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OUR PURPOSE
To guide, influence, and plan, the systems, services, and practices of 
Community Support Services in Champlain, work together to respond to 
local challenges, and advance solutions that will strengthen community 
services that impact older adults and adults living with disabilities. 

CCSN STRATEGIC DIRECTIONS 2018 – 2020

VALUES
Equity  ♥  Diversity  ♥  Empowerment

VISION 
Older adults and adults living with disabilities are empowered and feel 
supported to live independently and safely at home.  

PRINCIPLES 
• Clients and caregivers have a critical role in shaping our health care 

system and all actions we take will be grounded in a person-centred 
approach.

• Evidence and best practices will guide planning and decisions.

• Collaboration will strengthen services and lead to positive outcomes 
for clients and caregivers.

• Ongoing quality improvement to systems and services. 



Outputs:
• Develop regional program standards for 

service areas where there are none in place, 
such as Caregiver Support and Friendly 
Visiting. Where existing standards are in 
place, complete a review to ensure they 
reflect current practices. 

• A caregiver screening tool will be piloted 
across agencies to provide enhanced 
support to caregivers and help direct 
families to the most appropriate care based 
on their current needs. 

• Anchored in a co-designed model, 
recommendations for respite options for 
clients with Young Onset Dementia, and 
enhanced person-centred processes, will 
be released in partnership with clients, 
caregivers, and service providers. 

• Tools, resources, and approaches that 
better support client self-management 
and empowerment will be piloted and 
evaluated.   

Outcomes:
CCSN member agencies will have standards, 
resources, and tools in place to enhance the 
quality of service they provide, and agencies 
will integrate person-centred approaches as 
core practice across all areas of service. 

PERFORMANCE MEASURESSTRATEGIC GOAL:  Enable Client-Centred Care
CCSN will foster a person-centred culture across community supports 
and enhance inclusive, quality services that meet the complex needs of 
clients and caregivers. 

Objectives: 

1. Explore and implement approaches to support client self-
management and care coordination.

2. Provide opportunities for clients, caregivers, and agencies to co-design 
services.

3. Implement recommendations to enhance person-centred processes 
and models.   

STRATEGIC GOAL: Strengthen Quality Service
CCSN strives for high quality service and continuous improvements that 
best support positive client outcomes.  

Objectives: 
1. Develop regional program standards in areas where they are not established.  
2. Promote, support and monitor the implementation of established program 

standards.
3. Create tools, resources and processes to support staff in quality 

improvement initiatives.
4. Leverage and promote the accreditation experience of agencies.
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STRATEGIC DIRECTION 1:  ENRICH CLIENT EXPERIENCE
Our clients deserve the best of care. A strong commitment to client service, collaboration, and 
continuous quality improvement will ensure exceptional client experience which meets individual needs 
and contributes to improved outcomes.



STRATEGIC GOAL: Qualified and active volunteers
Volunteers working with Community Support Services are well supported to 
provide high quality service and programs. 

Objectives: 
1. Explore and pilot integrated community-based models for volunteering.  
2. Build and expand partnerships with subject-matter experts and initiatives 

to strengthen the local volunteer base and current practices, and identify 
opportunities for alignment. 

STRATEGIC GOAL: Cultivate Leadership
Agencies providing Community Support Services and their staff have the 
resources and opportunities needed for continuous learning, leadership 
development, strong succession plans.

Objectives: 
1. Develop opportunities for leadership development through training and 

sharing best practices available in both official languages. 
2. Establish a cross-sectoral inter-professional training and coaching strategy to 

promote enhanced practice across community settings.  
3. Expand peer-to-peer coaching and sharing to advance client-centred solutions 

for service delivery.

STRATEGIC GOAL: Unified Voice   
CCSN offers Community Support Service agencies a platform for a collective 
voice to advance local issues, coordinate planning, and build solutions to improve 
equitable access to quality services.

Objectives: 
1. Facilitate integrated sub-regional service planning within Community 

Support Services and across sectors.    
2. Seize leadership opportunities to contribute to cross-sectoral planning. 
3. Build a strong membership base and become a partner of choice for 

collaboration and system improvement.

STRATEGIC GOAL: Enhanced capacity to respond to 
changing communities
Member agencies are supported and have the capacity to respond effectively to 
changes in the community, make data-informed decisions, and plan services based 
on community need through the availability of reliable information and data.  

Objectives: 
1. Support planning and decision-making by providing relevant, high quality 

data to agencies and stakeholders.  
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Outputs:
• Establish an integrated community models 

for volunteering to pilot and identify 
opportunities for collaboration and 
integration. 

• Promote best practices and opportunities 
for innovation for volunteer recruitment, 
service delivery, and training, to reflect 
unique local need. 

• Launch a regional shared professional 
development and training strategy and 
create sustainable peer-to-peer coaching 
models to support emerging leaders. 

• Regional CCSN meetings are made 
available across the membership for 
meaningful engagement and participation. 

• Develop and implement a regional and 
agency dashboard on sector and service 
data elements, including consistent 
service-specific data sets. 

Outcomes:
Through outreach and partnership 
development, CCSN member agencies will 
have established linkages to key planning 
tables and are an integrated and active 
member of client care teams, local decision 
bodies, and system planning groups.  

Agencies will have a variety of volunteer 
opportunities that meet the demands and 
needs of the program, client, and volunteer 
and enhance a sense of belonging among 
community volunteers. 
There is reliable data available for informed 
planning decisions related to the client 
experience, the services available, and 
communities across Champlain. 

PERFORMANCE MEASURES

STRATEGIC DIRECTION 2: INSPIRE AND INNOVATE TO PROMOTE RESILIENCE
We will embrace and lead innovation and help to build responsive services and programs that empower and 
support clients and caregivers to live independently and safe in their home and community. 



STRATEGIC GOAL: Visible Community Asset 
Clients, caregivers, and community agencies have the platforms and resources 
that empower them to share their stories, experiences, and the added value and 
benefits of Community Support Services. 

Objectives: 
1. Create a communication strategy that supports public, partners, and 

members in understanding and engaging with Community Support 
Services.

2. Pursue opportunities to amplify the benefits of Community Support 
Services. 

3. Engage clients, caregivers, and partners in communicating experiences 
that resonate.

STRATEGIC GOAL: Mobilize Knowledge
CCSN members have access to and use knowledge mobilization strategies to 
support continuous improvement.  

Objectives:
1. Establish a digital space and platform for sharing best practices and 

emerging practices. 
2. Establish professional development models and platforms for inter-agency 

knowledge exchange.
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Outputs:
• Create service photo stories on agency-

specific services available and made 
available through online referral and 
navigation systems.

• Produce client and service videos to 
demonstrate the potential and value of 
Community Support Services. 

• Release of an online CSS Knowledge 
Hub that will increase access to learning 
modules and facilitate shared practices.  

Outcomes:
Community members, healthcare 
providers, and stakeholders will have a rich 
understanding of the service benefits and 
value of Community Support Services and 
be able to navigate and access services.  

The collaborative culture between agencies 
and healthcare partners will result in 
enhanced engagement and solidify the 
importance of Community Support Services 
in the daily lives of older adults  and adults 
with disabilities. 

Agencies will have a variety of tools and 
resources available to enhance public 
awareness of their role in health care and 
leverage our collective experience and best 
practice to strengthen services. 

PERFORMANCE MEASURES

STRATEGIC DIRECTION 3: CELEBRATE STRENGTHS 
We will celebrate success and foster meaningful opportunities to inspire and share the unique and positive 
contributions made by Community Support Services. We will expand the understanding and visibility of 
community support services through engagement of clients, caregivers, and partners.


