Quarterly Update Report         

Citizens Strategic Plan 2017-2020

Month:  January Year:  2018

	Goal #5: To build the infrastructure needed to meet organizational goals, e.g. operations, technology, communications, quality assurance, marketing and alliances

	Co-Chairs: Nicole Zerillo, Joe Milone
Committee: Tony Daniels, Nicole Uterano, Joe Golio, Ann Miller, Chris O’Connor, Jason Persan

	Tasks
	Responsible
	Start
	Resources Required
	Outcomes/Measures
	Comments/Improvements

	5.1  Develop a report, by September 2017, evaluating current operational capacity
	Joe Milone;

Nicole Zerillo;
Full Committee
	4/1/17

	Time of the Committee
	· Present findings in a report to Strategic Planning leadership. Complete.
	· Additional report submitted to highlight Citizens’ existing programs and services, as well as help define organization’s competitive advantage

	5.2 By end of April 2018, assess findings and propose recommendations to address current and forthcoming infrastructure needs

5.2 By end of April 2018, assess findings and propose recommendations to address current and forthcoming infrastructure needs

5.2 By end of April 2018, assess findings and propose recommendations to address current and forthcoming infrastructure needs


	Joe Milone;

Nicole Zerillo;
Full Committee
Joe Milone;

Nicole Zerillo;
Full Committee

Joe Milone;

Nicole Zerillo;
Full Committee
	12/31/17

12/31/17

12/31/17
	Time of the Committee
Time of the Committee
Time of the Committee
	· Evaluate data from Discovery Phase (5.1) (Complete)
· Compile updated report on recommendations for the sustainable development of new programs, staffing/training, quality assurance, technology, opportunities to contract out services, organizational partnerships/affiliations, staff partnerships/affiliations, fundraising and grants, as well as brand marketing communications – now and over the next three years

· Present report of proposed strategy, tactical plan and budget to Strategic Planning leadership
· Evaluate data from Discovery Phase (5.1) (Complete)
· Compile updated report on recommendations for the sustainable development of new programs, staffing/training, quality assurance, technology, opportunities to contract out services, organizational partnerships/affiliations, staff partnerships/affiliations, fundraising and grants, as well as brand marketing communications – now and over the next three years

Present report of proposed strategy, tactical plan and budget to Strategic Planning leadership

· Evaluate data from Discovery Phase (5.1) (Complete)
· Compile updated report on recommendations for the sustainable development of new programs, staffing/training, quality assurance, technology, opportunities to contract out services, organizational partnerships/affiliations, staff partnerships/affiliations, fundraising and grants, as well as brand marketing communications – now and over the next three years

Present report of proposed strategy, tactical plan and budget to Strategic Planning leadership
	· Committee agreed on items to be assessed during strategy phase:

· Clarification of Citizens vs. AHRC’s ownership of unique programs, resources as well as company building spaces

· Disconnect among the organization’s disparate data systems (i.e., MediSked, Raiser’s Edge, Purchase Connection, UltiPro, Bunk 1, Heidi’s Desk)

· Meeting set with IT, Community Resources and Operations for early February to discuss solutions toward centralized contact program 
· Inconsistent branding and quality control:
· Email signature and branded collateral templates needed
· Tech infrastructure upgrades for new and existing house; training needed in the professional offices within houses to lessen IT support time
· Inconsistent routing of incoming calls and mail 

· Viability of where/when to incorporate automated phone systems

· Training and needs of receptionists

· Further workforce development/training to enhance efficiencies across the organization (e.g., how to use Excel, take a picture for newsletter/social media placement, Purchase Connection)

· Anticipated growth of people supported, staff and resulting investigations/challenges related to compliance/ reporting requirements
· Other strategic areas to be considered:

· Building security

· Updated accounting codes

· Policies and procedures for: 
· Centralized communications, content collection process and scheduled distributions
· Use of different tools: UltiPro, Café, etc.

· Current business practices, such as out-of-office messaging, setting a meeting with a “shared calendar,” etc.
· Residential expansion issues

· Proposing new development meeting with Operations, IT, Bunk 1 and Community Resources 
· For enhanced infrastructure development, request leadership identify strategic growth areas and programs to emphasize, such as respite or self-direction
· Increasing communications support needed – with year-round maintenance of internal and external communications channels for both Citizens and Camp Loyaltown, which have their own respective email, print mailings, websites and social media channels
· Standardized business closure information (e.g., snow day closings)
· Service development of family education and sibling support groups by location


	5.3  Through August 2018, implement approved tactical plan while continuing to identify areas for sustainable development
	Joe Milone;
Nicole Zerillo;
Full Committee
	4/1/18
	Time of the Committee; Budget
	· Incorporate recommendations from Strategic Planning leadership

· Implementation of approved strategy, tactical plan and benchmarks

· Compile report with new recommendations for the sustainable development of new programs, staffing/training, quality assurance, technology, opportunities to contract out services, organizational partnerships/affiliations, staff partnerships/affiliations, fundraising and grants, as well as brand marketing communications – now and over the next three years
	· Email signature template for Citizens in development by Community Resources

· Steps taken toward more cloud-based capabilities (TBD)

· New devices and administrative enhancements for new housing
· Rolling out new Chrome books and a new Citrix farm for remote connectivity in all the houses


· Updated Café and access to internal communications materials


· Developed Central Enrollment landing page to help families “get started” with Citizens’ programs

· Central Enrollment and Community Resources are in the process of developing infographics and faqs to further streamline the process


· Installation of wireless infrastructure completed

· Mobile Device Management (MDM) installed on all corporate phones by 2017 and all corporate devices by end of 2018

· Company-wide phone list completed, with names, phone numbers, locations and job titles, according to cost center codes. PPCs to distribute. 

· Volunteer Portal is operational; updated marketing and branding to be incorporated by Q2 2018

	5.4  On a quarterly basis, compile measurement report sharing data on progress of newly developed infrastructure assets
	Joe Milone;
Nicole Zerillo;
Full Committee
	4/1/18
	Time of the Committee
	· Compile measurement report

· Use measurement report to inform, refine or expand existing recommendations
	


3

