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Checking In 
Where are we at today?
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• Setting the Stage
– Accomplishments
– Future Perspective
– Situational impacts

• Where is HHCH headed?
– Mission, Vision, Values– are we still aligned?
– Learnings from the key informants; external 

influencers

• Wrap up and Plan for Part 2

Topics for Discussion
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Roles of the board

● Setting strategic direction and monitor performance

● Financial and risk oversight

● Stakeholder linkage/engagement

● Self-governance

● Executive Director oversight and support
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Objectives for Workshop Sessions
Consensus HHCH is heading in the right direction

Confirmation that HHCH vision, mission and 
values are still relevant

Consensus  on HHCH strategic priorities and 
approach to refining goals to achieving the 
strategic priorities

Have some fun with planning
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Workshop Ground Rules 
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Top 6 pieces of Advice

Be open to new ideas – dream big

Use the expertise around the table

Be proud of what we have accomplished together

Let’s Be leaders
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Don’t over analyze to the point of not doing 
anything



Celebrate our Successes
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May 12, 2021
Heidi Bonner, Executive Director
Strategic Planning Session

f o r m e r l y H o s p i c e  K i n g - A u r o r a - R i c h m o n d  H i l l

April 2017 to Today

LOOK HOW FAR WE’VE COME!!



Build 

FIVE STRATEGIC PRIORITIES

1. Build Community Awareness

2. Develop & retain professional staff & volunteer team

3. Provide a safe and inviting environment

5. Deliver innovative programs & services at no cost

4. Ensure fiscal viability



Build 

1. Build Community Awareness
Awareness Through Rebranding



LAUNCH OF NEW WEBSITE

1. Build Community Awareness
Awareness Through Rebranding



New promotional materials

1. Build Community Awareness

Awareness Through Rebranding





1. Build Community Awareness

Communicate & educate stakeholders
• Press Releases – opening of new location, volunteer 

recruitment, program announcements, etc.
• Community Presentation – churches, inter-

disciplinary rounds, Rotary Club, Lions Club, 
community wellness events, Seniors organizations, 
hospitals, support groups, Seniors service providers, 
etc.

• Connections with community groups-regional, 
provincial & national

• Social Media – more regular posts on Facebook & 
Instagram – will be working toward formal plan 
Summer 2021 with Canada Summer Jobs Student

• Open House – opening of RH space

Detailed Tracking of Referral
• Alayacare (new client management system 

introduced in 2017) makes this tracking easier –
however it isn’t ideal.

• Consequently, staff adapted a system utilizing 
spreadsheets updated by Intake Coordinator & 
accessible to staff 



2. Develop & retain professional staff & volunteer team

Staff Model Revamp to ensure balance 
of duties, efficiency & excellence
• Staff roles have been continually assessed 

and adjusted based on workload, staff 
availability, etc. 

• FTEs adjusted:  from 3.3FTE in 2017 to 
4.4FTE in 2020

• New roles added: Intake Coordinator, 
Programs Assistant - > Programs 
Coordinator, Bereavement Assistant, Relief 
RN



2. Develop & retain professional staff & volunteer team

Staff Satisfaction
• Professional development – each staff has an allotment for 

professional development

• Flex time implemented

• Job share implemented

• Regular check-ins re. workload

• Hour adjustment provided to accommodate personal 
circumstances

• Staff wellness initiatives – weekly yoga, ongoing, 
aromatherapy kits, sharing of wellness resources, wellness-
focused staff retreat, etc.

• Workspace: issues with privacy/crowded offices – additional 
space rented in Aurora, offices moved

• Lighting adjusted, desks adjusted to provide more comfort

• Connection with Board 

• Staff surveys – not been implemented annually – more 
recently a wellness survey and meeting feedback survey was 
issued. 



2. Develop & retain professional staff & volunteer team

Staff Wellbeing Survey



2. Develop & retain professional staff & volunteer team

Volunteer Satisfaction
• Team of 100+ volunteer

• Volunteers are surveyed annually – 98% satisfaction 
with role

• Volunteer coordinators have changed since 2017

Aundrea > Stephanie > Sandra > Kathy. 

• Kathy is very skilled in Volunteer Management and 
brings new skills to the position.

• Consistent training opportunities have been 
introduced by Sandra 

Volunteer Recognition
• Provincial Awards
• June Callwood Award – HPCO
• Volunteer Week recognition, invitation to Wellness 

classes, Dec Volunteer Dinner/Tea, adapted during 
COVID



3. Provide a safe & inviting environment

Opening of 
Richmond Location



3. Provide a safe & inviting environment

King Program Space
Staying Strong Living Well During Challenging Times

Facilitator Adina Smolcic at “Staying Strong Living Well”



3. Provide a safe & inviting environment

Aurora Space
• Committee formed

• Search began

• Change direction: focus on renovating space

• 2018 Interim measure – rent space from BBBSY for 
large greeting space, multi-purpose space, office 
space for ED, Bookkeeper & Meetings 

Donated art panels



4. Ensure fiscal viability

Targeted & rebranded fundraising materials
• Created as needed depending upon audience & 

donor acknowledgement practices continued

Event planning
• 2017 – Ladybug event, Hike for Hospice
• 2018 – Jitterbug Ball, Tennis Tournament
• 2019 Ladybug
• 2020 – Jitterbug Ball cancelled – appeal created

Explore grant opportunities
• Utilization of Grant Software 

Create corporate outreach plan  deferred
Sponsorship/naming opportunities deferred

Revenue Growth
2017/2018 - $289,241

2018/2019 - $782,670*

2019/2020 - $328,018

2020/2021 - $496,545
*JBB year

Jitterbug Ball Volunteers

Jitterbug Ball 2018



5. Deliver innovative programs & services at no cost

Form Program Review Committee

• Completed in Year 1

1:1 Bereavement Support for Children

• Available through Counselling & Bereavement 
Companioning (Volunteer)

Powerful Tools for Caregivers

• 2 staff members trained – session offered twice 

Enhanced Wellness Programs 

• Volunteers trained in therapeutic touch

• Volunteers trained in Aromatherapy

• Pain management program initiated

Young Carers Program deferred

Spiritual Care Program deferred

Wellness Programs since 2017
Yoga 
Meditation
Movement & Meditation
Mindfulness Based Stress Reduction
Picking up the Pieces
Healing Hike
Food & Digestion
Mindful Meditation
Wellness Wednesday
Healthy Living Now (chronic conditions)

Staying Strong Living Well 
(King)
Striving & Thriving
Qigong
Aromatherapy for Wellbeing
Art Therapy
Book Club
Action for Happiness
1:1 Wellness
+ more



The support  we 
provide…



Grief Busters 
Bereavement Camp

2020 Grief Busters



Day Hospice 
Program



Wellness Wednesday –
Grinch Trees



…Qigong with Andrea is also one of 
my favourite classes. It’s a fun, 
energetic and extremely revitalizing 
class and always entertaining, I really 
enjoy these classes. It’s amazing how 
she can carry a one way conversation 
but engage her audience at the same 
time.



Comfort Care



I was just thinking about tomorrow night and realized how much I looked 
forward to the gatherings in the past.

Thank you to both of you for sharing, guiding and providing helpful 
resources. 

It certainly was very helpful in my process of grieving.
I enjoyed hearing the stories and it was very special of Evert to share his 
poems and journey. Please pass on a thank you to him for us.

Loss During COVID bereavement group participant



Picking Up the Pieces
Vision Board



Tranquil 
Moments Yoga



It has been such a delight to find a brown paper bag on my door step on 
Wednesdays. There has been a couple of weeks that I did not realize that 
it was Wednesday until I saw my two delicious meals.

This service has warmed my heart. I appreciate all the people out there 
that are participating in such a welcomed service as I navigate my grief.\

Thank you to all the volunteers that have been part of this service. It 
almost feels like a nice hug during this time of isolation.
Thank you so much. 

Meal Delivery Client



Volunteer Nurture & Nosh



Grief Busters Participants



Vision
Vision: what you see in the future if your organization succeeds 
in its Mission

– Establishes and maintains a clear direction
– Sense of purpose that everyone can understand 
– Usually far greater than the resources and competencies would 

allow (i.e. audacious)
– Provides a framework for the Mission and Goals
– Vision connects the goals to the values
– Vision Statement should be graphic, directional, feasible and easy 

to communicate
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HHCH Vision Statement 

Exceptional care & compassionate support 
during illness or loss
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Mission

• Mission is the reason the organization exists
• The Mission statement captures the reason/need and 

adds a powerful yet simple statement of what the 
organization is doing to meet the need

• Start with Letter Patent (letters of incorporation)
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HHCH Mission Statement
We provide highly-personalized support, at no 
cost, to those diagnosed with a life-threatening 
illness, family caregivers and those who are 
bereaved. 
Our professional staff and network of dedicated 
volunteers provide our community with innovative 
programs and seamless access to timely 
information.
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Values

Values: deeply held beliefs that guide all 
aspects of the organization, programs and 
decisions
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HHCH OBJECTIVES
• Honour and respect clients and volunteers by ensuring that all 

interactions are conducted with integrity, confidentiality and in 
a non-judgmental manner

• Recruit, train and provide professional support to the volunteers who 
deliver our programs and services.

• Ensure a standard of care that exceeds our clients' needs and 
expectations as well as Hospice Palliative Care Ontario's 
Accreditation standards.

• Maintain the tradition of care without a fee for service.
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HHCH Values

Is this something that would be helpful to have 
in decision making? or recruitment and 
retention of staff and volunteers? 
Is this something that would help distinguish 
you from other hospice programs? 
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Future Perspectives
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Janet Morse
Board Chair, 
Hill House Hospice
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Fireside Chat – Where is Hospice Care 
Heading? 

Michelle Hambly
Executive Director, 
Hill House Hospice



Hill House 
Hospice

Fireside Chat with Hope House

2021-05-13



hill house hospice

• Strong core values and trusted model of care
• 3-bed hospice 
• Community support with over 23 years of experience  
• Passionate and caring team
• Active and dedicated Board
• Collaborative approach
• Growing volunteer base
• Strong positive culture
• Strong brand in Richmond Hill/York Region

More about the history
The Hill family home was donated by the City of Richmond Hill 
for use as a residential hospice. Ann Gold RN was the founder 
of Hill House Hospice in June 1998. Hill House Hospice is York 

Regions first residential hospice. Our house is a 3-bedroom 
bungalow decorated with love and care. In addition to the 
bedrooms, it also includes a fully equipped kitchen and a large 
living and dining room. A fully finished basement with a family 
room and children's play area. The beautiful gardens and 
landscaping are maintained by Richmond Hill Garden 
and Horticulture Society, and The City of Richmond Hill. Hill 
House is staffed by nurses, personal support workers who 
provide 24-hour care. Volunteers provide invaluable support to 
our staff, residents, and families. This allows family members to 
live in our house and be with their family member in the last 
stages of illness. Hill House supports and cares for those who are 
in the process of dying and wish to do so in a home like 
setting. Hill House is a remarkable place filled with laughter, 
tears, and a loyal caring team of professionals and volunteers.

2021-05-13



strengthening 
the system 

articulated in the environmental scan

2021-05-13

Integrated and 
coordinated system of 
palliative care

Palliative care 
education within 
interdisciplinary teams

Greater use of 
technology

Psychosocial aspects of 
care and caregiver 
supports

Adapting to different 
cultural needs Advance care planning

Policy frameworks to 
support an integrated 
system

Research for program 
evaluation and quality 
improvement



Hill House’s Move 
Forward Plan  

Consensus Board decision to expand 
both in scope and scale

– Scale 
• increase in residential bed 

capacity
– Scope 

• meet the needs of the 
community through 
expansion of the model of 
care and integration of care

We would love to look at how we can 
help support each other grow 

2021-05-13



BREAK – 10 mins
Stretch



Areas of Focus from Interviews

Partnership, integration, collaboration opportunities

Growth – define it carefully; diversity; new cultural 
communities

Redefining how HHCH raises funds

COVID-19 – lingering impacts, what to keep doing and 
what to change
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Volunteer Re- Engagement



What have we learned so far?
Each group will have 15 minutes; assign a spokesperson; 
assign a scribe; scribes- prepare notes in the word 
document- bullet form is fine and return to Sandra & Brenda
 Group 1 

What are the key learnings from our informants and  
influencers?

 Group 2
What are the “big hills” we have to tackle in the next 12 months; 

24 months; 36 months?
 Group 3

What are our biggest risks over the next 12 months; 24 months; 
36 months?
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Guiding Star – Do we need one?
Ultimate Goal 
Articulate and visualize a desired new future state. 
(Imagine a city/community where…)

Provide specific changes and the desired ultimate 
impact

A ten year or more  view
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Guiding Stars/ BHAGs Examples
• President Kennedy’s 1961 declaration: “This nation should commit itself to achieving the 

goal, before this decade is out, of landing a man on the moon and returning him safely.” Of 
course, this national commitment resulted in the historic moon landing in 1969.

• Walmart: in 1990 to “become a $125 billion company by the year 2000”

• Google: “Organize the world’s information.”

• Tesla: “To accelerate the world’s transition to sustainable energy.”

• Microsoft: “A computer on every desk and in every home.”

• Michelle Obama is dedicated to solving the challenge of childhood obesity within a 
generation so that children born today will grow up healthier and able to pursue their 
dreams.
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Homework items

• Describe your Guiding Star for HHCH by 
completing these sentences: 
– Imagine communities where…….
– In ten years we will……..
– We can be world class………..

Please return your homework assignment to Sandra 
by May 18th
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Wrap up

56
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