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The new Ottawa Convention Centre 
(OCC) opened its doors in April 2011, and 
immediately raised the Capital’s profile and 
delivered on the promise of hosting more and 
larger events.  The Centre was built thanks 
to the cooperative efforts of, and investment 
from, the Province of Ontario, the City of 
Ottawa, and the Government of Canada. 
All realized significant direct returns on that 
investment during the Centre’s first year of 
operation – and will continue to in the years 
and decades ahead. 

Everyone at the Ottawa Convention Centre–
the Executive Leadership Team, colleagues, 
and our partners–deserves congratulations 
for bringing this splendid new venue to 
life and making memorable moments for 
the almost quarter of a million people who 
attended conventions and events at OCC in 
2011/2012.  Included among that number 
were close to 34,000 out-of-town delegates 
who attended 40 national and international 
conventions at OCC – and spent an 
estimated $78 million while in the Capital.  
Total direct spending on events at OCC was 
an estimated $83 million, with close to $32 
million of that going to the three levels of 
government as tax revenue.  

By all measures, OCC’s first year of operation 
was an unqualified success for the city, 
the province, and the nation. Nevertheless, 
challenges remain.  Chief among these 
is the clear need for the addition of one 
more downtown hotel.  While the Centre is 

fortunate to have about 6,000 hotel rooms 
within easy walking distance of its doors, the 
first year of operation demonstrated the need 
for another large hotel to meet peak demand.  
The Ottawa Convention Centre also remains 
committed to the installation of an ‘art wall’ 
on its east side. 

The year also saw the completion of the 
Crichton Street project, started while the 
OCC was being redeveloped.  Also known 
as a Collective Act of Kindness, the project 
brought together building and trades 
unions working for PCL Constructors, GB 
Associates, BBB Architects, Ottawa Building 
and Construction Trades Council, the OCC 
and many others to demolish a collapsing 
building at 245 Crichton Street and replace 
it with a modern, accessible apartment 
building.  The building was completed and 
is now available to accommodate up to six 
families in need. 

In conclusion, I would like to personally 
acknowledge and thank members of the 
Board of Directors for their service and 
invaluable guidance during this exciting and 
eventful year.  

Jim Durrell 
Chair

Message 
from the 
Chair
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Did the new Ottawa Convention Centre 
live up to its potential during its first year of 
operation? The numbers tell the story. The 
new OCC hosted 562 events that attracted 
240,000 people.  Those events included 
40 national and international conventions 
that were attended by 33,850 delegates 
and over 1000 exhibitors.  Events of note 
included the national conventions of the 
Conservative Party of Canada and the Liberal 
Party of Canada, Northern Lights 2012, the 
2012 Juno Awards Gala Dinner, the NHL All 
Star Weekend, plus many popular events 
including the Ottawa Gatineau International 
Auto Show and the Ottawa Wine and Food 
Festival. More than 900 jobs were directly 
and indirectly supported by the Centre, 
resulting in over $30 million in wages and 
salaries. Total direct spending on events at 
the Centre was $83 million.  Tax revenue 
generated was close to $18 million for the 
federal government and $13 million for the 
province of Ontario.   

The numbers were indeed impressive.  But 
they only tell part of the story.  Of equal 
importance was the performance of our 
Executive Leadership Team, our colleagues, 
and OCC’s principal service partners–
ARAMARK, Freeman and AVW TELAV Audio 
Visual Services. All OCC service partners 
are held to performance and service level 
standards that meet stringent OCC and 
client expectations.  These standards 
include providing products and services in 
both official languages while conforming to 
LEED environmental standards and AODA 
Customer Service standards. 

As our facility service partner, ARAMARK 
continues to meet our clients’ demanding 
program schedules and intricate food and 
beverage requirements while maintaining 
exceptional service levels.  During our first 
year of operation, OCC has continually met 
the challenge of multifaceted national and 
international events, many of which could  
not have been hosted in Ottawa prior to  
the redevelopment of OCC due to size  
and production constraints.  ARAMARK,  
as a seamless and integral partner of  
OCC, is completely aligned with the  
Centre’s strategic objectives, pricing and 
service competitiveness.  

OCC’s reputation as a technologically 
advanced facility has been strengthened with 
our technology service partnership with AVW 
TELAV.  As our technology service partner, 
AVW TELAV provides the Centre and our 
event producers exciting and vivid audio 
visual presentation solutions, Internet, Wi-Fi 
connectivity and communication devices for 
large and small delegate bases.

During the year, OCC continued to work 
closely with our destination partners at 
Ottawa Tourism, Ottawa International Airport 
Authority and the Ottawa Gatineau Hotel 
Association.  Together, we are committed 
to raising the destination’s profile and 
winning business from the highly competitive 
conventions marketplace in Canada, North 
America and beyond. 

Message 
from the 
President

The new OCC was many years in the 
making. But its first year of operation clearly 
demonstrated that it was well worth the wait, 
as illustrated by the client comments below: 

The Ottawa Convention Centre was a beautiful 
building aesthetically and technically to hold 
the 2012 Scotiabank NHL Fan Fair event. 
AVW-TELAV’s key internal knowledge of the 
OCC really helped make this signature NHL 
event a success. 

Nicholas Gennarelli,  
Senior Manager, NHL Events

We would definitely use OCC again should 
the opportunity arise: they provide a high level 
of service and are committed to being a top 
location for booking events.

Martine Pigeon,  
BDO Canada LLP/s.r.l.

During a convention I attended in your facility 
I was impressed with the cleanliness of the 
building and the attitude of your staff – from 
housekeeping to servers to security personnel, 
everyone was very helpful and attentive. It 
is the little things that make a person’s visit 
to this City and to the Convention Centre 
memorable, and you certainly succeeded. 
Thank you.

Norma Lamont, 
Biennial Liberal Convention Delegate 

Patrick Kelly 
President
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2011/12 
Operational 
Highlights

Corporate 
Goals
OCC’s corporate goals are set annually and 
focus on four strategic imperatives: The 
Owner, The Client, The Colleague & Partner 
and The Community.

The Owner

Recognizing the important role played by 
OCC in generating broad economic benefits 
throughout the community, we will maintain 
a system for calculating and documenting 
economic benefits arising from our activities 
and how these benefits are distributed 
throughout the community.  

2011/12 Economic Impact Numbers

•  562 events

•  240,000 attendees

•  40 national and international conventions

•  �33,850 convention delegates and over 
1000 non local exhibitors

•  �The direct spending on convention centre 
events including out-of-town delegates, 
exhibitors and production is estimated at 
$83 million

•  �$15.2 million gross revenue

•  �$70,000 net operating profit

•  �($1.4 million) operating loss after interest

•  �$6.6 million booking pace 

During the 2011 fiscal year, Ottawa 
Convention Centre held 40 events that 
drew at least 25% non-local attendance. 
These events attracted approximately 
33,850 delegates/attendees from outside of 
Ottawa, and over 1,000 non-local exhibitors 
(represented by over 4,000 staff members). 
The total direct spending by these non-local 
visitors is estimated at approximately  
$78 million ($65 million in delegate/attendee 
spending and $13 million in exhibitor 
spending). When the production costs of the 
convention centre are included, the direct 
spending on convention centre events that 

draw out-of-town delegates and exhibitors 
is estimated at just over $83 million. The 
$83 million in direct spending contributes 
approximately $67 million to Ottawa’s GDP. 
Specifically, this includes $45 million in 
GDP that comes directly from companies 
providing goods and services, $11 million that 
is generated indirectly from related supplier 
industries and $11 million that is induced 
from employees spending their earnings. 
Approximately 1,171 jobs are supported, 
resulting in $43.5 million in labour income. 
This includes $30 million in labour income 
that stems from 907 jobs that are  
supported directly.

In our inaugural year, our goal was to achieve 
just over $17 million in gross revenues, 
with an operating loss of $525,000 after 
interest expense.  As the attached financial 
statements illustrate, we achieved gross 
revenue of just over $15 million (87% of 
target), a net operating profit of $70,000 and 
an operating loss after interest expense of 
$1.4 million.  Although we did not achieve 
our initial financial goals, we have remained 
cash positive for the entire operating year.  
Our results nonetheless compared very 
well against convention centres within our 
competitive set, suggesting that our first  
year financial targets may have been  
overly ambitious.

Our convention booking pace target for the 
period 2012/13 to 2016/17 was set at $6.4 
million. Our actual result was $6.58 million  
in future convention business, or 103%  
of our goal.

The Client

OCC recognizes the paramount importance 
of client satisfaction and reflects this through 
systems and procedures that ensure superior 
customer service from initial contact through 
to final invoicing. As we went into our first 
year of operations, we implemented a Client 
Satisfaction Survey, which is sent to each 
and every one of our clients. Our goal was 
an overall satisfaction rate of 4.3/5 and a 
response rate of 40%. Our response rate 
was 45% and our overall satisfaction score 
was 4.1/5. Our top score was in the category 
of Customer Service from our staff (4.3/5); 
areas for improvement were within the sales 
process and   the event planning process.

We also set a goal for ourselves to develop 
and implement standards and processes 
necessary for the successful application 

for AIPC Gold Certification.  In May 2012, 
OCC achieved AIPC Quality Standards Gold 
Certification with the successful completion 
of an audit by the designated external 
auditor for AIPC (International Association of 
Congress Centres). 

As the Ottawa Convention Centre is an 
operational agency of the government 
of Ontario, and as such is guided by the 
Accessibility for Ontarians with Disabilities 
Act (AODA), we set a goal for the first year 
of operation to ensure that the facility and 
operating standards meet or exceed  
AODA requirements.  We are proud to 
confirm that OCC meets the most  
stringent technical accessibility 
requirements of the guiding building  
codes and standards used in the 
redevelopment project, including the  
Ontario Building Code, the CSA B651 
Accessibility of the Built Environment 
Standard, the Americans with a Disability 
Act Accessibility Guidelines, and the  
AODA Accessible Environment Standard.

Colleagues & Partners 

OCC recognizes the fundamental role of 
colleague and partner excellence in  
delivering a superior event experience 
and will develop and maintain a formal 
program to recruit, retain, recognize and 
train colleagues in all key areas of the 
organization and maintain positive and 
mutually supportive partner relations.

In 2011/12, our first year of operations, 
our goal was to develop and implement a 
colleague satisfaction survey and use our 
first year’s results as our base level. We 
successfully developed the survey and 
conducted our first survey in February.   
The overall survey results were 2.89/4.  
We received the highest results for  
treating colleagues with respect, making 
them feel welcomed and treating them  
fairly. Areas for improvement are to  
provide more team-building activities, 
provide more on-going training and 
communicate company information on  
a more regular basis.  

OCC’s partners were selected based on 
their professionalism, experience, reputation 
and value for money in order to maintain 
client satisfaction and industry standards.  
OCC will ensure our partners adhere to the 
same operating standards as OCC staff 
themselves. OCC’s goal was to ensure that 
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Just weeks after opening, OCC welcomed 
2,500 Conservative Party convention 
delegates and we never looked back.  
In January 2012 (typically an off-peak month), 
OCC hosted the Liberal Party Convention as 
well as the NHL All Star Weekend.  None of 
these events could have met in the Nation’s 
Capital without the redeveloped OCC, so the 
positive impact of our new facility was felt 
immediately and in tangible ways. But we 
know that there is room for improvement, and 
we are committed to acting on the feedback 
we have received to further enhance our 
products and services, and to improve upon 
our already impressive convention booking 
pace performance for future years. 

To that end, as we approached the 
conclusion of the first operational year in the 
new building, we took stock and reviewed 
our organizational structure to ensure our 
clients’ needs were being met in an efficient 
and effective way. Adjustments were made to 
support our goal of seamless service delivery, 
and we are well positioned to forge ahead 
and refine our processes and procedures as 
we move into year two. 

At the close of 2011/2012, convention 
booking pace and associated revenues for 
the upcoming five-year period (2012/2013 
– 2016/17) were on target with 95 
conventions already confirmed. Of particular 
note, the upcoming year is looking very 
favourable, as we have already exceeded 
convention booking goals for 2012/2013.
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Operating statistics 
2011/2012

Occupancy 
2011/2012

Number of Events		  562
Number of Conventions		  40
Number of Trade and Consumer Shows	 11  

Number of Meetings	 	 321
Revenue	    $15,180,833

OCC service culture was incorporated into all 
service partners’ training programs and we 
can report that all vision, values and shared 
commitments have been communicated 
to and agreed to by our service partners. 
Service partner personnel sign our Shared 
Commitments document. 

The Community 

OCC recognizes the role we play in the life 
and economy of our host community and 
that the community plays in supporting 
and enhancing the event experience of 
our clients.  In doing so, we undertake to 
demonstrate ongoing corporate responsibility 
and maintain a positive community interface.

OCC had a goal to develop a program of 
showcasing the new iconic building to the 
public.  Shortly after we opened our doors, 
we hosted a community day whereby the 
public was invited to tour the facility and learn 
about the building.  Going forward, OCC has 
implemented twice-monthly public tours.  

OCC recognizes the importance of 
environmental responsibility for major facilities 
and as such set goals to develop procedures 
and systems that minimize the impacts of 
our business activity on the environment, 
including waste management, energy 
conservation and recycling. Our goals in 
2011/12 were to establish a colleague Green 
Team, establish waste and utility management 
policies and practices to ensure compliance 
with LEED and our Environmental Charter.  
We are pleased to report that Green Team 
members have been identified and that waste 
management data is being collected on a 
monthly basis and goals are being set for the 
upcoming year.  OCC remains on track to 
receive LEED Silver Certification. 		     1ST Qrt	    2nd Qrt	    3rd Qrt	    4th Qrt	   TOTAL 

Exhibit Hall	      59%		       17%		      56%		       60%		     47%

Ballroom	      67%		       18%		      70%		       34%		      46%

Meeting Rooms        50%	       	       23%	     	     55%	                    48%	      	     43%

Total Occupancy      57%	    	       19%		      58%	     	      51%	    	     45%



Mandate Vision 
and Core 
Purpose 

Statement
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The Ottawa Convention Centre (OCC)  
is an agency of the Government of 
Ontario and is governed by the  
Ottawa Convention Centre  
Corporation Act (1988).  

The OCC is an Operational Enterprise 
Agency with a mandate, as provided in 
the Act, to operate, maintain and manage 
an international class convention centre 
facility in the City of Ottawa in a manner 
that will promote and develop tourism 
and industry in Ontario.  

The OCC opened in 1983 and is  
operated by a twelve member Board  
of Directors with nine provincial and  
three municipal appointees.  

CORE PURPOSE 
 
We are Canada’s Meeting Place. 

We provide the stage where Canadians 
and guests from around the world 
come together in Ottawa, our capital, 
to learn and grow by sharing their 
knowledge, views and practices. 

VISION 
Inspired People Creating  
Extraordinary Events



Ottawa Convention 
Centre Organization 
Structure 2011/12

OCC – Facility Services 
Organization Chart 
2011/12
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Ottawa 
Convention Centre 
Corporation
Financial 
Statements
For the year ended March 31, 2012


















