
Reviewed & Updated Dec. 2017 
 

1 

 
 

 
 
 
 
 
 
 
 

Strategic Plan 
 

 Fiscal Years  
 

March 31, 2016 – March 31, 2018 
 
 
 
 
 
 
 
 
 
 
 
Etobicoke Services for Seniors 
2245 Lawrence Ave. W 
Etobicoke,M9P 3W3 ON,  
416-243-0127 
www.esssupportservices.ca 
 

http://www.ess.web.ca/


Reviewed & Updated Dec. 2017 
 

2 

 
 
 

Table of Contents 
            

           Page 
       
Creating our Ideal Business:        3 
Mission Statement 
Vision Statement  
 
Core Values          3 
 
Current Internal Organizational Assessment       4 
Current External Organizational Assessment      4 
Enterprise-Wide Assessment        5 
Building a Culture of Performance Excellence 
Reinventing Strategic Planning 
Leading Enterprise-Wide Change 
Creating the People Edge 
Achieving Leadership Excellence 
Becoming Customer Focused 
Aligning Delivery 
 
Critical Issues          8 
Diversified and Expanded Funding Sources 
Research Program Development 
Communication/Brand/Leadership/Voice 
Board and Staff Development/Resources 
Strategic Alliance/Partnerships 
 
ESS Core Strategies         10 
Financial and Leadership Stability 
Existing Programs and Services 
New Programs and Services 
Marketing and Branding 
Education, Training and Development 
Health and Safety 
 
Organizational Goal Setting and Key Success Measures    17 
 
 
   
 
 



Reviewed & Updated Dec. 2017 
 

3 

 
Mission Statement 
 
Etobicoke Services for Seniors is a not-for-profit agency committed to supporting seniors in their desire to 
remain in their own homes and community. 
 
Vision Statement  
 
To achieve and enhance our mission we envision a community of independent seniors sustained through 
excellence of operations, enthusiasm and continual innovation of the delivery of community support 
services. 
 
Core Values 
To realize this vision, we support six cornerstone values: 
 
Safety − accountable, vigilant, proactive and preventable 
Respect − diversity, cultural values and beliefs 
Independence − clients’ autonomy and freedom of choice 
Innovation − creativity and imagination 
Teamwork − joint effort and shared decision-making 
Accountability − responsibility, transparency, confidentiality, integrity and honesty 
 
Operating Principles  

 These values are supported by the following operating principles: 

• Foster a culture of safety for clients, service providers and volunteers 
• Maintain a commitment to excellence and continuous improvement in the delivery of services 
• Provide clients with competent, trained staff and volunteers 
• Collaborate and/or form partnerships with complementary community organizations and other 

stakeholders, including families and caregivers 
• Recognize the significant contribution of staff, volunteers, friends, neighbours and other community 

organizations 
• Undertake promotion, advocacy and fundraising to achieve our mission and vision in accordance 

with our values and principles 
• Provide related information, education and referrals 
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CURRENT INTERNAL ORGANIZATIONAL ASSESSMENT 
 
Vulnerabilities, constraints and limitations Strengths to build on: (capabilities and 

competencies)  
Required: 
Ongoing consistency in measuring 
results/outcomes  
 
Research database software to ensure the 
current system is operating to its full capacity  
 
Renew commitment to ensure agency reserves 
are increased annually  
 
Develop succession plans for Board of 
Directors, Senior Management Team  

Internal 
Experienced Board Chair and Directors 
 
Continuity of experienced senior staff team 
 
Senior Staff experienced in strategic planning and 
partnership building 
 
Strong financial management overseen by finance 
and audit committees 
 
Staff have clear roles, are accountable for goals 
and know how their best efforts impact the 
agency’s mission  
 
Good problem solving abilities 
 
External 
Excellent relationship with funders who view the 
agency as a leader 
 
Excellent public image in the community 
 

 
CURRENT EXTERNAL ORGANIZATIONAL ASSESSMENT 

 
Objectives Indicators 

Community Support Service agencies are 
seeking increased base and expansion dollars. 
 
 
Geographic boundaries and demographics 
continue to present challenges in delivery of 
service across 4 LHINs 
 
 
 

Continue to work with other Community & Health 
Support sector agencies in developing joint in-
house and community-based services 
 
Seek out and develop new partnership 
opportunities 
 
Successfully complete renew accreditation 
certification 
Actively participate in 4 LHINs where ESS clients 
are served  
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ENTERPRISE-WIDE ASSESSMENT 
Building a Culture of Performance Excellence 

 
Objectives Indicators 

Provide staff with ongoing support and training 
in program evaluation, use of outcome 
measurement tools and techniques. 
 
Provide staff with ongoing support and 
education in transitional planning. 
 
Provide board and staff requires orientation to 
the ongoing changes in all health and 
community care sectors. 

Board members understand their governance 
roles and responsibilities and how these differ 
from operational roles of CEO and Staff 
 
Board conducts formal annual evaluation of CEO  
 
The Board and the CEO have an effective, 
ongoing working relationship 
 
An effective, client-centred, dedicated staff that 
demonstrates a sense of shared ownership of the 
organization. 
 
Volunteers who dedicate their time and expertise 
providing direct service for clients, serving on our 
Board of Directors and Committees. 
 
ESS is respected as a centre of excellence by 
funders and community support sector agencies.  

 
Enhancing Client and Family-Centred Care 

 
Objectives Indicators 

Supporting client and family health literacy 
 
Strengthening communications 
 
Improving staff and volunteer understanding of 
the client and family experience 
 
Building client and family collaborations 

Education and training opportunities provided, 
including the distribution of information 
 
Annual client and family surveys, and regular 
client and family forums (informal and formal) 
 
Representation on Board of Directors and 
Committees 
 
Involved in program & service 
design/improvements 
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Real Time Strategic Planning 
 

Objectives Indicators 
 
 
Ongoing evaluation and revision of the Strategic 
Plan. 
 
Development of strategic management 
principles: anticipating, responding and 
adapting quickly and appropriately to changes, 
environmental trends and opportunities as they 
arise.  
 

 
 
Board & staff have expertise in Strategic 
Planning.  
 
Operational plan reflects agency mission, 
vision, values, goals and challenges. 
 
Ability  to adapt to internal and external changes 
within the agency and sector 
  

 
Leading Enterprise-Wide Change 

 
Objectives Indicators 

Strategies to manage workplace resistance to 
change as well as to manage the stress that 
occurs as agency adapts and responds to 
external challenges 
 
Ongoing training and education for senior staff 
team and managers that supports and 
encourages strategic leadership  
 
Communication and support of the Strategic Plan 
by clients/caregivers, volunteers, board, staff, 
funders & community at large. 

 
Chief Executive Officer has over 40 years experience 
working in the community non-profit sector. 
 
Staff Performance Objectives are linked to the Strategic 
Plan. 
 
ESS has moved forward in a number of areas with new 
funding sources and agency linkages 
 
Board and Staff are fully supportive of entering into new 
partnerships 

 
Creating The People Edge 

 
Objectives Indicators 

Board and staff ongoing education, coaching 
and support during the planning and 
implementation of the Strategic Plan. 
 
ESS requires ongoing ability to respond quickly 
to internal and external challenges and to adjust 
the plan as the sector undergoes change and 
restructuring. 

Experienced Board of Directors, who are familiar with 
strategic planning process 
 
Experienced staff management team who are willing to 
participate and support the plan and are familiar with 
linking strategies to actions 
 
Experienced Chief Executive Officer to create and 
implement strategic plan 
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Achieving Leadership Excellence 
 

Objectives Indicators 

 
Customer Focused 

 
Objectives Indicators 

Required: 
 
Assess and improve communication processes 
with direct service delivery staff to facilitate the 
exchange of ideas and information  
 
Evaluate programs and services to assist staff to 
more effectively measure success  
 
Design an effective goal-oriented program 
delivery system, encouraging staff to participate 
in an evaluation process to assess program 
progress  
 
Ensure supervisors and managers understand 
their  responsibility for activity outcomes and 
program success  

 
 
Delivery and evaluation of the agency’s services are based 
on a ‘client centered approach’. 
 
 
Agency is committed to a process that improves evaluation 
methods and tools.(i.e. Best practices; Accreditation 
Canada Standards) 
 
Senior Staff and board members have experience in 
accreditation processes. 
 
 
Staff is caring, knowledgeable and experienced in providing 
quality, compassionate care to our clients and their 
caregivers. 

 
A succession plan for senior positions to ensure 
agency stability and continuity  
 
Match current employees’ skills and abilities with 
future agency needs 
 
Provide training and development plans for  new 
leaders and managers  
 
Ensure that senior staff are setting  goals for 
employees, monitoring their performance as they 
work towards these goals and creating and 
implementing methods to recognize staff success as 
they achieve these goals 

 
Working with staff team and consultant to implement a 
organizational realignment 
 
Chief Executive Officer empowers staff to make & 
take responsibility for their decisions. 
 
Agency has effective and experienced Board of 
Directors. 
 
Awards winning services 
 
Funders promote agency as centre of excellence.  
 
Creation of Board Succession Committee 
 
Survey volunteers and Staff when replacing senior 
positions 
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Aligning Delivery 
 

Objectives Indicators 
Base funding that supports time limited projects 
(one-time grants and fundraising) 
 
Program-specific funding for ongoing and new 
programs and/or services 
 
Resources to acquire professional support to 
develop new sources of funding and to seek out 
opportunities for new sources of fundraising and 
donations  
 
Administrative support to comply with increased 
need for documentation (LHIN Accountability 
Agreement, Grant Applications, RFP’s, 
Quarterly and Annual Reports, Strategic Plans, 
Accreditation) as required 

 
Mission,  vision statements, set of core values, 
strategic plan and agency structures are adaptable 
and broad enough to embrace our funders’ changing 
focus of priorities 
 
Foundation funding is in place and ongoing 
expansion. 
 
Current support for fundraising projects is supported 
through the  commitment of volunteers and staff  
 
Grants (government & others) that support new 
initiative in the area health & wellness programs & 
service initiatives 

 
CRITICAL ISSUES 

 
Diversified and Expanded Funding Sources 

• Federal Funds – CMHC & RRAP, HRDC, New Horizons, Health Canada 
• Foundations – G.H. Woods, Trillium, Donner, Atkinson, TD Bank 
• United Way – including capital funds 
• LHINs’ –   new funding opportunities in 4 LHINs (Central, West, Toronto, Mississauga)  
• Fundraising – new initiatives, joint opportunities 
• Fees/Purchase for Service 
• Partnership & Collaboration Opportunities (i.e. Joint Venture Initiative) 

 
Research/Program Development 

• Continual evaluation of existing services/programs 
• Expand transportation services 
• Analyze supportive housing services 
• Seek out and research new and innovative services 
• Achieve Accreditation Certification Renewal 
• Expand role in the community 
• Examine current scope of clients served and research expanded client base  

 
Communication/Brand/Leadership/Voice 

• Continue to strengthen our partnership with four LHINs 
• Maintain high-quality client-focused programming 
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• Maintain leading stakeholder role in our community sector 
• Continue advocacy efforts on behalf of seniors and ethno-specific communities 
• Revise and develop the agency’s Communication Plan 
• Promote existing and newly developed quality services and inform the community about ESS 
• Examine current ESS brand and ensure all agency communication carries the ESS message 

 
Board and Staff Development Resources 

• Ongoing annual assessment of Board performance to ensure Board members have the skills and 
characteristics the agency requires  

• Develop expanded Board Orientation for new members 
• Develop and implement senior management succession plans  
• Continue to develop our Committees, Board, Staff Teams 
• Provide staff with opportunities to contribute to the preparation of RFP’s and other funding 

applications 
• Continue to develop and improve board/ staff education/training opportunities 

 
Strategic Alliance/Partnerships 

• Investigate potential partnerships with other agencies to bid for future CCAC contracts 
• Seek out new alliances/partnerships for transportation and other services/programs 
• Develop partnerships with agencies including for-profit sector to seek out new building project 

funds for people who are seniors and/or physically disabled 
• Seek out partnerships with ethno-specific communities to develop culturally sensitive housing 
• Examine the potential to further develop “Strategic Alliance Model” with agencies who provide 

similar services 
• Consider opportunities for service consolidation in the community support sector 
• Study system integration prospect for ESS to be LHIN service provider of choice 
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ESS CORE STRATEGIES 
 

The agency’s core strategies are the primary means and methods we will use to move Etobicoke Services 
for Seniors from the present to our vision for the fiscal years ending March 31, 2016 through March 31, 
2018.  Core strategies are the primary ways we “close the gap” between today and our vision for the future.  
Thus, they are also the “glue” and the “organizing framework” for all parts of the organization.  They replace 
the obsolete concept of separate department goals.  These goals, which fall under the headings:  
 (1) Culture of Health and Safety (2) Financial and Leadership Stability; (3) Existing Programs and 
Services; (4) New Programs and Services; (5) Marketing and Branding; (6) Education, Training and 
Development (7) Focus that the organization’s attention, are integrated, widely disseminated and 
understood and remain consistent across all departments. 
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Health and Safety 
To strengthen & enhance staff & client safety culture 

 
 

How is it changing? 
Actions/Key Initiatives for the fiscal 
years ending  March 31, 2018 

Future years potential actions/key 
initiatives 

From: 
Tendency of staff health and safety 
issues to be situation-specific 
 

To: 
Implementation of a Health and 
Safety Committee to address 
workplace injuries and safety 
concerns in a proactive manner  
 

To: 
Through education, training,  
reporting and prevention develop a 
integrated culture of safety within the 
agency  
 

 

 
• Developed Client Safety Plan particularly 

for individuals who may harm 
themselves or others 
 

• Educated staff on prevention of 
accidents &/or behaviour that could 
escalate into violent outburst  
 

• Developed Root Cause Analysis to 
investigate cause and effect of incident 
to ensure safety & wellness of clients in 
future 
 

• Developed Occurrence Summary sheet 
for reporting & monitoring 
 

• Develop tracking process & reward 
individuals reporting a “near miss” 
incident 
 

• Completed job demands analysis. 
 

• Developed a ‘Return to Work’ Policy and 
Procedure following WSIB guidelines. 
 

• Prevent workplace injuries through 
education and training and regular safety 
reviews 
 

• Bill 168 Workplace Violence & 
Harassment, posted @ all  ESS sites & 
education on Bill 168 initiated  

 
• Evaluate the success of the Client 

Safety Plan & implement changes 
as required  
 

• Ongoing staff & volunteer in-
services Health and Safety 
education and training focus on 
new government regulations & 
laws 
 

• Ongoing Falls prevention 
education for staff, clients, 
caregivers, families & community  
 

• Continue revising current 
summary sheet to ensure 
accuracy in reporting 
 

• Continue job demands analysis as 
positions and responsibilities 
change 
 

• Revise “Return to Work” Policy 
and Procedures according to 
WSIB. 
 

• Schedule yearly compulsory 
training & provide ongoing 
education, training and safety 
reviews  
 

• Bill 168 Policies & Procedures re. 
Bill 168 Workplace Violence & 
Harassment. Provide staff & 
volunteers  with required ongoing 
education & training  

Balanced Scorecard Alignments 
Learning & Growth • # of staff days lost to injury 

• Percentage of required staff attending mandatory and high-priority training 
Service Delivery Processes • Total number of client falls as a percentage of total number of clients served 

• Percentage of medication-related errors resulting in known harm to client 
• Total number of all client elopements (unsupervised wandering) 
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Financial and Leadership Stability 
 

Improve our long-term financial and leadership stability through continual implementation of our 
strategic plan 

 
How is it Changing? Actions/Key Initiatives for the fiscal 

years ending  March 31, 2018 
Future years potential 
actions/key initiatives 

  
Operation budget 

from: 
An operating budget of $5.4M. 
& reserves of $220 K.  
 

To: 
 

An operating budget of $7 M 
and $300 K in reserves 

. Bill 148 Employment Standards Act 
Amendments 
 
Complied with the Articles as defined 
in the LHIN Service Agreement  
 
 
Expanded new sources of funding i.e. 
G.H. Woods, Toronto Community 
Grant, New Horizons, etc. 
 
 
Provide resources and  
educational opportunities for finance 
team to expand their knowledge base  
 
 

. Implement Bill 148 
Amendments:. Education 
Sessions for Staff 
 
 
Follow-up potential for multiple 
agency partnerships to develop 
new projects.  
 
Prepare for new sources of 
funding under the LHIN 
framework.  
 
Develop strategies that provide 
opportunities and recognition of 
agency within the C- LHIN 
framework 
 
LHIN H-SIPs funding requests 
submitted in a timely manner 
 
 

Balanced Scorecard Alignments 
Financial Perspective • Percentage of MSAA performance indicators within corridor 

• Volunteer Value 
• Percentage of programs meeting annual cost per client target 
• Percentage of programs meeting annual cost per unit target 
• Percentage of total expenditures spent on administration 
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Existing Programs and Services 
 
Expand &/or enhance existing programs, customer service, communication and interactions among 
clients, caregivers, board, volunteers, staff and funders. 

 
How is it changing? Actions/Key Initiatives for the 

fiscal years ending  March 31, 
2018 

Future years potential 
actions/key initiatives 

From: 
Existing programs and 

Services 
 

To: 
Expansion and enhancement 

of existing programs and 
services 

 
Expansion Contracts with  

• Mississauga/Halton LHIN 
• TC LHIN 
• to relieve hospital Emergency 

Room Overcrowding 
 

• Expanded transportation 
services through new 
partnerships &   recruitment of 
new drivers 
 

• Finalized & implemented 
partnership agreement with 
Peel Senior Link & CANES 
 
 

• Secured project funding that 
will enable expanded health & 
wellness programs including 
new programs i.e exercise, 
falls prevention, bereavement 
etc.  

 

 
Seek further opportunities for 
program & service expansion 
in these areas 
 
 
Partnership with agencies for 
purposes of sharing resources 
i.e. education, back office, 
purchasing, joint funding 
proposals 
 
Joint agency board & staff 
strategic planning to examine: 
1) Improved capacity for care 
delivery 
2) Acquiring & retaining new 
revenue streams i.e. contracts  
4) Governance Role 
 
 
Stabilize the financial base to 
secure ongoing health & 
wellness services 
 

Balanced Scorecard Alignments 
Client Experience • Percentage of respondents answering positively to questions 

regarding satisfaction with services provided by organization 
Learning & Growth • Percentage of staff answering positively to questions 

regarding satisfaction with working at ESS 
• Percentage of volunteer answering positively to questions 

regarding satisfaction with working at ESS 
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New Programs and Services 
Develop and implement new programs and services that will enhance the lives of our clients and 
caregivers.  

 
How is it changing? Actions/Key Initiatives for the 

fiscal years ending  March 31, 
2018 

Future years potential actions/key 
initiatives 

 
From: 

Specific area/single funder 
services and programs 
 

To: 
Broader-based programs and 
services supported and 
provided by multiple funders 
and partnerships. 

 
• Started Home Help Pilot to 

address needs of seniors 
who require housecleaning 
as a means to remain 
healthy in their own home 
 

• Achieved broad base project 
funding for Health & 
Wellness Programs from GH 
Woods, Trillium Foundation, 
New Horizons & City of 
Toronto 

 
 
 
 
 

 
• Expand, monitor & evaluate 

“Home Help” Program 
 

• Secure base funding for Health 
& Wellness Services  

 
• Implement sector wide Best 

Practices for all Programs, 
Services, HR 
 

• Seek a Lead role in research 
project to evaluate recreational 
needs for seniors living in non 
support environments 

 
•  Funding for research through 

foundation and 3-5 year 
funding if research results 
demonstrate gaps in services 
Health & Safety 
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Marketing and Branding 
 
Market ESS, by targeting specific marketing/branding initiatives and by improving community 
awareness and acceptance of ESS as a leader in the provision of seniors’ community support 
services 

 
How is it changing? Actions/Key Initiatives for 

the fiscal years ending  
March 31, 2018 

Future years potential actions/key 
initiatives 

From: 
Current brand and marketing in 
place for three years 
 

To: 
Expansion of continuum of 
care model through ESS broad 
range of services while 
maintaining our community 
leadership role. 

 
• Ongoing Staff 

Communication Committee 
formed to initiate work on 
agency communication tools  
i.e.  Increase capabilities of 
interactive web site   
 

• Web is currently interactive 
with following capabilities for 
Donation  
&Volunteer; Staff Portal 
 

• Produced in-house video of 
agency services as a 
promotional & educational 
tool 
 

• Ensured funder recognition 
on all print material 
 

• Improve staff 
communication methods 

 

 
 

• Identify stakeholders and the 
information interests and needs 
of each stakeholder group. 

 
• Branding professional to review 

and evaluate our 
marketing/branding directions 

 
• Develop new communication 

tools i.e. Changes to logo, 
business name to reflect our 
role & service delivery including 
community including awards for 
service excellence 

 
• Ongoing updates to web site 

with enhanced interactive 
information  

 
• Ensure funder recognition on 

all print material 
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Education, Training and Development 
 
Enhance board/staff education/training/development programs to increase the knowledge, skills, 
and abilities of the Board, staff, volunteers and committees. 
 

How is it changing? Actions/Key Initiatives for the 
fiscal years ending  March 31, 

2018 

Future years potential 
actions/key initiatives 

From: 
Operational Board and 
Management Team 
 

To: 
Board and Staff skilled and 
knowledgeable in Strategic 
Planning 
 
 

Distribute and collate Board 
Governance Evaluation & 
Recruitment Tool 
 
Developed education, training 
and development opportunities 
for board members, committee 
members, service volunteers and 
staff  
 
Continual development of 
management team skills in area 
of service evaluation & 
measurement  
 
 
Consultant in cooperation with 
senior staff team has initiated 
Internal Assessment for 
succession planning based on 
skill set of team  
 
Yearly performance reviews with 
management team completed 

Yearly review Board recruitment 
strategy using evaluation tool  
 
 
Recruit potential board members 
from diverse communities by 
registering needs with Maytree 
 
 
 
Ongoing development for board, 
management and administrative 
staff in areas of service evaluation 
& measurement 
 
 
Continue to evaluate skills of 
supervisory staff to provide 
opportunities for growth and 
advancement within the agency  
 
 
Provide educational opportunities 
i.e. conferences seminars etc. for 
individuals involved in a staff, 
board &/or volunteer capacity  
 

 
 
 
 
 
 
 
 
 
 



Reviewed & Updated Dec. 2017 
 

17 

ORGANIZATIONAL GOAL SETTING AND KEY SUCCESS MEASURES 
 
A Balanced Scorecard has been adopted as the framework to measure how effectively Etobicoke 
Services for Seniors is achieving our vision, mission and values on a year-by-year basis.   
 

 

Client 
Experience 

Financial 
Perspective 

Learning & 
Growth 

Service 
Delivery 

Processes 

• % of MSAA performance 
indicators within corridor 

• Volunteer Value 
• % of programs meeting annual 

cost per client target 
• % of programs meeting annual 

cost per unit target 
 

• % of staff answering positively 
to questions regarding 
satisfaction with working at ESS 

• % of volunteers answering 
positively to questions regarding 
satisfaction with volunteering at 
ESS 

• # of staff days lost to injury 
• % of required staff attending 

mandatory and high-priority 
training 

• % of respondents answering 
positively to questions regarding 
satisfaction with services provided 
by organization 

• Total # of clients falling as a 
percentage of the total number of 
clients served 

• % of medication-related errors 
resulting in known harm to client 

• Total # of all client elopements 
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