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A MESSAGE FROM THE SURREY BOARD OF TRADE 
 

4ÈÅ 3ÕÒÒÅÙ "ÏÁÒÄ ÏÆ 4ÒÁÄÅ ÉÓ ÐÒÏÕÄ ÔÏ ÂÅ Á ÐÁÒÔ ÏÆ ÔÈÅ 4ÏÍÏÒÒÏ×ȭÓ 7ÏÒËÐÌÁÃÅ ÐÒÏÊÅÃÔ ÉÎ 
partnership with S.U.C.C.E.S.S.  This project represents a chance to work collaboratively to ensure 
that our businesses are ready for the future.  

BÙ ςπςπ ÂÕÓÉÎÅÓÓÅÓ ×ÉÌÌ ÎÅÅÄ ÄÉÆÆÅÒÅÎÔ ×ÁÙÓ ÔÏ ÆÉÎÄ ÓÔÁÆÆȢ #ÁÎÁÄÁȭÓ ×ÏÒËÆÏÒÃÅ ÉÓ ÁÇÉÎÇ ÁÓ ÔÈÅ ÂÁÂÙ 
boom generation slides into retirement. The economic fallout of shortages in IT, skilled labour, and 
health care could be devastating. We need to prepare our businesses ɀ small or large, now! 

 

4ÈÅ 4ÏÍÏÒÒÏ×ȭÓ 7ÏÒËÐÌÁÃÅ 'ÕÉÄÅ ×ÉÌÌ ÍÁËÅ ÉÔ ÅÁÓÉÅÒ ÆÏÒ ÂÕÓÉÎÅÓÓ 
to create solutions, to identify the workforce they need, to 
anticipate change, and to have a diverse workforce. The project is 
unique because it brings the community together to show how 
business and employment service provider organizations can 
work together to benefit their workplaces and the community. 

 

The Surrey Board of Trade is a not-for-profit, member-based business organization, in operation 
since 1918.  It currently represents more than 3,600 business contacts, and provides advocacy for 
business with all levels of government, networking opportunities, cost-saving benefits, access to 
intern ational markets, and professional development.  

I encourage all businesses, Boards of Trade, Chambers of Commerce, and employment service 
provider organizations to use this guide. In partnership with S.U.C.C.E.S.S. the Surrey Board of 
Trade thanks the project team, the business participants, the employment service provider 
organizations, and, of course, our funders: Ministry of Housing and Social Development, Western 
Economic Diversification Canada, and Coast Capital Savings.  

Anita Huberman 
 

 
Chief Executive Officer 
Surrey Board of Trade 
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A MESSAGE FROM S.U.C.C.E.S.S. 
 

S.U.C.C.E.S.S. is honoured to be part of the TÏÍÏÒÒÏ×ȭÓ 7ÏÒËÐÌÁÃÅ ÐÒÏÊÅÃÔȢ 4ÈÉÓ ÉÎÎÏÖÁÔÉÖÅ ÃÏÎÃÅÐÔ 
grew from discussions at Vibrant Surrey.  For the S.U.C.C.E.S.S. Business and Economic 
Development Division, the concept was simple:  can highly focused and expert work, done in a 
collaborative and supportive environment, have a positive impact on the performance of local small 
and medium business?   

S.U.C.C.E.S.S. is ÁÎ ÏÒÇÁÎÉÚÁÔÉÏÎ ÄÅÖÏÔÅÄ ÔÏ ÃÏÍÍÕÎÉÔÙ ÁÎÄ ÓÅÒÖÉÃÅȢ 4ÏÍÏÒÒÏ×ȭÓ 7ÏÒËÐÌÁÃÅ ÒÅÆÌÅÃÔÓ 
our Mission and Vision. We hope to achieve the Vision of multicultural harmony by building 
bridges, leveraging diversity, and fostering integration through service and advocacyȢ  4ÏÍÏÒÒÏ×ȭÓ 
Workplace is unique in its work to leverage the diversity of Surrey by working with small business 
owners and staff to address factors needed for success.  The enthusiasm and expertise of our fellow 
employment service provider organizations in Surrey helped make this a reality.   

 

The project team discovered that effective small business 
workforce development can only be achieved by first meeting 
basic business needs.  This has created a new paradigm for both 
business and community.   There is a very real business case for 
diversity, but it is most productive only when the fundamental 
elements of business success are in place.  We must work together 
as partners in business.  When these needs are met, the benefits of 
inclusion are clear and natural. 

 

S.U.C.C.E.S.S. applauds all those who ÈÅÌÐÅÄ ÍÁËÅ 4ÏÍÏÒÒÏ×ȭÓ 7ÏÒËÐÌÁÃÅ Á ÇÒÏÕÎÄÂÒÅÁËÉÎÇ 
project.  We look forward to moving ahead with the Surrey Board of Trade and our other 
community partners to make 3ÕÒÒÅÙ #ÁÎÁÄÁȭÓ ÆÏÒÅÍÏÓÔ ÂÕÓÉÎÅÓÓ ÃÏÍÍÕÎÉÔÙ ÉÎ ÄÉÖÅÒÓÅ ×ÏÒËÆÏÒÃÅ 
development. 

I encourage all Boards of Trade and Chambers of Commerce to look closely at the guide and ask 
questions.  I believe this dialogue will make us all stronger. 

Tung Chan 
 

  
 
Chief Executive Officer 
S.U.C.C.E.S.S.  
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SECURING YOUR BUSINESS IN THE WORLD OF TOMORROW 
 

Small business owners, by their very nature, are resilient, determined and tough-minded. But what 
got your business to this point may not be enough for you to prosper over the long term.  

The 4ÏÍÏÒÒÏ×ȭÓ 7ÏÒËÐÌÁÃÅ 'ÕÉÄÅ adapts big business tools to small business issues: It is driven by 
the needs of business owners, addresses priorities identified by businesses, and reveals the 
importance of leveraging workforce diversity. It is for business owners and managers, Chambers of 
Commerce, Boards of Trade, business consultants, and human resources practitioners. 

This Guide is for you if:  

Ɗ You want to keep business efforts focused on what will make a difference 

Ɗ You want a proven strategic approach to improv ing business performance 

Ɗ You want to support members in building a diverse workforce and inclusive workplaces 

Ɗ You want to help clients align business processes and practices 

Ɗ You want to leverage your diverse workforce or community as a competitive advantage  
 

The stories of 4ÏÍÏÒÒÏ×ȭÓ 7ÏÒËÐÌÁÃÅ provide important practical information for small and 
medium busiÎÅÓÓÅÓ ×ÏÎÄÅÒÉÎÇ Ȱ(Ï× ÄÏ ) ÁÄÁÐÔ ÁÎÄ ÔÈÒÉÖÅ ÉÎ ÔÈÅ ÍÉÄÓÔ ÏÆ Á ÃÏÎÔÉÎÕÁÌÌÙ ÃÈÁÎÇÉÎÇȟ 
ÄÙÎÁÍÉÃ ÂÕÓÉÎÅÓÓ ÅÎÖÉÒÏÎÍÅÎÔȩȱ (ÅÒÅ ÙÏÕȭÌÌ ÆÉÎÄȡ 

ü How to identify key issues, barriers, and gaps to growth 

ü A strategic approach to help take your business to the next level 

ü (Ï× ÔÏ ÌÅÖÅÒÁÇÅ ×ÈÁÔ ÙÏÕȭÒÅ ÁÌÒÅÁÄÙ ÇÏÏÄ ÁÔ 

ü Practical solutions and personal stories from small businesses 

ü Links and references to other resources 

This project has created a valuable community-based resource for any business, organization, or 
community dealing with issues of small business performance and changing demographics.  Our 
Guide provides a systematic, holistic, and multi -dimensional approach for success. 

 
A Bit of Background  
The 4ÏÍÏÒÒÏ×ȭÓ 7ÏÒËÐÌÁÃÅ project had its genesis ÉÎ #ÁÎÁÄÁȭÓ ÎÅÅÄ ÆÏÒ ÒÅÓÉÌÉÅÎÔ ÁÎÄ high-
performing small businesses.  We identified a number of performance barriers keeping businesses 
and communities from attaining their full potential: 

¶ Ongoing small business time pressures:  The sentiment that there is only enough time to 
focus on meeting immediate business commitments and that investing resources in becoming a 
higher performing business is impractical for economic and financial reasons. 

¶ A disconnect among community partners:  There is a lack of knowledge regarding services 
present in the community as well as knowledge about what the services offer 
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¶ The impact of skill shortages:  The recognition that skill shortages will result in competition 
for employees, but uncertainty about how to approach this as a small business owner. 

 
The Solution  
This Guide answers these questions:   

¶ What would happen if small businesses in Surrey were offered professional assistance to improve 
how they do business, ultimately leading to a multidimensional workforce with diverse skill levels 
and backgrounds?   

¶ What if that assistance were grounded within their business association, the Surrey Board of 
Trade?  

¶ 7ÈÁÔ ÉÆ ÏÔÈÅÒ ÂÕÓÉÎÅÓÓ ÏÒÇÁÎÉÚÁÔÉÏÎÓ ÉÎ #ÁÎÁÄÁ ÃÏÕÌÄ ÂÅÎÅÆÉÔ ÆÒÏÍ 3ÕÒÒÅÙȭÓ ÅØÐÅÒÉÅÎÃÅȩ  

 
Lessons Learned 
After eighteen months and thousands of hours of work, these lessons emerged from the project: 

1. Your business culture is valuable and important, and it is the starting point for meaningful 
growth and change. 

2. Small businesses, and the communities in which they work, have the same overarching goal:  
strong businesses mean strong communities. 

3. Diversity in the workplace is a business issue. 

4. Partnering with an external business consultant or group, such as a Chamber of Commerce or 
Board of Trade, helps you become better at what you are already good at. 

5. Preparing for the future involves embracing new information and a willingness to change. 

 

 

 

Prepare for the Future  Today 
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HOW TO USE THIS GUIDE 
 

HAVE A QUICK LOOK AROUND  

The previous sections ask questions to help you determine how the 
Guide will benefit you. Some of you will follow the Guide section by 
section front-to-back, while others may want to jump around: either 
way, have a quick skim through the Guide to get an idea of the depth 
and breadth of the resources available at your fingertips.  

For example, the section called ,ÅÁÄÉÎÇ 4ÏÍÏÒÒÏ×ȭÓ 7ÏÒËÐÌÁÃÅ 
highlights the leadership skills and approaches that are needed for 
the long term health of small and medium business.  We have included a section on leadership skills 
because they help you set priorities, use productive problem solving, and execute plans effectively. 

The Guide also provides a 360 Assessment framework to help you discover resources to improve 
your business. Each of the four modules deals with an element of the 360 Assessment, outlines 
what the area is about, why it is important, and how it works. Each module provides suggestions 
that will help you lead its activities, and what to expect from doing these activities.  The module will 
also direct you to resources, and tell you how to get started. 

Appendix 1 provides a blank 360 Assessment table for your use, and Appendix 2 provides a copy of 
the Employee Survey we used with five businesses. Appendix 3, Ȱ4ÈÅ #ÁÓÅ 3ÔÕÄÙȱ, gives you a real 
life example of a small business and shows you what their 360 Assessment document looks like.  

 

WHERE ARE THE DETAILED INSTRUCTIONS? 

We recommend that you begin by conducting a complete 360 
Assessment, determine your priorities to give you more scope for 
analysis, and step back to see the elements of your business in relation 
to the whole. 

We recommend working with an external consultant to facilitate the 
process, or at the very least, with members of your executive team and 
staff. And dÏÎȭÔ ÂÅ ÁÆÒÁÉÄ ÔÏ ÁÓË ÆÏÒ ÈÅÌÐȢ 
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BEHIND THE SCENES: HOW WE DEVELOPED THE GUIDE 
 

When we started the project we were aware of the many 
existing resources available to small business owners.  So 
why another Guide? Unlike other toolkits and how-to 
manuals, this Guide helps you develop a solid and strategic 
roadmap to the future. 

We think it will help your business get to the next level 
because it:  

¶ Focuses on business results 

¶ Takes a systems approach  

¶ Adds value to day-to-day operations and business culture 

¶ Shows how to engage a more diverse workforce that 
has a greater desire for meaningful work and 
opportunities to contribute  

¶ Demonstrates the benefits of partnering wit h 
employment service provider organizations and local 
businesses. 

 
What we did  
The Guide, in large part, is based on in-depth work we 
conducted recently with small businesses in the Surrey 
region of Greater Vancouver. The first challenge was finding 
businesses that met all of the following criteria: 
 
1. had up to 100 employees  

2. wanted to improve business performance and were 
already operating on a  sound basis 

3. had an interest in exploring diversity  

In the end, we worked with five businesses in the Surrey 
community over 10 month period. 

 
 
 
 
 
 

 

 

 

 

 

 

Team Structure 

Core team: 

V 2 Business Analysts 
V 1 Human Resources 

Specialist 
V 1 Internet/ 

Communications 
Specialist 

V 1 Project Manager 

Valuing team:  

V First Lead for 
Determining Project 
Value (oversight and 
guidance) 

V Second Lead for 
Determining Project  
Value (assessor) 

Associate team members: 

V 6 Surrey Board of 
Trade staff 

V 1 Film/Documentary 
Specialists 

V 1 Researcher/ 
Technical Writer 
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The 360 Assessment: The Heart of the Process 

Conducting the Assessment 
We developed a 360 Assessment using elements of the 
Balanced Scorecard model (Appendix 1 contains a sample 
instrument). Our application of the 360 Assessment provides 
a comprehensive snapshot of: 
¶ Business Systems (Section A ɀ see pages 42 and 53 ɀ 54) 

¶ Culture (Section B ɀ see pages 43 and 55 ɀ 56) 

¶ Human Resources (Section C ɀ see pages 44 and 57 ɀ 61) 

¶ Community (Section D ɀ see pages 45 and 62) 

 
Reporting Back 
Once the results of the Assessment were compiled, we met 
with the business owner(s) to review the results. In addition 
to the Assessment results, we provided: 
 
¶ a profile of their  business 

¶ a summary of key our findings 

¶ a suggested timeline for our work  with them 

¶ an industry sector financial comparison 

¶ supplemental information on the models we used 

¶ results from an employee survey 

 
Setting Priorities  
Within 10 days we met with the business owners to review 
Assessment results and help them set priorities. Each item 
was evaluated and given a number from 1 to 5 (1 being the 
most important, 5 being the least relevant).  
 
Priorities for each business were unique.  

 

 

 

 

 

 

 

 

For information on 
Strategic Planning see 
Mapping the Journey to 
4ÏÍÏÒÒÏ×ȭÓ 7ÏÒËÐÌÁÃÅ 
(p. 16) 

 

For information on 
Mission, Vision, and 
Values see Building the 
#ÕÌÔÕÒÅ ÏÆ 4ÏÍÏÒÒÏ×ȭÓ 
Workplace (p. 19) 

 

For information on 
Finance, Operations, 
Customers, and 
Marketing and Sales see 
,ÉÖÉÎÇ ÉÎ 4ÏÍÏÒÒÏ×ȭÓ 
Workplace (p. 25) 

 

For information on Human 
Resources, 
Organizational Structure, 
and Interpersonal 
Processes see Human 
Resources in Living in 
4ÏÍÏÒÒÏ×ȭÓ 7ÏÒËÐÌÁÃÅ 
(p. 25) 
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Each business then worked with a Business Analyst to focus on one or two of the following areas 
under Business Systems (See Section A):  

¶ financial management 

¶ strategic and succession planning 

¶ internal processes 

¶ customer service 

¶ marketing, sales, and public relations 

 
Mission, Vision, Values (Under Culture, Section B) 
Clarifying each ÂÕÓÉÎÅÓÓȭ Mission, Vision, and Values was an important starting point for everyone. 
Once these concepts were clear we asked them to look for stories from their day-to-day experiences 
that captured Mission, Vision, and Values in action.   

 
Diversity (Under Culture, Section B) 
As other business needs were met, we were able to address diversity in the workplace. Three of five 
businesses were able to attend a three-hour Dialogue on Diversity session that provided an 
overview of diversity issues for businesses today.  

As a follow-up, a four-hour skill -building session, Diversity in Our Workplace: Building Stronger 
Teams, was held for one business. This session was attended by business owners, managers, and 
half the workforce.  

A two-hour session for another business provided the opportunity to explore the results of the five 
diversity focused questions on the employee survey (see Questions 13 ɀ 17, Appendix 2) and 
focused on generational issues.  

#ÕÌÔÕÒÁÌ !ÓÓÅÓÓÍÅÎÔ %ÌÅÍÅÎÔÓȟ ÓÕÃÈ ÁÓ Ȱ-ÉÓÓÉÏÎȟ 6ÉÓÉÏÎȟ 6ÁÌÕÅÓȱ ÁÎÄ Ȱ$ÉÖÅÒÓÉÔÙȱ, are described in 
Section B.   

 
Human Resources (See Section C) 
Each business had the opportunity to work with the HR Specialist to address prioritized segments 
of human resources as outlined in Section C. 
 
 
Community (See Section D) 
While working with business participants, we also brought together employment service provider 
organizations (ESPs) whose clients are looking for work. We explored how ESPs can approach small 
businesses through a series of facilitated meetings. A project-sponsored conference and the 
4ÏÍÏÒÒÏ×ȭÓ 7ÏÒËÐÌÁÃÅ 'ÕÉÄÅ launch event brought businesses and ESPs together. 

A more detailed description of Community Assessment Elements can be found in Section D.  
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Concluding Our Work with Businesses 
Before we finished working with each business, we met to review project work and our final report , 
provided a summary of the outcomes, and suggested next steps.  

 
Making this Guide Work for You: Three Critical Factors  
1. Partner with an external business consultant or group, such as a Chamber of Commerce or 

Board of Trade is recommended  

2. Be open to new information and willing to change 

3. Use resources that have a research or evidence base to guide the process, such as Good to Great 
(Jim Collins) and the Balanced Scorecard (Kaplan and Norton) 

 
What to expect  
We understand the time commitment required to complete this Guide. Yet we firmly believe it 
ÃÏÎÔÁÉÎÓ ÁÌÌ ÔÈÅ ÅÌÅÍÅÎÔÓ ÙÏÕ ÎÅÅÄ ÔÏ ÆÏÌÌÏ× ÔÏ ÔÁËÅ ÙÏÕÒ ÂÕÓÉÎÅÓÓ ÔÏ ÔÈÅ ÎÅØÔ ÌÅÖÅÌȢ (ÅÒÅȭÓ ×ÈÁÔ ÙÏÕ 
can expect: 

 
¶ For business owners:  a different perspective on your business and how it works, and 

information , direction, and steps for ÓÕÃÃÅÅÄÉÎÇ ÉÎ ÔÏÍÏÒÒÏ×ȭÓ ×ÏÒËÐÌÁÃÅ  

¶ For Chambers of Commerce and Boards of Trade:  a way to provide value for and engage 
your small and medium business members, while helping build more inclusive workplaces that 
recognize the common goals of both businesses and ESPs 

¶ For external and internal consultants, and HR Managers:  a process and resources to 
support moving from Ȱbusiness as usualȱ ÔÏ ÔÏÍÏÒÒÏ×ȭÓ ÉÎÃÌÕÓÉÖÅȟ ÒÅÓÉÌÉÅÎÔȟ ÁÎÄ Äiverse 
workplace of the future 

 

Resources 
The Balanced Scorecard: Translating Strategy into Action by Robert Kaplan and David Norton, 1996, Harvard 
College 

Good to Great by Jim Collins, 2001, Harper Collins Publishers Inc. 

&ÉÒÓÔ "ÒÅÁË !ÌÌ ÔÈÅ 2ÕÌÅÓȡ 7ÈÁÔ ÔÈÅ 7ÏÒÌÄȭÓ 'ÒÅÁÔ -ÁÎÁÇÅÒÓ $Ï $ÉÆÆÅÒÅÎÔÌÙ by Marcus Buckingham and Curt 
Coffman, 1999, Simon & Schuster: Provides a short 12 question employee survey that will help you measure 
employee engagement and help you decide where you are as an organization. Questions 1-12 were used as 
the first part of our employee survey.  We developed and added questions (13-17 on the Employee Survey ɀ 
Appendix 2) to source feedback on culture and diversity. 

Performance Architecture: The Art and Science of Improving Organizations by Roger Addison, Carol Haig and 
Lynn Kearny, 2009, Pfeiffer Publishers: A handbook for improving organizational performance written for 
anyone inside or outside the organization who takes on a performance consulting role. 
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,%!$).' 4/-/22/7ȭ3 WORKPLACE 
 

Leadership : The Key to Success 
Leadership affects all aspects of business including productivity, 
employee satisfaction, and retention.  

Leadership involves ȣ  

¶ Defining direction  

¶ Communicating the direction  

¶ Motivating, inspiring, and empowering contributions to business 
success 

 
Why do this? 
Without leadership you cannot achieve success. 

The 360 Assessment reveals the extent to which constructive leadership behaviours are present in 
the business. Leadership requires being strategically focused, applying behavioural techniques to 
build commitment, and supporting your people in achieving the best possible work. We have drawn 
ÏÎ +ÏÕÚÅÓ ÁÎÄ 0ÏÓÎÅÒȭÓ Leadership Practices Inventory to group the attributes of effective 
leadership that we identified during the project: 

Model the Way 
¶ Positive attitude, reliability, and pro-activeness 
¶ Honesty and openness with the team 

 
Inspire a Shared Vision 
¶ Clear vision of business goals 
¶ Ability to effectively communicate the business vision 
¶ Focus on setting a clear direction 
¶ Ability to engage with the views and needs of team members; listen first 

 
Challenge the Process 
¶ Strategic thinking: planning and developing strategies 
¶ Commitment to innovation, risk-taking, and leading change 

 
Enable Others to Act 
¶ Firm commitment to meeting defined goals 
¶ Ability to inspire team members to meet goals 

 
Encourage the Heart 
¶ Commitment to the team and the business 
¶ Commitment to the happiness and wellbeing of the team 
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Three things that will help you ÌÅÁÄ 4ÏÍÏÒÒÏ×ȭÓ 7ÏÒËÐÌÁÃÅ 
1. Conduct a self-assessment of your own leadership skills, and those of other key staff* 

2. Be open to feedback  

3. Acknowledge and respond to input and feedback  

 
Resources 
University of Western Sydney, Australia (www.smexcellence.com.au/sme/module/leadership/8/62.html ): A 
structured e-learning site. 

Good to Great by Jim Collins, 2001, Harper Collins Publishers Inc. 

*Leadership Practices Inventory by Kouzes and Posner, 2007, Jossey-Bass Publishers.  

 

NOTES: 

 

 

 

 

 

 

 

 

  

http://www.smexcellence.com.au/sme/module/leadership/8/62.html
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MODULES  
 

 

1. MAPPING THE JOURNEY TO 4/-/22/7ȭ3 WORKPLACE  
 

STRATEGIC PLANNING 

What is Strategic Planning?  
Strategic Planning is the formal consideration of a 
ÂÕÓÉÎÅÓÓȭ ÆÕÔÕÒÅ ÃÏÕÒÓÅȢ !ÌÌ ÓÔÒÁÔÅÇÉÃ ÐÌÁÎÎÉÎÇ ÄÅÁÌÓ 
with at least one of three key questions:  
1. What do we do? 

2. For whom do we do it? 

3. How do we excel? 

 
Why do this? 
Planning allows us to consider options, potential 
challenges, unforeseen opportunities, knowledge 
gaps, identify resources required to move forward, 
and promote the successful implementation of new 
initiatives.  

 

How it works  
We used the Planning  element from the Business Systems Section in the 360 Assessment.  
Strategic planning has two phases: Long Term Planning , which helps quantify long-term business 
objectives, and identifies the mechanisms and resources for achieving them; and Short Term 
Planning , which focuses on the next year.  We found that most participant businesses had not 
formalized a long-term plan. 

The chart on the next page illustrates a simplified strategic planning process. 
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The Simplified Strategic Planning Process  

 

 

1. Establish 
Mission, Vision, 

Values, and 
Objectives

ɆFinancial objectives: sales targets and contribution to profit
ɆStrategic objectives:  market share, reputation, and business position

2. Perform an 
Environmental 

Scan

ɆInternal analysis to identify strengths and weaknesses
ɆExternal analysis to identify opportunities and threats
ɆIndustry analysis to identify entry barriers, suppliers, customers, substitute 
products, and industry rivalry

3. Develop 
Strategy

ɆMatch business strengths to identified opportunities
ɆAddress weaknesses and external threats
ɆDevelop competitive advantage

4. Implement 
the Plan

ɆSet budgets, programmes, and procedures
ɆOrganize resources to support the plan
ɆEmpower staff to achieve objectives

5. Monitor and 
Adjust the Plan

ωDefine performance measures

ɆDefine targets 
ɆEvaluate results
ɆMake adjustments as needed
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Three things that will help you lead these activities  
1. Clear Mission, Vision, and Values (see Module 2) 
2. Complete 360 Assessment (see Appendix 1) 

3. Willingness to source information needed to complete 
the plan  

 
What to expect   
¶ Identification of new opportunities  

¶ Anticipation and avoidance of future problems or 
setbacks  

¶ A roadmap for continued success 

 
How to get started  
1. Decide on a timeframe for your plan  

2. Select an external facilitator  

3. Commit to a series of strategic planning meetings to 
develop your plan 

 

Resources 
The Centre for Simplified Strategic Planning (www.cssp.com): 
Offers seminars and book recommendations, a free five minute 
planning assessment, as well as tools for a fee.  

Strategic and Business Planning Resource Centre 
(work911.com/planningmaster): Provides articles and tools for 
personal and business planning.  

Strategic Planning Information Resources 
(www.business.com/directory/management/strategic_planning/r
eference):  Provides a list of links to several resources. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Ȱ) highly recommend that 
anybody that has the 
opportunity to be 
involved with 
4ÏÍÏÒÒÏ×ȭÓ 7ÏÒËÐÌÁÃÅ 
do it! It brings your 
business focus into line. 
It forces you to do things 
ÔÈÁÔ ÙÏÕȭÖÅ ÐÕÔ ÏÆÆȣ !ÌÓÏȟ 
ÄÏ ÉÔ ÆÏÒ ÙÏÕÒ ÓÔÁÆÆȟ ÔÈÁÔȭÓ 
where it really pays 
dividendÓȢȱ ɀ Full Line 

http://www.cssp.com/
http://www.business.com/directory/management/strategic_planning/reference
http://www.business.com/directory/management/strategic_planning/reference
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2. BUILDING THE CULTURE /& 4/-/22/7ȭ3 7/2+0,ACE 
 

MISSION, VISION, VALUES, AND STORIES 

What is Mission, Vision, Values, and Stories?  
Mission, Vision, Values work is the practice of discovering 
the core purpose of your business, the values you want to 
cultivate, and the overarching goal that can inspire you for 
the next decade or longer. In this context, business stories 
focus on how a true story about your business communicates 
company culture to employees, customers, clients, and other 
stakeholders.  

 
Why do this? 
Every business owner and manager needs to know what he 
or she is trying to accomplish beyond routine day-to-day 
tasks.  )Ô ÉÓ ÉÍÐÏÒÔÁÎÔ ÔÏ ÃÏÎÓÉÄÅÒ ÙÏÕÒ ÂÕÓÉÎÅÓÓȭ ÒÅÐÕÔÁÔÉÏÎ 
in terms of character and behaviour, and to have an inspiring 
vision that will keep efforts focused on the Mission. Business 
stories pass on your business culture, and allow Mission, 
Vision, and Values to come alive. 

 
How it works  
We used Mission Statement, Vision Statement, Values 
Statements, and Stories from the Culture Section in the 360 
Assessment.   

We combined material from Jim Collinsȭ books, Good to Great 
and Built to Last, free resources on his website, and visual 
resources from VisualsSpeak.com. We used these resources 
to create sessions that invited business owners to involve 
employees in determininÇ ÔÈÅ ÂÕÓÉÎÅÓÓȭ ÐÕÒÐÏÓÅȟ ÖÁÌÕÅÓȟ 
Ȱ(ÅÄÇÅÈÏÇ #ÏÎÃÅÐÔȟȱ ÁÎÄ Ȱ"ÉÇ (ÁÉÒÙ !ÕÄÁÃÉÏÕÓ 'ÏÁÌȢȱ  Using 
pictures helped spark stories and freed thinking.   

We conducted several three to four hour sessions that 
focused on Mission, Vision, Values, and Stories.  We used the 
stories of successful businesses and entrepreneurs to 
illustrate the way stories can make messages come alive. 

 

 

 

 

 

 

Your HEDGEHOG 
CONCEPT is about 
understanding how your 
business passion, what 
ÙÏÕȭÒÅ ÂÅÓÔ ÁÔȟ ÁÎÄ ÙÏÕÒ 
economic engine 
intersect ɀ Collins 

 

 

 

Your BIG HAIRY 
AUDACIOUS GOAL makes 
you feel compelled to try 
to create greatness ɀ 
Collins  
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These sessions were a great opportunity to invite employees 
to share:  

¶ their experience of the business  

¶ ideas about what makes the business product or service 
unique 

¶ their understanding of how things work 

¶ how to do well  

¶ ideas of where effort is misguided 

 

Three things that will help you lead these activities  
1. Sharing without dominating or pulling rank  

2. Creating a climate of inclusion (recognizing differences 
while ensuring that all have an opportunity to 
participate)  

3. Acknowledging that your business culture is defined by 
the stories people tell  

 

What to expect  
¶ Decisionmaking based on Mission and Values 

¶ A new understanding of the way day-to-day operations 
ÁÌÉÇÎ ×ÉÔÈ ÔÈÅ ÂÕÓÉÎÅÓÓȭ ÄÅÅÐÅÒ ÁÓÐÉÒÁÔÉÏÎÓ  

¶ Stakeholders retain the story when they have forgotten 
ȰÔÈÅ ÆÁÃÔÓȱ 

 
How to get started  
1. Identify reasons for being in business beyond profit 

2. Decide what your business could be best at 

3. Ask customers, employees, and suppliers why they think 
your business is different  

 

 

 

 

 

 

Ȱ4ÈÅ -ÉÓÓÉÏÎȟ 6ÉÓÉÏÎȟ 
Values process was right 
ÏÎ ÔÈÅ ÍÏÎÅÙȱ ɀ 
Bedcetera  

 

 

 

 

 

 

 

 

 

 

Ȱ4ÏÍÏÒÒÏ×ȭÓ 7ÏÒËÐÌÁÃÅ 
has helped us to further 
streamline our mission 
and our visions, where 
we want to be and where 
×Å ×ÁÎÔ ÔÏ ÇÏȱ ɀ Full Line 
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Resources 
*ÉÍ #ÏÌÌÉÎȭÓ ÂÏÏËÓ ÐÒÏÖÉÄÅ Á ÆÏÕÎÄÁÔÉÏÎ ÆÏÒ ÔÈÉÓ ×ÏÒËȢ 9ÏÕ ÃÁÎ ÆÉÎÄ ÇÕÉÄÁÎÃÅ ÆÏÒ ÓÅÓÓÉÏÎ ÆÏÒÍÁÔÓ ÏÎ ÈÉÓ 
website www.jimcollins.com under tools:  Ȱ6ÉÓÉÏÎ &ÒÁÍÅ×ÏÒËȱȢ  

Made to Stick: Why Some Ideas Survive and Others Die by Chip Heath and Dan Heath, 2008, Random House 
Publishers: DÅÍÏÎÓÔÒÁÔÅÓ ÈÏ× ÔÏ ÍÁËÅ ÉÄÅÁÓ ȰÓÔÉÃËÙȱȢ  

The Heath ÂÒÏÔÈÅÒÓȭ ÂÌÏÇ (www.heathbrothers.com): Keeps you up-to-date on the way the ideas are being 
used and has free resources.  

The Story Factor: Inspiration, Influence and Persuasion Through the Art of Storytelling by Annette Simmons, 
2007, Perseus Publishing:  EØÐÌÁÉÎÓ ÔÈÅ ÓÉØ ÓÔÏÒÉÅÓ ÙÏÕ ÎÅÅÄ ÔÏ ËÎÏ× ÈÏ× ÔÏ ÔÅÌÌ ÁÎÄ ÏÕÔÌÉÎÅÓ Ȱ3ÔÏÒÙ 4ÈÉÎËÉÎÇ 
as a SkillȢȱ  

Nicky Fried Consulting (www.nickyfried.com/Services.html): Specializes in storytelling in a business. The 
four questions for a developing a story come from her work. 

 

 

 

 

http://www.jimcollins.com/
http://www.heathbrothers.com/
http://www.nickyfried.com/Services.html
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DIVERSITY 

What is Diversity?  
The word Diversity  is used when different perspectives and 
experiences are represented. Often understood as referring 
to ethnic and racial differences, it also includes a broad range 
of qualities and characteristics such as age, gender, sexual 
orientation, religion, disability, family, country of origin, 
language, and level of education.  

 
Why do this? 
The baby boomer generation is reaching retirement while 
the birth rate has declined. This means the workforce will 
only grow through immigration and the inclusion of groups 
that were under-represented in the past, such as people with 
disabilities. As the boomers retire, business will need to 
recruit from groups that may not have filled these roles 
before.  Understanding the role diversity plays in relation to 
your customers, stakeholders, and markets will broaden 
business opportunities. 

 
How it w orks  
We used the Diversity  element from the Culture Section in 
the 360 Assessment.  

We looked at workforce demographics to determine the 
current levels of diversity within the organization in relation 
to the community profile.  We then evaluated responses to 
Questions 13 ɀ 17 on the staff survey (see Appendix 2) to 
determine the presence of characteristics of an inclusive 
workplace. We asked employees to tell us how strongly they 
agreed or disagreed with the following statements which 
describe some key characteristics of an inclusive workplace:  

¶ I feel free to contribute my opinions and state my beliefs.  

¶ Differences are acknowledged.  

¶ We are able to talk about internal and external diversity 
issues.  

¶ Management is committed to working with people of 
diverse backgrounds.  

¶ Company leaders stress the importance of diversity to 
the organization.  

 

 

 

 

 

 

 

 

 

Ȱ7ÅȭÒÅ ÅÎÇÁÇÉÎÇ ËÅÙ 
people in every aspect in 
the organization that we 
probably would never 
have done otherwise. So 
you get a complete vision 
ÔÈÁÔȭÓ ÅÁÓÙ ÔÏ ÇÅÔ ÂÕÙ-in 
from everybody in the 
company from the entry -
level assembler on up to 
ÏÕÒ 60ÓȢȱ ɀ Analytic 
Systems 
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We shared the results with business leaders and employees 
and provided information about how to make the business 
case for diversity in their organization. 

 
Three things that will help you lead these activities  
1. A commitment to fairness  

2. A willingness to learn about differences  

3. Recognition that the intent and the impact of your 
actions may be different  

 

What to expect  
¶ An increased awareness of the different needs and 

experience of individuals  

¶ A better understanding of the opportunities and 
challenges that diversity brings  

¶ A more engaged workforce 

 
How to get started  
1. Recognize diversity within your business: customers, 

staff, and other stakeholders 

2. Build your business case for diversity 

3. Communicate your business case for diversity 

 

 

 

 

 

 

 

 

 

Ȱ/ÒÇÁÎÉÚÁÔÉÏÎÓ ×ÉÔÈ 
greater staff diversity 
will generate more 
ÉÎÎÏÖÁÔÉÖÅ ÉÄÅÁÓȱ ɀ 
Wilson; Tsui & Guter 

 

 

Ȱ4ÈÅ ÐÒÏÊÅÃÔ ÍÁÄÅ ÉÎ-
roads into linking 
broader diversity issues 
to overall business 
ÐÅÒÆÏÒÍÁÎÃÅȱ ɀ Lead for 
Determining Project 
Value 

 

 

Ȱ/ÒÇÁÎÉÚÁÔÉÏÎÓ ×ÉÔÈ 
greater staff diversity 
will be able to tap into 
new markets more 
ÅÆÆÅÃÔÉÖÅÌÙȱ ɀ Wilson; Tsui 
& Guter 
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Resources 
Hiring and Retaining Skilled Immigrants: A Cultural Competence Guide (www.bchrma.org/pdf/itiguide.pdf ): 
Designed for employers, and is the result of a BC Human Resources Management Association project funded by the 
federal and provincial governments.  

S.U.C.C.E.S.S. SEED (Supporting Employers Embracing Diversity) Guide (www.embracingdiversity.ca): The result of a 
SUCCESS project funded by the provincial and federal government. The focus is on resources for employers working with 
diversity.  

The Return on Investment Virtual Guide of Resources (http://www.embracingdiversity.ca/ROItoolkit/index .cfm) is also 
helpful.  

AccessWORKS (www.accessworks.ca/accommodationsOverview.php): A consortium of experts in employment support 
and service, social enterprise and co-op operators, technical and adaptive support service providers, and advocacy and 
resource organizations focused on providing services for those with disabilities, employers, and organizations.  The 
website has information, links to resources, and inspiring success stories. 

Aboriginal Human Resource Council (www.aboriginalHR.com)  

 

 

 

 

http://www.bchrma.org/pdf/itiguide.pdf
http://www.embracingdiversity.ca/
http://www.embracingdiversity.ca/ROItoolkit/index.cfm
http://www.accessworks.ca/accommodationsOverview.php
http://www.aboriginalhr.com/
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3. LIVING IN TOMORRO7ȭ3 7/2+0,!#% 
 

HUMAN RESOURCES 

What  is Human Resources? 
Human Resources (HR) is a disciplined effort to link 
individual employees, teams, workplace communities, and 
internal expertise to the strategic needs and objectives of the 
business.  )Ô ÉÓ ÁÌÓÏ Á ÓÏÕÒÃÅ ÏÆ ȰÂÕÓÉÎÅÓÓ ÍÅÍÏÒÙ.ȱ It retains 
the procedures and systems that help a business adapt and 
maintain high levels of service.  

 
Why do this? 
Your employees power your business.  When the workday 
ends, your greatest asset exits your premises. All that 
remains is a building and equipment.  People are the only 
dynamic asset of an organization and nothing happens 
without people. They hold the intellectual capital of your 
business, and they represent the knowledge, relationships, 
and skills your business requires.  

 
How it works  
 We used the Human Resources Section from the 360 
Assessment. 

The assessment gave us an idea of how individual HR 
activities were aligned with business objectives.  We 
identified gaps and provided recommendations.   

The following items were used to determine HR priorities: 

1. Key business objectives  

2. The fundamental elements of HR:  

ü Ensuring compliance with HR regulatory 
requirements such as employment standards, 
human rights, and workplace safety 

ü Ensuring employees understand what is expected of 
them (job descriptions and  performance goals) 

ü Employee development and skill building 

ü Employee engagement tactics and sharing 
information about the core business 

 

 

 

 

Ȱ4ÈÅ project helped us 
ensure our employees 
ÁÒÅ ÈÁÐÐÙȱ ɀ Full Line 

 

 

 

 

 

 

 

 

Ȱ)ÔȭÓ ÅÁÓÙ ÔÏ ÇÒÏ× ÔÈÅ 
business when people 
want to come to work for 
ÙÏÕȟ ×ÈÅÎ ÙÏÕȭÒÅ 
identified as a workplace 
where people will be 
ÆÕÌÆÉÌÌÅÄȢȱ ɀ Analytic 
Systems 
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3. 4ÈÅ ÂÕÓÉÎÅÓÓȭ (2 ÍÁÔÅÒÉÁÌ ɉÐÏÌÉÃÉÅÓȟ ÐÒÏÃÅÄÕÒÅÓȟ 
compensation structures, performance plans, etc.) 

We found that although HR programs prepare people to 
perform, HR was the least understood element of the 
business.   

For example, one business owner said, Ȱ7Å ÄÏÎȭÔ ÈÁÖÅ ÁÎÙ (2 
ÃÏÎÃÅÒÎÓ ÏÒ ÉÓÓÕÅÓȢȱ He asked that we focus on his business 
issues, including strategic planning, business development, 
and marketing. After one hour of discussion, he commented: 
Ȱit seems that many of our issues are within our (2Ȣȱ   

 

Three things that will help you lead these activities  
1. Understand the value employees bring to your bottom 

line and how this affects productivity. Ensure this is 
demonstrated day-to-day.  

2. Believe that employees have the potential to achieve 
outstanding results and demonstrate this by taking a 
personal interest in their  success.  Communicate with 
your employees and seek their ideas and input on a 
regular basis. 

3. Offer ÅÍÐÌÏÙÅÅÓ ÍÏÒÅ ÔÈÁÎ ȬÊÕÓÔ Á ÊÏÂȭ: give them control 
and authority over some sector of work ɀ people need to 
belong and feel they contribute to business success. 

 
What to expect  

¶ More interest, input, and ideas for business improvement 
from employees   

¶ A framework of people practices that ensures employees 
will be treated fairly  

¶ The ability to source potential employees through 
referrals from your current staff who view the business 
as a great place to work 

 
How to get started  
1. Determine which fundamental elements of HR are in 

place  

2. Identify gaps in fundamental HR practices 

3. Develop action plans to fill identified gaps 

 

 

 

 

 

 

 

 

 

 

Ȱ(2 ÍÁÎÁÇÅÒÓ ÓÈÏÕÌÄ 
focus on developing a 
workplace culture that 
views diversity as a 
ÐÏÓÉÔÉÖÅȱ ɀ Kristensen & 

Markey 
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Resources 
The Conference Board of Canada (www.conferenceboard.ca): Access current information on Canadian HR 
research, strategies, and practices.  

HR Council for Voluntary and Non-Profit Sector (www.hrcouncil.ca): Check out their HR Resource Centre for 
the HR Management Standards, as well as other tools and resources.   

Keeping the People who Keep you in Business by Leigh Branham, 2001, Library of Congress Cataloguing-in-
Publication Data: A practical, straightforward resource for every people manager and HR professional. 
Branham combines research and practices on the critical business imperative ɀ how to really motivate and 
keep your best people. This book includes checklists, questionnaires, and sample action plans.  

 

NOTES: 

 

 

 

 

 

http://www.conferenceboard.ca/
http://www.hrcouncil.ca/
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FINANCE  

What is Finance? 
Finance is more than a financial accounting model. For small 
and medium business, finance means the people, technology, 
policies, and processes that determine tasks and provide 
information for decisions related to the financial resources of 
the business. 

 
Why do this? 
Financial performance is a way for a business to measure an 
aspect of its sustainability, both in the short and long term. It 
deals with the interrelatedness of time, money, and risk.  
There are many measures of effective financial management, 
such as profit, return on assets, and inventory turns ɀ the key 
is to determine which financial measures are most relevant 
for a specific business or industry, and then to monitor these  
on a regular basis. 

 
How it works  
We used the Financial Management  element from the 
Business Systems Section in the 360 Assessment.  This 
included an assessment of each business: 

¶ Balance sheet 

¶ Income statement  

¶ Cash flow statement 

7Å ÃÏÎÄÕÃÔÅÄ Á ÃÏÍÐÒÅÈÅÎÓÉÖÅ ÃÏÍÐÁÒÉÓÏÎ ÏÆ ÔÈÅ ÂÕÓÉÎÅÓÓȭ 
financial performance with industry standards and ratios, so 
that they could see how well they were doing in relation to 
their competitors. Key priorities for action by each company 
were identified and presented to management. 

 
Three things that  will  help you lead these activities  
1. Attention to detail 

2. Ability to set specific goals and measurement criteria 

3. Understanding how time, money, and risk affect each 
other in your business 

 

 

 

 

 

Ȱ&ÉÎÁÎÃÉÁÌ ÏÂÊÅÃÔÉÖÅÓ ÃÁÎ 
differ considerably at 
each stage of a business 
ÌÉÆÅ ÃÙÃÌÅȱ ɀ Kaplan & 
Norton  

 

 

 

 

 

Ȱ 

 

 

 

 

The drivers in the 
financial perspective will 
be customized to the 
individual, the company 
environment, and the 
strategy of the business 
ÕÎÉÔȱ ɀ Kaplan & Norton  
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What to expect  
¶ An industry context for your finances 

¶ Identification of financial targets 

¶ Improved chances for long term financial health 

 

How to get started  
1. Obtain industry standards and ratios 

2. Conduct a financial review 

3. Consider the appropriateness of your current financial systems* 
 

 

 

Resources 
University of Western Sydney, Australia (www.smexcellence.com.au/sme/module/financial/8/61.html ) A 
structured e-learning site that provides in-depth information on small business management. 

Canada One (www.canadaone.com/tools):  Includes an online magazine, a Canadian business directory, 
Canadian specific business resources, a technology centre, and several other promotional tools designed to 
help Canadians grow their businesses. 

*Industry Canada (www.ic.gc.ca/eic/site/ic1.nsf/eng/h_00140.html ):   A Federal government department 
website that contains useful information and tools for business success. Of note is the North American 
Industry Classification System (NAICS) database that contains financial performance indicators by type of 
business.  

http://www.smexcellence.com.au/sme/module/financial/8/61.html
http://www.canadaone.com/tools
http://www.ic.gc.ca/eic/site/ic1.nsf/eng/h_00140.html
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OPERATIONS 

What is Operations?  
Operations management focuses on the internal processes, 
systems, and controls that are used to manage and monitor 
the day-to-day activities of the business.  Operations involve 
enhancing work and information flow to improve your 
ability to deliver products and/or services to your 
customers.   

 
Why do this? 
To improve business performance.   

 
How it works  
We used the Internal Processes element from the Business 
Systems Section in the 360 Assessment.  For the project, this 
included an assessment of each ÂÕÓÉÎÅÓÓȭȡ  

¶ Policy and procedure manuals 

¶ Operational controls and tools 

¶ Roles and tasks of owners and employees 

¶ Organizational chart 

These elements varied tremendously among the businesses 
we worked with. For example, one business had established 
a Lean Manufacturing System for its operations while 
another had no written procedures.  There are many tools 
that can be used to perform an operations review. These 
include: Six Sigma Principles, Lean, Process Reengineering, 
Performance Technology, etc.  

 

Three things that  wil l help you lead these activities  
1. Thorough knowledge of your ÂÕÓÉÎÅÓÓȭ ÏÐÅÒÁÔÉÏÎÓ 

2. Ability to engage team members in investigating the best 
ways to deliver services 

3. Fostering commitment to quality 

 

 

 

 

 

 

Ȱ4ÈÅ ÐÒÏÊÅÃÔ ÐÒÏÖÉÄÅÄ ÔÈÅ 
needed catalyst for the 
ÂÕÓÉÎÅÓÓ ÐÒÏÃÅÓÓȱ ɀ 
Bedcetera  

 

 

 

 

 

 

 

 

 

 

Ȱ-ÁÎÁÇÅÍÅÎÔ 
perspective was really 
lacking.  None of us are 
management trained. We 
are all technical people, 
so the project provided a 
really valuable and 
ÄÉÆÆÅÒÅÎÔ ÐÅÒÓÐÅÃÔÉÖÅȱ ɀ 
HY Engineering 
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What to expect  
¶ Reduced costs of producing products and services 

¶ Increased efficiency 

¶ Potential innovation based on operations skills and knowledge  

 

How to get started  
1. Review current business operations addressing all three levels: the work, the worker, and the 

workplace 

2. Establish desired performance, assess current performance, and identify gaps 

3. Identify root causes of gaps 

 

 

 

Resources 
New South Wales, Australia, Department of Industry and Investment (www.smallbiz.nsw.gov.au): An 
extensive e-learning site that covers many aspects of small business management. 

University of Western Sydney, Australia: (www.smexcellence.com.au/): A structured e-learning site that 
provides in-depth information on small business management. 

Six Sigma: Continual Improvement for Business by William Truscott, 2003, Butterworth-Heinemann Publishers 

  

http://www.smallbiz.nsw.gov.au/
http://www.smexcellence.com.au/
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CUSTOMERS, MARKETING, AND SALES  

What are Customers, Marketing, and Sales? 
For 4ÏÍÏÒÒÏ×ȭÓ 7ÏÒËÐÌÁÃÅ, Customer includes: customer 
satisfaction, retention, acquisition, and profitability.  
Marketing includes all strategies for reaching and retaining 
customers.  Sales reflect customer response to your goods or 
services.  

 
Why do this? 
Customers drive your business; marketing attracts 
customers; and sales measure customer satisfaction and 
market reach.  Being open to and staying up-to-date with  fast 
changing trends, such as social media, will provide the best 
return on investment. 

 
How it works   
We used the Customer Service and Marketing & PR 
elements from the Business Systems Section in the 360 
Assessment.  This involved a review of the marketing and 
sales processes used in each business and any other 
customer-focussed activities. 

The businesses we worked with spanned different sectors 
and had many diverse customers. Each way of marketing 
was unique to its situation. 

Many businesses struggle with securing resources for 
adequate marketing and customer support.  Still, every 
business needs a marketing plan to identify key markets, 
products, distribution channels, sales, and customer service 
strategies. 

Key questions for developing a marketing plan include: 

¶ What do customers experience when they come through 
the door?  

¶ What are they looking for?  

¶ What do they leave with?  

¶ How does the experience compare with that at a 
competing business?  

¶ What is the wow factor that will make the customer 
come back? 

 

 

 

 

 

 

 

 

 

 

Ȱ4ÈÅ ÃÕÓÔÏÍÅÒ 
perspective enables 
companies to align their 
core customer outcome 
measures ɀ satisfaction, 
loyalty, retention, 
acquisition, and 
profitability ɀ to targeted 
customer and market 
ÓÅÇÍÅÎÔÓȱ ɀ Kaplan & 

Norton  










































































