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Boyle Street Community Services

Strategic Plan: 2010-2012

Introduction

The Boyle Street Community Service Strategic Plan: 2010 – 2012 is intended to identify critical issues affecting the organization and the children, youth and families served (referred to as community members).  The Strategic Plan sets the foundation for the organizational structure, program design, policy development and resource allocation.  

The Strategic Plan will guide Boyle Street Community Services (BSCS) staff in the development of operational plans for the organization and business plans for each respective program area.

Strategic Planning Process

The BSCS Board of Directors chose to engage in a collaborative approach with staff and community members to develop it’s strategic plan.  

At the start of the three-month planning process, the Board met on March 21, 2009 to clarify the strategic planning process including the roles of the collaborating parties. The Board reviewed accomplishments over the past year, undertook an environmental scan and identified stakeholders key to BSCS operations.  The Board also considered the risk of potential changes in the economic environment, how to mitigate those risks and how they might impact BSCS operations.  Utilizing this information, the Board established four strategic priorities to guide the organization’s operations over the next three years.

During this collaborative process, the Board took the lead on identifying strategic priorities and goals with input from BSCS staff and community members.   BSCS staff took the lead on identifying actions to reach the goals, as well as expected outcomes, with input from community members and Board members. 

Background

Boyle Street Community Services has grown from its origins as an inner city outreach unit, the Boyle Street Co-op, into a multi-service organization that is accessed by people living in poverty throughout the City of Edmonton.  BSCS has a 38 year reputation for helping people who are disadvantaged to manage the multiple problems they face.  It is well respected by the Aboriginal community, who form the majority of its community members, for providing accessible and culturally relevant services.  BSCS is committed to a holistic approach that address community member needs and builds on their capacities.

BSCS is a non-profit organization governed by a volunteer board of directors that is elected annually.  The board strives to reflect the interests of key stakeholder groups by encouraging service users and members of the Aboriginal community to participate.

The mission and vision of BSCS are accomplished through a continuum of programs that assist community members to meet their basic needs, build social support systems, and exercise their rights and responsibilities as citizens.  BSCS provides an entry point for people experiencing cultural, economic, social, emotional, mental and/or physical disadvantages.  Through involvement in BSCS, community members gain knowledge, skills, and resources, as well as a sense of hope and belonging needed to move into the community of their choice.

BSCS historically has focused its operations on people living in poverty, primarily (although not exclusively) in the inner city of Edmonton and in residences in North Edmonton. BSCS delivers a spectrum of services that target the different needs and sectors (young adults, high-risk youth, adults, families, and children) among this population.  Although the agency’s initial focus was on Aboriginal people facing disadvantages in Edmonton, increasingly the people using BSCS come from a wide variety of cultural backgrounds. 

BSCS is noted for following a harm reduction approach and using non-judgmental problem solving.  BSCS’s community-based approach establishes a safe and comfortable environment, creating rapport between the staff and the community members they serve.  Through various partnerships, projects, and cutting- edge program development BSCS champions innovative and new concepts. 

BSCS has a positive reputation among the members of the inner city and Aboriginal community because of the level of commitment of its staff and non-judgemental, respectful approach to working with individuals. The drop-in centre has a crucial role as an entry point to BSCS, creating accessibility for a wide variety of programs in one place. In addition to the community centre, BSCS also works in partnership with a variety of other service providers, and provides residential services (Group Care and Transitional Supported Independent Living) to many children along with supports for their families.


	Mission

The mission of Boyle Street Community Services is to build and provide community support 

for people experiencing multiple barriers to community inclusion.

Vision

All people growing healthier through involvement in strong, accepting, and respectful communities.




Organizational Values

Boyle Street Community Services maintains the following organizational values:

· Each client or member of the community is deserving of a full measure of acceptance, respect, dignity, and support.

· Each person has strengths, abilities, and capacities with which to meet personal needs and contribute to the community.

· Opportunities for growth must be relevant, accessible, appropriately resourced and supported.

· Interventions must value human interdependence and respect people’s desires, rights, and responsibilities to control their lives.

· Society has a collective responsibility to ensure all people are able meet basic needs and participate in community life.

Guiding Principles

The following operating principles provide the practice framework for Boyle Street Community Services.  We believe:
1. Boyle Street exists to serve our community and its members in a non-judgmental and respectful manner. 

2. Respect for self and others is a key ingredient in a healthy life.

3. All behaviour is intended to meet a need.

4. People are doing the best they can with the resources they have. 

5. No one can do it alone. 

6. All people have strengths that will help them take control of their own lives.

7. Success breeds success. 

8. When people feel in control of their lives, they are healthier. 

9. People need a supportive and safe environment. 

10. People need opportunities that are relevant and accessible. 
Terminology

The 2010-2012 Strategic Plan includes four strategic priorities and their respective goals, actions and expected outcomes.  Each cascades from the mission, vision and organizational values. These goals and actions are intended to guide the planning and implementation of BSCS programs, services and activities during the next three years.  

A definition of each component of the Strategic Plan is provided below:

· Strategic Priorities – Reflects the outcomes or ends the organization wants to achieve. Answers, “What are the 3-5 critical areas that need to be addressed?”

· Goals – Flow from strategic priorities and represent multiple courses of action to achieve the strategic priority.  Answers, “What do we want to achieve?”

· Actions – Specific undertakings that work toward achieving a specific goal. Answers. “What can we specifically do to reach our goals?”
· Expected Outcomes – Identifies key indicators that will measure the degree of success in achieving the outcomes.  Answers, “How will we know if we have been successful?” 
Strategic Priorities

The impact of the new Executive Director, a strong Board Chair and new board members has lead to an influx of new ideas for programs and service from BSCS staff and Board members, and the revitalization of collaborative partnerships with a variety of community stakeholders.  BSCS has begun to identify and focus its growth on areas of key strength with the goal of being recognized as influential and respected as an authority on poverty, homelessness and Aboriginal services.  

The BSCS Strategic Plan: 2010-2012 is designed to identify areas of strategic priority for the next three years and beyond.  The ensuing operational plan will be more comprehensive, covering all program and service areas. Implicit in this process is the realization that with the current unstable economy, an environmental scan will need to be conducted and the strategic plan revised in six months time. 
Strategic Priorities 2010-2012
The Boyle Street Community Services (BSCS) identified the following four strategic priorities.  

1. BSCS will continually identify, develop and deliver exemplary programs and services.

2. BSCS will initiate and maintain collaborative relationships with other organizations, funders, key stakeholders and its community members.

3. BSCS will be well recognized, highly respected and influential as an advocate for those facing multiple barriers in our society.  

4. BSCS will maintain a sustainable resource base upon which it can achieve its goals.

	STRATEGIC PRIORITY # 1

BSCS will continually identify, develop and deliver exemplary programs and services.



	GOALS
	ACTIONS
	EXPECTED OUTCOMES

	1.1 Create a welcoming and functional environment at the BSCS Community Centre. 


	1.1.1 Create a more friendly and safe environment.  Develop lobby area, add safety cameras and exterior lighting after hours, provide a place for community members to rest, provide more security in bathrooms and wheel chair accessibility.  

1.1.2 Develop, raise funds for and implement a comprehensive Renovation Plan.

1.1.3 Establish a better maintenance program. Improve interior as well as exterior of center with signage and new paint.  Add more ashtrays in lobby and outside front of building. Hire more maintenance staff. Start a volunteer clean-up crew. 

1.1.4 Provide additional facilities including more and cleaner washrooms, showers, laundry room, locker room, storage room and vending machines. 

1.1.5 Publicly display stories about staff and community members. 

1.1.6 Create welcoming committee and enlist community members as tour guides and greeters.

1.1.7 Develop a monthly newsletter.

1.1.8 Initiate a suggestion box for staff and community members. 

1.1.9 Communicate the scope of services offered in public spaces. 

1.1.10  Extend opening hours especially on Sundays and early mornings during the summer. 


	Positive feedback from community members and visitors to the centre.  

Cleaner, safer building that attracts a more diverse group of people needs services. 

Community members have a better understanding of the services available to them.

	1.2 Within a holistic context, provide dignity-driven programs, services and access to resources that address the spiritual, physical, social, cultural, mental and emotional needs of BSCS community members. 


	1.2.1 
Identify and deliver programs and services aligned with the strengths and expertise of BSCS.

1.2.2 Develop appropriate performance measures for each program and service.

1.2.3 Establish a holistic intervention and support program for each BSCS community member and monitor his or her progress.

1.2.4 Hire or second social worker, AADAC counselors and AISH worker.

1.2.5 Incorporate family visitation room, sensory, cultural and spiritual spaces in residences.

1.2.6 Create healthy balance of productive activities for community members including leisure time, physical recreation activities, sports teams, tournaments, group outings and self-care.

1.2.7 Offer traditional and non-traditional activities such as storytelling by elders, games, and cultural history, getting people active in their respective cultures.

1.2.8 Offer alternative programs including AA meetings, more self-help groups, life skill classes, opportunities to volunteer with the BSCS chef, sober dances, and sports teams. 


	Community members really change and make healthier choices for themselves.

Community members have more success finding employment and come back to visit in a new phase in their lives. 

Less stress, anger and violence between community members.

Community members participate fully and use their time productively. 

Children and youth have access to services and utilize them effectively. 



	1.3    Provide programs and services that are customized to the needs of each individual community member.  
	1.3.1
Establish a road map for each community 
member.  Institute quarterly check-ups to 
determine if programs are successful.

1.3.2 Establish mentorship programs for the community members.

1.3.3 Provide resources appropriate for each community member through internal collaboration and cross team working of program areas, staff and other community relationships.

1.3.4 Provide educational opportunities for community members to enable them to better integrate into the society of their choice.

1.3.5 Involve community members in monitoring their progress and celebrating their accomplishments.


	Each community member served has a road map identified in the client database.

Community member records indicate success in reaching desired outcomes. 



	1.4  
Provide specific programs and 
services for Aboriginal community 
members transitioning from 
rural and remote areas to urban 
living. 
	1.4.1    Offer programs and assistance to ensure that 
the health, housing, employment and 
education needs of those transitioning to 
Edmonton are met.

1.4.2
Provide mentors for those arriving in the city.


	Community members coming from rural and remote areas have successful transition into the community of their choice.

	1.5
Address needs of immigrant 
community members.
	1.5.1 Identify the needs of immigrants using and potentially using the services of BSCS.

1.5.2 Develop a plan to meet the identified needs of immigrants at BSCS.

1.5.3 Provide access to interpreters.

1.5.4 Provide training for staff and community members on multicultural norms & practices.

1.5.5 Build stronger working relationship with key immigrant services providers in Edmonton.
	More immigrant use BSCS services. 

A range of diversity programs and services are in place.

	STRATEGIC PRIORITY # 2

BSCS will initiate and maintain collaborative relationships with other organizations, funders, key stakeholders and its community members.


	GOALS
	ACTIONS
	EXPECTED OUTCOMES

	2.1 Become the catalyst to engage service providers and stakeholders engaged in similar work to share understanding and areas of expertise. 


	2.1.1 Host partnership meetings with other inner city and inner city serving agencies in order to better enable information sharing and strategic working. 

2.1.2 Hold workshops and/or tours to better explain our work to other services providers and stakeholders.


	Other agencies have a better understanding of the work BSCS does.

Appropriate referrals from other agencies. 

Quicker access to services for community members.



	2.2 Build relationships with other agencies and key stakeholders in order to foster advocacy and strengthen overall community capacity. 


	2.2.1 Identify strengths of BSCS and establish relationships with other agencies that have different strengths in order to provide holistic care and support for community members served by BSCS. 

2.2.2 Strategically identify and build collaborative relationships with other agencies, government, media, funders, private sector, as well as current and potential community members.

2.2.3 Establish and maintain strong partnership with Health Services and NNADAP – National Native Alcohol and Drug Abuse Program. 

2.2.4 Strengthen support for youth through closer working relationships with providers of high-risk youth housing and youth transitional housing. 

2.2.5 Strengthen support for children and youth with children’s advocate, and consulting clinicians that provide the thera-play based program and process group.

2.2.6 Tie into pertinent external initiatives such as City of Edmonton 10-year Homelessness Plan and I Human.
2.2.7 Establish closer working relationships with educational institutions in order to attract practicum students from various programs such as childcare, education, child and youth care, nursing and corrections. 

2.2.8 Establish relationships and partnerships with recreational opportunities such as sports teams and the YMCA and Mustard Seed social program. 

2.2.9 Ensure appropriate staff member(s) attend all relevant stakeholder meetings.


	Comprehensive list of services developed for the Edmonton region.

Reciprocal partnerships established.

Full-time addictions staff on site.

Fewer homeless youth on street. More appropriate housing for youth.  

Refer to BSCS and other agencies appropriately.

Improved partnership and working relationships with other service providers and stakeholders.



	2.3 Improve process to dialogue with BSCS community members to ensure community member-staff relationships are supportive and caring. 


	2.3.1 Give community members a voice in determining their needs through talking circles, elders, facilitators, and scheduled group sessions. 

2.3.2
Conduct annual satisfaction survey of 
community members.

2.3.4
Develop quality of service surveys with 
Region 6 workers, children, youth and 
families.  Executive Director interviews 
children and staff at residences.

2.3.3
Improve the integration of new community 
members. 

2.3.4 Develop framework to implement motivational training 

2.3.5 Commit to follow-up on referrals to ascertain who is being referred and why.

2.3.6 Develop support groups for community members and encourage engagement.  

2.3.7 Establish more private places for staff to talk with community members.

2.3.8 Create more formal social opportunities for staff-community member interaction.


	More proactive rather than reactive approach addressing needs of community members.   

Positive feedback from our community members.

Community members have a stronger feeling of ownership.

More respect for and care of premises.  

Respectful environment at BSCS.


	STRATEGIC PRIORITY # 3

BSCS will be widely recognized, highly respected and influential as an advocate for those facing multiple barriers 

in our society.  

  

	GOALS
	ACTIONS
	EXPECTED OUTCOMES

	3.1 Develop a higher profile for BSCS and its principles of tolerance, inclusion and unconditional acceptance of others.


	3.1.1 Undertake a branding exercise to ensure that BSCS becomes known for its areas of expertise and has opportunities to tell its story.

3.1.2 Create a message map as a communication device so that all staff and board members are clear of the key messages BSCS wants to deliver out in the community.

3.1.3 Create an updated, user-friendlier web site that clearly tells the BSCS story.

3.1.4 Establish closer relationships with key local media personnel and identify and feed them story lines on a regular basis.  

3.1.5 Create a local media distribution list, media kit (updated bi-annually) and contact-tracking sheet.  

3.1.6 Ensure that BSCS staff members are familiar with media relation policies. 

3.1.7 Ensure the BSCS is represented at relevant community initiatives and gatherings. 

3.1.8 Create opportunities for community members to share and learn to appreciate each other’s cultures and traditions. 

3.1.9 Enable community members to tell their story to the wider public


	Clear consistent message on the scope of services BSCS offers.

Increased awareness of needs of BSCS and its community members.

Increased funding.

Improved government policy on issues dealing with poverty.



	3.2 Create a well-conceived advocacy strategy in order to be able to respond to issues and influence the formation of public policy in ways that benefit BSCS community members.


	3.2 1
Establish a BSCS PR staff team with 
representation from each program area.

3.2.2 Position BSCS as a key contact to respond to current affairs dealing with poverty and Aboriginal issues.

3.2.3
Plan direct advocacy with government 
through annual event
with community 
members.

3.2.4 Meet regularly with public representative, senior civil servants and funders. 

3.2.5 Ensure that BSCS staff members are familiar with terms and concept used in public policy discourse. 

3.2.6 Ensure BSCS practicum students are equipped to promote BSCS during and upon completion of their placement. 


	BSCS called upon regularly by media to respond to relevant social issues.

Government can no longer ignore this community and invests in solutions. They come to BSCS for advice.

Appropriate levels of funding available to provide programs and services. 

Affect public policy.



	3.3 Develop Boyle Street Aboriginal Services.
	3.3.1
Support the creation of Boyle Street 
Aboriginal Services Society. 


3.3.2
Work in partnership with BSAS Board and 
Executive Director to deliver appropriate and 
complementary services to BSCS Aboriginal 
community members.


	Boyle Street Aboriginal Services launched and delivering complementary services at and with BSCS.

	3.4 Initiate and deliver opportunities for public education to build tolerance and understanding of the needs of our community.


	3.4.1
Develop a schedule of annual public
events 
including a BSCS Open House for general 
public and key stakeholders.

3.4.2 Create videos, posters, displays, web pages and key messages to share the stories of BSCS community members. 

3.4.3 Identify circumstances that lead to poverty. Showcase impoverished coming from all walks of life.

3.4.4 Build relationship with school boards to present BSCS and its community members to students (the next generation) to change attitudes. 
3.4.5 Equip and support BSCS community members to publicly speak on their own behalf.
3.4.6 Create infomercials to run on ACCESS and Global TV, produce a reality TV show, create videos and posters to dispel stereotypes and demonstrate this community is like any other.

	Media profile and attendance at events increases by 10% each year. 

More success stories come from BSCS.

Change public understanding towards those living in poverty as not just street people. 

Increase in number of BSCS volunteers. 

BSCS float in the Capital Ex Parade.



	3.5 Establish a training, consulting and research unit (ICE – Inner City Excellence ) at BSCS to focus on sharing and building best practice in inner city working especially with urban Aboriginal communities. 
	3.5.1 Establish a training, consulting and research unit.

3.5.2 Develop and deliver a training program on inner city working for external participants.

3.5.3 Provide consultants to deliver training and conference workshops/speeches across Canada.

3.5.4 Research promising practices on how poverty issues are addressed in other parts of the world that has relevance to BSCS’ work.

3.5.5 Develop partnerships with researchers and funding bodies. 

3.5.6 Ensure the BSCS is participating in relevant regional, provincial and national initiatives.

3.5.7 Actively look for opportunities to disseminate the research findings. 


	Involved in timely, appropriate,  respectful and ethical research. 

Number of research opportunities and stakeholders seeking research results. 

Disseminate research findings to appropriate internal and external stakeholders. 

Ensure that research informs BSCS practices. 


	STRATEGIC PRIORITY # 4

BSCS will maintain a sustainable resource base upon which it can achieve its goals.



	GOALS
	ACTIONS
	EXPECTED OUTCOMES

	4.1 Attract and retain high-caliber staff and Board by implementing exceptional human resource practices.
	4.1.1
Provide each staff member with a performance/work plan and annual review process including opportunities for professional development.

4.1.2 Provide each staff member with the opportunity for monthly supervision and performance feedback.

4.1.3 Develop a succession plan for both board and staff.

4.1.4 Improve physical working environment. 

4.1.5 Continue to provide flexible work schedules.

4.1.6 Explore better benefits including a pension plan package.

4.1.7 Conduct orientation with all new staff.

4.1.8 Carry out an annual staff satisfaction survey.

4.1.9 Provide an Aboriginal resource person to train residential staff, attend weekly unit meetings to ensure they are meeting the needs of our aboriginal children and youth. Offer personal one on one meetings with  children and youth.


	Lower staff turnover.

Higher staff satisfaction rating on annual survey.

Higher caliber applicants.

	4.2 Provide professional development opportunities for BSCS staff and board members.


	4.2.1   Develop an annual training and professional development plan for BSCS staff. Include Therapeutic Crisis Intervention training to strengthen de-escalation skills. 

4.2.2
Include professional development needs as an integral part of each staff members performance/work plan and annual appraisal. 

4.2.3
Provide professional development opportunities for the Board of Directors including but not limited to board development, government policy and practice, other agencies.

4.2.4 
Ensure professional development is a key priority and resource accordingly.


	Reduced turn over.

Increase level of staff satisfaction.



	4.3. Develop a strong volunteer program to support BSCS and expand its capacity to deliver programs and services.


	4.3.1 Develop Volunteer Program Plan.

4.3.2 Develop a formal volunteer recognition program.

4.3.3 Build an external volunteer corps plan and execute annual ‘It’s TIME for Boyle ‘ volunteer recruitment event at Christmas time.

4.3.4 Clearly identify volunteer job descriptions and match with individual’s interest and areas of expertise. 

4.3.5 Identify the volunteer needs of all parts of BSCS.

4.3.6 Provide volunteer orientation, training and professional development. 

	Increase in number and tenure of volunteers.

More diverse types of volunteers.

	4.4 Develop a comprehensive financial plan to sustain BSCS including fundraising, real estate and in-kind donations.


	4.4.1
Develop a fundraising strategy.

4.4.2
Expand the property asset base of BSCS. 

4.4.3 Develop a financial risk management strategy.

4.4.4 Develop a real estate strategy.


	Sustainable facilities, programs and services. 

	4.5 Utilize technology and software including a data collection and management system.

	4.5.1 Introduce data client tracking software tool to monitor support and outcomes for each BSCS client.

4.5.2 Consider introducing a password protected intranet HR tool enabling staff to access information about their personal benefits, vacation, pay, etc.

	Database useful and accessible for all BSCS programs. 

	4.6 Implement a regular strategic review and planning process involving key internal and external stakeholders to allow for pro-active not reactive decision-making. 


	4.6.1 Engage all key influencers as well as BSCS staff, volunteers and community members in the strategic planning process as well as discussion of impact of potential policies changes. 

4.6.2 Conduct a bi-annual environmental scan to identify influences in BSCS operations. 

4.6.3 Consciously identify gaps in programs and services to address needs of community members, create special interest groups, and forge stronger alliances (i.e. with Women Building Futures, A Aware)

4.6.4 Create a succession plan for both BSCS staff and Board members.


	Communal voice for BSCS. 

Well informed BSCS staff, volunteers and community members. 

Able to proactively respond to strategic issues. 

	4.7 Strategically acquire more properties to house BSCS community members.
	4.7.1 Develop a property acquisition plan.

4.7.2 Purchase and manage properties.

4.7.3 Work with investors to maximize the acquisition of properties.

4.7.4
Establish a transition home for people BSCS 
refers for treatment that provide proper 
supports, staff and access to counselor. 


	Able to provide more housing options and provide housing for more community members. 

Increase in number of formal relationships with landlords.

Increase success rate of community members living independently. 



	4.8 Develop and establish social enterprises to further the priorities of BSCS.


	4.8.1 Develop Social Enterprise Plan.

4.8.2 Create at least one new social enterprise.
	Employment opportunities for BSCS community members.  

Addition revenue for BSCS.


Implications

The strategic priorities, goals, actions and expected outcomes described in the Strategic Plan serve as a roadmap for BSCS for the next three years.  The Strategic Plan identifies the critical issues for the organization and the community members it serves.  The plan focuses policies, programs and services, and enables BSCS to prioritize efforts to ensure its activities are effective and conducted in a manner that reflects the core values of BSCS.  

Given the current uncertain economic climate and the potential impact on programs, services, and client needs, the Strategic Plan will be reviewed again in six months time and adjusted accordingly.   
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The BSCS Strategic Plan: 2010 – 2012 is created in a time of economic uncertainty.  The provincial economic boom of the past five years, followed by the more recent global economic downturn, have had tremendous impact on the both the community members and operations of the organization. In spite of this uncertainty, BSCS is focused on the opportunities for positive change that come with the introduction of a new Executive Director, several new Board members and the revitalization of BSCS staff.  
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