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Executive Summary 
 

Central Hastings Support Network is a non-profit organization of caring individuals who came 

together to address service gaps for people in need in their community.  Arising organically out 

of their shared concern for the wellbeing of their neighbours, CHSN formed an organization and 

began to develop practical solutions to those needs.  In this capacity, it has been serving 

community needs for nearly 35 years. With a Board of ten and a volunteer base of 80-100 

volunteers, CHSN operates out of its own building where it houses its programs, staff offices and 

rents office space to like-minded organizations.  The main focus of CHSN is captured under four 

programs: 

 

• The Helping Hands Food Bank 

• Volunteer Transportation Program 

• Central Hastings Public Transit 

• Volunteer Income Tax Preparations 

 

Currently, CHSN’s Transit Program has been covering Centre Hastings, Madoc Township, 

Tweed, Stirling and Marmora for six years, taking over 400 people per month to Belleville, five 

days a week to work, school and medical appointments.  A significant milestone was reached 

this year in the Transit Program at CHSN.  With indicators showing a dearth of reasonably 

priced transportation for clients to travel to Belleville General Hospital, CHSN set out to fill this 

important gap.  Consulting with and securing support from our partners and with approval from 

the City of Belleville, CHSN Transit is now serving our clients with full service to Belleville 

General Hospital, five days a week. 

 

This past year, CHSN underwent its first Strategic Planning exercise.  With a focus on the 

relevance of its programs to the client base it serves and a revamped Mission, Vision and Values 

statement, the organization set to work to carefully examine its operations. 

 

Using a SWOT Analysis, CHSN gained a greater picture of its strengths and vulnerabilities.  

Dedicated staff, board and volunteers; experience in service delivery for more than three 

decades; a focus on partnering to expand a small budget; and fiscal agility i.e. owning their 

building and renting to like-minded organizations, formed the basis for the greatest strengths.   

 

Vulnerabilities included single-year grant provision without any guarantees for the ensuing 

years; increased client base due to unemployment, increased cost of living; relocation of retirees, 

youth and families; and dependence on volunteers to provide much of the services.   

 

Opportunities were identified as social media providing a broader access to different audiences 

for both recruitment of volunteers and financial support; a stronger awareness of food insecurity 

by the public and governments; Provincial Government providing gas tax rebate thereby 

enabling CHSN to provide a Transit Service to clients in need of transport; and a greater interest 

in volunteerism. 
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Through Strategic Planning, CHSN dissected all levels of programs and services, client and 

volunteer bases, financial incomes, and determined the following: 

 

CHSN needs to:  

• Maintain and strengthen partnerships 

• Increase volunteer base 

• Improve education and training for staff and volunteers  

 

While much of the work of CHSN is hands-on provision of service and by all accounts they are 

running well despite the need for more secure funding, many of the goals depend on 

strengthening communications.  To this end, the organization has committed to the following: 

 

• Assign specific communications duties and include in the Executive Director’s job description. 

• Secure communications training for the Executive Director 

• Improve data collection from clients and volunteers that will enable CHSN to focus on better 

service provision. 
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Introduction 
 

Central Hastings Support Network is a non-profit organization of caring individuals who came 

together to address service gaps for people in need in their community.  Arising organically out 

of their shared concern for the wellbeing of their neighbours, CHSN formed an organization and 

began to develop practical solutions to those needs.  In this capacity, it has been serving 

community needs for nearly 35 years. 

 

The individuals who are part of CHSN include members of the Board of Directors, Staff 

Members and about 80-100 volunteers at any given time.  Central Hastings Support Network 

operates out of its own building where it houses its programs, staff offices and rents office space 

to like-minded organizations.  It also looks for opportunities to partner with other agencies where 

a positive outcome for clients is likely. 

 

The main focus of CHSN is captured under four major programs: 

 

• The Helping Hands Food Bank 

 

• Volunteer Transportation Program 

 

• Central Hastings Public Transit 

 

• Volunteer Income Tax Preparations 

 

Vision 
Recognizing the existence of gaps in services to people with needs in our community we see an 

opportunity to bring together caring people to share their time and talent to provide practical and 

respectful responses to those needs. 

 

Values 
Our organization is founded on core values that direct the nature and scope of the work we do.  

Those values include: 

 

• Respect 

• Generosity 

• Empathy 

• Compassion 

• Confidentiality 

• Resourcefulness 
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Mission 
Guided by our values and our vision, our Mission is to identify gaps in services to people in need 

and to meet those needs with appropriate, practical and effective strategies.  By building 

partnerships with like-minded organizations, we increase our potential and improve the quality 

of services in our community. 

We provide: 

 

• Food free of charge to people suffering from food insecurity  

• Transportation at a minimum cost to individuals to conduct medical, educational and 

vocational business  

• Income Tax preparation free of charge to assist clients to access federal and provincial 

government programs. 

 

The Current Situation    
 

For the past 35 years, the Central Hastings Support Network has worked diligently to bring 

services to people in need in the Central Hastings area.  It has struggled to meet new challenges, 

particularly financial ones head-on and has overcome many difficulties in its years of service to 

the communities it serves.  Dedicated board members and staff have constantly struggled to meet 

its financial responsibilities, knowing that the services that are offered are worth the stress and 

time commitments. 

 

In an effort to stay current and test the waters regarding service to the public and the alignment 

of CHSN with its organizational goals, the Board voted at its January 2016 meeting to undertake 

a Strategic Planning Exercise.  It was agreed that over the spring and fall, the Strategic Plan 

would be developed. 

 

The Plan and the Process 
 

A Strategic Planning Committee (SPC) of four was formed consisting of the Chair of the Board, 

two Board Members and the Managing Director.  One Board member who has experience in 

Strategic Planning offered to facilitate the process. 

 

In the initial stage, weekly meetings were organized to establish the Strategic Planning process 

and begin to frame out the plan considering time frames, outcomes and deliverables.  Using flip 

charts and brainstorming techniques, Committee Members began the process of revisiting and 

revising the Mission, Vision and Values Statements.  Further to that process, they began a 

thorough SWOT analysis, digging down deep on the elements that have been the foundation of 

CHSN over the years and did a fair amount of soul searching as to its present mandate, its 

audiences and the services it delivers. 
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At frequent milestones and regular Board Meetings, the full Board was informed of the progress 

and given updates to keep them abreast of the work being done in their name. 

Strategic Analysis of External Trends 
 

Political 
 

• Newly elected federal MP showing fresh interest in our organization and opportunities to help 

• Increased predictability in annual Gas Tax rebate for rural transit 

• Increasing support by Municipal Government for rural transit 

• All levels of government appear to be more sensitive to Food Insecurity issues. 

 

Economic 
 

• Rising unemployment 

• Increasing trends toward part-time, no-benefits employment  

• Volatility in fuel costs 

• Low Canadian dollar 

 

Societal 
 

• Aging population means increased need for supports 

• Increased demand for services 

• Rising expectations from clients/community 

• Youth leaving rural communities for urban centres 

• Increasing health issues for youth i.e. addictions and mental health needs 

• Urban cost of living driving some people to settle in rural communities 

• Retirees re-locating from urban centres, increasing volunteer interest from this demographic 

• Increasing partnership opportunities 

 

Technological 
 

• Social media offers opportunities to promote CHSN’s services  

• Social media offers opportunities to seek volunteers and promote fundraising events 

• Data collection improved by technology 



 7 

• Access to statistics improved 

• Transportation services enhanced by technology i.e. GPS 

 

 

 

 

 

Strengths, Weaknesses, Opportunities and Threats (SWOT) 
Analysis 
 

Strengths 

• Dedicated staff, Board members and volunteers:  “Heart to serve” 

• Creative abilities to identify opportunities and solve problems 

• Collaborative approach to business and opportunities exploration 

• Develops strong relationships with partners 

• Strong community support 

• Operates out of its own building (with mortgage) 

• Has developed strong community identity 

• Strong governance system in place 

• Non-profit - strong point in fundraising 

• Rental of our office space to program-related tenants.  This means that CHSN doesn’t have to 

pay rent and can use those savings to provide better service directly to our clients. 

 

Weaknesses 

• Single year annual funding 

• Annual funding @ 22% 

• Non-profit - no ability to predict annual funds 

• Competing with other non-profits for community support 

• No large corporate entity in small rural community 

• Must rely on volunteers to carry out mandate 

• Food supply vulnerable  

• Volunteer training program limited 
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Opportunities 

• Partnerships 

• Secure sustaining financial backing  

• Increased philanthropy through social media and other communications 

• Food insecurity increasing in government focus and publicity 

• Expanded programs as needs identified  

• Increased access to training programs 

• Invite guest speakers of national/provincial stature 

• Expand on seminar concept for public awareness 

Threats 

• Mortgage renewal 

• Government sponsored funding 

• Lack of volunteers 

• Tenant turnover 

• Rising costs 

• Old building repairs 

• Loss of food bank supply sources 

• Vulnerable to reputation damage, staff/volunteer liability and safety 

• Government regulations 

 

Goals Development 
 

In order to set realistic, achievable and measurable goals, the Strategic Planning Committee held 

a special meeting with the Board of Directors and using a Power Point Presentation presented to 

them the progress made and the process being employed to get there, and to engage them in the 

goal-setting exercise for the Strategic Plan.   

 

It was presented to the Board that in order to set SMART goals, their input would be needed.  As 

many of the Board Members chair or are participating in the Committees that govern the various 

functions of CHSN, they would be integral to determining organization-wide goals.   

 

The outcome of this meeting was that each chair of a committee was asked to develop specific 

goals for their committee and program, using the background of the SWOT analysis and the 

overview of the Strategic Planning Process.  
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Over the spring and summer, each committee worked to develop those goals and reported back 

to the SPC by mid-summer.  The core of those goals are highlighted here. 

  

Central Hastings Support Network Goals 
 

With several meetings under their belts, the various program committees reported back to the 

Strategic Planning Committee (SPC).  From their reports, the SPC met often over the 

summer/fall and filtered through the information provided to find the core issues that need to be 

highlighted and goals to be set.  Goals identified by the various committees were filtered through 

the SMART grid to ensure that they would be specific, measurable, achievable, relevant and 

timely.  

 

 

 

 

The Goals of CHSN will be captured in four areas: 

 

• The Transit Program 

• The Helping Hands Food Bank 

• The Volunteer Driver Program 

• Partnerships 

 

 

The Transit Program 
 

Currently, CHSN’s Transit Program has been covering Centre Hastings, Madoc Township, 

Tweed, Stirling and Marmora for six years, taking over 400 people per month to Belleville, five 

days a week to work, school and medical appointments.  The Transit Committee’s goal-setting 

exercise revealed a real opportunity to expand the scope of transit service to include scheduled 

stops at Belleville General Hospital.  The CHSN’s ongoing research showed that service to and 

from the Hospital would be a much-needed and highly valued addition to the Program.  This 

service is currently not provided by any transit service in our rural communities and CHSN’s 

mandate is to identify and fill gaps in community services as needed and if possible. 

 

A complex and difficult series of steps would have to be achieved in order to reach this goal. 

Permission would have to be granted from Belleville General Hospital and the City of Belleville. 

We would also need our community partners i.e. Municipality of Tweed, The County of 

Hastings and others to agree to this additional service. 

 

As we have developed strong network ties with our partners, we hoped that building on these 

solid networks would help us receive the approval we needed to increase our service to BGH. 

With our research and other materials prepared, we met with each partner.  They were in 

complete agreement and together we made a presentation to the City of Belleville.  We are happy 

to report that at the writing of this Plan, permission has now been granted and CHSN’s Transit 
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System is now serving our clients with full service to Belleville General Hospital.  And in order 

to accommodate the additional routes, a second bus will be added to this Program in October. 

 

 

Helping Hands Food Bank 
 

The Helping Hands Food Bank, while providing for people with food insecurity, is also a vital 

point of information for both CHSN and our clients.  In the initial meeting with the client, staff 

and volunteers are trained to ask clients what other services we can provide.  All too often we 

learn that they have not had income tax prepared for many years, thereby voiding their 

opportunity to access government support programs, rebates, etc.  When this happens, we offer 

them help through our Volunteer Income Tax service, where a volunteer will help them prepare 

their taxes free of charge.  A recent accounting of monies recovered for clients shows that 

through this Program, our volunteers have recovered approximately $500k for our clients.  

Through the initial interview process, we also learn of their transportation needs and are able to 

refer clients to our Transit System or Volunteer Driving Program. 

 

In recent years, the Food Bank has attempted to raise the ‘dignity bar’ and is approaching service 

from a position of trust and respect. For example, many food banks typically provide their clients 

with a pre-chosen list of items regardless of needs.  These goods are physically handed over to 

the client.   

 

In Helping Hands Food Bank, our clients are provided with their own basket and invited to 

‘shop’ in the Food Bank.  A staff or volunteer is on hand and in summer, also encourages the 

client to take a good variety of the fresh produce from the Helping Hands Garden.  Clients are 

able to focus on what they and their family need and typically choose only what they require.   

 

Helping Hands also offers seminars on Food Preparation, Cooking and Canning to name a few. 

We believe in the old adage: “Give a man a fish and you feed him for a day; teach a man to fish 

and you feed him for a lifetime.”  (Maimonides) 

 

This shift in approach has netted CHSN some strong benefits.   

 

• Former clients have become Volunteers 

• Clients feel respected 

• Stress in clients is reduced 

• Our clients tell us that this approach helps reduce the aspect of shame some associate with 

having to use a Food Bank. 

 

Last year, we set a goal to hire a part time Food Bank Coordinator.  This year, we are happy to 

report that we have met that goal.  The new addition to the CHSN team started this past summer. 

 

 

Our goals for this year include: 
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• Increasing our volunteer base at the Food Bank 

• Increase Education and Training for our Food Bank Volunteers 

• Improve our public profile 

 

To increase our volunteer base, we intend to focus some of our recruitment activities on likely 

candidates from our past client list.  And we also have a plan to ramp up our recruitment activity 

by increasing our visibility, using our Buses or our Booth Display at Plowing Matches, Country 

Fairs, Churches, and High Schools. 

 

 

The Volunteer Driver Program 
 

Currently, over 400 clients per month from our five rural communities are provided 

transportation at no cost to the client. Various social service organizations help subsidize much 

of the costs for clients to enable them to attend employment-related programs or medical 

appointments.  Working in partnership with those agencies allows the Volunteer Driver Program 

(VDP) to be a significant income generator for the CHSN.  And as such, it helps subsidize other 

programs run by CHSN, such as the Helping Hands Food Bank, Christmas Sharing, Volunteer 

Income Tax Preparation and the Transit Program 

 

One of the major goals for the VDP this year is to increase the pool of volunteer drivers, 

particularly in the areas where our services are used the most.  The second goal is to improve the 

efficiency of the program by increasing the number of drivers in the communities where they are 

needed. For example, if Marmora is a busy location for service, we want to increase the driver 

quotient for that town. 

 

The CHSN intends to do this by promoting the program at public events where CHSN plans to 

ramp up its visibility in the Community. 

 

We hear from our clients all the time that our transportation services are making a difference in 

their lives by providing the freedom and ability to go where they need to go despite 

transportation barriers.   

 

 

Partnerships 
 

CHSN sees much of its success as tied directly and indirectly to developing strong partnerships.  

From Municipal, Provincial and Federal Governments to Churches, Service Clubs, Cultural 

Organizations, Chambers of Commerce, Farmers, Business Owners, and key players in the Food 

Bank networks, CHSN maintains a strong networking ethic.  Goals to improve these networks 

are: 

 

• Maintain current partnerships 

• Develop new partnerships 
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• Secure more financial support from current and potential partners 

 

CHSN intends to recruit more partners by increasing our communications with current and future 

partners.  Using pubic presentations at targeted groups, social media and outreach, we plan to 

improve relations and opportunities with our current and future partners. 

 

 

Evaluation of Strategic Plan 
 

CHSN currently monitors its services and clients’ usage annually through the use of verbal and 

written surveys, client interviews and staff meetings.  A more formal and thorough review will 

be achieved through intensifying our current model to include more ‘hands-on’ feedback and we 

intend to increase our review process by regularly including Q&A’s at our volunteer and staff 

meetings.  The focus of the Q&A is to be service provision, clients’ responses and opportunities 

to improve. 

 

Communications Plan 
 

As with most non-profits, a large part of their success depends on their ability to get their 

messages out to their audiences in an effective, efficient and timely way.  The capacity to do this 

depends heavily on the communications and marketing skills, tools and abilities of the people 

who lead the CHSN.  It also depends on the organization having the appropriate tools in its 

toolbox. 

 

In the past two years, CHSN has ramped up its communications skills and capacity by 

systematically developing its communications arsenal.  Starting with the development of a new 

logo, a repositioning of CHSN in the community has been taking place.   

 

The new logo was created by a professional communications company in consultation with two 

members of the Communications Committee who had prior professional communications 

experience. The final product as seen on the cover of this report represents a safety net.  The five 

strands of the ‘net’ each a different colour, represent the sectors of programs provided by CHSN.  

While CHSN technically has four programs, the fifth represents the referral and connectivity it 

provides its clients with other support groups in our community.   

 

CHSN now has a full complement of communications implements:  

 

• Templates for Media Advisories for each event 

• Templates for Media Releases for each event 

• Posters 

• Signage for Bus Stops, Food Bank and our Building 
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• Power Point Presentation to use with Municipal, Federal and Provincial Governments and 

Service Clubs etc. 

• Social Media: new Website and Facebook Pages 

 

 

CHSN intends to use its communications and marketing efforts to help achieve our goals, many 

of which are marketing-communications related.  Our goals in this regard centre around: 

 

• Target communications and marketing activities to potential funders, clients, volunteers and 

partners 

• Promotion of our programs, services and referral resources 

• Recruitment of appropriate volunteers for service provision and to serve on the CHSN Board  

 

Our Communications Strategy focuses on the following: 

 

• Staff training in communications and marketing 

• Including responsibility for these components in the new Executive Director’s job description 

• Continued development of ‘tools’ in the communications toolbox 

• More usage of ‘free’ publicity i.e. feature articles, community calendars, media releases and 

advisories, and social marketing. 

• Higher visibility at community events, i.e. Fairs, Plowing Matches, public events. 

• Continued efforts to reach out to Partners, Service Clubs, Churches etc. 

 

 

Evaluation 

 

Evaluating our Communications Strategy will centre around the following:  

 

• Monitoring and collecting CHSN’s appearances in print and electronic media 

• Monitoring and collecting data from social media i.e. numbers of ‘hits’ visits, and comments 

on our website and Facebook pages. 

• Keeping account of presentations made to Governments, Service Clubs, Churches etc. 

• Keeping account of our participation and the outcomes at high profile community events 

• A review card to be filled out by staff and volunteers who are staffing the booth to indicate 

networking success, follow-ups or areas that need improvement. 

• Monitoring the improvement of communications activities after staff training 
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