opportunities, and I am very proud of how all of us
rose to the challenge.

Sincerely,

Original signed by:
Monica Norminton, QC
BA, LLB, MBA, CA.IT
President and Chief Executive Officer
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Kathryn Miller, Member Services Representative

MANAGEMENT DISCUSSION AND ANALYSIS
It was a busy and productive year for Alberta
Pensions Services Corporation (APS). We continued
to focus on improving services to our diverse client
groups. From members to pension plan governors,
from employers to our staff and broader stakeholder
environment, APS is committed to providing
consistent, superior service to all our clients.
APS unveiled its new identity in 2009 starting
with a name change January 1 to reflect our service
commitment. Our name changed from Alberta
Pensions Administration Corporation to Alberta
Pensions Services Corporation. Our promise to our
valued clients is: We ensure your pension is there
when you need it and we provide timely, clear and
accurate answers to your pension questions.
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All clients will benefit from our move to a new
space in southwest Edmonton. Every aspect of this
building supports our core values: Client service,
collaboration, respect, engagement and stewardship.
APS now has designated free parking for our clients
and staff. Our new building offers more interview
rooms for private one-on-one client consultations.
If clients arrive early for their appointment, they can
relax in the eatery area and enjoy calm surroundings
inspired by nature. In addition, leasing costs are less
expensive over the long-term than if APS had stayed
in downtown Edmonton.
This year’s annual report recognizes that the
services we deliver to our clients remains our first
strategic priority.
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members & pensioners

Mike Roppo, Member of The Local Authorities Pension Plan

DELIVERING VALUED PENSION SERVICES
At the heart of APS is the responsibility to
ensure we manage the information and monies
entrusted to us while recognizing the needs of plan
members and pensioners for reliable and accurate
service and information. We are responsible for
ensuring that when members make decisions
about their pensions, they have access to our
expertise and are able to make informed choices
about their retirement and their pension income.
On behalf of the seven public sector pension
plans and two supplementary plans, APS provides
direct services to over 228,000 members, 69,000
pensioners and 495 employers.

APS administers the following public sector
pension plans:
u Local Authorities Pension Plan (LAPP)
u Public Service Pension Plan (PSPP)
u Management Employees Pension Plan (MEPP)
u Special Forces Pension Plan (SFPP)
u Public Service Management (Closed Membership)
Pension Plan (PSM(CM)PP)		
u Members of the Legislative Assembly Pension
Plan (MLAPP)		
u Supplementary Retirement Plan for Public Service
Managers (MSRP)			
u Provincial Judges and Masters In Chambers 		
(Registered) Pension Plan (PJMC(R)PP)
u Provincial Judges and Masters in Chambers 		
(Unregistered) Pension Plan (PJMC(U)PP)
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It is extremely rewarding to be able to take people from
uncertainty to confidence, and you can hear the change in
their voice and in their gratitude at the end of the call.
-Stephen Fitzpatrick, Member Services Representative

MEMBERS AND PENSIONERS
In 2009, our total membership increased over 4 per cent
from 2008. We saw an increase in our active membership
in the majority of the plans as well as the number of
pensioners across all plans.

in reciprocal transfers (down 614). At the same time,
APS saw a 28 per cent increase in the number of
members purchasing prior service (up 7,087). We believe
these changes reflect the 2009 economy, which saw
a decrease in worker mobility and individuals delaying
their retirements due to individual circumstances.

Table One: Year-end membership
*These numbers include Active, Deferred and Pensioners

Table Two: Transactions Processed

Plan Membership

Transaction Categories

2009

2008

% Change

LAPP
PSPP
MEPP
SFPP
MSRP
PSM(CM)PP
PJMC(R)PP
PJMC(U)PP
MLAPP

199,849
77,742
9,195
6,187
1,653
2,382
244
226
223

189,149
77,177
8,824
5,836
1,473
2,424
234
216
227

5.7
0.7
4.2
6.0
12.2
( 1.7)
4.3
4.6
(1.8)

Total

297,701

285,560

4.3

MEMBER SERVICES
The Member Services Centre (MSC) is the hub of the client
experience. Whether by phone, face-to-face or via e-mail,
the MSC delivers on its promise to provide timely, clear
and accurate answers to members’ pension questions.
In 2009, our MSC experienced an 8 per cent increase in
calls answered over the prior year. The number one query
across all plans was regarding retirement options. We
also experienced a high number of inquiries about pension
plan sustainability, vesting, matrimonial property orders
and mobility of the pension plan benefits when changing
employers.
We saw significant changes in some transaction categories
in 2009: Retirements decreased across all plans by 4,701
in comparison to the prior year. Similarly, we saw declines
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Enrolments
Re-enrolments
Retirements
Disability
Death
Terminations
Purchase of Service
Reciprocal Transfers
Marriage Breakdown
Marriage Payout
Total Transactions

2009

2008 % Change

22,239
2,987
23,317
227
793
31,678
32,761
1,516
585
749

26,771
2,891
28,018
324
661
31,893
25,674
2,130
409
570

(16.9)
3.3
(16.8)
(29.9)
20.0
(0.7)
27.6
(28.8)
43.0
31.4

116,852

119,341

(2.1)

Pensions can be complex, but it is APS’ job to make the
pension experience easier for our clients. APS tackled
several important initiatives in 2009 to improve service
and help members and pensioners better understand
the value of their plans.

PENSION PLAN COMMUNICATIONS
A significant initiative was the adoption of pension
plan specific communications as the first phase of
a comprehensive branding strategy. We recognize
members are more likely to identify with their respective
pension plan than with APS. Therefore, APS ensures
all information products and services, from Member
Annual Statements through to information sheets
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and our telephone services are under the banner of the
respective pension plans.
The MSC now provides plan specific phone numbers
for members of LAPP, PSPP, MEPP and SFPP. Each
plan has its own phone line and Member Services
Representatives answer the phones as representatives
of the plans. Total cost for implementing this new
service was $350,000, with $200,000 spent on
implementing the new equipment in 2009 and $150,000
spent in 2008 on the equipment itself. The value of
this investment translates into improved member
awareness and appreciation of the service they receive
from their pension plan.
Since the introduction of the new plan specific phone
lines in August, more and more members are taking
advantage of this service as opposed to calling the
generic APS information line. At year-end, 67 per cent of
total calls answered came through on the following plan
specific phone lines:
u 1-877-649-LAPP

APS continued its focus in 2009 on improving web
self-service for our clients. Members can change their
contact information on mypensionplan, a secure
website on which members can also access forms and
calculate pension estimates. Close to 16,000 members
changed their address information online and more than
10,000 new registrants signed-up on mypensionplan in
2009 totalling 38,237 registrants. This is an increase of
37 per cent since we improved the registration process
in 2008.
APS made the pension experience easier for
mypensionplan users in 2009 by increasing access to
plain language definitions of complex pension terms.
Work is also underway to give members the option to
save paper and go green with their Member Annual
Statements. Members who choose to go green will
receive email notification when their statement is
available to view on mypensionplan. Members will also
have the option to update their beneficiary information
through this secure website. Both services will be
available in 2010.

u 1-877-453-1PSP
u 1-877-889-MEPP

RETIREMENTS

u 1-877-809-SFPP

We know that making the decision to retire is one of the
most important decisions a member can make, and APS
is committed to ensuring the transition from pay cheque
to pension cheque is as seamless as possible. Pensions
are complex and the choices a member makes at
retirement will have a lasting impact. With this in mind,
APS revised the Pension Options Package for members
who are transitioning to retirement.

In total, the MSC responded to 71,422 service requests in
2009 including e-mail inquiries and one-on-one pension
counselling sessions. This compares to just fewer than
66,657 service requests in 2008. This is a one-year
increase of over 6 per cent.

MORE ONLINE SERVICES
APS understands our clients’ needs. We conduct focus
groups and surveys to ensure we are on track with the
products and services we offer our clients. Prior years’
learnings had resulted in APS launching a web service
strategy aimed at increasing the value and diversity of
services available to our clients over the web.
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The old package consisted of components from
several different sources, which gave it an inconsistent
look and feel. Members reported they had difficulty
understanding the options available to them and the
creation of the package involved several manual work
processes, which meant there was a higher risk of error.
The newly designed package is fully automated from
one source. It offers members clear instructions on their
pension choices and a personalized letter congratulating
them on their retirement. It also lets the member
know APS is there to provide additional information or
clarification about the options available.
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For added benefit, Member Services
Representatives offered one-on-one
Wanda Vlahac,
counselling in our office and toured
MEPP Board Manager
the province to bring their expertise
directly to members. Beth Jenkins, a
government employee and member
of PSPP, is still a few years away from retirement,
but she is accessing the services available through
APS to make the best pension decision for her. “The
We are planning an
information sessions offered by APS are excellent and
upgrade to pension payroll in the 2010-2014
I would encourage anyone to attend,” says Jenkins. “I
horizon as part of an integrated pension services system
would also say, make it a point to get full information
that enables APS to improve overall quality of services
before making a pension decision to avoid any regrets.”
available to both members and pensioners.

NEW MEMBER SATISFACTION SURVEYS
To ensure our newly revised products and services are
meeting the needs of members and pensioners, APS
revised the measurement and engaged an impartial
third party to administer our satisfaction surveys
to align with industry standards. Of the clients who
recently received one of our information packages, or
who called the MSC, some are contacted randomly by
phone to gauge their satisfaction with MSC service
and their understanding of product information. Our
previous base measure in 2008 for client satisfaction
was 81 per cent. In our first year using this new
methodology, client satisfaction increased to 84 per
cent (our target was 81 per cent based on our previous
methodology).

WORK NOT COMPLETED
A significant project planned, but not completed in
2009, was the implementation of a new pension
payroll system. While APS continues to provide secure
administration of pension payment services, our
existing pension payroll system requires significant
effort to maintain. In 2009, APS completed an indepth analysis of the requirements for a new system.
Based on an assessment of costs, benefits and risks to
upgrading pension payroll as a stand-alone system, APS
determined it to be too costly and inefficient to proceed.
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LOOKING AHEAD
APS has many exciting initiatives lined up for 2010 to
promote the value of the pension plans we serve and
increase member and pensioner satisfaction with our
products and services.
In 2010, APS will:
u Introduce newly designed Member Annual Statements

containing a more clear and concise snapshot of a
member’s pension benefit.
u Provide more self-service through mypensionplan by

offering members the opportunity to go green with
their annual statements. Members who sign up for
this service will receive e-mail notification when their
statement is available online and will not receive a
paper copy in the mail. Members will also have the
option of updating their beneficiary information online.
u Offer members the opportunity to book appointments

with Information and Pension Specialists online.
Appointments provide members with one-on-one
access to a specialist who can help members
understand their pension options.
u Commence redesigning the LAPP, PSPP, MEPP and SFPP

websites to promote the value of the pension plans.
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employers

Gordon Cove, President and CEO
Alberta Livestock and Meat Agency Ltd.

DELIVERING VALUED PENSION SERVICES
Our commitment to provide timely, clear and
accurate answers to our clients’ pension questions
extends to all client groups—including employers. APS
considers employers as partners in the delivery of
service to members and pensioners, as in most cases,
employers are the first point of contact for the plan
member. Employers need to understand and value
their participation in the pension plan as a workplace
benefit, and value their own role and that of APS in
delivering quality and timely services to members.
Our newly established business area, Employer
Services, is evolving as a key driver in ensuring
we support employers in fulfilling their statutory
obligations under the Public Sector Pension Plans Act.
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They supplied the ‘easy button’ for a process that can be
difficult and confusing for new registrants.
- Gordon Cove, President and CEO
Alberta Livestock and Meat Agency Ltd.

APS continues to learn and improve on its services based
on the feedback we receive from employers. Employer
Services Representative Patricia Furtado understands the
importance of that relationship. “I understand that we
need employers as much as they need us,” she says. “In
working with the employers, it’s not just about business—
it’s about relationship building. They get to know me, I get
to know them, and it is personal. The more you personalize
it, the more connection you have with the employers.”
Making a connection and fostering a partnership with
employers influences APS’ ability to provide reliable and
accurate member information and employers receive
the service they need to promote the pension plan as a
valuable component of their recruitment and retention
strategies. Our progress is evident in the positive change
in our Employer Satisfaction performance measure. An
impartial third party revised the measurement from 2008
to align with industry standards and administered the
survey. For 2009, we are happy to report that 82 per cent
of employers are satisfied with APS services. In 2008, we
measured Employer Satisfaction at 67 per cent. Our efforts
are making an impact.

compliance audit. This gives us a specific point of
contact in the event APS needs to follow up or if we have
questions about the results. It also emphasizes employers
are required by legislation to provide compliance audits.
APS’ Employer Services Team trained 258 employers
through 16 separate workshops on annual reporting
processes including the year-end reconciliation of member
account information. Employers told us education needed
to be well-timed and conducted around employers’
pension plan administration practices, which are cyclical.
Employer’s requested APS provide training specific to the
cycle. We listened and early results show employers’ yearend processes have improved.
We listened to employers in assessing the potential to
move to pay period reporting. After conducting a business
impact assessment for both employers and pension plans,
APS concluded that such an initiative was not feasible due
to cost considerations and the diversity of employer payroll
systems and practices found across the pension plans.

EMPLOYER ONLINE SERVICES (EOS)
In 2009, we embarked on several new initiatives to make
the pension experience easier for employers.

EMPLOYER COMPLIANCE
In 2008, we undertook a review of employer administration
practices related to our pension plans and the impact on
APS. Through consultations with employers, a long-term
plan was developed to help employers and APS improve
and streamline communications and processes.
To ensure we target the right individuals with the
appropriate level of accountability, we created a list of
individuals accountable for signing off on the employers’

2009 annual report

Quality client service means ensuring support for an
employer is available when they need it. As part of our
service commitment to employers, we increased the
performance of Employer Online Services (EOS), a secure
website for employers. System response times—from
the time an employer submits information to when
APS processes the information—is vastly improved.
Transactions that once processed at 19 pages per minute
now process 39 pages per minute—an improvement of 106
per cent.
Also in 2009, we included the contact information of
the Employer Services Representative assigned to the
employer’s EOS account. If the representative is away from
the office, EOS automatically updates the account with the
contact information of the representative’s back up.
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EMPLOYER EDUCATION SERVICES
In addition to our targeted training on year-end
processes, Employer Services held bi-annual sessions
to help new employers understand their administrative
responsibilities and as a refresher for long-term
employers. We also improved the search function on
Pension e-guide, our online employer reference manual.

HELPING EMPLOYERS
APS must be responsive to large-scale changes involving
employers who participate in one or more of the public
sector pension plans we serve. Whether it is the personal
circumstances of a member or pensioner, or changes to
an employer’s business environment, APS must adapt
to ensure that our practices align with the needs of our
clients. 2009 was a particularly challenging year in this
regard. The merger of multiple single health-related
employers into Alberta Health Services resulted in an
exceptionally high volume of service for both employers
and contributing members. Similarly, dividing EPCOR
Utilities Inc. into two separate employers resulted in
significant changes for contributing members. We also
welcomed a number of new employers to the public
sector pension plans we serve.
Alberta Livestock and Meat Agency (ALMA) is one of APS’
newest employers—joining in September 2009. As a new
organization, ALMA had the daunting task of applying for
membership in the PSPP, MEPP and SRP plans, enrolling
staff, establishing processes for calculating and remitting
the contributions, and keeping staff informed of plan
details and benefits.

Kim Nowry,
Member Services
Representative

President and Chief Executive Officer, Gordon Cove, says APS
offered guidance and support every step of the way.
“They provided us with templates to use for the required
correspondence, kept us apprised of our application status,
and were readily available to answer our questions. They
supplied the ‘easy button’ for a process that can be difficult
and confusing for new registrants.”
Cove says he likes the word “partnership” in describing the
relationship between ALMA and APS. “We feel ALMA and
APS are jointly responsible for rewarding our dedicated staff
with first-rate pension benefits.”

LOOKING AHEAD
APS is planning new initiatives to strengthen our support for
employers.
In 2010, APS will:
u Make the registration process for employer workshops

easier by developing online registration.
u Enhance Pension e-guide by offering Flash video tutorials,

which employers can access at their convenience.
u Implement enhanced telephone service for easier access

to Employer Services representatives.
u Introduce a new measurement called Employer

Engagement. In keeping with our belief that employers
are our partners, we not only care how satisfied they are
with our services, but APS wants employers to understand
how they contribute to our ability to serve members.
In addition to our first strategic priority, delivering valued
pension services to members, pensioners and employers,
three remaining and equally important strategic priorities
guide APS:
u Building a performance-oriented Corporation that

empowers employees
u Ensuring our adaptability and ability to respond to

opportunities and risks
u Aligning with our Shareholder.

12

alberta pensions services corporation

employees

Stephen Fitzpatrick,

Member Services Representative

BUILDING A PERFORMANCE-ORIENTED
CORPORATION THAT EMPOWERS EMPLOYEES
At APS, our core values and a mandate of making
the pension experience easy for our clients unite us.

THE NEW LOOK
APS is proud of the work we do and a key component
of our branding strategy is to give employees a new
identity we can rally behind and take pride in. Our new
identity was unveiled in 2009. Staff’s feedback from
branding consultations in 2008 inspired APS’ new look.
We want our clients to see us as solid, knowledgeable
and approachable. We enjoy our work environment and
want our new identity to reflect our energy.
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The emphasis on services was inviting
and welcoming.”

Troy Phan, Systems Analyst

The branding strategy recognizes the importance of our
employees and the service they provide to our clients. We
are pleased to report we accomplished the entire branding
effort—the new identity and aligning member products and
services under the plan identities—for $340,000. This was
slightly under our budget of $360,000.
Our new logo depicts a triangle, which symbolizes stability.
Extending from the top is another triangle in the form of
a beacon light, which illustrates our role as guides of the
pension experience. The colours are bright and warm—
promoting confidence and energy. The font is modern and
clean and APS in lower case further conveys our desire to
be approachable.

RECRUITMENT AND RETENTION
The new brand serves not only as a foundation for quality
client service, but also as a recruitment and retention tool.
APS welcomed a number of new employees in 2009, many
of whom were inspired by our branding efforts.
Systems Analyst Sean Feehan worked as a private
consultant prior to joining APS in October. His consulting
work brought him into contact with APS and what he saw
impressed him. “APS is a people-centric organization and
it’s easy to get to know people here.”
While researching APS as an employer, the revamped
corporate website impressed Feehan. “The website is
vibrant and looks a lot less corporate,” he said. “The
emphasis on services was inviting and welcoming.”
The second part of the strategy is retention and many
long-time employees are excited by the changes at APS.
Cathy Leddy was one of eight APS employees honoured in
2009 for 25 years or more of service. She has participated
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- Sean Feehan, Systems Analyst

in the Corporation’s evolution and speaks highly of the
involvement of staff in both the move to southwest
Edmonton and in the development of our new identity.
“When it’s defined, set-up and rolled out, we were made
a part of it and that helped us realize the impact we
have on peoples’ lives and how important our role is to
members, pensioners and employers.”
Other long-service recipients included Julia Wu with 25
years of service. Julie Caron, Liz Buchkowsky and Jenny
Go celebrated 30 years of service. We honoured Maria
Marano, Laura Seeger and Emily Demchuk with 35 years
of service.

CULTURE ASSESSMENT
We also undertook a culture survey that 83 per cent
of our staff participated in. This survey complements
the work we are doing throughout the Corporation to
communicate and live our values, premised on shared
beliefs, assumptions, polices and practices. The results
of this survey will continue to inform and guide the
Corporation as we position APS as a great place
to work.

BUILDING CAREERS THROUGH EDUCATION
APS employees continue to take advantage of the
many educational opportunities available through our
Corporate Learning and Development Plan. In 2009
we set a target of 65 hours per full-time equivalent
employee for training. Our actual number of hours in
2009 was 68 hours. This is less than the 73 hours per
full-time equivalent in 2008, but still an impressive
number and higher than our target for 2009.
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With our new office building, we have a dedicated
training centre, supported by a team of education
specialists. This team continues to support our
employees in growing and developing their professional
and technical skills in client services, pension policy,
relationship management, privacy, information
technology, financial management, teambuilding and
leadership—a few of the many learning opportunities
provided to our employees in 2009.

WORK NOT COMPLETED
Initiatives not completed in 2009, but still on our radar
include our strategic workforce plan and a redesign of
our intranet. While the workforce plan was completed,
our ability to successfully implement was limited by
resource and technology constraints. Going forward,
we will continue to work within these constraints, but
are exploring technology solutions that will enable us
to communicate and deliver better services to our own
employees. This will include a redesigned intranet in the
2010-2014 planning horizon.

A HEALTHY AND SAFE WORKPLACE
We successfully completed our internal Occupational
Health and Safety Audit. This initiative continues
to emphasize the importance of a safe and healthy
workplace for our employees.

LOOKING AHEAD
APS will work to inspire staff and position itself as an
employer of choice.
In 2010, APS will:

EMPLOYEE ENGAGEMENT
APS is a corporation in transition. While we are
experiencing many new and exciting changes, we are
also adapting to increased expectations, changes in our
organizational structure and the move to a new building.
Any one of these can have an impact on employee
engagement, yet in our fourth year participating in the
Queen’s School of Business and Hewitt Associates Best
Small and Medium Employers in Canada survey, our
employee engagement score increased to 49 per cent
from 46 per cent the previous year. Our target was 50
per cent. We also had our highest ever response rate.
More than 96 per cent of APS employees completed the
survey. Given the magnitude of change we experienced
in 2009, we are pleased with this result.
We measure ‘employee engagement’ to determine the
extent to which employees are invested in the work they
do. While the terminology is relatively new, it has long
been known that the more invested employees are in
their work, the more effective they are at it. This reflects
directly in the quality of service we provide.
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u Work toward increasing employee engagement

through the development of a new Corporate
Recognition and Rewards program.
u Deliver on our objective to build performance-

oriented employees by preparing and implementing
an annual Employee Education Plan.
u Develop an action plan to create an organizational

culture that engages our employees while
recognizing our obligations to our Shareholder and
the pension plans we serve.
u Create a Strategic Workforce Planning Framework

to better prepare our workforce for changes in
our environment including technological innovation,
legislative changes and demographic changes.
u Improve our efforts to provide staff with a healthy

and safe work environment by conducting an
external occupational health and safety audit for
qualification of Certificate of Recognition from the
Alberta Safety Council.
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opportunities

Sean Feehan, Systems Analyst

ENSURING OUR ADAPTABILITY AND ABILITY TO
RESPOND TO OPPORTUNITIES AND RISKS
In 2009, we moved offices. While we made the
decision to move in 2008, on August 10, 2009, we
reopened at our new location in southwest Edmonton.
The move was a resounding success thanks to the
expertise and dedication of APS staff. Our new
telephone system went live as planned, our information
systems operated without incident and our first inperson client arrived at 8:30 a.m. on Monday, August 10,
and we were able to provide quality service.
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As a plan member myself it makes me extremely proud to be
a part of an organization that takes privacy as seriously as
APS does.
- Glenda Tower, Manager, Privacy & Access

Our move did require an in-year adjustment to our budget,
as costs associated with our operating systems were
higher than initially planned. Our priority was to maintain
uninterrupted services for members. We had budgeted
all operating and capital expenditures to be $7.5 million.
Actual costs were $7.95 million, an overage of 6 per cent.
We consider this overage acceptable given the magnitude
of the move and given that we managed this cost within
our total corporate budget approved by our Board
of Directors.

BUSINESS CONTINUITY AND DISASTER
RECOVERY
The planning for the move also gave the Corporation the
perfect opportunity to revisit its disaster recovery and
business continuity plans. At year-end, APS is confident in
its ability to continue its business operations in the event
of an incident or disaster at reasonable cost and with an
understanding of how important continuous service is for
the members, pensioners and employers. APS’ total cost
for this business initiative was $1.5 million over two years
(2008 and 2009) and we spent $400,000 of this amount
developing and exercising our plans. The success of this
initiative is evident, as our office opened at full capacity on
August 10 as planned.

MANAGING RISK
APS takes great pride in delivering responsive,
focused services to all our clients. We are constantly
adapting the way we do business so we can adjust
to changing client needs as well as respond to risks
and opportunities. This is why APS has developed a
corporate Risk Management and Compliance Program
based on internationally recognized standards of the
Committee of Sponsoring Organizations of the Treadway
Commission (COSO) and the Canadian Institute of
Chartered Accountants (CICA).
It is our responsibility to provide timely, reliable and
accessible pension information and ensure benefit
entitlements are paid to members when due. By
identifying our risks, establishing criteria for ranking risk
and developing strategies to proactively manage risks,
APS is well positioned to fulfill our fiduciary and legal
obligations for risk-managed, efficient and effective
public sector pension services.
In 2009, we published a Risk Based Control Assessments
Report based on 2008 information. The 2009 report is a
Risk Management Report that will inform readers of the
corporate risks and how we are managing those risks.
The report significantly evolved in 2009. Where we once
focused on key internal controls, we now have a robust
report on APS risk management practices in all aspects
of our business.

TECHNOLOGY MATURITY
APS continued implementing our information technology
framework, based on the industry recognized Control
Objectives for Information Technology (COBiT) standard.
This initiative will continue to support APS in leveraging
its technology, while providing assurance that operations
and investments have appropriate oversight and
management and we provide due care to risk, cost and
value for money spent.
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PROTECTING PRIVACY
APS is entrusted with the care of members’ and
pensioners’ personal information—a responsibility
we take very seriously. The Privacy Advocate Office
has a mandate to provide a rigorous privacy program
to help APS manage its privacy risks and ensure we
are compliant with the Freedom of Information and
Protection of Privacy Act.
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Privacy Advocate Glenda Tower notes APS has committed
to a privacy program including policies, procedures and an
organizational structure that facilitates the integration of
privacy practices into all programs and activities. She says,
“As a plan member myself it makes me extremely proud to
be a part of an organization that takes privacy as seriously as
APS does.”
The development of the Privacy Advocate role in particular
has a direct impact on the quality of service we provide to
our clients. With direct monitoring and a process that is
responsive to unexpected issues, the Privacy Advocate role
formalizes the importance that APS has always placed on the
protection of client information.

CLIENT SERVICE ADVOCATE
2009 also saw the formalization of the role of Client Service
Advocate (CSA). Similar to the role of an ombudsman,
the CSA is empowered to initiate investigations into
client complaints to ensure APS treats all clients fairly
and impartially. Additionally, the CSA has the ability to
investigate further an incident even after it has been resolved
to the satisfaction of the client. The recommendations
that arise from this investigation identify the root cause of
an issue and strategies to prevent similar incidents from
occurring. Implementing these recommendations supports
our risk management practices and positively affects the
services we deliver. We want to assure clients APS makes
all efforts to avoid mistakes and prevent the same error
recurring in the future.

RECORDS MANAGEMENT
To increase the integrity of member information,
APS released a request to the vendor community to
gather information relating to acquiring, installing and
implementing an Electronic Records Management (ERM)
system. Going forward, ERM will improve the quality of
services we deliver. APS service representatives will have
access to a complete client file during a “live” telephone
conversation or counselling session. Wait times will
decrease across our service channels.

WORK NOT COMPLETED
We completed a plan to incorporate pensioner records
into our electronic records system in 2010. Initially, we
scheduled the work for completion in 2009, but with
risk, cost and benefits forefront in our operational
considerations and the pending move, we decided
to move all pensioner records offsite to a secure
location and defer the changeover to electronic format
until 2010. This decision aligns with the priorities of
our Records Management Strategic Plan that was
completed in 2009 and which presents a comprehensive
picture of records as part of our commitment for quality
client services as well as an integral part of our workflow
and business processes.

LOOKING AHEAD
APS has a number of initiatives planned in 2010 that will
strengthen our ability to deliver risk-managed services
to our clients.
In 2010, APS will:
u Continue to enhance our privacy management

practices, supported by technological solutions.

Glenda Tower, Manager,
Privacy & Access

u Continue to test and adapt our business continuity

practices.
u Advance our technological maturity, with

applications plans and a third party audit of our
technology management practices.
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shareholder

ALIGNING WITH OUR SHAREHOLDER
DEMONSTRATING PENSION EXPERTISE
APS must adapt to a continuously evolving pension
environment. In addition to planned changes, such as
the new Canadian Institute of Actuaries (CIA) Commuted
Value formula, which we successfully implemented in
2009, APS must be ready to respond to unexpected
events in our environment. The recent economic
recession hit pensions hard resulting in announcements
of contribution rate increases by most of the plans we
serve. Within this changing environment, Shareholder
and plan governors’ expectations for APS to deliver risk
managed, efficient and effective services have increased
as have their support.
Plan governors are on board with APS’ evolution into a
modern, pension services organization. Chris Archibald
is a board member with the Public Service Pension Plan
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and she likes what she sees at APS. “There is a strong
sense that APS wants to be recognized as a leader
in pension service and the Board wants this as well,”
says Archibald. “As a leader, APS will be responsive and
provide a high level of service to our members.”
Archibald notes the thoroughness and expertise behind
the policy briefings APS prepares for the Board’s
review and APS’ responsiveness to recommendations
from Alberta’s Auditor General. “APS is audited once
a year, and is very proactive and responsive to the
recommendations given from an independent source,”
she says. “This provides the Board with further
assurance that the appropriate controls and systems
are in place to protect the integrity of the plan and plan
members’ personal and pension information.”
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Ellen Nygaard, Executive Director,
Pension Policy, Alberta Finance
Our productivity measure, or the draw on our employee’s
and Enterprise

COST MANAGEMENT
In 2009, APS worked to support the Minister of Finance
and Enterprise’s review of the cost allocation formula. APS
uses this formula to charge pension plans for the services
provided. APS successfully concluded the consultations it
undertook with plan boards on request of the Minister by
year-end, and we expect the new formula will be in place
for 2010.
APS is committed to providing timely and quality service
in a cost-conscious and effective manner. We work
within a managed annual budget and a key measure of
our success is ‘cost per member’. In 2009, we targeted
‘cost per member’ at $137. Our actual cost was $131 per
member. Total gross expenditures were budgeted at $40.3
million and our actual 2009 gross expenditures were $38.2
million. The difference is due to APS not fully achieving its
desired headcount of 236, resulting in lower than planned
operating costs. Our number of full-time equivalent (FTE)
positions changed only slightly in 2009, increasing from
220 to 222, a net of two new FTE’s. This resulted in total
operating savings of $2.1 million.
We also experienced lower than planned capital costs in
the amount of $200,000. Capital savings resulted from
APS not completing the pension payroll project. We used
some of these savings, however, to ensure our office move
was successful as measured by the seamless transition
of service delivery. Going forward, we expect some
operational savings resulting from environmentally friendly
features in our new building.
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time to address service requests, was within our
accepted range of +/- 10 per cent. Our published
business plan target was 1,149 plan members per FTE in
2009; however, early in the year, we revised this target
to 1,241 as we reduced our target FTE count from 255 to
236. We made this change when we recognized we could
not successfully move our office, demonstrably improve
services and recruit 19 new employees within the same
period of time. Our actual productivity measure was
1,320 plan members per FTE, which means demands on
employees increased. Despite this, APS remains within
an acceptable variance to target and will continue to
recruit staff to ensure ongoing improvements to service
delivery.

CORPORATE GOVERNANCE
The APS Board of Directors remained committed to
aligning our business initiatives with the Shareholder’s
priorities. With a focus on monitoring, reporting and
transparency, the APS Board of Directors ensures that
management practices are sound and we deliver on
the promises made to our stakeholders in our
value statements.
As in prior years, APS successfully met all reporting
requirements under the Memorandum of Understanding
with the Minister of Finance and Enterprise. This
includes the provision of a business plan, annual
report, quarterly reports, financial results and variance
analysis and corporate governance reviews including
a commentary of APS’ performance relative to the
Corporate Governance Disclosure Guidelines. We
voluntarily provide this information to the individual
plan governors in the spirit of transparency and with
the understanding of the plan boards’ important role in
governing the pension plans.
In keeping with our focus on continuous improvement
in the Corporation, corporate performance measures
were adopted for the 2010-2014 business planning cycle
that reflect the priorities of the Board, and speak to
the importance of operational excellence that result in
valued pension services.
alberta pensions services corporation

At APS, our Board of Directors has long promoted good
corporate governance. Under the leadership of Jack
McMahon, who was Board Chair from 1995 to the end
of 2009, the Board adopted the Carver governance
model, clearly delineating Board and CEO (management)
accountabilities. In 2007, the Board adopted the FiveYear Strategic Plan to guide the Corporation’s business
activities. The plan was reviewed and updated in 2009
and reaffirms APS’ direction.

WORK NOT COMPLETED
APS had planned to develop new service level
agreements with the plan boards; however, we deferred
the work in anticipation of the new Alberta Public
Agencies Governance Act. This legislation, which will
likely be proclaimed in 2010, is expected to provide the
opportunity to review and possibly reduce the volume
of documents historically created to address the
complexity of public sector pension plan governance.

LOOKING AHEAD
In 2009, the Government of Alberta passed the Alberta
Public Agencies Governance Act, which outlines the need
for greater accountability and transparency with respect
to agency governance, mandates and activities.
While the Board began its review of the Corporation’s
mandate and roles in 2009, this work will culminate in a
new mandate and roles document for APS to align with
the Alberta Public Agencies Governance Act.
Ellen Nygaard, Executive Director of Pension Policy
for the government Ministry, Alberta Finance and
Enterprise (AFE), says this new legislative framework
will guide AFE and APS in the evolving relationship
between the department and the agency. She says, “The
relationship will become more focused on accountability
of APS for effective performance of the administrative
role including measurable service standards, effective
management of risks associated with delivery of
services, and appropriate reporting on performance
to the Minister as Trustee and to other pension
stakeholders.”
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Other initiatives planned for 2010 in support
of our Shareholder include:
u Conducting an annual review of the cost allocation

formula and providing quarterly and annual
assurance reporting on the costs to each respective
plan and their respective boards or advisory
committees.
u Begin to work with plan boards and the Trustee to

review and simplify public sector pension policies
while APS simplifies our internal business processes.

CONCLUSION
APS took a major step forward in 2009 to becoming a
modern, vibrant corporation focused on first class service
at every point of contact. The improvement in our client
satisfaction measures reflects our ongoing commitment
to our clients to deliver valued pension services. Adding
to our success was the maturity to recognize that with
some initiatives, we needed to step back, regroup and
change our course. This responsible decision-making
positions us for more success in the coming years. Most
importantly, none of our success is possible without the
daily dedication of our employees. United behind our new
brand and our role as guides of the pension experience,
we will continue our efforts to make the pension
experience easier for our diverse and valued clients.

Chris Archibald,
Public Service
Pension Board

As a leader, APS
will be responsive and provide
a high level of service to
our members.
Chris Archibald, Plan Board Governor
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discussion & analysis

Patricia Furtado, Employer Services Representative

COMPENSATION DISCUSSION AND ANALYSIS
The following discussion and analysis should be
read in conjunction with Note 11 of the Audited Financial
Statements included in this annual report.
APS recognizes our employees contribute to our success
and strives to reward them fairly, equitably and in
relation to the value they add to the organization. The
Corporation offers its employees the opportunity to
participate in important and rewarding careers. We
recognize the pension services industry is knowledgebased and skilled employees are highly valued. Four key
principles guide the compensation design and practices:
internal consistency, market competitiveness, goal
achievement, and simplicity.
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INTERNAL CONSISTENCY

EXECUTIVE COMPENSATION

APS bases its compensation on each position’s expected
contribution to the Corporation’s business objectives
as determined by a job evaluation system that is fair,
rational and defensible. APS uses the Hay methodology
to ensure internal consistency and to validate the pay
and benefits structure.

The Board of Directors has a Human Resources
Committee. Part of this committee’s responsibility
is to review annually the compensation structure for
the Executive team comprising of the Chief Executive
Officer and Vice Presidents. The committee also makes
recommendations to the Board for the Chief Executive
Officer’s compensation. During the year, the Board hired
an independent compensation consultant to assist with its
evaluation of Chief Executive Officer compensation.

MARKET COMPETITIVENESS
APS competes for employees with both the public and
private sectors. Recognizing its role as a crown owned
corporation, however, APS’ overall market strategy is
to align itself with the mid-level of a mix of the broader
public sector (75 per cent weighting) and the private
sector (25 per cent weighting). Compensation mix
between salary, variable pay and benefits are balanced
and aligned in accordance with this mix.

GOAL ACHIEVEMENT
Through its performance management program, APS
endeavours to create an environment that fosters and
rewards:
u striving for and achieving excellence;
u engaging in collaborative and respectful relationships

with employees, employers and other stakeholders;
and

Executives are eligible to receive a variable pay award
based on the achievement of predetermined corporate and
divisional measures. The corporate measures are based
on the three-year business plan. Assessment of corporate
results is at the discretion of the Board of Directors.
Executives participate in the Management Employees
Pension Plan (MEPP) and Supplementary Retirement Plan
for Public Service Managers (MSRP). Combined, these
plans provide pension benefits equal to two per cent of
each Executive’s best five-year average annual pensionable
salary for each year of service. The pension provided
by MEPP is limited to base salary up to the maximum
pensionable salary limit permitted under the federal
Income Tax Act (ITA). MSRP provides a pension in respect
of the base salary in excess of the maximum pensionable
salary limit under the ITA.
No portion of executive compensation consists in any
manner of equity instruments.

u maintaining the highest ethical standards.

SIMPLICITY
In order for compensation to promote and reward
desired results and behaviours and align employees
with corporate objectives and values, it must be generally
understood by all employees. Therefore, compensation
structures and processes are designed, administered and
communicated with the principle of simplicity in mind.
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Cathy Leddy,
Senior Quality Assurance Analyst
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GIVING BACK
APS regularly gives back to the community through
corporate practices and the generosity and commitment
of individual employees.

TO THE ENVIRONMENT
The move to southwest Edmonton provided APS a great
opportunity to become a more environmentally friendly
workplace. Geothermal heating, high efficiency window
glazing, light sensors and landscape architecture are
just a few ways the new building is environmentally
sustainable. Even the colour scheme and building
materials are inspired by nature and denote APS’ respect
for the natural environment.
APS fosters greener business practices. Recycling
programs, using Forest Stewardship Council (FSC) printing
companies, encouraging paper saving practices and
commissioning environmentally friendly contractors for
snow removal and cleaning are all operational initiatives
undertaken by APS employees to become environmental
stewards. As well, APS commissioned a temporary
shuttle service to encourage public transportation.

TO THE COMMUNITY
Once again, APS employees displayed their involvement
in the community by giving more than $6,000.00 in 2009
to the United Way. The charity spearheads local initiatives
to face social challenges such as poverty, homelessness,
family violence, low graduation and illiteracy.
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TO THE CHILDREN
The Christmas spirit flourished in 2009 as APS staff
members donated more than 150 presents to Santa’s
Anonymous, a local charity that provides toys to lessfortunate children. The event incorporated a gift exchange
where participants could buy presents for co-workers and
then donate those gifts to the charity. The annual event
also donated food to the Hope Mission.

TO GOODWILL INDUSTRIES OF ALBERTA
With the move to the new location, APS established a drive
for Goodwill donations. Staff generously donated more than
100 items to Goodwill Industries of Alberta.

ON AN INDIVIDUAL BASIS
Throughout the year, APS employees are actively involved
in many charities. The Canadian Breast Cancer Foundation,
Second Chance Animal Rescue Society (SCARS), the Youth
Emergency Shelter Society (YESS), the Crohn’s and Colitis
Foundation of Canada, Kidsport Edmonton, Edmonton’s
Food Bank, Edmonton Women’s Shelter Ltd. and Josephburg
Agricultural Society are examples of volunteer organizations
APS employees support with their personal time.
APS values corporate responsibility, not only as an
organization but also as individuals making a difference for
the betterment of our communities.
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MANAGEMENT’S RESPONSIBILITY FOR FINANCIAL REPORTING
								
The financial statements and information in the 2009 Annual Report are the responsibility of Alberta Pensions Services
Corporation (APS) and have been approved by management and the APS Board of Directors (Board).
The financial statements have been prepared in conformity with Canadian generally accepted accounting principles
(GAAP) and, of necessity, include some amounts that are based on estimates and judgments. Financial information
presented in the 2009 Annual Report that relates to the operations and financial position of APS is consistent with that
in the financial statements.				
To discharge its responsibility for the integrity and objectivity of financial reporting, APS maintains a system of internal
accounting controls comprised of written policies, standards and procedures, and a formal authorization structure. These
systems are designed to provide management with reasonable assurance that transactions are properly authorized, that
reliable financial records are maintained and that assets are adequately accounted for and safeguarded.			
The Board is responsible for ensuring that management fulfills its responsibilities for financial reporting and internal
control. The Board carries out this responsibility principally through its Audit Committee (Committee). As part of this
responsibility, the Committee reviews the financial statements and annual report and, once satisfied, recommends them
to the Board for approval. The Committee also meets with management and external auditors to discuss internal controls,
auditing matters and financial reporting issues.								
								
The Auditor General of Alberta, APS’ external auditor, provides an independent audit opinion on the financial statements.		
						

Original signed by:

Original signed by:
Monica Norminton, QC			
BA, LLB, MBA, CA•IT			
President and Chief Executive Officer 				

April 6, 2010
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Ryan Barrack, B.Comm, CA
Vice President, Finance and Compliance
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AUDITOR’S REPORT

To the Shareholder of Alberta Pensions Services Corporation							
I have audited the balance sheets of the Alberta Pensions Services Corporation as at December 31, 2009 and 2008, and
the statements of income and cash flows for the year then ended. These financial statements are the responsibility of
the Corporation’s management. My responsibility is to express an opinion on these financial statements based on my
audits.								
								
I conducted my audits in accordance with Canadian generally accepted auditing standards. Those standards require
that I plan and perform my audits to obtain reasonable assurance whether the financial statements are free of material
misstatement. An audit includes examining, on a test basis, evidence supporting the amounts and disclosures in the
financial statements. An audit also includes assessing the accounting principles used and significant estimates made by
management, as well as evaluating the overall financial statement presentation.					
			
In my opinion, these financial statements present fairly, in all material respects, the financial position of the Corporation
as at December 31, 2009 and 2008, and the results of its operations and its cash flows for the years then ended in
accordance with Canadian generally accepted accounting principles.						
		

							
							

[Original signed by Merwan N. Saher]
CA
Acting Auditor General

Edmonton, Alberta
April 6, 2010
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ALBERTA PENSIONS SERVICES CORPORATION
BALANCE SHEETS
As at December 31, 2009 and 2008

								

($ thousands)

2009
$

2008
$

		
Cash
51
Accounts receivable
2,530
Prepaid expenses
505
Due from pension plans (Note 8)
1,989
Computer systems and other assets (Note 4)
8,770

52
62
715
3,555
3,469

13,845

7,853

Assets

Liabilities and Shareholder’s Equity		

		
Liabilities		
Accounts payable and accrued liabilities
1,803
Accrued salaries and benefits
1,288
Accrued vacation pay
191
Deferred lease inducement (Note 12)
1,793
Deferred capital contributions (Note 4)
8,770

2,983
1,162
239
3,469

13,845

7,853

Shareholder’s equity		
Share capital (Note 5)
-

-

13,845

7,853

The accompanying notes are an integral part of these financial statements.
Approved by the Board:
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Original signed by:

Original signed by:

Al Mondor, FCA
Chair
Board of Directors

Douglas Hollands, B.Comm, CA
Chair
Audit Committee
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ALBERTA PENSIONS SERVICES CORPORATION
STATEMENTS OF INCOME
Years ended December 31, 2009 and 2008
($ thousands)
		

		

Budget
2009
$

Actual
2009
$

Actual
2008
$

		
(Note 14)
Operating expenses
Staff and related expenses
23,872
22,320
18,791
Contract services
4,706
4,236
3,860
Materials and supplies
3,127
3,638
3,036
Amortization
2,155
2,045
1,914
Data processing and maintenance
1,580
1,329
1,404
					
			
Total before Plan specific and Employer specific services
35,440
33,568
29,005
Plan specific (Note 6)
1,346
1,079
912
Employer specific services (Note 7)
22
17
					
			
Total operating expenses
36,786
34,669
29,934
				
Recovery of costs (Note 8)
36,786
34,669
29,934
					
		
					
The accompanying notes are an integral part of these financial statements.
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ALBERTA PENSIONS SERVICES CORPORATION
STATEMENTS OF CASHFLOW
Years ended December 31, 2009 and 2008

							

($ thousands)

2009
$

2008
$

Operating activities			

Items not affecting cash:
Amortization
2,045 			
1,914
Increase in deferred lease inducement (Note 12)
1,793
Decrease in deferred capital contributions
(2,045)
(1,914 )
				
1,793
					
Changes in non-cash working capital items:			
Increase in accounts receivable
(2,468)
(49 )
Decrease (increase) in prepaid expenses
210
(496 )
Decrease (increase) in due from pension plans
1,566 			
(709 )
(Decrease) increase in accounts payable and accrued liabilities
(1,180)		
1,111
Increase in accrued salaries and benefits
126
185
Decrease in accrued vacation pay
(48)
(39 )
			
		
(1,794)
3
			
(1)
3

Investing activities

Acquisition of computer systems and other assets
(7,346)
			

Financing activities		

Increase in deferred capital contributions
7,346
			
(Decrease) increase in cash for the year
(1)
			
Cash at beginning of year
52 			

Cash at end of year

51
		
		

(1,950 )

1,950
3
49
52

The accompanying notes are an integral part of these financial statements.
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ALBERTA PENSIONS SERVICES CORPORATION
NOTES TO THE FINANCIAL STATEMENTS
Years ended December 31, 2009 and 2008

1. Authority

Alberta Pensions Services Corporation (APS) is incorporated under the Business Corporations Act, Chapter B-9,
Revised Statutes of Alberta 2000. The issued share of the Corporation is owned by the Minister of Finance and
Enterprise on behalf of the Government of Alberta, and accordingly the Corporation is exempt from income and other
taxes. Effective January 1, 2009, the Corporation legally changed its name from Alberta Pensions Administration
Corporation.
			

2. Nature of Operations		

The Minister of Finance and Enterprise, operating under the authority of the Public Sector Pension Plans Act, Chapter
P-41, Revised Statutes of Alberta 2000 is responsible for administering the following public sector pension plans:
u Local Authorities Pension Plan (LAPP)

		

u Public Service Pension Plan (PSPP)		
u Management Employees Pension Plan (MEPP)		
u Special Forces Pension Plan (SFPP)			
u Public Service Management (Closed Membership) Pension Plan (PSM(CM)PP)
u Members of the Legislative Assembly Pension Plan (MLAPP)
u Supplementary Retirement Plan for Public Service Managers (MSRP)

			

The Minister of Finance and Enterprise, operating under the authority of the Provincial Court Act and Court of Queen’s
Bench Act (Chapter 196, Regulation 2001) is responsible for administering the following public sector pension plans:
			
u Provincial Judges and Masters In Chambers (Registered) Pension Plan (PJMC(R)PP)
u Provincial Judges and Masters in Chambers (Unregistered) Pension Plan (PJMC(U)PP)

		

Specific pension services required by the pension plans and employers are provided by the Corporation pursuant to a
Pensions Services Agreement with the Minister through to December 31, 2010. These services include the collection
and recording of contributions, calculating and paying benefits, communicating to employers and plan members,
pension plan board support services and risk management services. In 2008, the Minister also approved the
Corporation providing specific services, on a cost recovery basis, for some employers (Note 7).		
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ALBERTA PENSIONS SERVICES CORPORATION
NOTES TO THE FINANCIAL STATEMENTS (continued)
Years ended December 31, 2009 and 2008

3. Summary of Significant Accounting Policies

		

Basis of Presentation
		
These financial statements are prepared by management in accordance with Canadian generally accepted
accounting principles (GAAP).			
Computer Systems and Other Assets				
Computer systems and other assets are recorded at cost. The threshold for capitalizing software is $100,000; and
$5,000 for all other items, where these items have a useful life in excess of one year. Amortization is calculated on a
straight line basis as follows:				
Computer hardware		
Computer software		
Furniture and equipment		
Telephone system		
Leasehold improvements		

3 years
3 years
5 years
3 years
Refer to (a) below

(a ) This is over the term of lease plus one optional renewal period, to a maximum of 5 years.			
Amortization will commence the month immediately after the computer systems and other assets has been deemed
substantially complete and ready for productive use.
Use of Estimates			
The preparation of financial statements in conformity with Canadian GAAP requires management to make estimates
and assumptions that affect the reported amounts of assets, liabilities, recovery of costs and expenses as well as the
disclosure of contingent assets and liabilities in the financial statements. Actual results could differ from these
estimates, and the impact of any such differences will be recorded in future periods. The significant area requiring
the use of management estimates relates to the estimated useful lives of computer systems and other assets.
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ALBERTA PENSIONS SERVICES CORPORATION
NOTES TO THE FINANCIAL STATEMENTS (continued)
Years ended December 31, 2009 and 2008

3. Summary of Significant Accounting Policies (continued)		
Changes in Accounting Policies			
Effective January 1, 2009, APS adopted the standards of two new sections of the Canadian Institute of Chartered
Accountants (CICA) Handbook, namely 3862, Financial Instruments-Disclosures and 3863, Financial InstrumentsPresentation. The adoption of these new accounting standards had no impact on accounting or measurement of
capital or financial instruments.				
Section 3862 and 3863 provide enhanced disclosure requirements relative to financial instruments. Specifically, they
require additional disclosure about the nature and extent of risks associated with financial instruments and how
those risks are managed. This enhanced disclosure is provided in Note 13.				
Future Accounting Changes			
The CICA will transition Canadian GAAP to International Financial Reporting Standards (IFRS) for fiscal years
beginning on or after January 1, 2011. The Corporation has the option of transitioning to IFRS.			
The Corporation is evaluating if it will present its financial statements in accordance with IFRS. The Corporation does
not believe this transition will have any significant impact on its financial statements.
			

4. Computer Systems and Other Assets					
			

($ thousands)

2009

		
		
Cost
			
		
$
Leasehold improvements
Computer equipment
Furniture and equipment
Computer software
Telephone system

7,562
4,867
1,357
12,498
218

2008

Accumulated
Amortization

Net Book
Value

Net Book
Value

2,023
3,558
377
11,756
18

5,539
1,309
980
742
200

283
1,483
185
1,366
152

$

$

$

		
26,502
17,732
8,770
3,469
				
Financing obtained from the public sector pension plans to acquire computer systems and other assets is recorded
as deferred capital contributions. The recovery of costs is recognized on the same basis as the acquired computer
systems and other assets are amortized.				
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ALBERTA PENSIONS SERVICES CORPORATION
NOTES TO THE FINANCIAL STATEMENTS (continued)
Years ended December 31, 2009 and 2008

5. Share Capital
			
			

2009
$

2008
$

Authorized				
Unlimited number of common shares				
Unlimited number of preferred shares				
			
Issued				
1 common share (Note 1)
1
1

				

6. Plan Specific

The Corporation makes certain payments on behalf of the public sector pension boards or committees. These expenses,
which are incurred directly by the boards or committees and which the Corporation does not control, are as follows:		
		
				
($ thousands)
								
						
2009
				
		
				
2008
				
Contract		
Materials		
Board
Total
Total
				
Services		 and Supplies		 Remuneration
				
$		
$		
$
$
$
MEPP		
226
118
38
SFPP		
174
85
41
PSPP		
193
97 		
MSRP
47 		
PJMC(R)PP
29 		
PSM(CM)PP
13 		
11 		
MLAPP		
10 		
PJMC(U)PP
(3 )
				
Total		
689
311
79
				
A full description of pension plan names is in Note 2.				
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382
300
290
47
29
24
10
(3 )
1,079

341
273
268
4
2
24
912
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ALBERTA PENSIONS SERVICES CORPORATION
NOTES TO THE FINANCIAL STATEMENTS (continued)
Years ended December 31, 2009 and 2008

7. Employer Specific Services

In 2008, the Minister of Finance and Enterprise approved the Corporation administering post retirement benefits
for certain employers who participate in the public sector pension plans. All costs associated with administering
these benefits are recovered directly from the specific employers as follows:
										
($ thousands)
			
2009
2008

			

City of Calgary
City of Edmonton
EPCOR Utilities Inc.
Government of Alberta
Calgary Health Region
Legislative Assembly of Alberta
Telus Communication Inc.
			

$

$

9
6
2
2
1
1
1

17
-

22

17

8. Recovery of Costs

The Corporation charges each public sector pension plan with its proportionate share of the Corporation’s operating
and plan specific costs based on the allocation formula decided by the Minister of Finance and Enterprise. The
current allocation formula was effective January 1, 2006. At December 31, 2009, $1,989 (2008 - $3,555) is receivable
from the plans. The receivable at year-end is directly related to the timing of the receipt and disbursement of funds.

										
			
			
LAPP		
PSPP		
MEPP
SFPP		
MSRP
PSM(CM)PP
PJMC(R)PP
PJMC(U)PP
MLAPP

2009
$

($ thousands)

2008
$

21,776
9,180
1,526
1,197
414
294
114
72
62

18,637
8,075
1,375
1,020
304
276
78
75
51

34,635

29,891

12
22

26
17

Recovery of costs
34,669
				
A full description of pension plan names is in Note 2.				

29,934

			
Interest and other miscellaneous cost recoveries
Employer specific services (Note 7)
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ALBERTA PENSIONS SERVICES CORPORATION
NOTES TO THE FINANCIAL STATEMENTS (continued)
Years ended December 31, 2009 and 2008

				

9. Employee Future Benefits
($ thousands)

The Corporation participates in three multi-employer, defined benefit public sector pension plans, the Public Service
Pension Plan, the Management Employees Pension Plan and the Supplementary Retirement Plan for Public Service
Managers. The Trustee of the plans is the Minister of Finance and Enterprise. Multi-employer plans are accounted for
as defined contribution plans. Accordingly, the Corporation does not recognize its share of any plan surplus or deficit.
The expense for these pension plans is equivalent to the annual contributions of $1,688 for the year ended December
31, 2009 (2008: $1,495). This amount is included in staff and related expenses.		
		
An actuarial valuation is performed to assess the financial position of the plan and adequacy of the plan funding.
The latest valuation at December 31, 2008 indicated the Public Service Pension Plan had a deficiency of $1,187,538
(2007 - $92,509) and the Management Employees Pension Plan had a deficiency of $568,574 (2007 - $84,341). At
December 31, 2008, the Supplementary Retirement Plan for Public Service Managers had a deficiency of $7,111 (2007
surplus - $1,510). 				
				
				
10. Related Party Transactions		
The Corporation received the following services at amounts which approximate market value from:
				

						

			
			
Service Alberta - Data processing, postage and printing
University of Alberta - Management training
Alberta Finance and Enterprise - Risk management and insurance
Alberta Infrastructure - Parking rental

($ thousands)

2009
$

2008
$

855
81
39
6

723
31
37
10

			
981
801
				
The Corporation also provided services to the public sector pension plans and public sector pension plan boards and
committees as disclosed in Notes 6 and 8. These transactions are in the normal course of operations.		
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ALBERTA PENSIONS SERVICES CORPORATION
NOTES TO THE FINANCIAL STATEMENTS (continued)
Years ended December 31, 2009 and 2008

		

11. Salaries and Benefits Disclosure ($ thousands) 			
(a) Board Member Remuneration
			
The Board Chair received remuneration of $32 (2008: $42). Eight Board members (five in 2008) received remuneration of
$155 (2008: $118). Two Board members, who are employed by the Government of Alberta, are not eligible for remuneration.
This remuneration is paid in accordance with the rates approved by the Lieutenant Governor in Council, and is subject
to the applicable withholdings.				
(b) Executive Compensation
			
					
		
Name and principal position		
(at year-end)		
Year
						
				
Monica Norminton		
President and Chief Executive Officer

($ thousands)
Base
Salary 1
$

Variable Pension
Pay 2
Value 3
$
$

Other
Total
Compensation 4 Compensation
$
$

2009
2008

251
218

34
25

49
43

54
29

388
315

Ryan Barrack		
Vice President, Finance and Compliance

2009
2008

176
157

18
3

33
30

20
12

247
202

Lesley Bowering		
Vice President, External Relations

2009
2008

176
156

18
12

33
30

24
20

251
218

Brian Luterbach		
Vice President, Information Technology 6

2009
2008

176
117

6
1

33
20

22
7

237
145

2009
2008

22
162

19

4
31

194
11

220
223

Faye Rault		
Vice President, Plan Operations 5

2009
2008

53
-

-

10
-

8
-

71
-

Jeff Uhlich		
Vice President, Human Resources

2009
2008

176
159

18
18

33
30

15
9

242
216

Vice President,		
Strategic Planning 7		

2009
2008

80

20

15

24

139

				
Vice President, Pension Services 5
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ALBERTA PENSIONS SERVICES CORPORATION
NOTES TO THE FINANCIAL STATEMENTS (continued)
Years ended December 31, 2009 and 2008

11. Salaries and Benefits Disclosure (continued)
1 Base salary includes regular base pay and any retroactive adjustments to base pay.
				
2 Variable pay is calculated based on achievement of predetermined corporate measures. The amounts disclosed were paid in
		 the year based on the prior year’s results.
				
3 Executives participate in the Management Employees Pension Plan (MEPP) and Supplementary Retirement Plan for Public
		 Service Managers (MSRP). Combined, these plans provide pension benefits equal to 2 per cent of the executive’s best five-year
		 average annual pensionable salary for each year of service. The pension provided by the MEPP is limited to the maximum
		 pensionable salary limit permitted under the federal Income Tax Act (ITA). The MSRP provides a pension in respect of the base
		 salary in excess of the maximum pensionable salary limit.
		 The pension value represents the Corporation’s share of contributions to the plans based on each executive’s pensionable
		 salary.						
4 Other compensation includes such cash benefits as: automobile allowance, lump sum payments and vacation payouts where
		 applicable. Also included are non-cash benefits such as the Corporation’s share of all employee benefits and contributions or
		 payments made on their behalf including health care, dental coverage, group life insurance, long-term disability, WCB
		 premiums, professional memberships and tuition fees. Included in other compensation for 2009 are severance payments for
		 positions that had turnover.		
				
5 The Vice President, Pension Services position was terminated February 19, 2009. A new position was created, Vice President,
		 Plan Operations. Faye Rault has occupied this position since September 14, 2009.				
6 Brian Luterbach has occupied the position since August 25, 2008. The predecessor occupied the position until
		 May 31, 2008.
				
7 The Vice President, Strategic Planning retired on August 25, 2008. The position was terminated at this time.
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ALBERTA PENSIONS SERVICES CORPORATION
NOTES TO THE FINANCIAL STATEMENTS (continued)
Years ended December 31, 2009 and 2008

12. Commitments

			
The Corporation has entered into an agreement with minimum annual commitments for office space as follows:
		
($ thousands)
			
		 		
Total Commitments		
				
$
		 2010		
1,729 		
		 2011		
1,729 		
		 2012		
1,729 		
		 2013		
1,729 		
		 2014		
1,792 		
		 Thereafter
8,942 		
			
				
17,650
				
The Corporation entered into a lease agreement for a new facility commencing on September 1, 2009. This agreement
is for ten years, with two optional renewal periods of five years each. As part of the lease agreement, the Corporation
received a lease inducement of $1,868. The inducement is recognized as a reduction in lease expense over the ten-year
term of the lease. The inducement is included in accounts receivable at December 31, 2009 and was collected 		
subsequent to year-end.				
				

13. Financial Instruments

Financial instruments of the Corporation consist of cash, accounts receivable, due from pension plans, accounts
payable and accrued liabilities, accrued salaries and benefits and accrued vacation pay. Due to their short term
nature, the carrying value of these instruments approximates their fair value.			
Liquidity risk is the risk of not being able to meet the Corporation’s cash requirements in a timely and cost effective
manner. The Corporation’s primary source of liquidity is amounts charged to pension plans (Note 8).			

It is management’s opinion that the Corporation is not exposed to significant risks arising from these financial
instruments.					
		

14. 2009 Budget

The Corporation’s 2009 budget was approved by the Board of Directors on November 27, 2008.			
				

15. Approval of Financial Statements

The financial statements were approved by the Corporation’s Board of Directors.			
				
16. Comparative Figures			
Certain 2008 figures have been reclassified to conform with the 2009 presentation.			
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APPENDIX A
Board of Directors

BOARD MANDATE
The Board of Directors has adopted a Charter that summarizes its governing policies as well as the Board’s operating
practices. The Charter sets out:
1. Corporate governance practices and policies
2. Duties and responsibilities of the Board of Directors
3. Position descriptions for the Chair of the Board, the Chair of a Board Committee and Directors
On an annual basis, the Board reviews the Charter and approves changes as necessary. The Charter summary is included in
Appendix B.

BOARD INDEPENDENCE
The Minister of Finance and Enterprise appoints the President and CEO, after consultation with the Board. The Board
annually evaluates the performance of the CEO. Day-to-day management of APS is delegated to the CEO. The CEO is not a
member of the Board.

BOARD COMMITTEES
The Board has two committees, the Audit Committee and the Human Resources Committee. Both meet as a Committee
of the Whole on a quarterly basis in conjunction with the Board meetings.
The committees perform the following duties enabling the Board to fulfill its oversight responsibilities:

AUDIT COMMITTEE

HUMAN RESOURCES COMMITTEE

1. Oversee the CEO’s compliance with Board policies
respecting asset protection and liabilities and losses
2. Monitor the execution of the business plan
3. Recommend approval or other Board action for all
financial statements and reports requiring approval of
the Board (annual and quarterly reports)
4. Oversee the Corporation’s Risk Management and
Compliance Program
5. Oversee the Corporation’s Ethics Violation and Fraud
Reporting Policy
6. Work with the independent auditor

1. Oversee and monitor plans for identifying and
managing workforce risks
2. Monitor APS’ policies and practices for recruitment,
development and retention of its workforce
3. Review and recommend approval for the CEO’s
appointment, performance evaluation and compensation
4. Oversee the Corporation’s Executive compensation
structure
5. Oversee the development and succession plans for the
CEO and Executive positions
6. Monitor changes to the Corporation’s management
structure
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BOARD MEETINGS
In 2009, the Board and the Committees each met quarterly; in camera sessions are included as a component of all
meetings. The Board also held a strategy session to review strategic opportunities and initiatives. An orientation session
was held early in the year for the new directors.
Board attendance for the year was over 98 per cent.

GOVERNANCE PRACTICES
The Board has adopted a policy governance framework that defines accountability between the Board and management.
To achieve greater effectiveness across the Corporation, the Board delegates authority to the CEO, specifying clear
expectations (Ends), corresponding responsibilities, and actions to be avoided (CEO Limitations) in achieving these Ends.
The Board has policies to support its on-going commitment to governance practices, including:
u Annual agenda planning
u Rules of meeting conduct
u Board job descriptions
u A Board Members’ Code of Conduct covering conflict of interest and fiduciary responsibilities
u Board committee principles and structure
u An Ethics Violation and Fraud Reporting Policy
u Board self-assessment
u Board and director education, including an orientation program for new directors on Board and corporate operations
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APPENDIX B
Summary of the Charter of the Board of Directors

This Board of Directors for Alberta Pensions Services Corporation (APS) has adopted a Charter that summarizes the
governing policies adopted and the Board’s operating practices. The Charter sets out:
1.
2.
3.
4.
5.

The corporate governance practices and policies that apply to the Board of Directors.
The duties and responsibilities of the Board of Directors.
The position description for a Director.
The position description for the Chair of the Board.
The position description for the Chair of a Board Committee.

On an annual basis, the Board of Directors reviews the Charter and approves changes as necessary. The following
summarizes the key aspects of the Charter.
Governance Commitment: The purpose of the Board, on behalf of the sole Shareholder, the Government of Alberta, is to
ensure the Corporation:
1. achieves appropriate results for appropriate persons at an appropriate cost as described in the Board’s
		 Ends Policies; and
2. avoids unacceptable actions and situations as described in the CEO Limitations Policies established by the Board.
The Board achieves its purpose through Ends and CEO Limitations Policies, as well as through the adoption of best
practices appropriate to the governance and oversight of Alberta Pensions Services Corporation.
Structure and Operations: The by-laws provide for the Board of Directors to have a minimum of one and a maximum of 15
directors. The Articles of Incorporation provide that any vacancy in the Board of Directors shall be filled by the Shareholder
appointing an individual as director, and the Unanimous Shareholder Agreement provides that ten directors shall be
appointed by the Shareholder.
Board and Board Committee meetings follow a schedule agreed upon by the Board prior to the commencement of a
calendar year. Quorum and voting are determined by agreement with the Shareholder.
Duties and Responsibilities of the Board of Directors: The Board performs its stewardship responsibilities either directly
or through the Committees of the Board. The Board of Directors has adopted a Code of Conduct for its membership
and oversees the ethical conduct of the Chief Executive Officer, and all employees of the Corporation, by monitoring
compliance with the Corporation’s Code of Conduct and Ethics. In addition, the Board has adopted an Ethics Violation
and Fraud Reporting Policy. This Policy allows complaints to be made on a confidential and anonymous basis. The Board
believes that by providing a forum for directors, officers and employees to raise concerns about ethical treatment that
results in a formal review fosters a culture of ethics in the Corporation.
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Position Description for Directors: The Board of Directors has adopted position descriptions for all directors. Each director
participates in fulfilling the Board’s stewardship role by acting honestly and in good faith with a view to the best interests
of the Corporation (fiduciary duty) and exercising the care, diligence and skill that a reasonably prudent person would
exercise in comparable circumstances (duty of care).
Audit: The Audit Committee oversees the integrity of the Corporation’s financial reporting, risk management policies and
practices, internal controls management and disclosures.
Human Resources: The Human Resources Committees oversees the Corporation’s human resources policies and practices,
and ensures their alignment with corporate objectives.
Other Governance Matters: The Board of Directors has adopted positions descriptions for the Chair of the Board as well as
the Chair of each Board Committee. In practice, the Board Committees sit as Committees of the Whole Board with unique
agendas and meeting times. The Board has also adopted specific governance policies and practices respecting Board
orientation, education and interactions with the Chief Executive Officer as well as management.
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APPENDIX C
Review Engagement Report

To the Shareholder of Alberta Pensions Services Corporation (APS)

I have reviewed the performance measures identified as “Reviewed by Auditor General” included in Appendix D of Alberta
Pensions Services Corporation’s 2009 Annual Report. These performance measures are the responsibility of APS and are
prepared by management of APS based on the following criteria:
u Reliability – Information agrees with the underlying data and with sources used to prepare it.
u Understandability and Comparability – Actual results are presented clearly and consistently with the stated

methodology and presented on the same basis as targets and prior year’s information.
u Completeness – Performance measures and targets match those included in the 2009-2011 Alberta Pensions Services

Corporation’s Business Plan. Actual results are presented for all measures.
My review was made in accordance with Canadian generally accepted standards for review engagements and accordingly
consisted primarily of enquiry, analytical procedures and discussion related to information supplied to my Office by APS.
My review was not designed to provide assurance on the relevance of these performance measures.
A review does not constitute an audit and, consequently, I do not express an audit opinion on the performance measures.
Based on my review, nothing has come to my attention that causes me to believe that the “Reviewed by Auditor General”
performance measures in Alberta Pensions Services Corporation’s 2009 Annual Report are not, in all material respects,
presented in accordance with the criteria of reliability, understandability, comparability, and completeness as described
above. However, my review was not designed to provide assurance on the relevance of these performance measures.

[Original signed by Merwan N. Saher]
CA
Acting Auditor General
Edmonton, Alberta
April 6, 2010
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APPENDIX D
Key Performance Measures
The Key Performance Measures in this Appendix are the responsibility of management of Alberta Pensions Services Corporation (APS) and
are prepared in accordance with the criteria of reliability, understandability, comparability and completeness in relation to the APS 2009-11
Business Plan. The performance results, of necessity, include amounts that are based on estimates and judgments.

Client Satisfaction
Members and members in transition

			
			

2009
Actual

2009
Target*

Previous Year
Actual

Reviewed by Auditor General

84

81

n/a

Methodology

An external firm was engaged to develop and conduct the survey to provide
confidence in both the methodology applied and the results generated. The survey
was designed to evaluate performance specific to the most recent contact by the
member and also captures information on overall perceptions of client service.
The survey is comprised of 94 questions separated into service sections. Individual
respondents are asked only the questions applicable to the services requested
during interaction with APS. Sample size represents 5 per cent of the contacts
recorded during the survey period.
For 2009, the surveys were conducted in the last three months, with data collated
monthly and results reported to APS in monthly and quarterly roll-ups. The result
reported is the mean score from all respondents of their ratings of satisfaction
on a 10 point scale in three service areas. In 2010, the surveys will be conducted
throughout the year.
The mean score shows the average result of three of the overall satisfaction
questions, calculated by averaging the combined raw scores of the three
satisfaction questions across the three service areas to provide a statistically sound
result.

Description of Results

The target was achieved for members with a result of 84 and members in transition
achieved a result of 81 based on monthly surveys conducted during the final three
months of the year. The overall result is 84, as only 0.5 per cent of the total survey
base represented members in transition (i.e., 9 participants out of 180).

Analysis of Results

It was determined that these results should comprise the rating for 2009 as the
methodology, in addition to the analysis and verification, encompasses a complete
representation of the services and products the Corporation provides to members.
*Based on Board approval, the target was set at 81.
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Client Satisfaction (continued)
Members and members in transition

A total of 180 interviews were completed during the final three months of 2009,
representing 2 per cent of the total sample provided by APS.
Additionally, as the “members in transition” category had not been previously
defined, this category was surveyed as part of the “member” category and results
were segregated based on the service specific to the “members in transition”
category (Pensions Options Package). The result for the Pensions Options Package
“satisfaction” is used as the proxy for this category in 2009, and will be the
baseline target for future years.
As a result of adopting the revised methodology, comparable results from prior
years are not available to facilitate assessment of progress on the measured
dimensions.

Data Source(s)
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External consultant survey. Illumina Research Partners (formerly Environics
Research Group).
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Client Satisfaction (continued)
Employers

			
			

Methodology

2009
Actual

2009
Target

Previous Year
Actual

82

78

67

An external firm was engaged to develop and conduct the survey to provide
confidence in both the methodology applied and the results generated. The survey
was designed to evaluate performance, specific to the services provided by the
Employer Services Team and by APS overall.
The survey is comprised of 27 questions separated into service sections. The
questions are used to evaluate client service for APS and provide an overall client
service rating that is robust and comprehensive. Each question is asked on a 10
point agreement scale where the respondent is asked “using a 1 to 10 scale, where
1 is strongly disagree and 10 is strongly agree, please rate your agreement with the
following statements”, the respondents are then asked to rate their agreement
with several statements pertaining to that particular area of client service, ending
in an overall assessment of satisfaction with Employer Services Representatives
and APS. The result reported is the mean score from all respondents of their
ratings of satisfaction on a 10 point scale in the two service areas.

Description of Results

APS administers seven statutory pension plans through approximately 495
employers throughout Alberta. Staff in employer organizations were invited to
complete an online survey about their satisfaction with APS service levels. The
survey ran once between November 20, 2009 and December 11, 2009.
The survey was comprised of 27 questions, of which most respondents answered
every question. The sample file provided by APS included 519 key contacts from
employer organizations. 232 respondents completed the survey accounting for
45 per cent of the total sample provided.
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Client Satisfaction (continued)
Employers

Employer satisfaction is 82, based on the methodology described above.
It was determined this result should comprise the rating for 2009 as the
methodology, in addition to providing a greater degree of rigour, analysis and
verification than the former process, encompasses a complete representation
of the services provided to employers. Survey questions and scoring tables were
developed utilizing industry standards.

Analysis of Results

As a result of adopting a revised methodology, comparable results from prior years
are not available to facilitate assessment of progress on the measured dimensions.
However, previously established targets were considered to be appropriate in light
of 2009 actual results and will be reviewed after analysis of the first full year of
survey results is completed.

Data Source(s)

External consultant survey. Illumina Research Partners (formerly Environics
Research Group).
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Reasonable Cost
APS cost per member (gross expenditures)

			
			

2009
Actual

2009
Target

Previous Year
Actual

Reviewed by Auditor General

$131

$137

$108

Methodology

The calculation for APS cost per member is:
Total gross expenditures
Average plan membership
Total gross expenditures are defined as total operating cost per the financial
statements plus capital additions less any non cash items (i.e. amortization and
deferred lease inducement). The rationale for this calculation is to arrive at a view
of the cash the Corporation requires to operate for the year.
Average plan membership is calculated by taking the sum of all active and deferred
members and pensioners as of January 1, 2009 and as of December 31, 2009 and
dividing the total by two.

Description of Results

Target was not achieved. The lower than target result is considered a positive
variance as it provided an overall lower administration cost to the pension plans
($131 per member).

Analysis of Results

The variance from target was due to a combination of two factors:
u lower than budgeted variance in gross expenditures; and
u average plan membership was lower than projected.

A large portion of the favourable variance in gross expenditures related to normal
full-time equivalent (FTE) fluctuations and delays in recruitment efforts.

Data Source(s)
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Reasonable Cost (continued)
Productivity measure member/ full-time equivalent

			
			

2009
Actual

2009
Target*

Previous Year
Actual

Reviewed by Auditor General

1,320

1,241

1,314

Methodology

The concept of measuring productivity using members per full-time equivalent
employee (FTE) is taken from the Cost Effective Measurement (CEM) reporting which
APS undertakes each year in order to benchmark its performance with an industry peer
group. The detail of the calculation for CEM purposes was not considered fully reflective
of the overall services that APS provides; therefore, the following changes were made to
the CEM methodology:
u deferred members are included in the count of the overall membership;
u membership is calculated using an average annual membership, instead of

taking the membership at a point in time.
The calculation for productivity measure member/FTE is:
		

Average plan membership
Average FTEs

Average plan membership is calculated by taking the sum of all active and deferred
members and pensioners as of January 1, 2009 and as of December 31, 2009 and dividing
the total by two.
Average FTEs is calculated by taking the sum of all FTEs at the end of each month in the
year and dividing the total by twelve.
FTEs are calculated as follows:
u permanent full-time employees are counted as 1.0 FTE;
u permanent part-time employees are pro-rated based on days worked per week; and
u casual and temporary employees are pro-rated based on days worked per month.

*Based on Board approval, the 2009 target was changed from 1,149 to 1,241.

2009
2009 annual
annual report
report
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Reasonable Cost (continued)
Productivity measure member/ full-time equivalent

Description of Results

Target has been achieved. (1,320 members/FTE)

Analysis of Results

The result was higher than target for 2009 due to a combination of the following
factors:
u overall FTE counts were lower than projected; and
u average plan membership was lower than projected.

As this ratio increases, it demonstrates the need for APS to increase staff numbers
or consider alternative solutions to maintain services. Increases in the number
of members per FTE also increases APS’ exposure to the risk of decreased client
service.

Data Source(s)
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Knowledge
Training hours/ full-time equivalent

			
			

Methodology

2009
Actual

2009
Target

Previous Year
Actual

68

60

73

The calculation for training hours per full-time equivalent (FTE) is:
Total training hours
Average FTE
For the calculation of total training hours for 2009, APS includes operational training,
compliance programs, developmental education and on-the-job training. The training
hours are reported monthly on the employee timesheets. All employees have a Personal
Development Plan that focuses them toward training that will deliver needed results.
FTEs are calculated as follows:
u permanent full-time employees are counted as 1.0 FTE;
u permanent part-time employees are pro-rated based on days worked per week; and
u casual and temporary employees are pro-rated based on days worked per month.

Average FTE is calculated by taking the sum of all FTEs at the end of each month in the
year and dividing the total by twelve.

Description of Results

68 training hours per FTE.

Analysis of Results

Job required and developmental learning activities were promoted and supported
throughout 2009 for all staff.
Management and staff are reminded to accurately record their training hours on their
monthly timesheets.

Data Source(s)
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Engagement
Employee survey results

2009
Actual

2009
Target

Previous Year
Actual

Reviewed by Auditor General

49%

50%

46%

Methodology

In 2006, APS began participating in the Queen’s School of Business and Hewitt
Associates called Best Small and Medium Employers (BSME) in Canada survey.
Participation was dependent on APS having achieved a 70 per cent response
rate, with eligibility requirements of APS being in business in Canada for three or
more years and having between 50 and 400 employees. The component of the
survey used for this performance measure is the engagement score. Queen’s and
Hewitt Associates define engagement as “a measurable state of emotional and
intellectual involvement and commitment of the workforce to organizational
success”.
In 2009, all APS employees again received an e-mail invitation to anonymously
complete the online survey. The information is submitted and collected externally
by electronic means and all responses are analyzed by Hewitt Associates. Hewitt
Associates calculates the engagement score using Hewitt’s global standard. The
score is based on employee views, not on those of outside experts.
Employees register their level of agreement with statements in the survey by
rating each of them on a scale of one (strongly disagree) through six (strongly
agree). The scores are aggregated for six key engagement questions:
1. I would, without hesitation, highly recommend this organization to a friend
seeking employment.
2. Given the opportunity, I tell others great things about working here.
3. It would take a lot to get me to leave this organization.
4. I hardly ever think about leaving this organization to work somewhere else.
5. This organization inspires me to do my best work every day.
6. This organization motivates me to do more than is normally required to
complete my work.
Hewitt uses an average of the scores for these six questions to determine a
single engagement score on a one-to-six scale for each individual. APS’ overall
engagement score shows the percentage of employees whose average score was
4.5 or more on the six engagement questions and hence qualify as engaged.
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Engagement (continued)
Employee survey results

Description of Results

49 per cent of staff are engaged.

Analysis of Results

96 per cent of our employees participated in the 2009 survey; this is the highest
participation rate to date. The 49 per cent engagement result is a 3 per cent
increase over 2008 results. Notable increases are seen in statements relating to
staying with the organization.

Data Source(s)

Queen’s School of Business and Hewitt Associates, Best Small and Medium
Employer in Canada Survey
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Risk Management Plan
Risk management

			
			

Methodology

2009
Actual

2009
Target

Previous Year
Actual

Annual risk management
report issued by March 31

Annual risk management
report issued by March 31

Corporate risk profile
completed

An annual risk management report will be approved by the Board of Alberta
Pensions Services Corporation (APS) for reporting to the Shareholder, summarizing
the Corporation’s risk management activities during the year. This report
demonstrates the Corporation’s discharge of its fiduciary responsibility in
managing corporate risks and providing the assurance that APS has control
mechanisms to manage its corporate risks. This report also serves as a
management tool for the Corporation as any opportunities for improvements in
our key business processes will be identified, with expectations of action plans for
resolution by management.
This report will include discussions of:
u Significant risk management activities that occurred during the year, including

the monitoring of key corporate risks.
u The assessments of the adequacy and effectiveness of internal controls over

key business processes conducted by the Risk Management & Compliance
Team, including opportunities for improving existing internal controls.
u Management’s proposed action plans for resolution of any key business

processes that have been assessed as deficient or requiring improvements.
u Future plans on enhancing the Risk Management Program and the

annual report.

Description of Results
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The 2008 Risk-Based Control Assessments Annual Report and approved by APS
Board of Directors in March 2009. The report was published to our Shareholder in
April 2009.
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Risk Management Plan (continued)
Risk management

Analysis of Results

The 2008 Risk-Based Control Assessments Annual Report was focused primarily
on the risk-based internal control assessments of the Corporation’s key
business processes; as the Risk Management Program was still progressing in
its implementation. The report provided an assessment of the inherent risk and
summary results of the internal control assessments performed by the Risk
Management and Compliance Team during the 2008 fiscal year and also informed
readers of the corporate risk management activities that were completed,
including the establishment and development of a corporate risk profile.
For 2009, APS will be delivering an annual report that provides a more complete
discussion of the risk management activities focusing on the corporate risk profile,
including the compliance evaluations of internal control processes that support the
results reported on the corporate Risk Management Program.
Looking ahead for 2010 and future years, APS will be reporting on a new measure —
Risk Maturity Score. This measure will gauge the maturity of the Risk Management
Program and its integration into the Corporation’s day-to-day processes. The new
measure will replace this measure.

Data Source(s)

2009 annual report

APS internal data

57

Performance Measures
Corporate performance measures

			
			

Methodology

2009
Actual

2009
Target

Previous Year
Actual

Baseline performance
measures adopted

Baseline performance
measures adopted

N/A

Through consultations with the Board of Directors and staff, a combination of
qualitative and quantitative measures were adopted that are auditable, replicable,
and accurately reflect the impact of the work in which APS is engaged.
These measures and the methodology for each were developed to provide a long-term,
empirical view of the progress APS is making toward our strategic goals. The results
from 2009 will be used as a baseline for future years as we measure our progress in
the areas of client satisfaction, cost management, complexity, service delivery, and
risk management.
Individual methodologies were developed by applying industry standard
measurements and customizing these, when necessary, to provide the most accurate
assessment of our competencies in each area. Cumulative Effectiveness Measures
(CEM) and Quantitative Service Measurement (QSM) survey methodologies were
referenced and adopted for a number of measures.
Member Satisfaction – active and deferred clients.
Members in Transition Satisfaction – clients who are actively engaged in the
retirement process and have not yet received a full pension payment.
Pensioner Satisfaction – clients who have completed the retirement process and are
receiving full pension payments. This group has not been surveyed in previous years.
Survey methodology and satisfaction targets will be defined in 2010.
Employer Engagement – an indexed score based on employer satisfaction and
employer compliance with information requirements.
Transaction Volume Score (TVS) – is a proxy measure for administrative complexity
using CEM methodology. TVS provides the overall estimate of cost and volume to
allow an optimal target mix of manual and automated transactions to determine cost
and value.
Plan Complexity – used to assess the impact of multiple member groups with
different rule sets and complex rules.
Corporate Obligations – all obligations met or not.
APS Cost per Member – calculated based on APS’ cost divided by the number of active
members and pensioners at year-end. Cost of major projects are amortized over a
three-year period.
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Performance Measures (continued)
Corporate performance measures

Productivity: Activity Volumes to Staff Ratios – calculated using the average annual
membership (active and pensioners) divided by the number of full time employees.
Employee Survey Results – the Corporation participates in the Queen’s School of
Business and Hewitt Associates Best Small and Medium Employers in Canada survey.
Engagement is “a measurable state of emotional and intellectual involvement and
commitment of the workforce to organizational success.”
Risk Management Maturity Score – weighted average of APS’ Risk Management
Framework Components, including governance, risk identification and assessment,
response and control activities, risk and issues monitoring and resolution, and
measurement and reporting; the targets established balance APS’ risk tolerance
against cost.
Perfect Day – the availability of core application systems by the number of working
days the systems are available each month. Provides a proxy measure of APS’
technology services effectiveness.
Business Continuity Target – an indexed score based upon a combination of physical
preparedness and the length of time it would take to begin delivery of core services.

Description of Results

Baseline Performance Measures adopted for all key corporate goals in alignment with
APS’ business plan. Targets and methodologies are established for all measures with
the exception of Pensioner Satisfaction as this is a client group that was not surveyed
or measured in the past. The target for Pensioner Satisfaction will be set in 2010.

Analysis of Results

These 13 performance measures will demonstrate progress in achieving business plan
and strategic plan milestones.

Data Source(s)

APS internal data
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Strategic Partnerships
Service Level Agreements (SLA)

			
			

Methodology

2009
Actual

2009
Target

Previous Year
Actual

Annual reporting for
Service Level Agreements

Annual reporting for
Service Level Agreements

Agreements monitored
for compliance

The following are APS’ key objectives in developing SLA’s with the pension plan boards:
u Clarify the expectations of APS and the plan boards on services and support provided

to plan boards.
u Clarify the process for plan board / committee requests to APS and establish service

standards for those services in alignment with the plan board services strategy.
u Develop a comprehensive source document that contains:

• standard services for plan boards;
• non-standard services for plan boards;
• service standards and performance measures; and
• reporting requirements on service standards and measures.

Description of Results

In 2009, APS continued with the existing SLA’s, the Administrative Services
Memorandums of Understanding.
During 2009, APS:
u Developed a draft SLA discussion paper with the plan boards. The paper contains

the key activities and proposed service standards for services to plan boards.
u Met with PSP, MEP and SFP Boards to gather feedback on the draft service

level agreement.
APS will work with the pension plan boards in 2010 to address any changes resulting
from the Alberta Public Agencies Governance Act.

Analysis of Results

The existing Administrative Services Memorandums of Understanding with the plan
boards remain in place. There is little risk to continuing the existing agreements as they
substantively reflect key activities that will be carried forward into new SLA’s.
Progress was made in developing performance standards for plan board services and in
identifying key service activities.

Data Source(s)
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Accountability to Shareholder
Assessment of Corporate obligations

			
			

Methodology

2009
Actual

2009
Target

Previous Year
Actual

All obligations
met annually

All obligations
met annually

Review plan developed
and implemented

APS developed a process and review plan that includes:
u Prior Year Assessment:

1.
		
2.
3.
4.
5.
		

Catalogue of documented requirements created from source governing
documents.
CEO reviews requirements and assesses compliance.
CEO presents assessment to APS Board of Directors for review.
Board reviews assessment and provides input, advice, comment.
CEO sends formal assessment to Alberta Finance and Enterprise
(as representing the Shareholder and Minister).

u Forthcoming Year Plan:

1. CEO reviews prior year catalogue; updates as required, and presents to Board
		 of Directors for review and approval.
2. CEO actions plan and thereafter follows one to five above.

Description of Results

In April 2009, the CEO prepared and sent a letter to Alberta Finance and Enterprise
regarding the 2008 corporate compliance. This consisted of an evaluation of
the Corporation’s performance relative to its corporate obligations under the
Memorandum of Understanding, Pension Services Agreement and Unanimous
Shareholder Agreement with the Minister of Finance and Enterprise and an
assessment of APS’ obligations to the Minister as Shareholder as documented in APS’
by-laws.

Analysis of Results

Deliverables resulting from the evaluation of the Corporation’s corporate obligations
are incorporated into the Corporation’s business plan for the upcoming year.

Data Source(s)

Unanimous Shareholder Agreement
Memorandum of Understanding
Pension Services Agreement
By-Laws of Alberta Pensions Services Corporation
Board of Directors minutes May 2009
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BOARD OF DIRECTORS AND CORPORATE DIRECTORY

Name

Nominee

Term of Service

Board Position

Jack McMahon

Independent

October 1995 – December 2009

Chair

Doug Hollands
Independent
November 2006 – present
			
Dennis Gartner
Alberta Finance and Enterprise
June 2005 – present

Vice Chair
Audit Committee Chair

Grant Howell

Local Authorities
April 2008 – present
Pension Plan Board of Trustees 		

Human Resources
Committee Chair

Darrell Jones

Independent

January 2009 – present

Rosemarie McClean
Independent
January 2009 – present
			
Rod McDermand
Management Employees
January 2004 – present
Pension Board
Rick Milner

Independent

October 1995 – April 2009

Al Mondor
Independent
April 2009 – present
			
Garth Sherwin
Special Forces
January 2008 – present
Pension Board
Milo Steele

Public Service
Pension Board

Human Resources
Committee Vice Chair

Audit Committee
Vice Chair

June 2007 – present

2009 CORPORATE DIRECTORY
Monica Norminton, QC		
President and Chief Executive Officer
BA, LLB, MBA, CA•IT				
Ryan Barrack, B.Comm, CA 		
Vice President, Finance and Compliance
Lesley Bowering, CEBS, MBA
Vice President, Policy and Research
		
Acting Vice President, External Relations
Brian Luterbach, BA, BSc		
Vice President, Information Technology
Jeff Uhlich, BA, MSc, HRM		
Vice President, Human Resources
Faye Rault, B.Comm, CMA		
Vice President, Plan Operations
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