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indhelp’s 20042006 strategic plan, “Broadening Our Mission” guided the following
F directions: the organization as an expert in 211; community database consolidation; and
excellence in service delivery. During this time, Findhelp built on the strengths of the former
Community Information Toronto. In 2006, more than 50% of the Agency’s resources supported
Ontario-wide projects, programs and services. Today, Findhelp is recognized in the broader
human services sector for dedication to professional standards and best practices in information
and referral (I&R), and Findhelp employees are actively engaged in I&R activities throughout
North America.

The updated plan has been developed to guide the Agency directions from June 2007 to
December 2010. During the plan’s timeframe, Findhelp will be engaged in a major Ontario
initiative to launch sustained provincial collaboration across I&R providers. The project represents
working closely with multiple partners and establishing a framework for long-term inter-
organizational partnerships.
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Vision

Findhelp’s vision is easy access to accurate and appropriate information for everyone.

Findhelp is dedicated to achieving this vision through a collaborative network of information and
referral providers contributing to a shared resource of human services information that can be
effectively utilized by individuals and the broad human services sector to ensure that all people,
especially those who face barriers to service, have access to the information they need.

Mission

Findhelp helps people find the community, social, health and government services they need, and
supports the work of human services professionals in meeting client needs.

Values

Findhelp’s service priorities are focused on underserved groups, including vulnerable citizens and
all people who face barriers to accessing services, as well as other members of the public.

Findhelp adheres to and promotes professional standards and best practices in information and
referral and actively engages in I&R networks throughout North America.

Findhelp recognizes the inherent value of community-based partnerships and the need for
respectful collaboration and self-determination.

Findhelp is committed to mobilizing infrastructure investments made in technology and capacity-
building effectively, and leveraging the Agency’s core competencies and reputation to support
collaborative I&R projects and services.



Strategic Goals

Centre of Excellence

Findhelp will continue to build its reputation as a centre of excellence by focusing on the internal
environment. Employees will receive the information, support and encouragement required to
meet the demands of providing continuity of services to the public, and seek opportunities for
innovation and continuous improvement in the agency’s project-based funding reality.

¥ Enhance the culture within the agency to promote the professionalism, positive
attitudes and sensitivity to colleagues that are hallmarks of a centre of excellence.

¥ Emphasize the retention and replacement of our most valuable asset — employees —
who are committed to the success of the organization, and achieving its mission and
vision.

Information and Referral Leadership

Findhelp will continue to demonstrate leadership through excellence in service provision,
development of best practices, and dedication to publicly representing and promoting I&R in
Canada. Findhelp will be a local, provincial, national and North American leader in I&R.

¥ Increase the number of projects, programs and services in the Agency’s portfolio, and realize
significant gains in cost-efficient delivery of services, consolidation of efforts and
concentration on productivity.

¥  Provide the funding, policies and support to establish best practices in I&R and related
services. Recognizing and legitimizing best practices through a process of community
consultation will lead to professional standards for I&R in Ontario and Canada.

¥ Increase visibility of I&R as an international, standards-based field that is dedicated to
bringing people and services together.

Premier Provider of I&R Services and Training

Findhelp will deliver quality, cost-effective I&R service and training solutions for the broader
human services sector. When coordination will reduce duplication, increase efficiencies, and
further the shared I&R mission of bringing people and services together, Findhelp will partner with
I&R service providers.



¥ Provide the funds, policies and support to direct incremental increases and commitment to
the Agency’s mission with a focus on coordination, collaboration and leadership in
information technology.

¥  Findhelp will collect, maintain and disseminate database information to support the Agency’s
I&R services and effective I&R in the broader human services sector.

¥ Provide the funds, policies and support to direct incremental increases and commitment to
the Agency’s mission, and focus on areas of strength in providing telephone based &R
helplines.

¥ Establish Findhelp as North America’s premier provider of I&R training, and focus on
developing employee competency and capacity as trainers.

Collaboration and Partnerships

Findhelp will participate in mutual planning and explore areas for innovation and collaboration
when it can lead to improved availability and quality of information about human services.
Community interactions and participation in sectoral initiatives, groups and associations are
viewed as critical activities to support effective local, provincial, national and North American
partnerships and cooperation in the broader human services sector.

¥ Seek productive partnerships and alliances to further the development of 211 service that
fulfils Findhelp’s commitment to stakeholders, promotes service delivery standards amongst
multiple stakeholders, and develops resources and increases sustainability. All activities shall
be conducted according to Findhelp’s “211 Strategic Position and Principles”.

¥ Leverage I&R profile, core competencies and combined assets to create communities of
interest and stimulate interdisciplinary cooperation.



211 Strategic Position

Findhelp Information Services is recognized throughout North America for dedication to
professional standards and best practices in information and referral. Findhelp has demonstrated
a long-standing, organizational commitment to collaborating and sharing knowledge and
experience with others who share the mission of helping people find the community, social, health
and government services they need, and supporting the work of human services professionals in

meeting client needs.

Findhelp’s Board of Directors and employees are active in information and referral activities
across North America, and have demonstrated leadership through excellence in service
provision, development of best practices, and dedication to publicly representing and promoting
211 in Canada. The Findhelp Board of Directors recognizes their fiduciary duties as governors of
an agency that has been a champion for 211 services in Canada.’

The Findhelp Board of Directors is dedicated to supporting the development of 211 service that
fulfils Findhelp’s commitment to stakeholders, promotes service delivery standards amongst
multiple stakeholders, and develops resources and increases sustainability. 2

' Since 1999, Findhelp has managed over $10 M in infrastructure projects with foundations and the public sector. The
agency is committed to managing the investments responsibly, ensuring that they are used for the public good.

% Demonstrating their commitment to the provision of high quality information and referral services for individuals, families
and professionals in Toronto, the City of Toronto and United Way of Greater Toronto have been Findhelp’s long term
funding partners.



