	
	
	



	
	
	



The Salvation Army
[Corps Name & Community Ministries]
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OPERATING RESOURCE TEMPLATE
January 2021

THE SALVATION ARMY
[Corps Name & Community Ministries]
Guidance: These templates are provided to assist you as you develop the mandatory policies and procedures for your existing programs/services. Throughout this document, guidance and sample information is given as highlighted text – add or delete what reflects your location.
The Salvation Army Canada and Bermuda Territory Mission Statement
The Salvation Army exists to share the love of Jesus Christ, meet human needs and be a transforming influence in the communities of our world.
Local Mission Statement (If applicable)
Local mission statement requirements (accreditation standard 1.2.1):
· include a link to the territorial mission statement
· define the end result of the ministry, not the means
· align with the values of The Salvation Army in Canada and Bermuda
· Approved by DHQ
Samples can be provided if required
The Salvation Army Canada and Bermuda Territory Vision Statement
We are an innovative partner,
mobilized to share hope wherever there is hardship,
building communities that are just and know the love of Jesus.

The Salvation Army Canada and Bermuda Territory Values
Hope: We give hope through the power of the gospel of Jesus Christ.
Service: We reach out to support others without discrimination.
Dignity: We respect and value each other, recognizing everyone’s worth.
Stewardship: We responsibly manage the resources entrusted to us.

Program Goals and Objectives
· To fulfill our mission to support ___________________
· To provide ____________
· To provide emergency assistance and basic services to individuals and families in need
· To serve as a gateway to other support services in the community by providing referrals

Community Engagement is not a program; it’s a way of life! It’s about building relationships with people in community and doing it in the context of The Salvation Army’s Mission Statement; sharing the love of Christ, meeting human need, and being a transforming influence in the communities of our world. We read in scripture of the incarnational way in which Jesus practiced community engagement. “The word became flesh and blood and moved into the neighbourhood.” John 1:14 (The Message). We are to be the hands and feet in our community.
Collaborative or Integrated Ministry is how we facilitate mission through creating meaningful programs and services in recognizing the needs, challenges, gifts and abilities of those who live in our community. We seek to bring together all the Salvation Army resources together and collaborate with other service agencies to integrate our ministry to people.
Relationship to the Corps:
[This diagram helps to illustrate how Salvation Army corps through activities and programs can be central in the community and vice versa. There are multiple inlets and outlets that can intersect at various levels. Whatever the corps setting or community expression you have, the possibilities are limitless.]
[image: ]
[Customize the diagram above to reflect your local programs and services]

Strategic Plan
[Include a copy of the corps strategic plan which indicates how Community and Family Services is part of community engagement within the corps. Please take advantage of this opportunity to reflect and to evaluate program outcomes in determination of future programming/cessation of current programming. Example of a strategic planning model to assist you in the process is the SWOT Analysis Tool or other.]
Please see the document below for assistance with strategic planning processes.


Assessment Tools and Process
To determine the effectiveness of the program several assessment tools and processes will be implemented which will include but not limited to:
· Monthly Staff Meetings
· Monthly Statistical Reports
· participant/community surveys
· Program participant progress measurements
Evaluating Programs:
The intent is to use this information to ensure that the Community & Family Services program is providing quality and necessary services to the community.
Suggested Trainings for Community and Family Service Officers, Staff and Volunteers:
· Compassion Fatigue Training	
· Nonviolent Conflict Resolution or Intervention Training – Verbal Judo
· Suicide Prevention Training – SAFE TALK or ASIST
· Harassment Training
· Cultural Sensitivity or Diversity Awareness Trainings
· WHIMIS Certification
· Food Handlers Certification
· First Aid/CPR Certification
· Armatus Training (internal online training for abuse prevention)
· Motivational Interviewing Training
· Personal Boundaries
· Mental Health First Aid
· Critical Incident Stress Management (CISM) Training
· Any other required training, please consult Divisional Employee Relations for guidance
Talk to your Divisional Director of Employee Relations or Area Commander for other helpful, local and internal trainings. Trainings could be cost free within your community, so search the internet for local available resources.
Organizational Chart – Sample

Brief Description of Our Programs and Services
Sample Programs:
Adult Programs:
· Cooking Classes
· ESL Conversation Group
Children & Youth Programs:
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2 | Page
· Back to School / Backpack Program
· Breakfast Program
· Summer Camp / Day Camp Programs
· After School Program
· Sunday 
· School/Pioneer Club

Sample Services:
· Pathway of Hope 
· Food Bank: Food hampers are given to people in need. Hamper size is based on the size of the family. Hampers are designed to provide up to 2 days of food
· Clothing, furniture and household goods; people may receive a voucher to our Salvation Army thrift store
· Christmas Assistance – Hamper or Toy Program
· Rent/Hydro Assistance
· Spiritual Care
Assistance & Services SAMPLE:
Admission Criteria and Procedure
· During first visit meet with the applicant(s) in the designated intake space, which is quiet and private; however, allows for some visibility of others and the ability to contact someone quickly
· In a dignified manner, identify the applicant’s immediate need(s)
· Identify the boundaries of the catchment area you serve, providing referral if there is a more suitable location. Always provide some form of assistance regardless of catchment
· Provide the applicant with an overview of the services available and determine what will be provided
· Applicants should provide identification for each member receiving assistance (at first visit only or when family constellation changes)
· Applicants should provide proof of address (at first visit only or when address changes)
· Review the Privacy and Consent Document allowing The Salvation Army to collect and share information gathered with the applicant (see Link2Feed software). Answer any questions they may have and request they sign. If the applicant is unwilling to sign provide services as an anonymous client
· Provide referral or recommendation to see the Pathway of Hope caseworker or a spiritual care representative, as appropriate
Community Partnerships:
	Organization
	Type of Organization
	Primary Contact

	XYZ Neighbourhood Organization
	Newcomer Services
	Jane Doe
555-555-5555
jdoe@xyz.org

	ABC Housing Services
	Emergency and Transitional Housing Supports
	John Smith
555-555-5555
jsmith@abc.org

	
	
	

	
	
	



Volunteer Opportunities:
· Students from a recognized post-secondary education facility may serve a practicum/internship providing they are able to obtain and maintain the required security clearances
· Volunteers will be required to complete an application for clearance to work with children & youth and vulnerable adults – see Territorial Abuse Policy and Abuse Prevention Policy Manual
Volunteers are used for the following programs - sample:
· Pathway of Hope: social coordinator, 1:1 mentor, spiritual care representative
· Food Bank: pantry sorting and stocking
· Christmas Assistance: food sorting and packing, toy sorting and distribution, filling hampers
· Emergency Response: team members, food provision
· Cooking Classes: teaching cooking classes
· Back to School: fill backpacks with school supplies
· After School: assisting team lead
· Breakfast: assisting team lead
* For more information on volunteer services please follow the instructions below to the Territorial Volunteer Manual or contact the Communications Department at THQ.
saDashboard → Manuals→ Territorial→ Public Relations and Development→ Territorial Volunteer Manual
Client Rights – A SAMPLE POSTER IS INCLUDED – APPENDIX A
Client Rights are to be posted in service delivery areas:
· The right to prompt and courteous treatment
· The right to be treated with dignity and respect
· The right to access services in a clean, safe, and professional environment
· The right to obtain information on the services and programs available
· The right to have questions and concerns addressed in a prompt and respectful manner
· The right to a complaint, grievance, and appeal process
· The right to provide input on policies and services
· The right to request and receive information on spiritual care services
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	Program Description

	
	
	
	Date

	
	Community and Family Services
	Effective
	

	
	Programs and Services
	Revised
	

	
	Pathway of Hope
	Reviewed
	


[Please customize with your local information]
PATHWAY OF HOPE
Program Description:
Pathway of Hope is a high impact strengths-based case management approach to providing targeted services to people with a desire to take action to break the cycle of crisis and vulnerability. It focuses on identifying and addressing root cause issues for people living in poverty, and intensive individualized supports are offered for participants to achieve short and long term goals. Pathway of Hope is a social services expression of community engagement and provides a way in which we intentionally build relationships with people and strengthen our communities.
Intended Program Outcomes:
· Increased stability and hope experienced by participants
· Reduction in the number of barriers faced by participants
· The achievement of self-determined goals by participants
· Decrease in usage of emergency services (less recidivism)
· More effective use of community resources
· Positive intergenerational impact (increased economic sufficiency)
Outcome Evaluation:
· Bi-weekly case conferences will take place to discuss care plans, goal progression and any barriers or other concerns.
· Program evaluation will take place through an annual Participant Survey to assess their experience and determine further needs for future program development. 
· Exit Surveys are also conducted upon the successful completion of Pathway of Hope.
· Reports can also be run on a periodic basis (as required) to measure the above listed outcomes on the Link2Feed platform.
Procedure:
Personnel working in community ministries are to continuously work to identify prospective Pathway of Hope participants. Pathway of Hope should be presented in a relational way giving consideration to both personal readiness and the practical aspects of involvement. Traditional recruitment instruments such as brochures and posters may also be used.
Pathway of Hope supports the mission of The Salvation Army through intentional integration of both casework and spiritual care. Each step of the process is supported with tools for use in service delivery with participants. Specific procedures can be obtained from the following:
· The Pathway of Hope Canada and Bermuda Training Manual 
· The Pathway of Hope Canada and Bermuda Client Tools Manual 
· The Pathway of Hope Canada and Bermuda Spiritual Care Guide 
The ministry unit employs a team approach in the delivery of Pathway of Hope. This team includes a caseworker, spiritual care representative, and other support team members. In addition, the ministry unit regularly involves the division and THQ Pathway of Hope Regional Coordinator to ensure ethical and mission delivery of services.


Signature: Corps Officer/Community and Family Services Officer
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	Program Description
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[Please customize with your local information]
FOOD BANK SERVICES
Program Description:
The Salvation Army Corps Name will provide through the Community Services a range of assistance services, which provide a local response to the needs of individuals and families and reflects the mission statement. 
The Salvation Army is often the place of “last resort” for those in need. It is intended that our services will assist the individual/family with food provision for 2 days to relieve the individual/family of the immediate emergency and hope to start building a relationship to further assist with their needs.
Intended Program Outcome:
· Clients immediate food provision needs are met
· Clients are connected/referred to other services, as needed
· Partnerships developed and/or enhanced with local organizations through relevant referrals
· Any other required evaluation outcomes by funders/contractual organizations
· Include any requirements from funders/contractual organizations
Outcome Evaluation:
· Reports will be run on a quarterly basis to assess how Food Bank clients have been assisted beyond immediate food provision. 
· Include what referrals have been made or how a further relationship has been established.
· Any client who has accessed Food Bank 3 months consecutively will be approached for their need or desire for further resources/case management.
· Program evaluation will take place through an annual Participant Survey to assess their experience and determine further needs for future program development.
Intake Procedures:
· Indicate when the Food Bank will be open: Days and hours of operation
· Include how appointments are to be made or if you operate on a first come first served basis.
· Information needs to be documented in the Link2Feed including; 
· client name, address, # family members
· documentation supporting the financial need for assistance
· date of assistance, type of assistance given


Amount of assistance given:
· Itemize what quantity of assistance will be given based on the size of family to be served
· Itemize what will be given in an average food hamper
How food is distributed:
· 
Appendix:
Please list any agreements or contracts untertaken, and upload onto the relevant database.

Signature: Corps Officer/Community and Family Services Officer


	
[image: ]
	Program Description
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	Rent/Hydro Assistance
	Reviewed
	


[Please customize with your local information]
RENT / HYDRO ASSISTANCE PROGRAM
Program Description:
This program gives assistance to people in the event that they are in need of additional funds to pay for these basic necessities. This program is to help the client out of emergency situations when rent is overdue, or the hydro is to be disconnected. This program is in partnership with the region/county assistance program.
Intended Program Outcomes:
· Clients immediate needs related to hydro/rent assistance are met
· Clients connected/referred to other services as necessary 
· Parternships developed and/or enhanced through relevant referrals
· Include any requirements from funders/contractual organizations

Outcome Evaluation:
· Program evaluation will take place through an annual participant survey and brief “exit interviews” in order to determine the level of impact and examine what additional supports clients participating in this program received and to provide opportunity to access other services.
· Program review will take place once every three years and identify any trends amongst those accessing these resources in order to adjust services and determine program efficacy.
Procedure:
· Clients may only apply for this assistance once per year.
· To qualify for this assistance clients must produce the following information: ______
· The monetary assistance is paid directly to the landlord or the hydro company.
· Any repeat requests for assistance will be reviewed and evaluated for further support/case mangement/referalls.
Appendix:
Please list any agreements or contracts untertaken, and upload onto the relevant database.

Signature: Corps Officer/Community and Family Services Officer
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	Program Description
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[Please customize with your local information]
CHRISTMAS ASSISTANCE
Program Description:
The Salvation Army – Corps Name Ministries conducts several special Community Services related initiatives during the Christmas Season. 
The Salvation Army is often faced with greater seasonal needs by families during this period of time. Special endeavours during the Christmas period include assisting the clients and their family with resources for the Christmas season and celebration.
Intended Program Outcomes:
· Assisted clients with their immediate needs, related to Christmas assistance
· Provided referrals to other services, as needed
· Partnerships with local schools and organizations are developed and/or enhanced through relevant referrals
· Include any requirements from funders/contractual organizations
Outcome Evaluation:
· Program evaluation will take place annually, through participant surveys and reviewing administrative data, in order to determine the level of impact and examine what additional supports clients participating in this program received.
· Program review will take place once every three years and identify any trends amongst those accessing these resources in order to adjust services and determine program efficacy.
Procedure:
Christmas Hampers/Christmas Toys
1) In August/September review file notes from previous Christmas work 
2) Christmas Assistance staff will be hired
3) A location to house the Christmas hamper/toy program will be found (if not in existing location)
4) Ensure phone lines and internet are set up (if not in existing location)
5) Letters are sent out to the local schools for food drives
6) Dates for registration are decided
7) The bulk of the hampers are made from donated food from the general public, schools and businesses / or given a voucher in the amount of: ___single, ___family
8) The hampers are big enough for Christmas dinner and the week surrounding Christmas and my include items such as …
9) We purchase some food as needed for the hampers working within the budget, in accordance with the number of hampers we need to fill
10) Applicants will be required to sign a declaration that they have not applied for Christmas assistance elsewhere. If it is found the family has received or applied for assistance at another agency they may be disqualified from receiving assistance from The Salvation Army
11) Hampers are given out as close to Christmas Eve as possible (or state weekly dates)
Appendix:
Please list any agreements or contracts untertaken, and upload onto the relevant database.

Signature: Corps Officer/Community and Family Services Officer
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	Program Description
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[Please customize with your local information]
COOKING CLASSES
Program Description:
Cooking classes will be offered in six-week sessions three times per year to teach cooking/baking skills, in accordance to all relevant public health guidelines. These classes also provide instruction on menu planning and budgeting. Cooking classes support participants to discover creative uses and preparation methods of food received from the food bank or other sources. The cooking classes will teach basic cooking/baking skills to the participants to assist them in basic provision for their family. It is also hoped that the participants will gain confidence in their abilities and themselves. This will also provide social interaction for the participants. If the participants are new immigrants, this will also introduce them to some of the foods available in their new community.
Intended Program Outcomes:
· Gained basic cooking/baking skills
· Increased confidence in abilities to cook/bake
· Increased confidence in themselves
· Received referral(s) to other services/programs, as necessary
· Relationship building with program staff and other program participants
· Include any requirements from funders/contractual organizations
Outcome Evaluation:
· Program evaluation will take place through Participant Survey’s upon the conclusion of each iteration, to assess their qualitative experience, outcomes achieved and any areas for program development.
· Program review will take place once every three years and identify any trends amongst those accessing these resources in order to adjust services and determine program efficacy.
Procedure:
Registration will be limited to 8 participants.
Time and space will be booked with the corps office.
We will be respectful of the common space in our building and leave the area clean and tidy.
Appendix:
Please list any agreements or contracts untertaken, and upload onto the relevant database.

Signature: Corps Officer/Community and Family Services Officer
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	Program Description
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[Please customize with your local information]
BACK TO SCHOOL PROGRAM
Program Description:
This program offers school supplies to children at the beginning of the school year who would otherwise not have the necessary tools for the classroom. To equip the children with back to school supplies for qualifying families. The program is for children entering grades ___
Intended Program Outcomes:
To equip children with the necessary supplies to begin a new school year with confidence.
· Families and children have their needs related to school supplies met
· Families and children referred/connected to other services/programs, as needed
· Partnerships with local schools and local organizations are developed and/or enhanced
· Include any requirements from funders/contractual organizations
Outcome Evaluation:
· Program evaluation will take place annually, through recipient surveys conducted following the program or upon reciept of the school supplies,  in order to determine the level of impact by examining what additional supports clients participating in this program received. Program review will take place once every three years and identify any trends amongst those accessing these resources in order to adjust services and determine program efficacy.
· As part of the program review, surveys will be distributed to local schools and partnered organizations to gather impact and feedback information, if applicable.
Procedure:
· Identify any other agencies providing these services to determine which schools are not supported in order to support those with no alternative means. (i.e. United Way)
· Clients may register their children for this program beginning July __
· To qualify for this program client must provide the following documentation; __________________________________
· Supplies to be included in the backpack will include:
· Order supplies that will be included in the backpacks
· Backpacks can be picked up at our office between August __ and __
Appendix:
Please list any agreements or contracts untertaken, and upload onto the relevant database.
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	Program Description
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[Please customize with your local information]
SUMMER CAMP PROGRAM
Program Description:
This program offers children the opportunity to participate in our summer camp program run by the division. The camp experience is to share the love of Jesus to children while enjoying the outdoors in our camping program, providing a summer holiday to children who might not otherwise have the opportunity. Recreational activities, as well as Biblical teaching will develop social interaction with the children, building their self-efficacy.
Intended Program Outcomes:
· Campers learned about the love of Jesus
· Campers enjoyed their outdoor camping experience
· Campers built relationships with others
· Campers built self-efficacy 
· Families referred to other services/programs, as needed
· X% of children to be integrated into the holistic ministry of The Salvation Army.
Outcome Evaluation:
· Program evaluation will take place through follow up from Corps and an annual ‘End of Camp’ Participant Survey to assess their qualitative experience, outcomes achieved and determine any areas of integration into corps activities.
· Follow up to camp participants will take place within 1-3 months following camp to develop and maintain relationships.
· Program review will take place once every three years and identify any trends amongst those accessing these services in order to adjust services and determine program efficacy.
Procedure:
· Registration will begin during the month of March
· Determination of how fees are structured, whether a subsidy will be provided and to what amount.
· Transportation will be arranged by C&FS for the children to and from the camp. All volunteers must have a vulnerable sector check done by local law enforcement, in addition to Armatus training.
· Information will be sent to the client with further information about the camp, dates, transportation and emergency contact
· After the camp, the program coordinator will make further contact with the families
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	Program Description
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	Revised
	

	
	Day Camp Program
	Reviewed
	


[Please customize with your local information]
DAY CAMP PROGRAM
Program Description:
This program offers children the opportunity to participate in our summer camp program run by the corps. The camp experience is to provide recreational activities, as well as Biblical teaching, that will develop positive interaction with children.
Intended Program Outcomes:
· Campers learned about the love of Jesus
· Campers enjoyed their camping experience
· Campers built relationships with others
· Campers built self-efficacy 
· Families referred to other services/programs, as needed
Outcome Evaluation:
· Program evaluation will take place through an annual Participant Survey to assess their qualitative experience, outcomes achieved and determine any areas of integration into corps activities. 
· Follow-up by our corps will be done at the end of camp with the families to develop further relationship with the client within a 1-3month period.
· Program review will take place once every three years and identify any trends amongst those accessing these services in order to adjust services and determine program efficacy.
Procedure:
· Registration will begin during the month of March
· Information will be sent to the client with further information about the camp, dates, and emergency contact.
· All volunteers must have a vulnerable sector check done by local law enforcement, in addition to Armatus training.
· After the camp, the program coordinator will make further contact with the families within 1-3 months after camp conclusion.


Signature: Corps Officer/Community and Family Services Officer
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	Program Description
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	Reviewed
	


[Please customize with your local information]
KIDS CLUB / AFTER SCHOOL PROGRAM
Program Description:
Children between grades 1-4 are welcome to attend.
This program is held in our corps building on Tuesday between 3:45 and 5:00.
We provide a homework area and offer activities and snacks for the children.
Intended Program Outcomes:
· Children experience a fun environment
· Children receive help with homework
· Children experience a safe environment
· Children develop friendships with other children
· Families are referred/connected to other services/programs, as needed
· Families are connected and welcomed in the Corps
· Include any requirements from funders/contractual organizations
Outcome Evaluation:
· Program evaluation will take place through an annual Participant and/or Caregiver Survey to assess their qualitative experience, outcomes achieved and any areas for program development.
· Program review will take place once every three years and identify any trends amongst those accessing these services in order to adjust services and determine program efficacy.
Procedure:
· All volunteers must have a vulnerable sector check done by local law enforcement, in addition to Armatus training.



Signature: Corps Officer/Community and Family Services Officer
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	Program Description
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	Community and Family Services
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	Programs & Services 
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	Reviewed
	


[Please customize with your local information]
BREAKFAST / LUNCH PROGRAM
Program Description:
This is a feeding program that is offered in partnership with a local school. 
Children in the school are welcome to take advantage of this program. 
The meal is provided to children who would arrive at school without having had a meal prepared for them at home.
Intended Program Outcomes:
· Students receive a nutritious meal at the start of the day
· Students feel safe and welcome at the school/corps building
· Partnerships developed/enhanced with schools and/or local organizations
· Include any requirements from funders/contractual organizations
Outcome Evaluation:
· Program evaluation will take place through an annual Participant Survey at the end of the school year to assess their qualitative experience, outcomes achieved and any areas for program development.
· Program review will take place once every three years and identify any trends amongst those accessing these services in order to adjust services and determine program efficacy.
Procedure:
Include:
· Which days are included and times
· What food is offered
· Where the food is prepared
· Where and how the food is served
· Food guide
· Budget information
· Sign-in record for all in attendance (for the protection of all)
· All volunteers must have a vulnerable sector check done by local law enforcement, in addition to Armatus training.
Appendix:
Please list any agreements or contracts untertaken, and upload onto the relevant database.
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	Program Description

	
	
	
	Date

	
	Community and Family Services
	Effective
	

	
	Programs & Services
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	Reviewed
	


[Please customize with your local information]
ESL CONVERSATION GROUP
Program Description:
· To assist those learning English and to provide them a safe and encouraging place to practice conversing in English. This group is not meant to include teaching English lessons, rather using English in everyday context.
Intended Program Outcomes:
· To foster the development of relationships and a sense of community through conversation
· Participants experience a safe space to practice conversing in English
· Participants learn and are oriented to the English language
· Participants referred/connected to other services/programs, as needed
Outcome Evaluation:
· Program evaluation will take place through an annual Participant Survey to assess their qualitative experience, outcomes achieved and any areas for program development.
· Program review will take place once every three years and identify any trends amongst those accessing these services in order to adjust services and determine program efficacy.
Procedure:
· Various media tools are used including local newspapers, television news broadcasts.
· Having pot-luck dinners during special occasions to recognize local and traditional customs.
· Have the occasional cooking class for teaching purposes as well as building community.



Signature: Corps Officer/Community and Family Services Officer
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	Program Description
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	Community Meal
	Reviewed
	


[Please customize with your local information]
COMMUNITY MEAL
Program Description:
A community meal is provided to individuals and families each Thursday from 5:00 – 6:30pm. Community meals provides nutritious meals in an environment that creates a sense of dignity for the clients. This will also help families socialize with others and help build community. Community meals provide an opportunity for our church congregation to be involved in practical service.
Intended Program Outcomes:
· Participants receive a nutritious meal 
· Participants are referred/connected to other services/programs, as needed
· Participants become connected with the church and a sense of community is built
· Include any requirements from funders/contractual organizations
Outcome Evaluation:
· Program evaluation will take place through an annual Participant Survey to assess their qualitative experience, outcomes achieved and any areas for program development.
· Program review will take place once every three years and identify any trends amongst those accessing these services in order to adjust services and determine program efficacy.
Procedure:
· Identify your target group for the community meal
· Establish a team of volunteers to participate in this program
· Team activities could include: Menu planning/shopping, food preparation, set-up, hospitality, and clean-up.
· At least one member of the food preparation team must have the Food Safe certificate.
· If a cost is associated with the meal, correct handling of funds must be observed.
Appendix:
Please list any agreements or contracts untertaken, and upload onto the relevant database.



Signature: Corps Officer/Community and Family Services Officer
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	Program Description
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[Please customize with your local information]
SPIRITUAL & RELIGIOUS CARE
Program Description:
· Spiritual & Religious Care will be organized as an integral part of the programs and services provided by this ministry unit
· Officers, Employees and Volunteers will be committed to the mission of The Salvation Army when it comes to being a transforming influence in our community
Intended Program Outcome:
· An increase in attendance at Worship, Bible Studies and other Spiritually focused activities
· Participants are referred/connected to the Corps’ church service and other services/programs as needed
· Engaging with clients to determine whether they are open to discussing spiritual matters and following up appropriately.
Outcome Evaluation:
· Program evaluation will take place annually through examination of attendance at above mentioned activities and annual surveys to assess the qualitative experience of participants, outcomes achieved and any areas for further development.
· Program review will take place once every three years and identify any trends amongst those accessing these resources in order to adjust services and determine areas for growth.
Procedure:
· Officers, Employees and Volunteers will understand and promote the mission by being aware of what Spiritual services are offered within The Salvation Army in this community
· A list of services offered will be available to everyone who enters the building by way of a poster, brochure or pamphlet so to identify Worship services and spiritual care offered by The Salvation Army in this community. 
· Examples:
· Spiritual Care:
· Counseling
· Bible Studies
· Sunday Morning Worship
· Bible Reading/Devotionals in programs such as:
· Mom’s & Tot’s
· Sports
· Women’s Ministries
· Community Meals/Soup Kitchen

· Brochures/Pamphlets can be shared in the following way
· Hampers/Food Bank
· Handed out at Thrift Store or CFS
· Posted on Walls



Signature: Corps Officer/Community and Family Services Officer
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	Program Description
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	Connections with Local Churches and Faith Communities
	Reviewed
	


[Please customize with your local information]
CONNECTIONS WITH LOCAL CHURCHES AND FAITH COMMUNITIES
Service Description:
· It is the responsibility of the Corps Officer/Executive Director to provide spiritual care for those in their respective programs.
· Corps Officer/Program Director will have knowledge of and connections with local Churches and Faith communities.
· Corps Officer/Program Director will have available a list of other Churches and Faith communities within their neighbourhood if someone should inquire.
· Properly facilitate the meeting of spiritual needs of our participants/clients by providing current information on local spiritual care providers from other local churches and faith communities in the neighbourhood.
Intended Service Outcome:
· Existing partnerships with local churches and faith communities are maintained/strengthened
· New partnerships with local churches and faith communities are developed
Outcome Evaluation:
· Evaluation will take place through an annual mapping exercise to identify and evaluate the strength of connections to other local churches and faith communities and identify any areas for further development.
· Surveys/brief phone interviews will be distributed to other local churches and faith communities to gather feedback and input on strengths and areas for further development.  
· Reports can be generated on Link2Feed to identify the number of referrals made and referral sources in the reporting period.
Procedure:
· Because spiritual and religious care is an important aspect of the ministry here and caring for all people with dignity and respect is our goal:
· The Spiritual Care component will be reflected in the planning, decision-making, and policy creation that affects all members and areas of the program.
· Where applicable client rights will be posted in a prominent place.


Signature: Corps Officer/ Community and Family Services Officer
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[Use this template to include additional program descriptions]
NAME OF PROGRAM
Program/Service Description:

Intended Program/Service Outcomes:
· Include any requirements from funders/contractual organizations

Outcome Evaluation:
· Include any requirements from funders/contractual organizations

Procedure:
· 
Appendix:
Please list any agreements or contracts untertaken, and upload onto the relevant database.


Signature: Corps Officer/Community and Family Services Officer
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	Policy & Procedure

	
	
	
	Date

	
	Community and Family Services
	Effective
	

	
	Employee Relations
	Revised
	

	
	Employee Handbook
	Reviewed
	


[Please customize with your local information]
EMPLOYEE HANDBOOK
[The handbook is to be consistent with the Territorial Employee Relations Procedures Manual. It should be tailored to, and representative of, the context of the ministry unit. It should be reviewed annually. Before you issue your customized employee handbook it is required to be approved by DHQ ER.]
[To access the Territorial Employee Relations Procedures Manual, follow these steps.
	saDashboard →Employee Relations Procedures icon
or - 	saDashboard → Manuals → Territorial → Personnel → Employee Relations Procedures]
[The Employee Handbook included below is a THQ approved sample for your reference. Again, this document should be customized so that it relates specifically to your local requirements.]


Policies and procedures shall be available to all staff and shall include as a minimum the following:
· territorial and local mission and values statements
· program descriptions
· criminal record checks
· position descriptions
· hiring and termination
· training and orientation
· performance management and review
· expense reimbursement (including services)
· confidentiality
· health and safety
· benefits and vacation
· sick leave / medical absence
· Code of Ethics for Social Services Personnel
· Workplace Harassment, Discrimination, and Violence Prevention Policy (HR 06.002)
· Territorial Abuse Policy and Abuse Prevention Policy Manual
· Armatus abuse prevention training modules
· Statement of Applicant to Work with Children and Youth and Vulnerable Adults (Territorial Abuse Prevention Resource Manual)
· Whistleblower Policy (GV 01.008)
· Code of Conduct (GV 01.002)
All new employees and volunteers are required to carefully read the Policy & Procedure manual, the Employee Handbook, and sign a form indicating this has been completed.
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	Policy & Procedure

	
	
	
	Date

	
	Community and Family Services
	Effective
	

	
	Policy – Food 
	Revised
	

	
	
	Reviewed
	


[Please customize with your local information]
FOOD 
Policy:
Donated foods may be accepted by this Ministry Unit. All foods purchased or donated should be inspected and correctly stored in accordance with provincial health guidelines. 
Procedure:
Frozen foods must be priority and should be inspected for thawing, open packages or damage. After the full order has been received and inspected the frozen food must be put away first. Frozen food must remain frozen, held a temperature of -18°C (0°F) or lower.
Fresh meats should be inspected for proper temperature (below 4°C / 40°F), open or damaged packages and have been inspected by the relevant government authority. Uninspected meat or wild game must not be accepted.  The fresh meat should then be placed in the fridge on lower shelves and stored below cooked meats.
All fresh and frozen foods must be received from premises with a valid Food Handling Permit, to ensure the proper handling of the food before it is received (ie. has not been previously thawed and frozen). Potentially hazardous foods such as dairy products should be inspected next and put away in refrigerator. At this time the older products should be moved in front of or above the newer product. FIRST IN FIRST OUT. (FIFO).  Eggs must not be leaking, cracked or visibly dirty.
Dry and canned goods should be inspected, look for ripped or broken containers, bulging cans, rust, leaks, severe dents, cans without labels, home processed items or signs of insects and rodents. If putting the goods away practice FIFO.
Donated ready-to-eat cooked foods (i.e. from a restaurant) may be distributed if the product is not left over from a patron’s table, the product has been maintained below 4°C / 40°F  or above 60°C (140°F), has been protected from contamination, and the product has been received from a premises with a valid Food Handling Permit.  If food is received hot, it should be immediately refrigerated and rapidly chilled to 4°C (40°F) or lower within 2 hours of receipt.
Remember to practice:
· Inspecting the food before putting it away
· Rotating the stock to use older products first (FIFO)
· Checking for clean delivery trucks
· Checking for safe temperatures of food
· Checking for signs of insects and rodents
· Putting away food quickly in this order: frozen, fresh, canned and dry goods
· Keeping food items and chemicals separate
· Writing the days date on boxes to allow for better rotation
All food items are the property of The Salvation Army. Any employee or volunteer found to have taken food without written permission from the management will be subject to disciplinary action.
Appendix:
Please list any agreements or contracts untertaken, and upload onto the relevant database.

Signature: Corps Officer/Community and Family Services Officer
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	Policy & Procedure

	
	
	
	Date

	
	Community and Family Services
	Effective
	

	
	Policy – Kitchen Operations
	Revised
	

	
	
	Reviewed
	


[Please customize with your local information]
KITCHEN OPERATIONS
Policy:
The Ministry Unit will have at a minimum, one member of staff, per shift, who is currently Food Handler Certified.
Kitchen workers and volunteers will be trained and follow Food Handling guidelines on personal health and safety requirements, the appropriate handling and storage of foods, cooking and disposing of all foods, re-heating and defrosting, cross contamination, food temperatures and all other related safety requirements. 
Procedure:
Management will determine the appropriate person to maintain a current Food Handlers Certification which will be listed in their job description.
The trained personnel will provide basic training and supervision to all kitchen workers on an ongoing basis.
The trained personnel will ensure the kitchen is maintaining all required food and personnel health and safety requirements.
The following list is a guide of training that must be given to all kitchen workers (but not limited to just these listed):
· Refrigerator/Freezer temperatures 
· Thawing foods
· Re-heating foods
· Cooling of foods
· Personal Hygiene
· Cross contamination
· Cooking temperatures/procedures
· Hot holding temperatures
· Chemical storage
· Knife storage
All food items are the property of The Salvation Army. Any employee or volunteer found to have taken food without written permission from the management will be subject to disciplinary action.
Appendix:
Please list any agreements or contracts untertaken, and upload onto the relevant database.

Signature: Corps Officer/Community and Family Services Officer
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	Date

	
	Community and Family Services
	Effective
	

	
	Policy – Non-Discrimination
	Revised
	

	
	
	Reviewed
	


[Please customize with your local information]
NON-DISCRIMINATION
Policy:
The Salvation Army is committed to an environment free of discrimination for all people. All people have the right to be treated with dignity and respect. The Salvation Army will not itself discriminate, and we will not tolerate discrimination by or against employees, volunteers, students, clients/participants, corps members, or community members on the protected grounds of race, colour, religion or creed, sex, gender, age, disability, national origin, language, political belief, criminal record, pregnancy, marital or family status, sexual orientation, or any other prohibited grounds under applicable Human Rights Legislation.
Procedure:
· All people engaged with The Salvation Army are expected to promote and support an environment free of discrimination.
· Incidents of discrimination of any kind are to be reported to appropriate personnel immediately. Personnel should first contact their supervisor or manager. Personnel should contact divisional employee relations department if further guidance or assistance is required. Frivolous or vindictive accusations will not be tolerated.
· Contact emergency services (dial 911 or local number) where immediate intervention and assistance is required, and a supervisor is unavailable.
· Management has a responsibility to respond immediately to stop incidents that undermine this policy, whether or not there has been a complaint. An investigation process may also be required.
· Opportunities for education, awareness, and training should be made available to meet operational needs.



Signature: Corps Officer/Community and Family Services Officer

	[image: ]
	Policy & Procedure

	
	
	
	Date

	
	Community and Family Services
	Effective
	

	
	Policy – Threat to Personal Safety
	Revised
	

	
	
	Reviewed
	


[Please customize with your local information]
Threat to Personal Safety
Policy:
Where one person has reason to believe another person may pose a risk to their immediate safety. This may involve verbal abuse or the threat of a physical attack.
Procedure:
· Staff are encouraged not to have discussions or meetings with individuals either alone or in a closed office or other closed or confined space 
· Maintain a proper and safe distance from individuals who have the potential of being a threat to your personal safety
· Have a predetermined backup route for escape in the event of an immediate threat to your personal safety
· Call 911 if the danger is life threatening
· If life threatening, use the fire alarms to alert others in the facility
· Stay calm and wait for direction from the police
· Make a written report of all threatening incidences, verbal and/or physical



Signature: Corps Officer/Community and Family Services Officer
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	Policy & Procedure

	
	
	
	Date

	
	Community and Family Services
	Effective
	

	
	Policy – Providing Services Outside the Ministry Unit
	Revised
	

	
	
	Reviewed
	


[Please customize with your local information]
PROVIDING SERVICES OUTSIDE THE MINISTRY UNIT
Policy:
[Name of Ministry Unit] provides accompaniment support for participants in connecting with community services, and also engages in home visiting. The intention is to improve community integration and quality of life. This policy sets the framework for supporting the safety of both team members and participants. Staff are expected to use judgment and assess and minimize risk when providing services out in the community.
[Name of Ministry Unit] does not assume any responsibility for loss of property or injury to anyone riding in a vehicle operated by personnel or volunteers. Personnel are encouraged to use a program vehicle rather than a personal vehicle when available (PY 07.001 Commercial Vehicle Operation). Reference the Commercial Vehicle Operation policy for more information.
Procedure:
Check-In Procedure – Mobile Personnel
· Prior to venturing into the community, the staff person communicates the following information to their supervisor:
a) Where they are going
b) The name of the participant they are accompanying or visiting
c) What time the staff person will check back in with the supervisor
· When staff have plans to be out in the community for the full day, they share their plans with their Supervisor at the beginning of the work day, including the names of the participants they are accompanying or visiting and where they are going to be at various times.
· The staff person contacts their Supervisor throughout the day to confirm any significant changes in plans.
· The staff person contacts their Supervisor immediately before entering and immediately after leaving a new or unfamiliar place or a challenging situation.
· The staff person takes steps to keep safe, including bringing another [Name of Ministry Unit] staff member along or a staff member from a partner agency who is part of the participant’s “circle of care.” Members in the participant’s “circle of care” have received written consent from the participant to share information relating to the participant’s case plan with each other.
· Consider the Threat to Personal Safety Policy, as applicable.
· [bookmark: _1.2._Admit_the]The staff person follows up with their Supervisor at the end of their shift to report arriving safely back.

Check-In Procedure – Supervisor
The Supervisor responsible for overseeing the work of personnel who travel out to the community to work with participants are responsible for ensuring the following information is available and up to date:
· The [Name of Ministry Unit] vehicles schedule (when applicable).
· Personnel contact information (including cell phone and home phone numbers).
· The make, model, colour, and licence plate information for the personal vehicles of personnel and volunteers who use their personal vehicles to meet with participants in the community.
· Emergency contact information for personnel and volunteers.
If the person does not check in as expected, the on-duty supervisor calls the person’s cell phone:
· If the person does not respond to the call to their cell phone, the supervisor calls the person’s home phone number. If there is still no answer, the supervisor calls the emergency contact person’s number.
· If the team member has not been located using these methods, the supervisor calls the police to report the situation. The supervisor reports the information regarding the vehicle the person is driving (when applicable).



Signature: Corps Officer/Community and Family Services Officer
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	Policy & Procedure

	
	
	
	Date

	
	Community and Family Services
	Effective
	

	
	Policy – Vehicles & Drivers
	Revised
	

	
	
	Reviewed
	


[Please customize with your local information]
VEHICLES AND DRIVERS
Policy:
The ministry unit vehicles should be well maintained and only those authorized, approved and legally able to drive a vehicle should be allowed to do so.
Procedure:
· Driver abstracts are to be obtained before any driver drives any vehicle owned or operated by The Salvation Army. These abstracts can be obtained from any local ministry of transportation office or if in Ontario from the Fleet Administration office at THQ
· Copies of the driver abstract and license should be kept in the personnel file
· Ministry unit vehicle keys will be kept in a locked file cabinet, locked drawer or the safe
· A designated person will safeguard the vehicle keys and the driver will sign the keys out as needed
· Drivers are to complete a daily vehicle inspection on the vehicle they will be using. This is entered in the form of an Inspection Log. Drivers will perform a circle-check of the vehicle
· Drivers are to complete an official daily drivers log noting their start and finish time as well as on duty – non driving hours
· Drivers must adhere to the rules of the road set out in their provincial legislation. For example, speeding, inspections, communicative devises etc.
· Vehicles will be washed internally and externally on a monthly basis. All trash will be removed daily by the driver responsible for using the vehicle
· Territorial Operating Policy for commercial vehicles (PY 07.001) should be followed for all officers, staff and volunteers before they are allowed to operate a commercial vehicle
· Drivers are to report all accidents to Cunningham Lindsey (1-800-235-8784) or their provincial insurers within 24 hours of accident. They are also required to provide a written account to their supervisor with a copy to the Fleet Administration at THQ within 24 hours 
· There is no tolerance for drinking or drug use while driving a program vehicle



Signature: Corps Officer/Community and Family Services Officer
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	Policy & Procedure

	
	
	
	Date

	
	Community and Family Services
	Effective
	

	
	Policy – Health & Safety
	Revised
	

	
	
	Reviewed
	


[Please customize with your local information]
Health & Safety
Policy:
To ensure that all personnel, staff, volunteers and clients/participants are kept safe from hazardous materials, or equipment, building/facility infrastructure, internal/external factors that could present a danger. TSA's standards and applicable provincial acts and regulations for health and safety of workers, visitors, suppliers and clients will be maintained.
Procedure:
· Ensure WHMIS guidelines are readily available to all staff
· All staff must receive appropriate level of WHMIS training and all other mandatory health and safety training (see the Territorial Employee Relations Manual for guidance).
· The ministry unit will comply with all applicable provincial occupational health and safety legislation
· Workplace hazards should be identified and procedures in place to eliminate or minimize risk of injury
· Staff will be appropriately assigned to ensure WHMIS guidelines are upheld, job descriptions will reflect these tasks



Signature: Corps Officer/Community and Family Services Officer
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	Policy & Procedure

	
	
	
	Date

	
	Community and Family Services
	Effective
	

	
	Policy – Emergency Plan
	Revised
	

	
	
	Reviewed
	


[Please customize with your local information]
Emergency Plan
Policy:
An emergency is defined as an event that extensively disrupts or destroys infrastructure, services, or scheduled activities. The event can be from internal sources (loss of heat) or external sources (power outage). Examples include, but are not limited to:
· Fire
· Flood
· Gas leak
· Prolonged power outage
· Loss of heat
· Hazardous chemical spill
· Bomb threat
· Extreme weather conditions
· Crime/Threat
A hazard is defined as any incident from which human life and property must be protected (chemical spill). A disaster is usually an event that is widespread and has the potential to affect human life and property on a large scale (tornado, hurricane).
Procedure:
All employees are to be trained in evacuation procedures during the first month of hire. Emergency Evacuation (Fire) Drills are to be conducted regularly. The responsibility for this will be rotated amongst the staff in order to provide hands on experience to each staff person.
General Emergency Response:
If an emergency occurs, react in a calm manner and use common sense.
· Call 911 and report the emergency
· Once help arrives, follow the instruction of emergency services 
· Make a general announcement over the PA system (if available) 
· If the emergency occurs near you, check for injuries – you and others (tend to your own well-being first). Provide first aid if you are trained to do so until help arrives
· Check for damage using a flashlight. Do not light matches or candles or turn on electrical switches. Check for fires and other hazards
· Sniff for gas leaks. If you smell gas or suspect a leak, get everyone outside quickly
· For facility evacuation, the assembly area is the parking lot. For long term displacement, assembly points will be determined, depending on availability and the location of the disaster


Specific Emergencies:
Building Collapse/Significant Structural Damage
· Remain calm and leave the building as soon as it is safe to do so
· If leaving is not possible, protect yourself by getting under a table or counter and curl up with hands covering your head. Stay in this position until help arrives
· Cover mouth and nose with a cloth or piece of clothing to protect from dust and debris
· Remain as still as possible to avoid disturbing dust and debris
· Use flashlights only. Do not use anything with an open flame
· Tap on walls or pipes to alert people to your location. Shout as a last resort
· Wait for help to arrive
External Flood
· If able, turn off all electricity and gas valves
· Remain indoors and move objects away from the flooded floors/area 
· Stay out of and away from flooded area and areas that could flood
· Move all persons to higher ground
Internal Flood
· Move all persons out of the area
· If possible, turn off sources of water
· Stay away from power sources – outlets, etc.
· Do not walk through flowing water. If you walk in standing water, use a pole or stick to ensure secure footing
Bomb Threat
The bomb threat procedure should be initiated immediately when there is a reasonable cause to believe a bomb or explosive device may be located anywhere in the vicinity of Evangeline Residence.
· If a suspicious article is found, immediately notify management of the location and description. Do not touch the object. Evacuate all people from immediate area
· Evacuate the building and proceed to the designated Assembly Point
· The staff person that first became aware of the need for services is to call 911 
· If onsite, the Director, or other management person, is responsible for greeting the Emergency Response Unit. 
Hazardous Materials Accident
External
· Stay upwind of the spill area. Watch where you walk
· Leave the accident area and keep others away from the area. Do not attempt to clean up the chemical spill 
· Listen to authorities and follow their instructions


Internal
· If a corrosive or toxic chemical comes in contact with skin, immediately flush the affected area with water for at least 15 minutes, then as soon as possible call 911 and notify management
· Do not attempt to clean up a chemical spill unless you are trained and have the proper protective equipment
· Evacuate the area when there is possible danger of harmful or flammable vapors. Notify others in your immediate area to evacuate. Initiate the fire alarm when necessary
· To increase ventilation to the affected area, call HVAC (Environmental Services). If possible, control access to the spill-affected area by closing doors
· Check those involved for adverse medical symptoms (shortness of breath, fainting, etc.) and request immediate medical attention as appropriate by calling 911
· Evacuees should remain in the designated safe area until the person in charge indicates that it is safe to return to the affected area
Blizzard/Ice Storm
· Check with your supervisor regarding hours of operation
· In the case of power outage use flashlights only – DO NOT USE ANYTHING WITH AN OPEN FLAME
Power Outage/Failure
· Remain where you are, listen for, and follow instructions
· Turn down the thermostat to a minimum and turn off all electrical appliances, electrical equipment and tools to prevent injury, damage to equipment and building
· If necessary, use flashlights. DO NOT USE ANYTHING WITH AN OPEN FLAME OR THAT REQUIRES GAS. DO NOT USE CHARCOAL OR GAS BARBECUES, CAMPING OR HEATING EQUIPMENT OR HOME GENERATORS INDOORS
· If instructed to evacuate, move cautiously to the nearest exit and proceed to the assembly area (parking lot) and wait there
Earthquake
Structural Damage
· Remain calm
· DROP, COVER & HOLD
· Stay inside and stay away from windows and doorways, hanging objects, filing cabinets, bookcases, electrical appliances and outlets
· Be prepared for an after shock
· Seek shelter under large desks, counters
· Protect your head and neck
· Stay out of vehicles
· Stay away from power sources, downed power lines, electrical wires
Structural Collapse
· Leave the building if possible, only after debris has stopped falling and move to assembly area (parking lot) and wait there
· Be prepared for after shocks
· Listen for and follow evacuation orders from authorities and follow their instructions
· Do not move seriously injured persons unless they are in danger
· Open doors carefully
· Watch for falling objects
· Do not use matches or anything with an open flame – this includes cigarette lighters
Tornado
· Go to the basement immediately. Lie flat or crouch on the floor in an inner hallway away from windows and doors
· Wait for instructions from authorities and follow their instructions
Building Break-in
· Call 911 immediately to report a suspected break-in. Inform them of the area where you suspect someone is trying to break into the building.
· Do not leave the building to investigate. Wait for help.
· If an intruder is in the building, do not confront them. Move to a safe location
· Follow the instructions of emergency personnel
· Complete a full incident report of the event
Fire 
· Call 911 immediately and report the fire
· If the fire is small, use a fire extinguisher to put out the flames
· If necessary, activate the fire alarm 
· Call 911 immediately and report the fire
· Alert all persons, staff and participants/clients
· Evacuate the building and gather all staff and participants/clients at the assembly point
· Perform a head count 
· Do not return into the facility until the Fire Department gives the all clear to return
First Aid/CPR
· Only staff or volunteers that are currently certified should assist other staff or participants/clients with basic first aid. The Good Samaritan law – to the extent of their training/certification
· Call 911 if medical condition is more than basic first aid and if CPR is needed 
· Certified staff and volunteers should perform lifesaving procedures (but not outside of the scope of their training) until professional medical help arrives

Appendix:
Please list any agreements or contracts untertaken, and upload onto the relevant database.


Signature: Corps Officer/Community and Family Services Officer
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	Policy & Procedure

	
	
	
	Date

	
	Community and Family Services
	Effective
	

	
	Policy – 
	Revised
	

	
	
	Reviewed
	


[Use this template to include additional policies and procedures]
POLICY TITLE

Policy:

Procedure:

Appendix:
Please list any agreements or contracts untertaken, and upload onto the relevant database.



Signature: Corps Officer/Community and Family Services Officer
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	Policy & Procedure

	
	
	
	Date

	
	Thrift Store
	Effective
	

	
	Thrift Store
	Revised
	

	
	
	Reviewed
	


[Please customize with your local information]
THRIFT STORE
Policies and procedures shall be available to all staff and shall include as a minimum the following:
· Fire / evacuation / disaster plan
· Health and safety
· Process for selection, training and use of volunteers
· Process for training staff and evaluating their performance
· Relationships (contractual / formal) with other social service / corps within The Salvation Army and the community
· Non-discrimination of service to the public
· Donated goods / Gift-in-Kind / Food
· Donated goods cannot be given to staff or volunteers as gifts or payment for services
· Customer service and education
· Store operations / hours / staffing
· Dress Code
· Clean, inviting and friendly atmosphere
· Easy access for all including persons with disabilities
· Attractive window displays and merchandising
· Secure space for administrative tasks
· Personal safety for staff and customers
· Theft – internal and external
· Staff discounts
· Staff purchase procedure 
· Return policy
· C&FS voucher policy for corps
· C&FS voucher policy for NRO
In developing policies and procedures there should be cross-reference made with Territorial Operating Policies, the Territorial Employee Relations Procedures Manual, the Territorial Finance Manual, any other territorial and divisional manuals, and applicable legislation.
The following items are to be specially reflected in local policy and available to all personnel and volunteers:
Corporations
· GV 01.008 – Whistleblower Policy
· GV 01.002 – Code of Conduct
Automobiles
· PY 07.001 - Commercial Vehicle Operating
Employees
· HR 01.001 – Employee Relations
· HR 02.003 – Sick Leave - Employees
· HR 02.003 – Vacation Policy – Employees
· HR 05.001 – Education and Training 
· HR 04.003 – Overtime – Employees
· HR 10.001 – Termination – Employees
· HR 11.002 – Employment Contracts
· Employee Relations Procedures Manual 11.3 – Employee Extended Benefits While on Medically Approved Absence 
· Employee Relations Procedures Manual 3.01 – Safe Operating Procedures
Retired Officers
· HR 09.024 - Post Retirement Service - Officers 
· HR 11.003 - Hiring Retired Officers 
Officer Personnel – Miscellaneous
· HR 09.009 - Employment of Former Officers 
Policy and Procedure
· HR 11.004 - Relatives Employment 
· HR 11.001 - Criminal Record Check 
· HR 06.002 - Workplace Harassment, Discrimination, and Violence Prevention Policy 
· GV 01.004 - Accessibility and Customer Service 
Expenditure Approvals
· FN 07.001 – Delegation of Authority – Contracts, Agreements, and Other Legal Documents
· FN 01.002 – Delegation of Authority – Goods and Services
· FN 07.003 – Delegation of Authority – Property Purchase, Constructions Repairs, Leases, etc.
· FN 06.001 – Expenditure and Payment Policy
· FN 06.002 – Staff Expense Policy
Insurance
· PY 04.006 - Furnishings and Equipment Inventories 
Finance
· TFM 6004 – Petty Cash
· TFM 6009 - Revenue
· GV 02.002 – Fraud, Theft, and Misappropriation
· TFM Section 3 – Payroll
· TFM Section 8 – Treasury and Banking
· TFM 8006 – Point of Sales (POS) Terminals
Other
· Territorial Abuse Policy and Abuse Prevention Policy Manual 
· Territorial Computer Access Policy (IT Support Library in IT Manual, Section 6)



___________________________________________________
Signature: Corps Officer/Community and Family Services Officer

[Operating Resource Template – Appendix A]
CLIENT RIGHTS:

· The right to prompt and courteous treatment
· The right to be treated with dignity and respect 
· The right to access services in a clean, safe, and professional environment
· The right to obtain information on the services and programs available 
· The right to have questions and concerns addressed in a prompt and respectful manner
· The right to a complaint, grievance, and appeal process
· The right to provide input on policies and services
· The right to request and receive information on spiritual care services
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“A man’s mind plans his way,  
but the Lord directs his steps and makes them sure.” 
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This booklet is dedicated to all those who provide services 
to alleviate human suffering and enhance healing and 
restoration of the body, mind, and spirit as a practical 
example of Jesus Christ's healing ministry. 


 
 
 
The idea for this booklet was perceived as some of the struggles individuals where having 
with the whole idea of strategic planning.  The first version of this booklet focused only 
on long term care facilities.  The revised booklet, making it more generic and “user 
friendly” in  a wide range of settings. 
 
We wishes to thank all individuals who have helped to shape this final document.   
 
 
 
 
 
 
 
Anyone interested in learning more about strategic planning or wanting some information 
about a workshop, please contact: 
 


The Salvation Army 
Canada and Bermuda 


Territorial Headquarters 
Social Services Department 


2 Overlea Blvd. 
Toronto, ON 


M4H 1P4 
 


phone: 416-425-2111, Ext. 2326   fax: 416-422-6221   
e-mail: THQ_social_services@can.salvationarmy.org 


 
� 1996, The Salvation Army Canada and Bermuda Territory
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Where there is no vision, the people perish. 


Proverbs 29:18   


 


Fear not the future.  God is already there. 
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"Would you tell me, please, which way I ought to go from here?" asked 


Alice. 


That depends a good deal on where you want to get to," said the Cat. 


"I don't much care where ---," said Alice. 


"Then it doesn't matter which way you go," said the Cat. 


"So long as I get somewhere," Alice added as an explanation. 


"Oh, you're sure to do that," said the Cat, "if you only walk long enough." 


 
Familiar lines from Lewis Carroll’s “Alice in Wonderland”.  Alice didn't care where she 
was going -- what about you?  Do you know where your corps or social services centre is 
heading?  Do your centre's1 members have a clear sense that their activities reflect where 
the centre would like to be in the future?  If you're like Alice and don't really care where 
you go, then reading this booklet will not be helpful, BUT if you want to make sure the 


                                                           
1  The term "centre" is used throughout this booklet for reading ease, it refers to any Salvation Army corps 
or social services program/facility. 
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road the centre is travelling down is leading the centre to its destiny -- its future --, then 
read on. 
Which of these questions are important to your centre? 


� Why does the centre exist?  What is its mission? 
� Where does the centre want to be in five -- ten years? 
� What kind of centre should it be? 
� What are the community needs?  Which community needs can the centre meet as 


part of its mission and vision? 
� How does the centre relate to the external church and/or the social services system 


of which it is part? 
� How is the centre affected by the external church and/or the social services system 


of which it is part? 
� Where is the centre going to focus its attention (e.g. programs and services2) to 


meet community needs?  
� Who are some of potential internal and external partners and what are some of the 


potential linkages the centre should be exploring and developing? 
 
These are important questions that should be addressed by all centres on a regular basis.  
Using a model or framework to answer these questions can make it easier and result in 
planning that is mission focused, realistic, and user friendly. 
 
 


Planned change is conscious, intentional, collaborative 


effort, empowered by the Holy Spirit, to improve the life 


and ministry of the centre through the use of valid 


knowledge. 


 
 
This booklet describes a planning model that  


� is based on mission and vision; 
� is practical; and  
�  is easy to use.   


                                                           
2  The term "services" in this booklet means broadly defined services or programs.  It is not  referring to 
individual worship services. 
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Part one provides an introduction and key points about a strategic planning process.  Part 
two contains a strategic planning model including suggestions for each step.  The model 
is not a short cut to planning but it will encourage individuals and groups to think and 
plan strategically about who they are and where they are going as an organization.  
 
 Strategic Planning will assist any centre that needs to: 


� establish directions and priorities for programs and services 
� review and understand the community and congregational needs 
� develop a logical basis for future decision making and resource allocation 
 strengthen partnerships 
� understand the implications of the changing environment 
� improve the centre's performance 
� prepare for, and participate in, regional planning 


 
It has been designed as a guide for corps and social services centres in the Canada and 
Bermuda Territory and uses language and examples reflecting its target audience.  
However, the basic principles and steps can be applied to any organization, program, or 
group committed to planning strategically.  
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Today, most centres operate in an environment driven by change over which they have 
little or no control.  Erratic, sudden changes can threaten the survival of a centre and 
affect its activities in unexpected ways.  Turbulence not only presents threats and risks to 
a centre, it also offers opportunities and challenges.  It is important that centre leaders 
develop the skills to see and understand the implications of the changes which will affect 
the way the centre worships and ministers to its congregation and community under the 
guidance of the Holy Spirit. 


 


Strategic Planning is necessary if a corps/centre expects to be 


viable and continue to meet the needs of the community.   


Strategic Planning will not protect the status quo but it will 


result in a plan that will allow the corps/centre to move 


forward in fulfilling its mission and vision. 
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Planning is an important part of any organization wanting to be viable for the future.  If 
we accept that change is constant, then developing a systematic approach for handling 
change in a constructive and helpful manner would be beneficial.  Many planning tools 
are developed with this objective in mind but lack clear concepts, or are too complex and 
complicated to be used effectively.  The strategic planning model presented in this 
booklet involves a relatively simple 5 step process that focuses on:  
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Planning strategically means making 


decisions based on mission and vision 


 
Strategic planning is not the same as operational planning in that it has a different focus.  
Operational planning is what is done on a daily, monthly, or annual basis and looks at 
activities, programs, and budgets.  Strategic planning is reviewing, planning and 
implementing decisions based on the mission and vision of the centre and provides the 
direction and purpose for the operational planning.  Planning strategically can make the 
assessment, development, and implementation phases of operational planning more 
effective.  Operational planning with no overall sense of purpose or understanding of 
current conditions, or vision of what the centre wants to become, can prove to be fruitless 
and even counterproductive.  The important principle which should guide all operational 
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planning is that daily decisions and annual budgets should be developed in order to move 
the centre towards achieving its mission and vision. 


 
 


The journey of 1000 miles begins with a single step. 


     -Chinese proverb 
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Is strategic planning what your centre needs?  Are key personnel within the centre ready 
to undertake the task?  A quick mental check-up will help to indicate the centre’s 
personnel willingness and ability to do some serious planning. 
 
� Are the questions outlined in part one of the introduction important and relevant to 


the centre? 
� Is there recognition by most or all of the key personnel within the centre that a 


planning process is required?  (Key personnel in a corps include local leaders 
members, Corps Council members; in a social services centre - senior management 
team, Community Council;  in both - the informal leaders of the organizations)  


� Are the key players willing to commit the necessary time and other resources to 
establish the process and keep it on track? 


� Are the key personnel willing and able to provide leadership to the planning 
process?    


� Is there sufficient capability in key corps members/centre staff members to begin and 
carry through with the process? 


� Is teamwork and cooperation present among key players? 
 
If you answer "no" to any of the above, it is recommended that effort be directed towards 
turning the "no" into a "yes" before a strategic planning process is started.3  However, if 
you can answer "yes" to the above questions, the centre is likely in a reasonable and 


                                                           
3 This booklet does not discuss turning “no” into “yes”.  There are many excellent leadership and team 
building resources available.  Contact the Social Services Department or DHQ for more information. 
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"ready" position to undertake a strategic planning process.  What will help to make the 
planning process successful and achieve meaningful results? 
 


� Planning to plan 
� Getting others involved and motivated 
� Educating and communicating 
� Being open and flexible 
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There is a need to establish a planning process that involves the development of a 
Strategic Planning 'work schedule'. The ‘work schedule’ will be specific to the needs of 
the centre and will be influenced by both internal and external factors.  Items to include in 
the work schedule plan should be:  


� individuals involved - internal and external stakeholders  
- e.g., project coordinator/facilitator, task force groups/committees 


� major steps to be undertaken and tasks to be assigned  
� time span for the strategic planning process  
� educational sessions 
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The Strategic Planning process requires a significant investment of time, energy, and 
human resources.  To be effective, commitment from the top is essential; yet this is not a 
project for the Corps Officer or Executive Director alone!  It should be seen as an 
organizational wide project with individuals from all levels and sections involved in 
some aspect of the process. The outcome will affect every corps member and/or staff 
member; thus getting input from all levels will increase the effectiveness and ownership 
of the process and plan. By involving those affected by the plan, an organization-wide 
understanding and commitment to the strategic planning process will result in 
"ownership" by participation.   
 


No involvement - No commitment! 
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An effective way to motivate members is by using a team work approach. Setting up 
committees or task forces to complete the various tasks will spread the workload around.  
Setting up a planning committee responsible for the overall process and then sub-
committees or individuals for various parts of the process is a popular way to approach 
the task.  Often representative members from the Corps leaders and Corps Council, or the 
centre’s Community/Advisory Council and senior management team form the core of the 
planning committee.  It is strongly recommended that organizers get representation from 
all areas/sections of the centre.  Look for some of the informal or natural leaders or the 
individuals who are showing leadership potential.  The informal leaders can often provide 
good motivation for all members and potential leaders can be given opportunity to 
develop some leadership skills. 
 
An effective planning process must also involve external stakeholders.  It is vital to know 
who the key external stakeholders are in your area of ministry and involve as many of 
them as possible in various ways in the planning process. 
 
 


Consider what involvement the following individuals will have in the 


various steps of the planning process: 


� Board/Council members 


� Senior management/managers 


� Program/service staff 


� Soldiers/Adherents 


� DHQ/THQ Staff 


� Other Salvation Army Corps/Centre members 


� Other agencies, organizations and institutions  


� Government/funding sources 


� Clients 


� Referring organizations (those referring clients to you and those 


 that you refer clients to) 


� Neighbours/General Public (those who may use your services or 


 programs in the future, those who may oppose your plans) 


� Any others relevant to your area of ministry 
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There is a need to provide adequate learning opportunities for individuals involved in the 
strategic planning process.   Many of the concepts and principles of strategic planning are 
not new, but the framework in which they are presented may be new for some 
individuals.  In addition, bringing those involved to a understanding of the strategic 
planning model your organization is using will be beneficial.  A common knowledge and 
language base (e.g., definitions), is important, especially if key individuals have had some 
experience with strategic planning before.  (A suggested glossary is found in Appendix 
A).  Educational resources are available through a variety of sources including, local 
libraries, management consulting firms, Divisional Headquarters and the Social Services 
Department at Territorial Headquarters. 
 
 


Make sure all participants are using the same language.  


individuals from various backgrounds may have different meaning 


for the same term.  Take time at the beginning of the process to 


clarify the definitions of key words and concepts. 


 


 


Part of the focus of the initial meeting with those most involved in the planning process 
(e.g., Planning Committee, subcommittees) should be to discuss attitudes, expectations, 
and learning needs.  For some, the whole concept of strategic planning may be a 
frightening and overwhelming experience.  Feelings may be expressed:  


� "no time for that kind of stuff",   


� “what has this got to do with saving souls?” 


� "too busy with day to day things",  


� “what’s the point of planning, the government funding dictates what we do or 


don’t do”  


� "we don't need it, we are doing fine",  


� "that's the administrator's/corps officer’s job, not mine",   
� "I have no knowledge of this type of stuff - I cannot add anything".   


 
These feelings need to be acknowledged and turned into opportunities and building 
blocks rather than stumbling blocks. 
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As the analysis process is started and information is collected, some of the strengths, 
weakness, opportunities and threats to an organization will begin to emerge.  Individuals 
need to be allowed to think about and express some of the possible positive and negative 
outcomes early in the process, e.g. resources may be redistributed as a result of the 
planning process.  Early dialogue on some of the potential outcomes will provide some 
preliminary reaction to changes and new directions that may result.  Early discussion will 
assist the centre  


� in the ongoing development of the plan; 
� in beginning to explore areas for future expansion;  
� in ‘red flagging’ areas that may require additional discussions; and   
� in development of communications and community/public relations plans. 


 


To increase ownership you will want to get as many individuals involved in the process 
as possible. Not everyone will want direct involvement, nor, it is always possible to have 
everyone involved however it is important to keep both internal and external stakeholders 
informed about what is going on.  Bulletins, newsletters, poster boards, letters, “townhall 
meetings” are various ways to keep people informed of the process.  Asking for feedback 
along the way is also beneficial.  Feedback opens up opportunity for all to provide their 
opinion on areas of importance or concern to them, especially for those not directly 
involved. 


 


 


Allow flexibility to readily adapt to the changing environment. 
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The strategic planning process typically is undertaken to cope with changes happening in 
the internal and external environment.  Since change is ongoing the strategic planning 
process needs to be flexible.  There are no absolutes in strategic planning, no ‘right’ or 
‘wrong’ ways for planning. The process must adapt itself to the changing environment of 
the times.  Even the best effort at designing a ‘work schedule’ and time table may require 
modification because of changing circumstances.   Remember, a change which at first 
may appear to be negative, may in fact lead to more opportunities and challenges!   
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It is also important to allow adequate time for the process.  Setting a realistic overall time 
frame for the planning process and taking into consideration local conditions and 
circumstances (e.g. type and amount of information to be gathered, involvement of 
outside agencies -- government), helps to keep the process on track.  Completing the plan 
before implementing the plan is also vital!  It is equally significant to realize that setting a 
time frame does not mean that once the plan is complete the process is finished.  Strategic 
planning is a process that should be ongoing.  In actual fact, the process is as important as 
the plan -- maybe even more important because the process will encourage a new way of 
thinking -- a paradigm shift -- from crisis management to mission based management.     
 
 


 


It is far better to risk over-investment of time in productive planning than 
to rely on ad hoc solutions to unpredictable problems.   


- Richard Sloma 
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I was thinking of installing one of those automatic garage door openers over the 


weekend.  The directions said "Make certain the garage door is square and 


straight and the garage floor is level."  Directions always read like that.  Is 


everything in your house straight, square, and level?  If my house was straight, 


square and level, I would never have to fix anything.  What we all need is 


directions that tell us what to do when everything is crooked, off-centre and all 


messed up. 


Andy Rooney 
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In this section, each step of the planning model will be described and suggestions are 
given for the type of information to include.  As with most management processes, there 
are various ways to create the plan. The following model has been developed to show 
what steps can be taken and what some of the basic content could include.  You may want 
to expand in some sections and reduce or combine information in other sections.   
 
The diagram provided summarizes the strategic planning process. (see page 16)  The 
arrows between each boxed segment point in both directions because planning is a 
continuous process.  While the process tends to flow downwards, each step depends on 
the previous steps and it is expected there will be movement back and forth.  For 
example, step four (how do we get there?) will be impacted by both step two (where are 


we now?) and step three (where should we be going?, what kind of organization do we 


want to be?), and each step depends on step one - (what is our mission?). 
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STRATEGIC PLANNING MODEL
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Business/Action Plan


Where should we be
going?
What kind of organization
do we want to be?


How do we get there?


How are we doing?
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Planning to Plan
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Prayer For Beginnings 
 


Loving God, we come to you for your blessing as we begin an 
exercise in enriching our directions and horizons for this ministry.  
As parents guide their children, so we ask for your guiding hand on 
us today.  It is with your strength that we will be able to 
acknowledge the problems and issues facing us. 
 
O God, we ask you to help us combine the intellectual and spiritual 
gifts you have given us.  Give us the courage to face the realities of 
our community, help us to see clearly what they represent.  We 
acknowledge our inadequacy to address the problems and issues,  
So we seek your guidance to what courses we should take, for the 
sake of the world you love and for your glory.  We ask this through 
Christ Jesus our Lord.  


Amen 


 
The first step is to clarify the mission of the centre  by answering the question "why do 
we exist"?  The organization’s mission and vision are critical elements of a strategic 
planning process.  Key strategies for the future must be developed to flow from the 
organization’s mission, vision, values, and resources.   


	


1��	 ��)&	 -	
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Mission is the purpose of the organization or the reason it exists.   It indicates the focus of 
the organization and provides a sense of direction.  The concept of mission is one that is 
almost overused in secular organizations.  The mission statement has simply become a 
statement of what the organization does, to whom and how.  In a Christian environment, 
however, the concept goes much deeper, embodying our values and beliefs, as well as 
what we do.  Mission springs out of our history as an organization (who we are), directs 
our mission (what we do) and is guided by our organization's culture (how we do it).  It is 
important for each centre to know what its unique mission is (why does it exist? - what is 


it trying to accomplish?) in relation to the overall mission of the territory and The 
Salvation Army. 
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Broadly stated, the overall mission of The Salvation Army is to save souls, grow saints 
and serve suffering humanity.  The Canada and Bermuda Territory has defined this 
overall mission into the following statement: 


 


Territorial Statements 
 
Identity Statement. 
 
The Salvation Army is an international Christian Church.  Its message is based 
on the Bible; its ministry is motivated by love for God and the needs of 
humanity. 
 
Mission Statement 
 
The Salvation Army exists to share the love of Jesus Christ, meet human needs 
and be a transforming influence in the communities of our world. 
 
 


This is a fairly expansive statement, but it is the guide for all corps and centers in the 
development of their own mission statement.  Each organization or group that is part of a 
larger organization must ensure that its mission statement correspondences, and does not 
contradict, the parent organization’s mission statement. 
 


Developing a Mission Statement 
The process of developing a mission statement for a centre is an exciting adventure.  For 
the mission statement to have meaning and purpose, all members should be allowed to be 
part of the process of determining what the organization is all about.  If you want the 
members to be committed to what the organization’s purpose is, they must be involved.  
As Steven Covey, the business and management guru of the 90's writes, “An 
organizational mission statement that truly reflects the deep shared vision and values of 
everyone within the organization creates a great unity and tremendous commitment.   It 
creates in people's hearts and minds a frame of reference, a set of criteria or guidelines, by 
which they will govern themselves.”4 
 
Key elements to include in the center’s mission statement: 
 
1. References to the roots from which the organization comes. 


� e.g., gospel; "charisma" of The Salvation Army 


                                                           
4  Steven R. Covey  “The Seven Habits of Highly Effective People”  Simon & Schuster, 1989.  p. 143 
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2. A phrase or statement outlining the reason the organization exists. 
� e.g., dedicated to the wholistic mission of the Salvation Army 


 
3. A description of the distinctive cultural characteristics of the organization. 


� ideas like faith, heritage, hospitality, tender, compassion, unity, commitment 
 
4. A commitment to a specific group of persons it will serve. 


� e.g., corps members, clients, residents, families, staff, community 
 
5. A description of the nature of the service(s) the organization intends to offer. 


� e.g., food, clothing, shelter, counselling, care of the elderly, fellowship, 
spiritual growth 


 
6. An indication of the future direction of the organization to which the broader society 


may hold the organization accountable. 
� use action, positive words - promote, provide, encourage, support 


 
7. Key words rich in meaning to the organization. 


� e.g., we, community, Church, compassion, strive, care/caring, healing 
mission, gospel inspired, committed, alleviate 


 
8. A clear, succinct statement that is clear to the public the unique contribution which 


the organization hopes to make to its community. 
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We started by stating that the organization’s mission and vision are critical elements of a 
strategic planning process.  The mission statement is a concise statement of the 
fundamental purpose and scope of an organization.  The vision statement is affiliated to 
the mission statement and can be described as the concrete version of the mission 
statement.  The mission statement tends to be abstract or philosophical in nature while the 
vision statement is concrete and should provide a picture of the centre’s desired future.  
The vision statement articulates direction and choice, uniqueness of purpose and 
differentiation from other organizations.  It takes a longer perspective, serving as the 
foundation for the hard, specific and measurable target of short/medium term objectives.
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In organizations where there is a clear vision, the probability 


of success, or growth, in fulfilling the mission is high.  


 
The Chart below is a brief summary of the difference between mission and vision 
statements. 
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� direction, general heading, reason for 
being 


� abstract 


� definition of key ministry objectives 


� broad, general statement about what you 
plan to accomplish 


� is philosophical in nature 


� Example - Advancing man’s capabilities 
for space exploration 


� specific destination, picture of a desired 
future 


� concrete 


� clarification of specific directions 


� specific, customized, distinctive and 
unique direction - may be detailed 


� is strategic in character 


� Example - Man on the moon by the end 
of the 1960’s 


   


What if the centre has no mission or vision statement?  Should they be developed at this 
stage of the planning process?  Yes - but... Yes, because the centre needs to have a clear 
sense of what it is all about and what it is trying to accomplish.  But developing mission 
and vision statements takes time, patience, and involvement.  Get the process going, 
perhaps through establishing a committee which will be responsible for the process of 
development and drafting key ideas and concepts and a draft statement.  But in order to 
keep the momentum going, continue with the next step in the planning process as the 
group continues to grapple with getting the right words and phrases of the mission and 
vision statement on paper.  Strategic planning is a continual process and the mission and 
vision will be revisited in the remaining steps. 
 
Continuing the planning process while further refining the written statements also has the 
advantage of clarifying that the organization’s mission and vision make sense, are 
relevant, and realistic to community need.  For example, suppose a centre’s mission is to 
provide elderly residential care in a Christian environment.  In going through step 2 the 
centre finds there is an over abundance of residential care in the community but major 
needs in other types of elderly community based care programs.  The centre decides that it 
wants to continue to provide Christian based elderly care but will change its mission and 
vision focus to community based care. 
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Once we have determined the mission and vision, or at least have a fairly good idea of 
where the centre wants to focus, the next step is looking at "Where Are We Now?"  This 
step involves:  


� gathering information and data about the internal and external environment;  
� looking at the organizations strengths, weakness, opportunities, and threats; and   
� setting some priorities in relation to the mission and where the organization wants 


to be or should be going.    
 


Prayer for Understanding Our Times 
 
Dear Jesus, our friend and Saviour, you who experienced our 
earthly environment, we ask for your help to understand both our 
own humanity and our rapidly changing times.  You understood 
so well the turbulent times in which you lived, with all its 
momentous and unprecedented events. 
 
We ask for your presence and guidance as we begin this second 
step in this thinking process.  Give us your eyes to see our 
changing world, and your understanding to what is required from 
your Church to serve our community.  Help us to identify those 
factors in our environment that will present our corps family with 
both challenges and opportunities. Give us the insight to 
understand what must be done, and the strength and 
perseverance to see it through. 


In Jesus’ name, Amen  
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The first part of step two is gathering data about the centre.  In this step what you are 
trying to do is paint a picture of where the centre is compared to the internal and external 
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environment.  The internal environment includes those factors within the control of the 
centre (e.g. programs, human resources, physical building).  The external environment 
includes those factors outside of the control of the corps/centre (e.g. demographic trends, 
society trends and influences).   
 
Obtaining this information can be time consuming, but it is important that the most 
accurate and up-to-date information is obtained in the time available. It should be 
emphasized that all information will never be obtained and there must be a balance 
between determining what information is crucial to have, what information will be 
beneficial in making decisions and what information would be nice to have, but will have 
little or no relevance to the final decisions that will be made.   
 
It is helpful to set some targets on the type and amount of information you believe will be 
required and the length of time it will take to obtain the information.  Be as realistic as 
possible and allow for some flexibility or contingency plan if the information is not as 
easily accessible as first thought, or if it takes longer to get the data than originally 
planned. 
 
Different methods of obtaining the information are available and should be used to 
provide a broader base of accuracy and reliability to the information.   
 
Statistical information can be obtained from a number of areas including 


� Organization’s own information system (e.g., weekly, monthly, annual stats) 
� Appropriate municipal, provincial and federal bodies (e.g., Stats Canada, City 


Planning Department, Ministry of Community & Social Services; Public Health 
Department) 


� Local or regional planning organizations (Many communities have such 
organizations made up of concerned citizens or groups) 


� Issue or disease specific organizations (e.g. Canadian Cancer Society,  Addictions 
Research Foundation, Senior's groups) 


 
Past reports and studies done for the centre or in the centre's area of ministry are also 
valuable resources for obtaining information.  Examples include annual reviews, annual 
reports, property/building inspections or reviews, external reviews by government or 
professional associations, questionnaires, and need assessments studies.  It is a good idea 
to check with the community and areas of ministry to find out what information is out 
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there, what studies have been done recently, and what is currently being studied or 
reviewed. 
 
Descriptive information can be obtained from a variety of methods.  Outlined below are 
three popular methods in obtaining information from individuals and other organizations. 
To determine what information is needed, see Appendix B for sample questions and 
further detail on gathering information. 
 


Interviews 
Advantages 
� one on one 
� depth 
� ability to probe/clarify insight into 


� corporate culture 
� politics within organization and 


community 
� assess readiness for change 


Disadvantages 
� limited number can be included 
� time consuming 
� summary/synthesis is subjective 
� need to be able to “read between the 


lines’ 
� some people will be excluded 


 
Surveys 


Advantages	
� more people can be included 
� quantifiable - may be statistically valid 
� anonymous 
� establishes baseline for ongoing 


monitoring 


Disadvantages 
� can be costly 
� developing a useful survey instrument 


requires expertise 
� structure limits potential input 


 
Focus Groups 
Advantages 
� more people can be included 
� group dynamics can stimulate 


individual input 


Disadvantages 
� confidentiality cannot be promised 
� requires specific facilitation skills 
� individuals may be swayed by group 


dynamics 


 


Each of the above methods has advantages and disadvantages therefore the group needs 
to determine the most appropriate methods for gathering information.  The centre’s 
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resources, time available for this step, amount of information to be gathered, and the 
expertise available should all be considered in making the decision. 
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The “Where Are We Now?” step includes obtaining the information and analyzing it.  
Analyzing the data indicates how the internal and external factors are impacting, and may 
impact, the future of the organization and its ability to meet its mission and vision. 
 
There are many ways of analyzing the information.  One method frequently used in 
strategic planning is the strengths, weaknesses, opportunities and threats (SWOT) 
approach.   This is a relatively straightforward method categories the data into four 
categories.  There is nothing unique about these categories, only that they make it easier 
to identify the issues the centre is facing and provide assistance in determining the future. 
 


SWOT DIAGRAM 


 


I N T E R N A L
F A C T O R S


E X T E R N A L
F A C T O R S


S T R E N G T H S


W E A K N E S S E S


O P P O R T U N I T I E S


T H R E A T S
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The organization must know its own strengths and weaknesses to determine how well it 
can cope with external pressures and changes.  In this section, internal factors (e.g. those 
within the control of the organization) should be identified.  Their positive (strengths) or 
negative (weaknesses) impact on the ability of the organization to fulfill its mission 
should be discussed and identified.  Items in this category include (but are not limited to):  
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� Programs and services offered 
� scope of service 
� trends 
� utilization rates 


� Present human resources available  
ν skill and expertise 
ν motivation and attitude toward change 


� Resources - facilities, financial 
� Organizational value and culture 
� Organization effectiveness 
� Communication and information systems 
� Property and physical building structure  
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The organization must be knowledgeable about its external environment and the 
opportunities (positive influences) and threats (negative influences) these pose to the 
organization.  All organizations are affected by outside influences over which they have 
little or no control eg., the policy direction of national or provincial health and social 
services systems drives the options available to many social services centres or services  
move towards community based services rather than institutional.  Provincial, regional or 
city initiatives may also impact an individual centre’s role.  These factors have varying 
degrees of positive or negative impact on the organization and its ability to fulfill its 
mission and vision.   
 
In this section describe all these external factors and include the opportunities and threats 
each factor has on the organization.  These factors include (but are not limited to): 
 Centre’s relationship with the community 


� Community’s perceptions of the centre 
� Program trends - market share, gaps/barriers, demands 
� Societal/community influences  


� Quality and accountability 
� Client desires and rights 
� Multi-disciplinary approach 
� Emphasis on cost-effective care 
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� Demographic trends  
� Health and social status indicators 
� Government policy and funding directions (all levels of government) 
� Other churches or social services providers and relevant agencies/bodies 


trends and initiatives  
� Professional staff needs and trends  
� The economy - fiscal constraints 
� The labour market and environment  
� Environmental issues 
� THQ/DHQ policy (depending on the issue or policy, some may be listed as 


internal factors) 
 


Hints For The Analysis Stage  
In analyzing the data and information it is helpful to remember that the SWOT categories 
are not exclusive.  Sometimes, items may be listed in more than one category.  For 
example, you may identify human resources as both a strength and weakness. 
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Human Resources � Strong leadership in some 
key positions on  
Boards/Senior Management 


� Loyalty and committed 
leaders 


� Tenure 15 years + 


� Some leadership positions 
vacant 


� No training or develop of  
future leaders 


� Program imbalance between 
areas with strong leadership 
and weak leadership 


 
Validating or confirming the accuracy of the information (especially descriptive) is 
important.  Likely a number of people will be presenting information, thus validation 
should be done both with internal and external stakeholders.  For example, suppose a 
corps does a questionnaire to the neighbourhood community and the results show service 
gaps in areas of family services, counselling and “good parenting” skills.  Discussions 
with other similar service providers, provincial and regional government agencies,  will 
validate or negate the survey’s findings (e.g. are there waiting lists for these types of 
service?)
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Some problems are so difficult that they can't be solved in a million 


years unless someone thinks about them for five minutes 


H. L. Mencken 
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Having obtained and examined the information through the SWOT analysis, it is likely 
that some key or critical issues will be emerging.  Identifying the critical issues can be 
helpful as a summary of the major finding of the SWOT analysis.  It also begins to 
prepare the way for step three.  The critical issues are those most crucial to the future of 
the centre.  Their significance can be measured by the size of the gap between the current 
status of the organization's programs and services and what is needed to favorably 
respond to internal and external factors in the future in order to meet the organization's 
mission and vision.  Identifying each critical issue, supporting information, underlying 
causes, potential conclusion(s) and potential option(s) will assist in the formation of the 
Strategic Plan. 
 
A brief table may be prepared to describe each critical issue,  At this point in the process, 
potential options do not have to be well defined or even reasonable.  Often a brain-
storming session is a good method of beginning to identify potential options. 


 
Critical Issue Example 


 


�--��8    Inadequate physical building structure 


��$$��& !"	�!'��, )& �!8 THQ property review 95.03; Fire Department  


     Review  95.02 


�)�-�8    Very old building, homestead, era 1900  


��!%#�- �!8   Limited life expectancy (under 3 years) for  


     present programs in current building  



�&�!& )#	    1.  Renovate building 


�$& �!-8   2.  Change program  


     3.  New building 


     4.  Close program, sell property, new program 
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Step three focuses the discussion on where the organization should be going.  The critical 
issues facing the organization form the foundation for this stage.   
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Most situations require defining the mission and vision before the development of the 
strategy, just as the strategy precedes long range planning and implementation efforts.  
The mission and vision are used as the guide for choosing strategic alternatives.  This step 
starts by revisiting the mission and vision and comparing it to the SWOT analysis and the 
critical issues identified.  What is the SWOT analysis showing to the centre about the 
organization’s ability to meet its mission and vision?   
 
You may discover that further revisions to the mission and vision are required because 
the SWOT and critical issues facing the organization are showing that the mission and/or 
vision are no longer relevant or realistic.  The changes occurring in the internal and 
external environment may indicate organizational survival depends on organizational 
change.  This may require a major shift in the mission and vision, minor revisions to the 
mission, or directional change in the vision.  Canadian social service programming is 
undergoing a shift to community based service rather than residential.  To survive, some 
centres have changed their direction and program focus to community based services.  
This is may resul in change of their mission and vision.   
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The identification of the key strategic directions to address the critical issues are 
described in this section. 
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Prayer for Direction and Help For Moving to Action 
 
Dear Father, we thank you for your guidance and blessing 
in the past as we, your people have met to worship, to grow 
and to minister for you in this community.  We praise you for 
the presence of your Spirit as we last met to consider the key 
questions in thinking about our future with you.  Especially, 
we thank you for the spirit of unity we have developed in this 
work. 
 
Again we ask you to guide our thinking as we chart new 
directions together with you.  Be our compass.  Map our 
future paths.  Give us a clear sense of the direction we 
should be heading with you. 
 


Through Christ Jesus our Lord, Amen 


 
Given the critical issues articulated and the SWOT analysis, the next step is to identify 
what alternatives can be generated to solve the issues and utilize opportunities to meet the 
mission and vision.  In formulating these alternatives, strategies need to be developed.  
The strategies should be workable, affordable, and acceptable to the key stakeholders as 
well as congruent with the mission and vision.  The potential options developed in the 
critical issues identification step often become the main discussion points for determining 
strategic alternatives and priorities. Alternatives may also be identified through 
examining the strengths of the internal environment and the opportunities of the external 
environment.  These are going to be the most likely areas for further development as you 
will want to build on the strengths of the centre to meet the opportunities in the external 
environment.   
 
Each potential option should be examined and evaluated.  Evaluation criteria should 
include things like congruency to mission and vision, community need, human resources 
requirements, impact on current members/clients, and financial implications.   A sample 
format, "Criteria for Evaluating Preferred Options" is found in Appendix D.  Some 
strategies will be more critical to the organization's success or survival than others.  In 
prioritizing each alternative, the top priorities will become the driving force of the overall 
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future strategic directions and the ones to which the most time and resources will be 
allocated.   


 


Strategic directions are not decided quickly.  Further research or clarification is frequently 
required.  Make sure time is taken to follow through on all reasonable options and do not 
make assumptions!  For example, suppose the centre runs a child care program for 
children ages 3 - 5 years.  In going through all the above steps, one option is to expand 
the program to include children ages 6 months to 3 years.  Don't assume that the current 
license, regulations and staffing requirements will be the same.  Make sure you check all 
requirements before making major decisions.   


 


If we go back to the example provided in the critical issue stage, beginning to examine 
and evaluate each of the four potential options may look like this: 



�&�!& )#	�$& �!	 �! & )#	��, , �!&-	 ��%�, , �!()& �!-	


1. Renovate Building � Estimated cost $1 m.  Building 
will still not meet current 
program standards 


� Not recommended.  No 
potential for growth - eliminate 
option 


2. Change Program � Other program options 
available in areas of _____ 


� Would require shifting mission 
and vision to different clientele 


� Some renovations still required 


� Unsure of skill and expertise of 
present staff  to new programs 


� Should not rule out yet 


� Confirm what are the most 
viable program options 


� Confirm what building 
renovations would be required  


� Confirm human resources 
skills match 


3.  New Building � Would enhance centre’s ability 
to meet mission and vision 


� Programs presently provided 
have community support, need 
has been identified for more 
services in this area 


� Would build on programs 
strengths and opportunities 


� Further exploration needed re: 
new building - current site vs. 
new site 


� Finances - e.g. possible support 
from community, 
government/funding agency 


� Explore potential of other 
existing buildings 


 


4. Close Program,                            
sell property, new   
program 


� See comments under number 2 � Keep option open - may 
depend on results of number 2 
and 3 above 
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If choices are not made among identifiable alternatives, we must live 


with ambiguity and can rationalize ourselves into hopelessness.  


       - David Secunda 
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The key alternatives are the basis for future direction of the organization and can be 
simply stated as the goals of the organization.  These goals should be broad and help to 
move the organization closer to accomplishing its mission and vision.  They provide a 
framework for the development of objectives and the implementation/action plan 
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From the goals developed, individual objectives should be established.  The objectives 
should be specific, measurable and achievable within a given time frame and consistent 
with the mission and vision of the centre.  They form the basis of step four. 
 


Goals are statements of strategic direction that reflect the intent of the organizations.   
Objectives are concrete, specific action statement through which goals are achieved.  A 
goal may be “To develop a comprehensive Christian Education program”.  To achieve 
this goal there may be many objectives such as:  
� “Training and developing four additional Sunday school teachers by September 


199x”;   
� “Develop an ongoing training and education program for all Christian Education 


teachers by June 199x”;   
� “Institute a bi-annual forum for Sunday school teachers, junior soldier teacher, 


senior soldier teacher, and corps cadet counsellor by November 199x”. 
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Step four, is the implementation stage.  This is the time to plan and implement. 







Strategic Planning Model 


The Salvation Army - Social Services Department   -  page 32 - 


;��	 ��- !�--	
#)!	�	�%& �!	
#)!	


 


A detailed business or action plan is essential for successful implementation and 
evaluation of the strategic plan.  This should include the necessary activities, programs 
and resources required to meet the key strategic directions, goals and objectives that have 
been developed.  The development of the business plan should include an examination of 
the structure and operation of the organization and include an outline of the tasks required 
for implementation to ensure a fit with the newly stated strategy.  The business plan 
should result in a blueprint of concrete activities or programs including responsibility, 
resource allocation, time frame etc. 
 
Areas requiring examination include: 
 


Estimate the costs for implementation: These should include 
� required capital 
� start-up costs 
� program costs 
� human resources 


 


Review and allocation of resources:  
a) Financial:  Are there adequate resources available to meet the estimated costs for 


implementation the key strategic areas?  What are some of the alternatives for freeing 
up existing resources or obtaining additional ones? 


b) Human Resources: Is staff re-training required?  What additional staff is required? 
c) Physical (building/equipment): Is there space available?  Are renovations or a retrofit 


required?  What new equipment will be required? 
 
Organizational structure:  Does the present organizational structure fit the strategic 
thrusts?  Are jobs/positions adequately defined to permit the strategies to move ahead?  
Are committees in existence to deal with the plan? 
 
Allocation of Tasks: Are there people (individuals or committees) identified as 
responsible for each objective? 
 
Estimated time frame - develop a time chart:  A realistic time frame should be 
developed which includes consideration of internal and external factors.  Developing a 
critical time line showing what tasks can be accomplished simultaneously and what tasks 
are dependent on other tasks can be very valuable.   
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EXAMPLE OF A CRITICAL TIME LINE 


 


J F M A M J Jl
Activity A
Activity B
Activity C
Activity D


 


Develop Communication and Information Systems:  What communication and 
information systems are needed both internally and externally (e.g. Community/Public 
Relations) for the Strategic Plan.  Decide who reports to whom and how it is done. 
 
Include critical implementation issues: There may be other critical issues unique to the 
situation (e.g. external factors - government policy directions or legislative changes). 
 
 


7.2 Budgeting Process 
 
Implementation of the plan depends on the budgeting process which needs to carefully lay 
out the financial implications including annual budget requirements.  The annual budget 
must be a reflection of the preferred future direction of the organization.  The budget and 
subsequent monthly financial statements then become part of the quantifiable method of 
evaluating the plan. 
 
A three year financial plan may be developed outlining a year by year forecast of revenues 
and expenditures (including capital, start-up, and operating costs).  In today's current 
economic climate a realistic three year financial plan may seem difficult to develop, but if 
the plan  


� is realistic 
 � incorporates effects of known actions 


� is conservative 
� performs “what if” analysis on major assumptions
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then it should be helpful  


� in confirming that the strategic direction(s) chosen are realistic; 
� in identifying areas of concern; and 
� as part of the ongoing evaluation process, (including revisions to the financial 


plan as time goes on and more information is obtained). 
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Strategic planning is a process whereby an organization determines its best course of 
action in line with its mission and vision.  Step five helps to determine how the 
organization is doing in meeting its mission and vision.  As strategic planning is an 
ongoing process, evaluation needs to be considered from two angles.  First, evaluate the 
process of planning, then evaluate the plan.   


 
Evaluating The Process 
While the model developed in this booklet shows evaluation as the last step, evaluating 
the process is something that should be done on an ongoing basis through each planning 
step.  In many respects as a centre moves from one step to the next, they are probably 
evaluating the process.  The results or outcomes from one step should impact what 
happens in the next step.  One question to frequently ask through the process is “Has the 


process remained flexible enough so that unexpected changes have been factored in and 


the planning process adjusted accordingly?”  If through the planning process, targets 
have been established, measuring whether these targets have been met will also help in 
the evaluation process. 
 
Part of the ongoing evaluation process should be to monitor that all stakeholders are kept 
informed of the planning process.  Are the communication systems effective?
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Evaluating The Plan 
As the actual plan takes shape and the centre begins to implement new directions, it is 
also important to determine the effectiveness of the strategic plan in enhancing the ability 
of the centre to meets its mission and vision.   While mission and vision will be one of the 
key criteria in evaluating the plan, other criteria should also be developed. These should: 
� relate to the initial questions (e.g., why did we choose to go through a strategic 


planning process);  
� be based on the criteria established for the preferred strategic directions; 
� measure the outcomes the organization wanted to achieve; and 
� measure the degree to which goals and objectives have been met 
 
It may be helpful for the planning committee to use a monitoring tool for both the 
evaluation of the process and the plan.  A simple tool may include categories such as 
 1. Overall goal/key alternative 
 2. Specific projects/actions 
 3. Responsibility 
 4. Start date 
 5. Estimated completion date 
 6. Current status 
 
See Appendix E for the above developed into a table 
 
 
Using a system for evaluating the process and plan also helps with the ongoing nature of 
strategic planning.  Remember, strategic planning is not just a written plan the centre ends 
up with at the end of the day -- strategic planning is a process that encourages 
organizations to act, make decisions and provide programs and services based on mission 
and vision.  It helps organizations to move from crisis management mode to mission and 
vision driven management. 
 
 


Success doesn't come from the way you think it does 


It comes from the way you think. 


Robert Schuller 
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"Determination to be wise is the first step towards becoming wise! 


And with your wisdom, develop common sense and good judgment" 


Proverbs 4:7 LB 


 
 


9.1  Do's and Don'ts of Strategic Planning  
 
In  summary, here are some key things to remember when undertaking a strategic 
planning process: 
 
DO 


� Allocate sufficient time and resources to develop plan 
� Include representative of major stakeholders in the planning process 
� Integrate planning with all departments/sections 
� Collect and analyze data at an appropriate level of detail - determine what 


information is needed and what is not needed early on in the process 
 � Update, revise, and refine the plan and the database on which it is built on an 


 ongoing basis 
� Keep an open mind and be prepared to face reality 
� Be challenged! 


 


DON’T 
 


� Hurry 
� Plan in a vacuum 
� Succumb to “analysis paralysis” - let the information and analysis section paralyze 


you from continuing on to the next step 
� Begin to implement the plan before finishing the planning process  
� Use planning to validate your biases 
� Take the path of least resistance 
� Expect everyone to accept the plan immediately 
� Congratulate yourself and put “The Plan” on the shelf 
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Christian organizations planning strategically must be mission and vision driven.  The 
apostle Paul reminds us that, while we are “not of this world”, we still still live in the 
world.  If we want to be proclaimers of the gospel to our communities then we need to 
know what our unique role (our mission) is in proclaiming the gospel.  We also need to 
know who we are and what we have to offer (our strengths and weaknesses) to meet the 
needs of the community (the opportunities and threats) in order to achieve our mission 
of sharing Christ. 
 
 
May God guide us and grant us wisdom, strength and patience on the journey.  God 
Bless! 
 
 
 
 


For I know the plans I have for you...plans to prosper you  


and not to harm you, plans to give you hope and a future.” 


Jeremiah 29:11 
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Mission Statement: A mission statement outlines the fundamental purpose and 


scope of an organization, its programs and services and the 
principles upon which service is based. 


 
 
Vision Statement: A vision statement articulates direction and choice, 


uniqueness of purpose and differentiation from other 
organizations.  It takes a long perspective, serving as the 
foundation for the hard, specific and measurable target of 
short and medium term objectives.  A vision statement puts 
“feet” on the mission statement. 


 
 
Value Statement: The value statement represent a set of fundamental beliefs 


accepted and lived throughout the organizations.  
Collectively they help to create the organization’s culture.  
The values define preferred behaviour, provide a standard 
for responses to problems, and establish the norms for 
decision-making and working together 


 
 
Strategic Direction: Strategic directions are the major areas of development 


required by an organization in order for it to successfully 
achieve its mission and purpose. 


 
 
Goals: Goals are statements of general direction that reflect the 


intent or strategic direction of the organization.  They are 
long ranged and have a broad focus towards a particular 
end or result. 


 
 
Objectives: Objectives are concrete, specific action statements through 


which goals are achieved.  Objectives are measurable, 
feasible, specific and have target dates for completion. 
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Business/Action Plan: The business or action plan outlines how each objective 


will be achieved.  It should include the methodology or 
process, the person or persons responsible, and the time 
frame for achieving each objective. 


 
 
Program Plan: A description of the current and projected scope of services, 


workload and utilization objectives, future directions and 
resource implications. 


 
 
Human Resources Plan: A description of the implications of the organization’s 


future direction for staff recruitment and replacement. 
 
 
Stakeholders: Any group or individual who is involved with, affected by, 


or contributes to the organization. 
 
 
Community: A group of individuals who are bound together by 


something they have in common.  The common factor may 
be single or multiple for any community.  Examples of 
factors include: 
• common belief - e.g., Salvation Army corps 


congregation 
• common purpose - e.g., seeking or providing a similar 


service 
• common characteristics - e.g., geographic - town; 


demographics - age cohort; ethnic/cultural background  
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The following is a list of questions that may be helpful to the group in clarifying the type 
and amount of information to be gathered.  They are guidelines only and should lead to 
other questions for the group. 
 
 
METHODOLOGY -- SURVEY, INTERVIEW OR FOCUS GROUPS?  
 
1. Why are you conducting the survey, interview, or focus group (to solicit support, to 


gather information, to promote the project)? 
 
2. What information are you looking for (about the community, about a community  
 problem/issue, about a target group)? 
 
3. Who do you need to gather information from? (Service providers, people directly 


affected by the problem, politicians). 
 
4 What do you want to know? Prepare as many questions in advance as possible. 
 
5. Are your looking for factual material, observations or opinions (statistics on reported 


cases, observations related to a person's work, perspectives on the cause of a 
particular problem)? 


 
6. How will you conduct the survey/interview/focus group? (In person, by telephone, in 


a group meeting). 
 
 
DECIDING ON STAKEHOLDERS 
 
1. Who is affected by the issue/problem in your community - directly, indirectly? 


(Parents, young people, service provider, etc.). 
 
2. What other people are interested in the nature or extent of services and programs 


(religious groups, women's organizations, sister agencies, professional organizations, 
neighbours)? 


 
3. How do these different groups view the problem?  Do they consider related issues? 


Are they concerned with the causes?  How do they view the solutions? 
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4. Are there similarities or differences among the various groups (for instance between 
service providers and clients, between parents and young people)? 


  
5. What factors account for these differences/similarities (age, class, education, ethnic 


background)? 
 
6. Are there common interests or themes that can be identified to help these groups work 


together (a need for more education, prevention program, better services)? 
 
7. Who has indicated support and willingness to work (make a list of contacts with name 


and addresses)? 
 
 
Four characteristics that organizations should consider in helping to select people to bring 
together to work on a project (applies to both internal and external stakeholders): 
 
1. A shared vision of what is needed in the community. 
 
2. Knowledge about the issues and the services. 
 
3. An ability to work cooperatively.  
 
4. Time and energy. 
 
 
PROGRAMS AND SERVICES  
 
Questions that need to be asked during step two - “Where are we now?” 
 
1. What organizations or agencies provide services/programs in your community (e.g., 


major church's, social services, or health agencies)? 
 
2. What specific services or programs are provided by these institutions or organizations 


(outlined by agency, the type of service, general objectives, target group, location)? 
 
3. How adequate are the various programs? Are they meeting their objectives? Are they 


accessible to target group? (Consider location, hours of operation, etc.).  What type of 
resources are available?  (Size of caseload, number of staff, resources for training). 


 
4. Do existing programs/services meet the needs of the community?  Are they 


addressing problems or symptoms? 
 
5. What are some of the services gaps or needs? What evidence do you have? 
  
6. What changes do people want to see in the community? 
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7. What factors favour change in the community (level of public concern, willingness of 


individuals to participate)? 
 
 
HOW ARE YOU GOING TO HANDLE OPPOSITION? 
 
Some questions to consider if you think there may be opposition to new strategic 
directions -- think of both internal (e.g., staff, union) and external stakeholders!.  
Answering these questions may assist the group in determining how to handle opposition 
and turn it  into opportunity.  
 
1. What groups, organizations or individuals might oppose the development of services 


or programs concerned with controversial issues? 
 
2. What is the nature or extent of their opposition?  What do they oppose?  Do they have 


a formal position?  Why are they opposed? (If the group is a member or other 
provincial or national groups, try to get copies of their newsletters or other 
publications). 


 
3. How large is their membership (local, provincial)?  How active is their membership 


(locally, provincial)?  What other activities or programs are they involved in? 
 
4. If opposition is part of the group’s formal policy, to what extent do individual 


members adhere to the same position?  Is agreement on the issue a condition of 
membership? 


 
5. Who are the leaders of the group (locally, provincially, nationally)?  Do these people 


have the support of the membership on the issue?  How many of the leaders are 
supportive of the group’s position? 


 
6. What is the group’s visibility and degree of commitment? (Public visibility through 


the media for example can often outweigh actual numbers if the group is determined 
to exert public pressure). 


 
7. What tactics have they used in the past?  How do they operate?  Do they write letters 


to newspaper editors, hold public demonstrations, lobby board members, politicians, 
ad agencies? 


 
8. Are there people from the organization or community who could play a role in 


managing or diverting public controversy?  Would these people be able to lend  
credibility to the organization or influence the opposition? 


 
9 What other factors could work against change in the community (resistance to change 


from major agencies or particular administrations)? 
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TELLING YOUR STORY 
 
New directions require good publicity - Don’t be afraid to let the world know what 
you’re doing! 
 
1. Why do you want publicity? 
 
2. What do you want to achieve? (Attract people to an event, introduce your group to the 


community, do public education on an issue). 
 
3. What message(s) do you want to deliver? 
 
4. What type of coverage do you want (news cover, feature story, public 


announcement)? 
 
5. At what point in your project do you want coverage? 
 
6. Does the project stand to lose from certain types of publicity? 
 
7. How are decisions made about what kind of material gets covered?  Who makes the 


decision?  What kinds of news items are they looking for?  What are the deadlines 
and other expectations regarding submitted material? 


 
8 Are there particular reporters, newscasters or talk show hosts to avoid?  Why? Would 


avoiding them hurt or help your chances to get coverage?  If you had to deal with a 
strongly opinionated talk show host who opposes your group’s view, is there more to 
gain or lose by not approaching that person? 


 
 
Some hints about working with the media: 
 
1. Get your local Salvation Army Public Relations Officer involved! 
  
2. Decide how you want to be presented by the media - 
 a. Do you want to present a news story, a public interest story or simply 
  a public announcement? 
 b. Think about the story angle before you release the material to the media. 
  What would capture the media's attention, and the interest of the general 
  public? 
 
3. Don't try to sell a public announcement as a major news story unless you have a  


special angle to catch public or media interest.  A monthly group meeting may not be 
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news, but a striking or bold comment from a prominent person is.  A conference 
where such a person is speaking thus becomes attractive to the media. 


 
4. Never act as if the media owes you a story.  Sell your story on its own merit.  Point 


out why the story will be of interest to the readers, listeners, or watchers. 
 
5. Use proper format.  Make sure your copy is letter perfect, typewritten and easily read. 
 
6. Keep a clipping file of all the coverage your group receives. 
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MISSION and VISION Statements 
EXECUTIVE SUMMARY 
 
1. INTRODUCTION 
  1.1 Brief History of Corps/Centre  
  1.2 Strategic Planning Process 
 
2. STRATEGIC ANALYSIS 
  2.1 Assessment Model - SWOT Analysis 
  2.2 Strengths and Weaknesses - Internal Environment   
  2.3 Opportunities and Threats - External Environment 
  2.4 Critical Issues 
 
3. STRATEGY FORMATION 
  3.1 Vision and Mission Re-Visited 
  3.2 Proposed Strategic Alternatives 
  3.3 Priority Development 
  3.4 Goals and Objectives  
 
4. IMPLEMENTATION 
  4.1 Business Plan 
 
5. EVALUATION 
  5.1 Evaluation Process 
  5.2 Accountability 
 
6. APPENDICES 
 
7. REFERENCES 
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The following are given as sample evaluation criteria that may be used in determining 
new programs or re-development of buildings.  Criteria should be modified, added, or 
deleted to match the organization's direction.  Consideration may also be given to 
weighting each criterion based on a ranking of importance. 


 
Ranking = 1 point low - 5 points high 
 


Criteria Option 1 2 3 4 


Congruency to SA mission     


Congruency to centre mission/vision     


Identified community need     


Acceptability to community at large     


Impact on existing programs and clients     


"Fit" with current human resources      


Overall financial viability     


Capital Costs     


Operating Costs     


Long term durability - business sense     


Time for implementation     


Perceived "risk" in community     


TOTAL POINTS     
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The following are suggested meeting outlines and the tasks that would be accomplished 
in each meeting.  Modification is required to meet local circumstances and time frame.   
 
MEETING #1 
 
� Introduction of meeting attendees 
� Development of Objectives for planning process 
� Development of Timetable - Work Schedule for planning process 
� Set tentative dates for Planning Committee Meetings 
� Overview of ministry and/or social services trends 
� Review of Mission and Vision statements 
� Discussion about Stakeholders to be involved 
� Planning for Educational Sessions 
• First assignment of tasks 
� Next Steps, Date of Next Meeting 
 
MEETING #2 
 
� Review of progress to date 
� Summary of last planning committee meeting  
� Up-date on Mission and Vision statements 
� Presentation of the organizational and community assessment to date 


· summary of perceptions 
· summary of internal assessment 
· summary of community assessment 


� Discussion of findings 
� Next steps, next tasks, date of next meeting 
 
 
MEETING #3 
 
� Review of progress to date 
� Summary of last planning committee meeting  
� Up-Date on organizational and community assessment  


· any new or clarified information 
� Identification of critical issues facing the organization over the next 3 - 5 years 
� Next steps, next tasks, date of next meeting 
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MEETING #4 
 
� Review of progress to date 
� Summary of last planning committee meeting  
� Confirm Critical Issues 
� Identify strategic alternatives 
� Set evaluation criteria 
� Next steps, next tasks, date of next meeting 
 
 
MEETING #5 
 
� Review of progress to date 
� Summary of last planning committee meeting 
� Results of application of evaluation criteria 
� Agreement on strategies to be pursued and development of recommendations to the 


appropriate body  
� Assigning/confirming development of action/implementation plan 
� Next steps, date of next meeting 
 
 
MEETING #6 
 
� Summary of progress to date 
� Summary of last planning committee meeting 
� Presentation of Action Plan 
� Presentation of Financial Plan 
� Draft of the Report of the Planning Committee to the appropriate body for approval 
 
 
 


Never try to solve all of the problems at once  


- make them line up one-by-one. 


      Richard Sloma 
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WELCOME TO THE SALVATION ARMY 
KELOWNA COMMUNITY CHURCH 


& MINISTRIES 
 
 
 
 


We would like your work to be an enjoyable, positive experience. 
 
We hope this handbook will provide you with the answers to some of your basic 
questions about our organization. 
 
This handbook is intended only as an informal guide to the policies of The Salvation 
Army Kelowna Community Church and Ministries and does not constitute an 
employment contract. Clarification and additional information on policies can be 
obtained from the “Employee Relations-Policy and Procedures Manual” which is 
available for your review by contacting our Employee Relations Department. Other 
sources have been noted throughout the handbook. 


 


 
 
 
 
 
 
 
 


 
Handbook Last Revised: April 7, 2014 
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OUR MISSION 
 
The Salvation Army is an international Christian church. ITS MESSAGE is based on the Bible; ITS 
MINISTRY is motivated by love for God and the needs of humanity. 
 
MISSION STATEMENT 
The Salvation Army exists to share the love of Jesus Christ, meet human needs and be a 
transforming influence in the communities of our world. 
 
OUR VALUES  


CORE VALUES 
Salvation | Holiness | Intimacy with God | Compassion | Respect | Excellence | Integrity | 
Relevance | Co-operation | Celebration 


 
HISTORY OF THE SALVATION ARMY 
 
Britain was the birthplace of The Salvation Army when the Founders, William and Catherine Booth, 
commenced meetings among the neglected poor of East London on July 2, 1865.  Converts and 
workers were eventually gathered into what became known as the Christian Mission, which spread 
to other parts of London, the provinces, and in 1880, to Ireland. 
 
During 1877 and 1878 military terms, methods and forms of government were adopted. The 
movement was named The Salvation Army, and the Founder the General. 
 
Now, The Salvation Army’s presence is in more than one hundred and twenty countries around the 
world, reaching out to those in need regardless of race or creed, to improve the quality of life 
spiritually, materially and socially. 
 
The International Headquarters for The Salvation Army is located in London, England.  The 
Territorial Headquarters in Toronto has responsibility for oversight of all The Salvation Army work 
in Canada & Bermuda. 


 
OUR STRUCTURE 
 
In B.C. there are 67 locations throughout the province, and our Divisional Headquarters is in 
Burnaby.  As of 2012 we have approximately 2200 employees, comprising three groups –  officers 
(church officials - not considered employees for human resources purposes), employees (including 
those who have retired from officer positions and are working as employees), and unionized 
employees.    
 
The Senior Executive positions are generally held by officers.  The head of The Salvation Army in 
B.C. is our Divisional Commander, a position comparable to a Bishop in other churches, or 
president or chief executive officer in other organizations.  
 
The B.C. Division is one of 9 in the Canada and Bermuda Territory.  
 
Operating decisions are made at our Divisional Executive Board (DEB) comprising the DHQ 
officers, the Divisional Finance Secretary, Divisional Social Services Secretary, Area 
Commanders, the Divisional Director Employee Relations, and two representative officers from 
“the field”. Financial decisions are made at the Divisional Finance Board (DFB). 
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EMPLOYEES 
 
We are committed to establishing and maintaining a work environment where: 
 
1. The rights and contributions of our staff members are consistently acknowledged, valued and 


respected. 
 
2. Salaries, benefits and working conditions are fair and equitable. 
 
3. Policies and procedures are structured in accordance with the Mission of The Salvation Army, 


in concert with prevailing labour legislation. 
 
4. The application of all policies and procedures are fair, reasonable and consistent. 
 
5. Employees are encouraged to communicate and participate in shaping the working 


environment for the benefit of staff, clients and the organization. 
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HIRING PRACTICES 
 
FAIRNESS IN HIRING 
 


The Salvation Army will ensure objective and consistent hiring practices are applied through strict 
adherence to BC DHQ Job Evaluation, Salary Administration and General Recruitment Procedures 
and The Salvation Army policy on Recruitment and Selection.   The Salvation Army selects 
candidates based upon an assessment of education, training, experience, skills, required 
certification, personal characteristics, positive reference checks, and other factors considered 
relevant. 
 


At no time will The Salvation Army discriminate against any applicant on the basis of race, colour, 
ancestry, place of origin, political belief, religion, marital status, family status, physical or mental 
disability, gender, sexual orientation, age, or conviction unrelated to employment, except where 
such discrimination is a bona fide requirement for the position. 
 


The Salvation Army Kelowna Community Church and Community Ministries will adhere to The 
Salvation Army policy when considering the hiring of relatives of existing employees. Only in 
exceptional circumstances will children or other near relatives of current employees be hired.  If 
employment is approved for a person in this situation, he/she will not normally be hired in any 
supervisory or subordinate working relationships with the kin. 
 
Reference:  BC Human Rights Code 
 The Salvation Army BC South Job Evaluation, Salary    
 Administration and General Recruitment Procedures 


 The Salvation Army Employee Relations Policy & Procedures Manual, s. 2. 
 The Salvation Army Operating Policy# 7002 – Employment of Relatives 
 
INTERNAL JOB POSTINGS 
 


Job openings will be posted internally for a minimum of three days to allow interested and qualified 
staff the opportunity to apply.  These postings offer opportunity for growth and advancement.  We 
may advertise externally at the same time as the internal postings. 
 
JOB DESCRIPTIONS 
 


A formal job description is provided for each position.  The description details the purpose, 
requirements, supervision, responsibilities and conditions of employment.  Job descriptions are 
subject to change from time to time. 
 
Reference: The Salvation Army Employee Relations Policy & Procedures Manual, s. 8. 
 
EMPLOYEE EVALUATION 
 


New Employees 
  


All new employees shall be required to serve a probationary period of three (3) months of 
continuous service, or the hourly equivalent in the case of part-time and casual employees. In the 
case of management and professional staff, the probationary period shall be six (6) months of 
continuous service, or the hourly equivalent in the case of part-time and casual employees. The 
probationary period may be extended for a specified time.  
 
Prior to the completion of the probationary period, an evaluation of performance utilizing guidelines 
established by The Salvation Army will be completed for new employees. If permanent 
employment is not offered after the probationary period, notice will be given as outlined by the BC 
Employment Standards Act. 
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Permanent Employees 
 
On an annual basis, an evaluation of performance utilizing guidelines established by The Salvation 
Army will be completed for permanent employees. 
 
Evaluation Specifics 


 
 Performance during the entire review period will be discussed with you.   
 You will be given the opportunity to reveal any concerns you may have. 
 You will be asked to sign the completed Performance Review.   
 You will be given a copy of the completed form and the original will be placed in your file.   
 Where substandard performance is identified, performance will be monitored at regular 


intervals throughout the next review year and coaching sessions with supervisors will be 
undertaken to work towards improvement. Continued substandard performance may result 
in the application of progressive discipline.  


 
Reference: The Salvation Army Employee Relations Policy & Procedures Manual, s. 5. 
 BC Employment Standards Act 
  
WORKING CONDITIONS 
 
HOURS OF OPERATION 
 
Church office hours are 8:30 a.m. to 4:30 p.m. - Monday through Friday. Church office hours are 
defined as the hours that the Kelowna Community Church facility is open to the public for 
business. Office hours for other locations are determined by local policy. 
 
The number of hours worked on a weekly basis and specified hours of work for your position are 
noted in your employment offer letter. Scheduled hours of work are subject to change from time to 
time.  
 
MEAL AND COFFEE BREAKS 
 
A staff break area with basic amenities is provided at each facility.  
 
Meal Breaks 
 
You are entitled to a meal period of one half-hour for work shifts scheduled in excess of five hours.  
Meal intervals are spaced so that you will work no longer than five consecutive hours without a 
meal period.  Meal periods are not paid unless you are required to work during the period. 
 
Coffee Breaks 
 
If desired, you are entitled to a 15 (fifteen) minute coffee break during each three hour forty-five 
minute work period.  Unused coffee break periods cannot be used at any other time. Employees at 
each location will follow work break practices as outlined at orientation or by your direct supervisor. 
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EMPLOYMENT CATEGORIES 
 


“Permanent” Employment is for a period of unspecified duration.  Group insurance benefits 
normally apply for full-time positions.   


 
“Temporary” Employment is for a period of specified duration.  Benefits do not apply. 
 
“Full-time” Hours worked on a regular basis are at least 25 hours per week.  Benefits 


normally apply. 
 
“Part-time” Hours worked on a regular basis, are less than 25 hours and the employee is 


available for work on a regular, pre-determined basis.  Benefits do not apply.  
  
“Students” Staff (currently attending school) who are employed during the school year on a 


part-time basis and/or during the summer or other vacation period on either a 
part-time or full-time basis.  Benefits do not apply unless the employment is 
considered permanent. 


 
“Casual/Relief” Staff who work less than 25 hours and are on no pre-determined basis, who are 


called in or scheduled to work as the need arises and as they are available.  
Benefits do not apply. 


 
MINIMUM DAILY PAY 
 
If you are called in for work and commence work, you are entitled to minimum pay of two hours at 
your regular rate. 
 
Reference: BC Employment Standards Act 
 
PAY PERIODS 
 
Paydays are every second Thursday.  Pay cheques are deposited directly into your bank account.  
You will be asked for banking information in order to set you up on the direct deposit system. 
Employees have the right to opt to receive pay by cheque rather than by direct deposit. Pay stubs 
are distributed prior to payday. 
 
Reference: BC Employment Standards Act 
 
TIME TRACKING 
 
To ensure that all work is compensated in accordance with BC Employment Standards, all 
employees are required to record their work time weekly. A form is provided for each section of the 
Kelowna ministry. Time tracking for other locations is determined by local policy. 
 
Reference: BC Employment Standards Act 
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OVERTIME POLICY 
 
You are expected to complete work assignments within the normal working hours and are not 
normally expected or required to work overtime.  However, when an immediate supervisor (with 
authority to approve overtime) requests that you work extra hours, you will be compensated in 
accordance with the BC Employment Standards Act.  Unless you are requested to work extra 
hours, no compensation will be provided. 
 
Other notes on overtime policy: 
 


 You are encouraged to utilize the equivalent time off in lieu of dollar compensation for 
approved overtime. 


 Overtime hours are to be directed by the immediate Supervisor. 
 Overtime premium pay does not apply to you if you are in a management position. 


Reference: BC Employment Standards Act 
 The Salvation Army Operating Policy #3115 


 
 
CONDITIONS OF EMPLOYMENT 
 
TRANSFER OF SERVICE 
Under some services benefits The Salvation Army will “port” or transfer years of service from one 
location to another.  This may provide for service recognition benefits for its group insurance plan 
as well as vacation. To qualify for this provision, a transfer will need to take place within 31 days of 
being employed at the previous location.  


 
CRIMINAL RECORD CHECK 
 
As all our facilities host programs where children and/or vulnerable adults are in attendance all 
employees must have a criminal record check as part of our screening process. 
 
The Salvation Army Kelowna Ministries will cover the cost of the record check. 
 
ATTENDANCE, LATENESS AND ABSENTEEISM 
 
It is the responsibility of every employee to attend work as scheduled on a regular and consistent 
basis. Employees are expected to be punctual and ready to commence work at the start of their 
scheduled shifts and to remain on duty until the stipulated completion time of their shift. 
 
Employees who are unable to report to work at the scheduled time must advise their direct 
supervisor in advance so that necessary arrangements can be made. 
 
Attendance is considered a criterion of performance and is measured when assessing overall 
employee performance at work. 
 
Reference: The Salvation Army Employee Relations Policy & Procedures Manual, s. 15. 
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COMMUNICATIONS/TELEPHONE, INTERNET, VOICE/E-MAIL & COMPUTER ACCESS 
 
Employee usage of any of the communications systems available at The Salvation Army must be 
lawful, ethical, and consistent with The Salvation Army’s professional reputation, standards, 
policies, procedures and guidelines.  
 
Computer access is subject to agreement to act in accordance with The Salvation Army Computer 
Access Policy. A copy of which is available in the appendix and on the Lotus Notes IT Support 
Library. Personal use of communication systems must be kept to a minimum and be within the 
guidelines of The Salvation Army policy for such systems.  As well, all laptops, Blackberry’s and 
other transportable computers must be fully locked and secured if being left unattended.   
 
It should be carefully noted that all communications systems, data and uses, including e-mail, 
voice-mail and the internet are not private and are subject to The Salvation Army’s access and 
control.  
Failure to adhere to the communication and computer access policy may result in disciplinary 
action including dismissal from employment. 
 
Reference: The Salvation Army Computer Access Policy 
 
SOCIAL MEDIA GUIDELINES 
Our social media guidelines apply to multi-media, social networking websites, blogs and wikis for 
both professional and personal use. 
 
Internet postings should not disclose any information that is confidential or proprietary to The 
Salvation Army or to any third party that has disclosed information to The Salvation Army.  
 
If an employee comments on any aspect of The Salvation Army’s business they must clearly 
identify themselves as an employee and include a disclaimer, to the effect of "the views expressed 
are mine alone and do not necessarily reflect the views of The Salvation Army”.  
 
Internet postings should not include Salvation Army logos or trademarks unless permission is 
asked for and granted. 
 
Internet postings must respect copyright, privacy, fair use, financial disclosure, and other 
applicable laws. 
 


Employees should neither claim nor imply that they are speaking on The Salvation Army’s behalf. 
 
Corporate blogs, Facebook pages, Twitter accounts, etc., could require approval when the 
employee is posting about The Salvation Army. 
 
The Salvation Army reserves the right to request that certain subjects be avoided, withdraw certain 
posts, and remove inappropriate comments. 
 
Reference: The Salvation Army Computer Access Policy 
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CODE OF CONDUCT 
 
The Salvation Army is committed to providing a respectful work environment.  Employees should 
always conduct themselves in a professional manner appropriate to a professional environment 
including: 
 


 Being courteous, friendly and co-operative 
 Acting respectfully, compassionately and professionally in interactions with others by not 


using offensive or abusive language, profanity, or engaging in gossip or expressing 
derogatory remarks about other workers 


 Contributing positively to the work environment thru encouragement, praise and 
expressions of thanks directed to co-workers 


 
Complaint/Problem Resolution Process 
If employees have a concern regarding decisions, outcomes or events, they are encouraged to 
approach their supervisors for answers and to seek clarification. The Salvation Army has a 
problem resolution process which may be followed if employees still do not agree.  
 
Conflict of Interest 
Employees must recognize that the use of their position for personal gain represents a “conflict of 
interest” at law, which may be just cause for termination.  Thus, it is imperative that all employees 
and officers refrain from using their position of influence within The Salvation Army to secure 
monetary or non-monetary benefits from clients, customers, suppliers, employees or business 
contacts. 
 
Non-Fraternization/Boundaries 
To protect clients and employees alike, The Salvation Army has policies prohibiting personal 
relationships with current and former clients until one year after the client has ceased to use TSA 
services. Some facilities extend this period to two or more years.    
 
Reference: The Salvation Army Employee Relations Policy & Procedures Manual, s. 14. 
 The Salvation Army Operating Policy #7915 
 
RESPECT IN THE WORKPLACE   
 
The Salvation Army is committed to providing a respectful workplace to prevent discrimination 
and/or sexual or general harassment in the workplace. Each employee and volunteer will receive 
respect in the workplace training.   All incidents of alleged harassment will be investigated in 
accordance with The Salvation Army Respect in the Workplace Policy. 
 
Any employee or volunteer who, upon investigation as outlined in policy, has been found to have 
breached the policy will be subject to disciplinary action up to and including dismissal from 
employment.  
Reference: The Salvation Army Employee Relations Policy & Procedures Manual, s.14.
 BC Human Rights Code 


 
 
 
 
 
 
 
 
 


  







 - 12 -


CONFIDENTIALITY 
 
All matters and information related to The Salvation Army’s business that has been gained within 
the work context must be treated as confidential.  The Salvation Army information must never be 
divulged either inside or outside the organization, other than to people authorized to receive the 
information in the course of their duties.  Any breach of confidentiality may result in disciplinary 
action including dismissal from employment. 
 
Employees are required to follow the terms of the BC Division Privacy Policy in the handling of any 
personal information.  A copy of this policy is made available in the appendix for this handbook and 
all employees and volunteers will be required to sign a pledge of confidentiality. 
 
While the Employee Relations department is to serve the needs of both employees and 
management, any issues reported to them regarding an alleged breach of ethics or codes of 
conduct will be reported directly to the Divisional Commander.  All staff are to be aware of this as 
the duty of confidentiality regarding these matters will not be applicable. 
 
Reference: The Salvation Army Employee Relations Policy & Procedures Manual, s. 2. 
 
COACHING AND CORRECTING FOR PERFORMANCE  
 
The Salvation Army will strive to be fair and consistent in the treatment and professional 
development of its employees, and to assist them in attaining and maintaining an appropriate level 
of performance and/or conduct. 
 
The goal is to offer an employee opportunity to improve performance/conduct through coaching, 
encouragement and counseling. Every effort will be made to coach, encourage and assist 
employees in achieving an appropriate level of performance and/or conduct.   
 
An employee who breaches a policy of The Salvation Army may be subject to discipline ranging 
from a verbal warning to written warning and ultimately to dismissal. The goal of progressive 
discipline is to correct unacceptable behaviour by working with the employee to attempt to resolve 
the problem. In cases where the behaviour is not corrected, the penalty will increase in proportion 
with the seriousness and/or repetitiveness of the misconduct and other relevant factors. 
 
Progressive discipline contains the following stages (for each same or similar incident of 
misconduct): 


 
 Verbal warning (first or minor infraction); 
 Written warning(s); 
 Suspension without pay [Note:  For unionized locations ONLY]; 
 Termination 


 
In cases of serious misconduct, discipline may commence at a written warning and lead to 
termination, or discipline may start and end with termination.   
 
Reference: The Salvation Army Employee Relations Policy & Procedures Manual, s. 7. 
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EMPLOYMENT RELATED HARASSMENT  
 
The Salvation Army is committed to preventing discrimination and sexual or general harassment in 
the workplace. All incidences of suspected employment related harassment will be investigated in 
accordance with The Salvation Army Employment Related Harassment Policy.  A copy of this 
policy can be found in the Appendix. 
 
Any employee or volunteer who, upon investigation as outlined in The Salvation Army Employment 
Related Harassment Policy, has been found to have behaved contrary to the policy on harassment 
will be subject to disciplinary action including dismissal from employment.  
 
Reference: The Salvation Army Employee Relations Policy & Procedures Manual, s.14.
 BC Human Rights Code 
 
JOB ABANDONMENT  
 
Employees have the responsibility to report to work when scheduled. 
Any employee who does not report to work as scheduled for three (3) work days without notifying 
their immediate supervisor and who cannot give an acceptable reason for their absence shall be 
considered as having abandoned their position. 
 
MEDICAL APPOINTMENT ALLOWANCE 
 
Fourteen hours per year are made available for attendance at medical appointments during 
working hours without the necessity to work compensatory hours.  Your direct supervisor must pre-
approve all appointment absences and will insist that efforts be made to schedule these 
appointments, where possible, outside of office hours. 
 
PROCEDURE/POLICY FOR SNOW DAYS 
 
Early closure 
 
Should the weather conditions deteriorate during the workday, the CO (or designate) may make a 
determination to send staff home early. Such determination would be communicated by e-mail and 
possibly by announcement by Department Supervisors. No adjustment to pay would be made. 
 
Office Closure 
 
On days when heavy snow is predicted the CO (or designate) would confer regarding the prospect 
of safe travel to work and access to the building/s. Such determination would be made early – for 
example by 7 am. Such determination would be communicated by e-mail/phone tree where 
necessary. Staff will be encouraged to check their e-mail to verify whether the office/store has 
been closed for the day.  
 
If the office/store is closed by the CO (or designate), no adjustment to pay will be made. If no 
instruction is received, staff are to report as usual. If staff are unable to get to work because of 
snow, but the office/store is open, they may choose to take a vacation day, lieu day or no pay for 
that day. 
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PERSONAL APPEARANCE AND SCENT 
 
Employees shall maintain professional personal appearance and dress. Clothing, jewelry and 
grooming shall be neat and clean, and shall reflect standards of decency, utility, health and safety. 
If your location requires a company shirt or uniform, they will be provided to you and you are 
required to wear them when on shift. 
 
Due to severe allergies experienced by a number of staff members we will operate our units as 
‘scent-free’ environments.  That means that staff members are not to come to work wearing 
perfume, cologne, after shave, etc.  Additionally, we would recommend refraining from using 
lotions or creams that are strongly scented.  Deodorants are encouraged of course, though 
unscented is preferred. 
 
PERSONNEL FILES 
 
The employee personnel file that The Salvation Army maintains with your records contains all 
documentation required by Federal and Provincial Legislation, The Salvation Army Employee 
Relations Policy and Procedures, and any contractual agreement. 


 
This information includes: 
 Initial application form and resume; 
 Records of salary and personal information changes throughout employment; 
 Performance reviews; 
 Disciplinary warning records; 
 Commendations; 
 Benefit selections. 


 
Records as required for benefit plans (absentee records, sick notes, claim forms, long-term 
disability records, etc.) are also maintained. All employment records are maintained for the 
duration of your employment and for a period of six years following termination. 
 
Security and Privacy of Records 
The Salvation Army will follow all requirements of the Personal Information Protection Act of British 
Columbia. A comprehensive policy is available in the appendix and signoff is required at the time 
of orientation. 
 
Employee Access to Records 
You will be permitted to view the file in the presence of the person responsible for the safekeeping 
of personnel records.  Copies of personnel files will be available at the cost of the reproduction. 
 
Changes in Personal Information 
Employees are responsible to notify the business office of changes to personal information as they 
occur.  These include changes in your name, marital status, dependents, address, telephone and 
other employment related information. Eligibility for benefits may be affected if changes to personal 
information are not provided promptly. 
 
Reference: The Salvation Army Employee Relations Policy & Procedures Manual, s. 6.  
 BC Employment Standards Act 
 Employment Insurance Act 
 Income Tax Act 
 BC Personal Information Protection Act 
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RETIREMENT – REVISED JANUARY 1, 2008 
 
Effective January 1, 2008 the right of an Employer to require an employee to retire from the 
workforce at age 65 will no longer apply in BC. Revisions to the BC Human Rights Code which will 
come into effect on that day extend protection from age discrimination to all persons age 65 and 
older. 
 
At age 65 an employee of the Salvation Army has the option to continue employment or retire.  An 
employee who is age 65 or older will continue to receive Group Benefits (ENCON) and MSP 
(Medical Services Plan) coverage up until age 70.  
 
Group RRSP contributions by The Salvation Army can continue until the December of the year an 
employee turns 69.  Contributions to any RRSP are not allowed beyond the age of 69, however the 
employee should continue to receive the benefit as a cash benefit until employment ends. 
 
THEFT 
 
The Salvation Army will not tolerate theft or attempted theft of any kind by employees.  It is 
essential that trust be maintained and that complete confidences exist in the employment 
relationship. The following are provided as examples of conduct that is constituted as theft: 
 


 Theft of property or services from The Salvation Army; 
 Unauthorized use of The Salvation Army’s equipment; 
 Unauthorized use or theft of property from visitors, volunteers or other employees; 
 Theft outside of working hours and the workplace which may affect the employment 


relationship; 
 Actions which result in the unauthorized procurement of money, property or other items from 


The Salvation Army, its clients, visitors, volunteers or other employees. 
 Theft of time – claiming pay for hours not worked or falsely claiming paid sick or bereavement 


leave. 
 


Any employee or volunteer who, upon investigation, has been found to have behaved contrary to 
the policy on theft will be subject to disciplinary action including dismissal from employment. 
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Employee Grievances 
 
Policy:  
Employees of The Salvation Army in Kelowna will have the right of access to their 
Supervisors, the Management Team and Corps Officer so that they may present any 
grievances not effectively dealt with by preceding levels of management. 
 
Reason For Policy: 
From time to time grievances may arise where supervisory staff are not able to effectively 
respond to grievances by employees. In these cases, staff then need to be able to access 
successive levels of management so as to find a satisfactory resolution to the issue. 
 
Procedure: 


Supervisor: 
 
1. The first step in resolving the problem will be to hold a meeting between the griever 


and the Supervisor. 
 
Department Manager 
 
2. If the dispute remains unresolved, the Supervisor or the employee may submit the 


grievance to the Department manager in writing, within fourteen days of the date on 
which the action or circumstances giving rise to the grievance occurred. 


 
3. The Department manager should meet with the employee and then must reply to 


the employee, in writing, within fourteen days of receipt of the written grievance, 
outlining the steps to be taken to resolve the problem.   


 
Management Team 
 
4. If the dispute remains unresolved, the Department Manager or the employee may 


submit the grievance to the Management Team, in writing, for final resolution.  In 
order to facilitate this final resolution, the Management Team may elect to meet 
personally with the employee. 


 
USE OF PERSONAL VEHICLE 
 
If you are authorized by your direct supervisor to use a personal vehicle for business travel, you 
will be reimbursed at the rate of 45 cents per km in accordance with the business expense policy.  
 
See Appendix: F 
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HEALTH AND SAFETY 
 
Health and Safety 
Any health and safety concerns should be directed towards the Occupational Health and Safety 
Committee at The Salvation Army Kelowna Community Church.  The OHS committee will 
investigate any concerns along with trends and incidents.  Meeting minutes are posted on the 
notice board/s in the staff rooms or kitchen and committee contact can be made through any of the 
members listed in the minutes.   
 
INJURY-ON-DUTY REPORTING REQUIREMENTS 
 


Employees must report all injuries immediately to The Salvation Army through your direct 
supervisor. All workplace incidents resulting in injury or risk of injury to employees will be 
investigated thoroughly and will be reported to the BC Worker’s Compensation Board. 
 
As well, any health and safety concerns should be directed towards your direct supervisor.   
 
There are well marked emergency exits at all facilities.  As well, there are fire extinguishers and 
first aid kits.  Please familiarize yourself with the locations of each for your safety.  
 
Reference: BC Worker’s Compensation Act (Regulations) 
 


Emergency Procedures: 
Please familiarize yourself with the locations of each emergency exit, location of fire extinguishers, 
and first aid stations for your safety.  
 


Emergency Drills 
Drills are conducted periodically and are coordinated by the H&S committee.  The “muster station” 
(meeting point) will be identified to you during orientation.   
 
Reference: BC Worker’s Compensation Act (Regulations) 
 


Smoke Free Environment: 
In consideration of fellow employees as well as clients, volunteers, visitors, and for safety reasons, 
The Salvation Army has designated all its facilities and vehicles as smoke free environments.  
Smoke breaks are to be included in your break time.   
 


Reference: BC Worker’s Compensation Act (Regulations) 
 


Substance Abuse: 
The Salvation Army’s policy is that alcohol and/or drug dependency are illnesses that require 
treatment.  
 


Notwithstanding The Salvation Army’s policy that alcohol and/or drug dependency are illnesses, 
any employee reporting for duty or performing duties under the influence of alcohol, drugs or other 
intoxicants which endanger their health or safety, or the health or safety of other persons, will not 
be permitted to remain on the premises. Breach of policy may be subject to disciplinary action up 
to/and including dismissal from employment.  
 


Sub-standard performance due to alcohol and/or drug dependency will not be condoned. It is the 
responsibility of the employee to seek treatment at the earliest possible opportunity. Treatment 
plans and reasonable accommodation will be supported by The Salvation Army. 
 


Storage, possession or consumption of alcohol and/or drugs is prohibited at DHQ. Violation of this 
policy may result in disciplinary action up to/and including dismissal from employment. 
 


Reference: BC Human Rights Code 
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HEALTH AND WELFARE BENEFITS 
 
EMPLOYEE ASSISTANCE PROGRAM (EAP) 
 
The Employee Assistance Program is available to all regular full-time employees and their eligible 
dependents. EAP provides a confidential, professional counseling service at no cost to you. 
 
The EAP is an important resource to help keep you and your family healthy, happy and productive.  
Please use it with complete confidence if the need arises, and encourage other eligible individuals 
you care about to use it as needed.  You do not have to talk with your supervisor before calling the 
EAP. 
 
Details of the services and telephone numbers are outlined in the benefits package, which is 
provided to each regular full-time employee.   
 
GROUP INSURANCE 
 
For regular full-time employees, The Salvation Army provides an employer-paid basic group 
insurance benefit plan which includes extended health, dental, life insurance and accidental death 
and dismemberment administered by Encon Limited. Participation in the basic group insurance 
coverage is mandatory following completion of the probationary period for employees working 25 
hours per week or more. 
 
Long-term disability coverage is only available to regular full-time employees who are regularly 
scheduled to work more than thirty (30) hours per week and is mandatory. Long-term disability 
premiums are the responsibility of the employee.  
 
Employees of The Salvation Army have the opportunity to obtain optional group insurance 
coverage. Premiums for optional group insurance coverage are the responsibility of the employee. 
 
Employees are subject to the requirements and plan details outlined in the booklet:  “Taking Care 
of You - The Salvation Army Employee Health and Wellness Program Benefit Plan” which is 
provided to each full-time employee. 
 
The Salvation Army recognizes service at its different institutions and provides limited portability 
and service recognition benefits for its group insurance plan. 
 
Reference: The Salvation Army Employee Relations Policy & Procedures Manual, s. 17. 
  “Taking Care” Group Insurance Benefits Information Booklet 
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GROUP RRSP 
 
Regular full-time and part-time employees, who have completed 3-months of service, will be 
enrolled in The Salvation Army Group RRSP administered by Canada Life.  The Salvation Army 
contributes a percentage based on gross earnings and length of service according to the following 
schedule: 


 
Completed years of service  Contribution Formula 
 
 3-months to 5 years   4.00% 
 6 to 10 years   5.00% 
 11 years or more   6.00% 


 
Matching of voluntary contributions to a maximum of 2% of regular paid earnings, on the 
completion of 10 years of service (commencing 11th year of employment) Matching contributions to 
a maximum of 3% paid earnings. 
   
Employer contributions for RRSP purposes may not be withdrawn while you remain actively 
employed with The Salvation Army.  
 
Voluntary contributions may be withdrawn while employed with The Salvation Army.   
 
The Salvation Army recognizes service at its different institutions and provides limited portability 
and service recognition benefits for its RRSP. 
 
Reference: The Salvation Army Employee Relations Policy & Procedures Manual, s. 12. 
 The Salvation Army Employee Relations Policy & Procedures Manual, s. 4. 
 Canada Life Group RRSP Brochure. 
 
PROVINCIAL HEALTH INSURANCE 
 
For regular full-time employees, The Salvation Army provides employer-paid BC Medical Services 
Plan single person coverage for employees following completion of the probationary period.  
 
Employees of The Salvation Army have the opportunity to obtain BC Medical Services Plan 
coverage for spouse, equivalent to spouses and dependents. Premiums for BC Medical Services 
Plan dependent coverage are the responsibility of the employee. 
 
Reference: The Salvation Army Employee Relations Policy & Procedures Manual, s. 17. 
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VACATION, HOLIDAYS AND LEAVES OF ABSENCE 
 
STATUTORY HOLIDAYS 
The Salvation Army recognizes statutory holidays as outlined by the BC Employment Standards 
Act as follows: 
 


 New Years Day 
 Good Friday  
 Victoria Day 
 Canada Day  
 British Columbia Day  
 Labour Day  
 Thanksgiving Day  
 Remembrance Day  
 Christmas Day 


  
The Salvation Army further recognizes Easter Monday and Boxing Day as paid holidays.   
 
Eligibility for statutory and paid holidays is subject to the conditions for such holidays outlined in 
the BC Employment Standards Act.  
 
Reference: The Salvation Army Employee Relations Policy & Procedures Manual, s. 13. 


 BC Employment Standards Act 
 
VACATION COMPENSATION 
 
You may take your vacation time at anytime during the calendar year, but under normal 
circumstances it should not be taken consecutive to a previous year’s vacation.  Vacation time 
should be scheduled in consultation with your supervisor and the employee relations department.  
Years of service seniority will be recognized for vacation time requests made prior to February 1st 
of each year. 
 
Unused vacation credits from one calendar year do not carry over to the next. 
 
Vacation time taken during the current year is for the time worked in the preceding calendar year. 
 
If you work less than a full calendar year of service in any given year, or work fluctuating hours, 
you will receive vacation entitlement in the following year on a pro-rated basis as outlined below. 


VACATION COMPENSATION 
 


1. PURPOSE 
 
The guidelines for the items covered in this Policy are the requirements for the Canada and 
Bermuda Territory of The Salvation Army for non-unionized employees. Where minimum statutory 
requirements prescribed by applicable employment standards legislation provide greater benefit 
than those provided by the Policy, then this Policy shall be deemed to instead provide such greater 
right or benefit. 
 
NOTE: Vacation provisions in collective agreements between The Salvation Army and its various 
unions will govern and take precedence over this Policy. 
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2. NEW EMPLOYEES 
 


Upon immediate 
hire 


 1.00 day per month 


After one 
completed 


calendar year 


3 
weeks 


 


 
Full-Time New Employees: Must be paid a minimum of twelve (12) days in a month in order to 
receive credit for the month. 
New full-time employees will accrue 1.25 days per month effective January 1st following their 
employment. 
 
3. CONTINUING EMPLOYEES 
 
Full-Time Employees: Based on the employee’s normal working week, full-time employees are 
entitled to vacation with pay as set out in the chart below. 


Completed 
Years of 


Service as of 
December 


31st 


Total Vacation 
Entitlement per 


Year (January 1st 
– December 31st) 


Accrued Days per 
Calendar Month to be 


taken in the next calendar 
year 


1 – 6 years 3 weeks 1.25 days per month 


7 – 13 years 4 weeks 1.66* days per month 


14 – 19 years 5 weeks 2.08* days per month 


20 + years  6 weeks 2.50 days per month 


 Rounded up to the next full day 
 
Full-Time Employees:  
Must be paid a minimum of twelve (12) days in a month in order to receive credit for the month. 
 
Part-Time Employees 
 
All part-time employees are entitled to vacation with pay on a pro-rated basis as per the chart 
above, based on their regular weekly hours of work. For example, a part-time employee who is 
regularly scheduled to work two (2) days per week will accrue vacation at a rate of 0.5 days per 
month (i.e. 1.25 days x 0.4), which is equivalent to six (6) paid vacation days each year. 
 
Part-time employees may choose to receive vacation pay on each pay cheque, rather than 
accruing paid vacation time. However, a document confirming the employee’s agreement is 
required. 
 
Should a part-time employee choose to receive vacation pay on each pay cheque, the part-time 
employee will still accrue unpaid vacation time which may be used as per policy. For example, a 
part-time employee who is regularly scheduled to work two (2) days per week will accrue vacation 
at a rate of 0.5 days per month (i.e. 1.25 days x 0.4), which is equivalent to six (6) unpaid vacation 
days each year. 
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4. PROCEDURE 
 
4.01 Vacation entitlement is determined by an employee’s years of service as of December 31st 
the year prior to entitlement. 
 
4.02 Employees who are on statutory leave in accordance with applicable provincial employment 
standards legislation will continue to accrue paid vacation during their leave (i.e. pregnancy leave, 
parental leave, family medical leave, etc.). 
 
4.03 Employees who are on other leaves of absence (i.e. worker’s compensation, unpaid leaves of 
absence) will continue to accrue unpaid vacation time during the period of leave, but will not 
continue to accrue vacation pay except as may be required by applicable law. 
 
4.04 Vacation may not be banked or carried forward into the following vacation year without prior 
written approval from the employee’s immediate supervisor. In absence of this approval, vacation 
time that is not taken prior to the end of each calendar year will be forfeited, subject to any 
applicable statutory requirements. 
 
4.05 Payment in lieu of unused vacation days is not permitted. 
 
4.06 Vacation may be schedule any time during the calendar year, (some restrictions apply) but 
under normal circumstances it should not be scheduled consecutive to a previous year’s vacation. 
The scheduling of vacation must be mutually agreed to by the employee and his or her immediate 
supervisor. 
 
4.07 Temporary and relief/casual employees (working fifteen (15) hours or less per week on a 
normal basis) will receive vacation pay equal to six percent (6%) of wages on each pay in lieu of 
paid vacation leave, (or accrued if requested) or such other percentage of wages as may be 
required by law. 
 
4.08 Employees on a contract will be governed by the terms and conditions of the contract 
regarding vacation which was negotiated at time of hire. 
 
4.09 In the event of an unforeseen facility closure (i.e. snowstorm, emergency building closure, 
etc.), there will be no adjustment to scheduled vacation days. 
 
4.10 Should an employee become ill while on vacation, vacation days will not be substituted for 
sick leave unless the employee provides a medical certificate proving serious illness or debilitating 
injury. 
 
5. TERMINATION OF EMPLOYMENT 
 
5.01 If employment is terminated for any reason prior to December 31st of the initial year of 
employment, the employee will be compensated for all unused vacation days accrued but not 
taken prior to the effective date of termination. The amount will be paid out at a rate of one (1) day 
per month worked, which is equivalent to 4.6% of wages. 
 
5.02 If employment is terminated for any reason after January 1st of the year subsequent to their 
date of hire, the employee will receive any unused vacation pay accrued to the effective date of the 
termination. This shall be calculated as the appropriate percentage of the current year’s earnings 
as follows: 
 


Completed Years 
of Service as of 
December 31st 


 Percentage of Wages 
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less than 1 year = 6% of wages plus prorated portion of 3 
week vacation 


1 – 6 years = 6% of wages 


7 – 13 years = 8% of wages 


14 – 19 years = 10% of wages 


20 years or more = 12% of wages 


 
5.03 Vacation days taken by the employee in the calendar year of termination will be deducted 
from the calculation of vacation pay owing. In addition, the employee shall also be entitled to 
receive payment for any unused vacation days the employee was permitted to carry over from the 
previous calendar year under section 4.4. 
 
5.04 An employee who has taken more vacation than he or she has earned at the time of 
termination will be required to repay those amounts to The Salvation Army. To the extent permitted 
by law, any amounts owning by the employee for vacation taken but not earned will be deducted 
from any payments owing to the employee as of the effective date of termination. 
 
6. VACATION PAY AND TRANSFER OF EMPLOYMENT 
 
6.01 Territorial Headquarters’ Employees: 


a. An employee approved for transfer from one THQ department to another, may carry all 
vacation entitlement to the new department. 


b. The payment of such vacation will be the responsibility of the new department. 
 
6.02 Employees Transferring from one Salvation Army Facility to Another: 


a. An employee transferring from one Salvation Army facility to another may carry 
vacation entitlements to the new Army employer provided there is no break in service. 


b. Employee’s vacation accrual and appropriate dollar value should be transferred with the 
employee. 


c. If an employee is terminated from a Salvation Army facility and receives a gratuitous 
severance, previous service cannot be transferred to the second facility for 
determination of vacation entitlement. 


 
Reference: The Salvation Army Employee Relations Policy & Procedures Manual, s. 13. 
 BC Employment standards Act 
 
7. Local Policy on Vacation Scheduling 
 
Please remember that The Salvation Army Kelowna Community Church and Community Ministry’s 
policy is that no vacation days (paid or unpaid) will be taken in the months of November or 
December. 
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BEREAVEMENT LEAVE 
 
The Salvation Army offers three (3) days with pay for bereavement upon the death of a member of 
your immediate family (parent, child, spouse, sibling, grandparent or grandchild). 
 
The Salvation Army offers one (1) day with pay for bereavement upon the death of a member of 
your extended family (brother-in-law, sister-in-law, niece, nephew, uncle, aunt, first cousin) 
 
Additional time off without pay may be granted at The Salvation Army’s discretion.  A decision will 
be rendered on the merits of each individual case. 
 
Reference: The Salvation Army Employee Relations Policy & Procedures Manual, s. 15. 
 BC Employment Standards Act 
 


EDUCATION LEAVE 
 
Employees with over one year of continuous service will be considered for educational leave on an 
individual basis.  Educational sabbaticals will not be granted for a period of more than two years. 
Educational assistance may be available in accordance with Salvation Army policy on such 
assistance. Further information on educational assistance can be accessed through your direct 
supervisor. 
 
Reference: The Salvation Army Employee Relations Policy & Procedures Manual, s. 9. 


 


JURY DUTY 
 
Employees will be granted leave to attend legal proceedings for the purpose of jury duty and will 
be entitled to regular wages less any fees received.  Employees are responsible to provide The 
Salvation Army with verification of the amount of jury duty fees received. 
 
Reference: The Salvation Army Employee Relations Policy & Procedures Manual, s. 15. 
 BC Employment Standards Act 
 


SICK LEAVE 
 


The Salvation Army provides an employer-paid sick leave plan. The Salvation Army reserves the 
right to request medical substantiation for any sick leave absence.  Medical substantiation may be 
either in the form of a doctor’s certificate, or an independent medical examination. 
 


Accumulation of Credit 
Benefit duration is based on the accumulation of one day per month of employment for regular full-
time employees.  Benefit duration is based on the accumulation of one day of credit for each 22 
days of work for regular part-time employees. The maximum duration of benefits is eighty-five (85) 
days.  
 


Sick days do not continue to accrue while an employee is on sick leave. 
 


Redemption of Credit 
Credits accumulate from the date of employment, but cannot be used until an employee has 
completed three months of employment. Compensation for any accumulated credits will not be 
made upon termination of employment. Sick leave benefits are not payable for any illness or injury 
covered by Workers’ Compensation or the Canada Pension Plan. 
 


Sick days are redeemed on a full or half day basis.  A half-day is considered anything less than 4 
hours and a full-day is considered anything more than 4 hours. 
 
Reference: The Salvation Army Employee Relations Policy & Procedures Manual, s. 16. 
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MATERNITY/PARENTAL LEAVE 
 
The BC Employment Standards Act entitles employees to a period of unpaid leave for pregnancy, 
parental leave for birth or adopting parents, and family responsibility leave. 
 
Under the Employment Insurance Act, provision is made for benefits to persons who qualify when 
employment is interrupted by maternity/parental leave. 
 
The accumulated sick leave days to your credit will not be used during your maternity/parental 
leaves, and is held to your credit on your return.  Sick leave credits will continue to accrue during 
these leaves. 
 
The Salvation Army will continue to pay the employer portion of the premiums for Basic Group 
Insurance coverage for employees while they are on leave. Employees must continue to pay the 
portion of the premiums that are normally paid by the employee. 
 
Employees will be returned to the same or equivalent position upon their return from leave. 
  
Reference: The Salvation Army Employee Relations Policy & Procedures Manual, s. 15. 


 BC Employment Standards Act  
 Employment Insurance Act 
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APPENDIX A : COMPUTER ACCESS AND USAGE POLICY  
 
The Salvation Army values excellence, cooperation, and integrity in the accomplishment of its 
mission.  As part of accomplishing its mission, the Canada and Bermuda Territory has invested 
heavily in computer technology.  That investment is intended to improve the efficiency and 
effectiveness of the employees, with the ultimate goal of better serving the spiritual and social 
needs of our clients and members.  
 
The following policies have been established in order to help minimize the overall cost while 
maximizing the availability and security of the computing resources of the Territory.  It should be 
readily apparent in the following why individual policies have been implemented, be it legal, 
security, or financial. The document is divided into two sections. The first section states the 
policies.  The appendix provides rationales and information for each policy. 
 
Note that the management of the organization requires access to data at any time even in an 
employee’s absence.  In addition, the IT Department must be able to assist in the recovery of lost 
or damaged data.  In order for this to be possible, users cannot expect total privacy in the use of 
the organization’s computer resources.  Nevertheless, one should not and need not assume that 
an individual in the organizational will be intently, continuously monitoring the actions and 
communications within the organization.  
 
Where possible, the policies consider the desires of the officers and employees while maintaining 
the overall intent of protecting the investment in technology and data.  An example of this is in the 
area of e-mail where personal e-mail is allowed if it does not contain graphics since graphics have 
a negative impact by raising the cost of the network. It is expected that individuals will not abuse 
this type of privilege. 
 
POLICIES 
 
Following are the policies of the Canada & Bermuda Territory of the Salvation Army.  An appendix 
is attached providing information and rationale for each of the policies. 
 
1. Privacy 


 
 Salvation Army management reserves the right at any time and without prior notice, to 


examine e-mail, personal file directories, and other information stored on Salvation Army 
computers.  This examination allows management access to information that may be 
informative to or part of its operations. 


 Approved Systems Administrators may, in the normal execution of their job responsibilities, 
become privy to the content of computer data and e-mail files.  This information will remain 
confidential as long as the data/information does not contravene 
municipal/provincial/federal laws or the Operating Policies of the organization in which case 
the information will be brought to the attention of the individual’s manager for further action. 


 The Salvation Army will not tolerate any illegal activity on its computers.  Management will 
take appropriate actions in situations where an illegal activity is discovered. 


 
2. Internet Browsing 


 
 Personal browsing of the Internet on Army owned equipment or using the Army’s computer 


network is not allowed. 
 Use of Army owned equipment and/or network resources for the following is not    allowed: 
 Use of “Hotmail” or other personal e-mail sites except as approved by the IT Department 


for locations without Lotus Notes. 
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 Access to radio stations on the Internet. 
 Receiving personal Internet site updates. 
 Use of Army owned equipment or using the Army’s computer network at any time to visit 


pornographic web sites is not allowed. Accessing or attempting to access pornographic 
Internet sites is just cause for termination of employment or appointment.   


 A check of computers is possible (and will be done) to identify if the computer has been 
used to visit pornographic web sites.   


 The Internet filter used by The Salvation Army allows the organization to monitor usage and 
identify users attempting to reach blocked Internet sites such as sites identified as 
pornographic. 


 Individuals accessing or attempting to access pornographic Internet sites will be reported 
by the Personnel Department to the individuals Department Head or Divisional Commander 
who will then interview the individual, discuss the access or attempted access, and take 
appropriate disciplinary action. 


 
3. Legal - Software Copyrights 


  
 A license must be acquired for each copy of software products.  The license and media (i.e. 


CD, diskette, etc) must be held in a secure location and cannot be loaned or used on 
multiple computers unless explicitly allowed in the license agreement. 


 When unlicensed software is found, the IT or Audit Department will immediately notify the 
user and the associated manager and purchase a license for the software.  The location 
will be billed for the license.  A copy of the license must be sent to the IT or Audit 
Department as follow up. 


 Note that simply removing the software is not sufficient.  The Army must be covered for the 
use (past or present) of the software. 


 Where use of the software is deemed to have been personal, the cost of the software must 
be paid by the employee. 


 If the software was a trial version and was programmed to disallow usage once the trial 
period was ended, the software can be removed without buying a license. 


 If unlicensed software is found on a computer owned or leased by The Salvation Army, it 
will be considered a breach of this policy and is just cause for termination of employment or 
appointment of the user. 


 
4. Security - Passwords 


 
 The system is set to automatically expire user passwords after 90 days of usage or less. 
 Under no circumstances will sharing of passwords be condoned.  Deviation will result in 


immediate cancellation of both users’ accounts by the IT Department.  The IT Department 
will re-instate the users’ accounts only upon formal request by the users’ Cabinet Member 
or Divisional Commander. 


 Passwords must be made up of a combination of letters and numbers/symbols. 
 


5. Security - Unattended Computers 
 
 When leaving a computer unattended, users must take reasonable precautions to prevent 


unauthorized access to information.  This may include: 
 Logging off the network; 
 Shutting down the computer; 
 Using a password-protected Microsoft Windows screen saver; 
 Locking the workstation (Windows 2000 feature); and/or  
 Locking the office door. 
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6. Security – Internet Connections 


 
 All computers and networks with a connection to the Internet must be protected with a 


firewall. 
 All computers (regardless of whether they are connected to the Internet or not) must have 


an Anti-virus program actively running at all times. 
 The virus definitions must be updated on a regular basis (preferable at least weekly) with 


the definitions from the company that developed the anti-virus software. 
 


7. Security - Confidentiality in E-Mails 
 
 All e-mail containing sensitive or confidential information should be encrypted if it is 


addressed to someone in the Salvation Army that is using Lotus Notes. 
 Sensitive or confidential information should not be e-mailed outside the organization. 
 


8. Security - Scanned Signatures 
 
 Scanned signatures on electronic documents (e-mail or attachments to e-mail) are strictly 


forbidden. 
 Scanned signatures for use on hard copy documents are strongly discouraged because of 


the risk to both the organization and the author. 
 Where a scanned signature is considered necessary for use on hard copy documents, pre-


approval from the author and the associated Cabinet member or Divisional Commander is 
required. 


 Scanning a signature or using a scanned signature without the consent of the author is just 
cause for termination of employment or appointment. 


 The author is responsible for ensuring that their scanned signature is kept in a secure 
location and that it is only provided to individuals on an as required basis. 


 The Salvation Army will hold individuals accountable for misuse of scanned signatures. 
 Where a scanned signature for cheque signing is used, an electronic signing machine with 


dual user password protection must be used. 
 Note that the purchase of an electronic signing machine should go through a full cost 


benefit analysis to ensure the expenditure is justified. 
 


9. Cost Reduction - Unapproved Software 
 
 Any location wishing to use software that is not expressly listed in the Operating Policies 


must receive approval from the IT Department prior to obtaining the software.   
 


10. Cost Reduction – Personal e-mail and documents 
 
 Personal e-mail that is created and sent outside of regular hours of duty and that does not 


contain graphics, audio clips, or programs may be sent on Army owned computer 
equipment.  Graphic and audio content are not allowed. 


 Personal e-mail received containing graphic, audio, or program attachments must be 
deleted as soon as possible the same day they are received.  Such e-mail may not be 
forwarded within or outside of the organization. 


 E-mail trying to sell things or to announce sales/events must not be broadcasted, sent or 
forwarded on Army owned computer equipment.  This activity will be limited to the 
electronic Bulletin Board. 
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11. Cost Reduction – Games, Entertainment, and Personal Software 
 
 Loading of game, entertainment, and personal software on Army owned equipment is not 


allowed. 
 The exception to this policy is where there is an approved rationale for the computers to be 


installed for the express purpose of entertaining the users or providing special training. 
 Forwarding of game, entertainment, and personal software to others within or outside of the 


organization using the Army’s computer network is not allowed. 
 Where games (other than those games provided by Microsoft with the Windows operating 


system on new computers) are found on Army owned equipment, an IT representative will 
delete the games and notify the employee’s supervisor. 


 Playing of network based computer games on Army owned computers is not allowed 
(except the one exception noted above and if the computers are not part of the corporate 
WAN). 


 
12. Cost Reduction - Portable Computers 


 
 Users using notebook, palmtop, and other transportable computers must not leave these 


computers unattended (e.g. on a desk or in an unlocked desk outside of regular office 
hours, in an unlocked car, or unsupervised in airports, malls, etc). 


 Users travelling with transportable computers must not check these computers in airline 
luggage systems, with hotel porters, etc.  These computers must remain in the possession 
of the traveler as hand luggage.  The computer must be stored out of sight if it is left 
unsupervised in a hotel room. 


 
13. Cost Reduction - Data Backup 


 
 Users will be responsible for ensuring that the data on their PC is properly backed up or 


has been copied to or stored on the network drives. 
 Network Administrators are responsible for ensuring that a regular daily backup is done of 


all data and programs on the servers, and that copies of the backup media are stored in a 
secure, off-site location. 


 
14. Cost Reduction – Graphics 


 
 Graphics will be used sparingly at the discretion of individual departments/divisions and 


under the scrutiny of the IT Department.  Where a seeming excess of space is being used 
by a user, an IT representative will communicate first with the user and/or manager.  Failing 
resolution, communication will be made with the associated Divisional Commander or 
Department Head to ensure that the graphic content is being used in an official capacity 
and is beneficial.  


 Graphics may not be added to e-mail as part of a heading or signature plate.   
 Lotus Notes stationery templates and mood stamps are not transmitted as part of the 


message and thus may be used. 
 


15. Cost Reduction – File Space Quota 
 
 Storage quotas will be set for network drives and mail files.  Users requiring more than the 


quota may obtain additional space by having their manager provide a rationale to the 
Information Technology Department. 


 Retention periods for various types of information, persons responsible for archiving 
documents, and methods of retention is covered in a separate Operating Policy. 
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16. Cost Reduction - Screen Savers, etc 


 
 Only screen savers within the standard Windows operating system may be used. 
 Programs to alter the cursor or to add active graphics for entertainment (e.g. Felix) must 


not be loaded or used on Army owned computer equipment. 
 Personalized Windows “wallpaper” created from static bitmap images are not programs, 


and therefore do not conflict with computer resources.  Therefore, their use is permitted. 
 


17. Virus Warnings and Computer Tips 
 
 All types of advisories regarding computer viruses should be sent to the Help Desk for 


testing and verification.  If there is a cause for alarm, the IT Department will notify users as 
quickly as possible.   


 Note that the intent of a virus hoax is to disrupt the work flow within an organization rather 
than to destroy data. 


 All employees are encouraged to look on the Lotus Notes Bulletin Board on a regular basis 
for tips and information regarding computer use. 


 
RATIONAL AND ADDITIONAL INFORMATION 
 
1. Privacy 
 
The Salvation Army owns or leases all computer systems that are used by it for the purposes of 
carrying out its Mission. Data stored on Salvation Army owned computers is the property of The 
Salvation Army.  The Salvation Army reserves the right to monitor all aspects of its networks and 
computer systems including, but not limited to, Internet sites visited by employees, chat groups, 
material downloaded from and uploaded to the Internet, incoming and outgoing e-mail and file 
directories.  As such, individual users should not have any reasonable expectation of privacy in the 
use of these resources. 
 
The Salvation Army will not tolerate any illegal activity on its computers. 
 
2. Internet Browsing 
 
An increasing number of individuals within the organization are using the Internet as a regular part 
of performing their responsibilities. Personal use of this tool, both during the day and the evening is 
causing serious delays to those individuals using it for business purposes. 
 
We regret that the cost associated with increasing the speed of the Internet connection to allow for 
personal browsing is prohibitive.  Prohibiting personal browsing on Salvation Army computer 
resources is thus an act of stewardship and fiscal responsibility. 
 
In addition, it has become apparent that some individuals are not using discretion in the web sites 
that they visit.  Each time an individual visits a web site from one of the organization’s computers, 
our corporate identity is transmitted as part of the actual connection to the site.  Thus the Army’s 
reputation is compromised.  A check of computers is possible (and will be done) to identify if the 
computer has been used to visit pornographic web sites.  Also, the Internet filter used by The 
Salvation Army allows the organization to monitor usage and identify users attempting to reach 
blocked Internet sites such as sites identified as pornographic. 
 
3. Legal – Software Copyrights 
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Using software without having a proper license for the software is illegal and can result in the 
individual or the organization being sued.  Beyond the cost, this would harm the reputation of the 
Army. 
 
There is often a misunderstanding about “Shareware”.  The license with the software sets out the 
rules of the particular package. 
 Some can be shared with no fee. 
 Some have limited functionality but are free to use.  In this instance, you would need to buy the 


full product to get full functionality. 
 Some is free for a short trial period. 


 
Software vendors normally provide you with an "evaluation copy" of their software for a short test 
period.  This can be distributed under the term shareware.  Use of the software beyond the trial 
period constitutes a violation of copyright law. 
 
Another area of confusion is whether a duplicate copy of the software can be run on a home 
computer without a separate license.  Previously, some vendors allowed for a user to have 
licensed software on a computer at work and to load the same software on a home computer using 
the same license.  This is no longer the case.  Now the general rule is that the second copy of 
the software can only be loaded on a notebook provided by the organization to the same employee 
to qualify for this exemption. 
 


Note: 
 Licenses for upgrade versions of software are not legal without the license from the original 


product.  Both licenses must be retained.  
 The license for the operating system must remain with the computer even when the hardware 


is transferred or sold. 
 
Once software has been used, it is not sufficient to simply delete the illegally used software.  The 
software must be purchased once it has been used (outside of a specific vendor approved 
evaluation period).  The IT Department Help Desk is available to assist in obtaining licenses and 
deleting software. 
 
Downloading and using copyright protected content (including music) without appropriate 
permission is also illegal. 
 
4. Security - Passwords 
 
Lotus Notes provides each user and in turn the organization with a secure platform on which to 
communicate and operate.  Just as a hand written signature provides proof of authenticity and 
origin on a paper copy, Notes provides an identification that indicates that the sender of a 
document is who they claim to be. 
 
This functionality is further enhanced by providing a user with the ability to have someone else 
work within their mail file and send responses on their behalf while still retaining that sender’s 
identity.  Just as in paper copy a person writes “for” or “on behalf of ” before signing a document for 
someone else, Notes identifies the sender as well as the person for whom they are sending the 
document. 
 
This security allows someone receiving the document to appropriately act on the advice or 
commands within the document.  It thus provides the organization with a tool for performing 
business quicker and more effectively.  
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However, when a user circumvents this security by failing to keep their password private 
(intentionally or unintentionally), or leaving themselves logged onto the computer when they are 
away from their desk, the entire organization suffers because the tool can no longer be trusted. 
 
Using another person’s password and sending a document under that ID and password is 
performing an act similar to forging that person’s signature.  This has varying degrees of severity 
depending on the importance of the document or the policies the organization places on signing 
authorities.  In any case, it breaks down the organization’s ability to function effectively using 
electronic media. 
 
The best password is a long one made up of a combination of letters, numbers, and symbols (in 
mixed case) because they are much more difficult to guess or hack. The worst passwords are 
those made up of words in the dictionary or names (especially your child’s or spouse’s name). 
 
5. Security – Unattended Computers 
 
Once a computer has been turned on at the office and logged into the network, anyone can use 
that computer to access all of the particular user’s data.  When you leave your computer logged on 
when you leave your desk, your data is not secure.  Thus it is essential that users secure the 
computer when they leave.  When the organization migrates to the Windows 2000 operating 
system, tools will be available to securely lock the workstation in addition to requiring all users to 
log on even when not connected to the network. 
 
6. Security – Internet Connections 
 
The Internet is a very insecure environment.  Transmitted data is susceptible to interception (Item 
4 below will provide more information on this).  There are also two significant security issues 
related to connectivity to the Internet: protection from hackers and protection from viruses. 
 
Hackers are individuals that attempt to access the information on your computer without your 
knowledge.  Access itself can be the motivating factor.  In other instances, destruction of or access 
to data are the motivating factor(s).  Hackers can enter the computer/network either through an 
Internet connection or through a dial-up account on the computer/network.   
 
Protection from hackers requires a “firewall” to be properly in place and to be carefully monitored.  
A “firewall” is software that forces individuals to log on to the computer with an ID and password.  
An ID and password are only given to individuals that you want to allow into the computer. 
 
Viruses are programs that are written to perform some damage to the data/programs stored on the 
computer/network.  They are transmitted within other programs across the Internet or on diskettes.  
Trojans are a form of virus. 
 
There are hundreds of viruses.  Protection from viruses requires using an anti-virus program.  The 
anti-virus program identifies viruses using a table of definitions (provided by the anti-virus program 
vendor).  Sometimes, anti-virus programs can remove the virus and fix the original program.  It is 
much more effective to identify and remove the virus before it is activated. 
 
7. Security – Confidentiality in E-Mails 
 
Lotus Notes provides a secure communications platform.  It provides strong security controls 
through the use of encryption technology and Access Control Lists that permit data access to 
authorized users only. 
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Access to Lotus Notes databases can be limited/controlled by Notes User ID or by Notes User 
Group.  Thus reading and/or updating of databases can be controlled. The IT Department sets the 
limits as per the database owner’s request. 
 
Users have the ability to manually set encryption on e-mail (in the delivery options dialogue box), 
making it possible for only the sender and intended recipient of the message to view the contents.  
There are however several difficulties in the use of encryption such as successors being unable to 
read business related material. Thus where possible, encryption should not be used.  However, if 
sensitive/confidential information needs to be e-mailed, then encryption should be used.  
 
In addition to encrypting e-mail, there is also a “prevent copy” feature (in the delivery options 
dialogue box) to provide additional security.  If this feature is used, the recipient will be unable to 
print or forward the message.  The combination of encryption and prevent copy provides a very 
secure environment. 
 


Note the following: 
 Individuals with access to your mailbox cannot read mail that has been encrypted. 
 If your mailbox is renamed for use by a successor, the successor will be able to read encrypted 


mail. 
 You can only encrypt mail to a person outside of the organization if you have a copy of their 


Public Encryption Key. 
 
E-mail being sent to individuals outside of the organization must go through the Internet and the 
Internet is not a secure environment in which to send information. 
 
8. Security – Scanned Signatures 
 
For reasons similar to those outlined under passwords, use of scanned signatures breaks down 
the authenticity of documents unless a secure process that can withstand the scrutiny of an audit 
surrounds the use of the scanned signature.  This normally entails the use of an electronic signing 
machine with dual user password protection. 
 
A scanned signature is retained on an electronic document as a simple graphic.  Thus it can be 
copied and pasted elsewhere with a simple copy and paste function.  This could lead to 
embarrassing or costly situations.   
 
Note that where an external party has reason to believe that the signature is a true representation 
of an individual whom they know to hold an appropriate decision making position, that external 
party is justified in executing the request(s) that are covered in documents with the scanned 
signature. Thus The Salvation Army must honor commitments made in such documents.  
However, The Salvation Army can hold individuals responsible for inappropriately using the 
scanned signature. 
 
A scanned signature can be useful in a mass production of a letter with colour. However, the actual 
scanned signature file must be kept very secure. 
 
9. Cost Reduction – Unapproved Software 
 
The IT Department takes great effort to ensure that application software on the approved list is 
compatible with the hardware, operating system and other applications in use within the 
organization.  This effort is to minimize computer system failure and the associated negative 
impact on the organization. 
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When users indiscriminately load software that is not approved, frequently seemingly “unrelated” 
compatibility problems start to occur.  Diagnosing the problem(s) is time consuming, more difficult, 
and frustrating for the user and the Help Desk staff.   
 
10. Cost Reduction – Personal E-mail and Documents 
 
The costs associated with sending an e-mail that does not contain graphics (scanned pictures, 
games, animated cartoons/games, etc) or audio clips is very low.  Thus personal e-mails that do 
not contain graphics or audio clips and that are created and transmitted outside of regular business 
hours create a minimal cost to the organization.  In situations where friends/relatives are far away 
and the individual does not have his/her own personal computer with Internet access, that small 
cost to the organization can be offset by the employee satisfaction. 
 
Employees using the company equipment for e-mail, business or personal, should be aware that 
e-mail that cannot be delivered by the Internet is returned to the sender and to the “postmaster”.  In 
an organization, the postmaster is a mailbox monitored by IT Department staff to ensure proper 
mail distribution.  The sender is identified in the e-mail so redirecting requires opening the e-mail.  
To add to this, the Internet itself is not a secure means of communicating extremely confidential 
information.  Thus, caution should be used where extremely sensitive information is being sent via 
the Internet. 
 
Personal broadcast e-mail that tries to sell things is disruptive and unprofessional. An electronic 
Bulletin Board has been built within Notes for both personal and business related items.   
 
11. Cost Reduction – Games, Entertainment, and Personal Software 
 
Games, entertainment, and personal software generally consume large amounts of computer and 
network resources and are thus quite costly.  In addition, they cause computer and network 
problems, thus hampering the ability of others within the organization to effectively perform their 
job.  
 
12. Cost Reduction - Portable Computers 
 
Portable computers are valuable assets.  They require safeguarding because of their value and the 
fact that they are very easily stolen.  Loss through theft has a direct financial impact on the 
organization, both for the hardware and data. 
 
13. Cost Reduction – Data Backup 
 
To protect the Army’s investment in data, users are responsible for backing up the information on 
their PC’s.  Users with PC’s connected to the network can store their data on the server or place a 
duplicate of the information on the server.  Data on servers must be backed up daily as part of the 
network management. 
 
14. Cost Reduction - Graphics 
 
The use of graphics is becoming increasingly common. Graphics can be an effective way of 
communicating a message but they are often used simply to decorate a page, making it pleasing 
to view but not enhancing the message or the readers ability to comprehend the message (the 
reason for the document in the first place). 
 
Unfortunately, there is a significant cost that must be paid by the organization to support graphics.  
Graphics generally require a lot of disk space.  This means that more disk space is required along 
with increased backup system capacity.  When the document is transmitted in or as an attachment 
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to an e-mail, additional network traffic is created requiring the organization to spend more money 
on network facilities. 
 
The organization is also increasing the number of documents created and stored.  There are a 
number of factors that make this an effective way of operating.  However, there is an associated 
cost.  Using the newer office products has caused document sizes to increase because of the 
increased functionality and user friendly features.  When there are graphics in the document the 
cost is much higher.  The disk space requirements are beginning to increase exponentially.  
 
15. Cost Reduction – File Space Quota 
 
The number of documents created and communicated within the organization on a daily basis has 
been steadily increasing.  Computers, the network, and e-mail have revolutionized the way we 
work.  It has not reduced our tendency to accumulate large numbers of documents, many of which 
are useless or are duplicated in one or more locations on the network. 
 
16. Cost Reduction – Screen Savers, etc 
 
Using password protection with a screen saver provides limited security when you leave your desk 
for a short period.  Historically, screen savers were meant to continuously change the image on a 
screen so that the image would not become “burnt” into the actual face of the screen.  With new 
technology, this is no longer required. 
 
The difficulty with screen savers is when they utilize animation and audio. Animation and audio 
take up considerable disk space.  The problem is compounded with some screen savers that 
actually use computer resources even when they are not active on the screen.  This means that 
the computer is less efficient from an operating perspective. 
 
Other problems occur when users load programs for changing the cursor or adding active graphics 
for entertainment (e.g. Felix).  The performance of the computer is often negatively affected and 
sometimes the computer will develop unusual problems that the Help Desk staff must spend time 
diagnosing and correcting.  Many of these downloaded programs contain viruses. 
 
17. Virus Warning and Computer Tips 
 
Many virus warnings are hoaxes (despite their claim for legitimacy by including supposed quotes 
from knowledgeable organizations like IBM, Microsoft, or the police).  They are intended to disrupt 
the regular flow of business by getting staff to forward the hoax to other staff members and friends.  
There is a write-up on this on the THQ Notice Board under IT Tips. 
 
In addition there are a number of other helpful tips for common computer problems on the Notice 
Board. 
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APPENDIX B : PERSONNEL POLICY ON EMPLOYMENT-
RELATED HARASSMENT 
 
The Salvation Army - Canada and Bermuda Territory 
 
Policy Statement 


 
1. The Salvation Army Canada and Bermuda Territory is committed to providing a working 


environment in which all individuals are treated with respect and dignity, and where equal 
opportunity is promoted and discriminatory practices are prohibited.  Under Human Rights 
legislation discriminatory harassment is illegal. 


 
 As a Christian organization, The Salvation Army is committed to upholding the standards of 


Christ in all its dealings.  We are to guard the 'image of God' revealed in each person, and to 
share His love with all.  Harassment is a violation of God's image, and is contrary to God's love 
and compassion for all humankind. 


 
 Harassment is offensive, degrading and threatening.  The Salvation Army Canada and 


Bermuda Territory has adopted this policy to make clear to all Officers, employees and 
volunteers that harassment is not acceptable.  In our role as employer, we will discipline any 
individuals, regardless of position or title, found to have engaged in conduct constituting 
employment-related harassment. 


 
2. This policy applies to all Officers, employees and volunteers of The Salvation Army Canada 


and Bermuda Territory.  Harassment will not be tolerated, whether engaged in by co-workers, 
subordinates, supervisors or directors. 


 
 The Salvation Army also recognizes that its Officers, employees and volunteers may be 


subjected to harassment by clients or by others who conduct business with The Salvation 
Army.  In these circumstances The Salvation Army acknowledges its responsibility to do all in 
its power to support and assist the person subjected to such harassment. 


 
 Furthermore, The Salvation Army recognizes its responsibility in assuring that its clients are not 


subjected to harassment by Officers, employees or volunteers of The Salvation Army.  Any 
person found to have engaged in conduct constituting harassment in his/her working 
relationship with a client will be suitably disciplined. 


 
 The Salvation Army Canada and Bermuda Territory encourages the reporting of all incidents of 


harassment, regardless of who the offender may be. 
 
3. In addition to the provisions of this policy, employees continue to have the right to seek 


assistance from their local Human Rights Commission. 
 
Purposes 
 
4. The purposes of this policy are: 
 


(a) to maintain a harassment-free working environment; 
(b) to make Officers, employees and volunteers aware that harassment in the workplace is illegal; 
(c) to outline the types of behaviors which are considered harassing and offensive; 
(d) to establish a mechanism for receiving complaints of  harassment and to provide a procedure by 


which these complaints will be handled by The Salvation Army Canada and Bermuda Territory. 
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5. This policy is not intended to inhibit social interaction between Officers, employees and/or 
volunteers. 


 
6. This policy recognizes that in the course of service/employment some physical contact may be 


warranted in order to provide comfort and support.  This policy is not intended to inhibit this 
type of physical contact.  However, it is anticipated that Salvation Army Officers, employees 
and volunteers will treat one another and those they serve with the utmost respect, upholding 
the personal dignity of all. 


 
Definitions 


 
7. (a) For the purpose of this policy, "sexual harassment" is defined as: 
 
 Single or repeated incidents involving unwelcome sexual advances, requests for sexual favors, 


or other verbal or physical conduct with sexual overtones, specifically when: 
 


(i) such conduct might reasonably be expected to cause insecurity, discomfort or humiliation 
to another person; 


 
(ii) submission to such conduct is, or is implied to be, a condition of employment; 
 
(iii) submission to or rejection of such conduct is used as a basis for employment decisions 


(including, but not limited to, hiring, promotions, raises, job security and benefits, training, 
seniority); or 


 
(iv) such conduct has the effect of interfering with the person's work environment, creating an 


intimidating, hostile or offensive work environment. 
 


 Types of behavior which constitute sexual harassment include, but are not limited to: 
 


- sexist jokes causing embarrassment, which are repeated despite clear indication that they 
are unwelcome 


- gawking, leering 
- display of sexually offensive materials 
- derogatory or degrading remarks directed towards members of one sex 
- sexually suggestive or obscene comments or gestures 
- unwelcome inquiries about a person's sex life 
- unwelcome sexual flirtations, advances, propositions 
- requests for sexual favors 
- unwanted touching, patting or pinching 
- verbal abuse or threats with sexual overtones 
- sexual assault (rape) 


 
 Sexual harassment is most often behavior directed by men towards women.  However, it can 


also be directed by women towards men or can occur between members of the same sex. 
 


(b) For the purpose of this policy, "general harassment" is defined as: 
 
 Single or repeated incidents involving unwelcome and vexatious words or actions, in 


relation to one of the prohibited grounds of discrimination under applicable Human Rights 
legislation (See Appendix 1), specifically when: 


 
(i) such conduct might reasonably be expected to cause insecurity, discomfort or 


humiliation to another person; 
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(ii) submission to such conduct is, or is implied to be, a condition of employment; 
 
(iii) submission to or rejection of such conduct is used as a basis for employment decisions 


(including, but not limited to, hiring, promotions, raises, job security and benefits, 
training, seniority); or 


 
(iv) such conduct has the effect of interfering with the person's work environment, creating 


an intimidating, hostile or offensive work environment. 
 
 Types of behavior which constitute general harassment include, but are not limited to: 
 


- verbal abuse (name calling, insults, slurs, jokes or innuendoes) on any prohibited ground 
- taunting about a person's race, color, language, religious customs or practices, physical 


attributes or any other protected attribute 
- insulting actions directed at an individual's protected attributes (rude gestures, physical 


intimidation or assault, vandalism, practical jokes) 
- preferential or adverse treatment in employment decisions relative to a protected attribute 
- refusal to associate or work with an individual because of their age, race, color, creed or 


any other protected attribute 
- creating, displaying or distributing derogatory or offensive written materials that imply the 


inferiority of a protected group of people 
 


The normal exercise of supervisory responsibilities according to established policy and 
procedures including training, counseling and progressive discipline does not constitute 
harassment, unless there is strong evidence to the contrary. 


 
8. For the purpose of this policy, "retaliation" against any individual who makes a complaint in 


compliance with this policy, or participates or cooperates in an investigation under this policy, 
will be considered harassment. 


 
9. For the purpose of this policy, "employment-related  harassment" means harassment by an 


Officer, employee or volunteer of The Salvation Army Canada and Bermuda Territory which 
occurs: 


 
(a) in the working environment, or 
(b) anywhere else as a result of employment responsibilities or relationships. 
 
This includes, but is not limited to, harassment at the place of employment, outside of the place 
of employment, at work-related social functions, at work-related conferences or seminars, 
during work-related travel, in the course of work assignments away from the place of 
employment and/or over the phone. 


 
Responsibilities 
 
10. The Administrative Officers of The Salvation Army Canada and Bermuda Territory are 


responsible for: 
 
(a) discouraging and preventing employment-related harassment; 
(b) investigating all formal written complaints of harassment; 
(c) imposing strict disciplinary measures, upon substantiation of the complaint, regardless of 


the seniority of the offender; 
(d) doing all in their power to assist Officers, employees and volunteers who complain of 


harassment by non-employees (i.e. clients, suppliers, couriers, etc.); 
(e) providing advice and support to persons who are subjected to harassment; 
(f) officially acknowledging the validity of a complaint, when investigation substantiates same; 
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(g) regularly reviewing the procedures of this policy to ensure that they meet the policy 
objectives; 


(h) maintaining records as required by this policy; 
(i) keeping Officers, employees and volunteers aware of the problem of harassment and the 


existence of this policy and its complaint procedures through appropriate education and 
training; 


(j) appointing Advisors who will receive and investigate complaints, and providing the training 
and resources necessary for them to fulfill this role. 


 
11. Every Officer, employee and volunteer of The Salvation Army Canada and Bermuda Territory 


has a responsibility to ensure that the work environment is free from harassment.  All Officers, 
employees and volunteers are to avoid any conduct which might reasonably be perceived as 
constituting harassment.  In addition, any Officer, employee or volunteer who believes that a 
colleague has experienced or is experiencing harassment, or retaliation for having made a 
complaint of harassment, is encouraged to bring this information to the appointed Advisors. 


 
Disciplinary Action 
 
12. Officers and employees of The Salvation Army Canada and Bermuda Territory against whom a 


complaint of employment-related harassment has been substantiated may be severely 
disciplined, up to and including dismissal or discharge.  This policy will be applied regardless of 
seniority. 


 
Confidentiality 
 
13. To protect the interests of the complainant, the person complained against and others who may 


report incidents of harassment, confidentiality will be maintained throughout the investigation 
process.  All records of complaints, including contents of meetings, interviews, results of 
investigations and other relevant material will be kept confidential. 


 
Advisors 
 
14.1 For larger Corps and Institutions The Salvation Army Canada and Bermuda Territory may, at 


its discretion, formally appoint individuals in the Personnel Section of that facility to act as 
Advisors in the case of harassment complaints. All staff will be made aware of the 
appointees. 


   
14.2 Where an Advisor has not been formally appointed for a Corps/Institution, The Salvation 


Army Canada and Bermuda Territory has appointed the following as Advisors: 
 
 For Divisional Officers, Employees and Volunteers - Divisional Commander. 
 
 For National Recycling Operations Officers, Employees and Volunteers - Regional Director. 
 
 For Health Services Officers, Employees and Volunteers - Department Head. 
 
 At Territorial Headquarters –  
 For Employees and Volunteers - Director of Employee Relations and/or Assistant who will 


report to the Assistant Secretary for Personnel. 
 For Officers - Secretary for Personnel. 
 
 Where the complaint is against one of the aforementioned individuals, the matter should be 


addressed to the Secretary for Personnel, Territorial Headquarters. 
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Procedure 
 
15. The following outlines the initial procedures to be followed in addressing an incident of 


harassment: 
 


(a)  A person who considers that he/she has been subjected to harassment (or retaliation for 
having brought forward a complaint) is encouraged to bring the matter to the attention of 
the person responsible for the conduct. 


 
(b) If the complainant does not wish to address the issue with the person responsible, or where 


such action does not produce a satisfactory result, the complainant should seek the advice 
of the appointed Advisor. 


 
(c) The Advisor will then advise the complainant of: 
 


(i) the right to lay a formal written complaint under this policy; 
(ii) counseling and support services available to the complainant, 
(iii) the right to withdraw from any further action in connection with the complaint at any 


stage (The Salvation Army may continue to investigate the complaint), 
(iv) other avenues of recourse available to the complainant, including the right to file a 


complaint with the applicable Human Rights Commission. 
 


15.1 Where the alleged harasser is an employee or volunteer of The Salvation Army Canada 
and Bermuda Territory, discussion between the complainant and Advisor will lead to one of the 
following: 


 
(a) Agreement that the conduct does not constitute harassment as outlined in this 


policy.  In this case, a formal written complaint will not be issued and the matter with be 
concluded. 


 
(b) The complainant advises of his/her wish to make a formal written complaint of 


harassment. The Advisor's role is as follows: 
 
 Assist the complainant in the preparation of the formal complaint.  It should be noted, that 


regardless of whether the Advisor agrees that the conduct constitutes harassment, if the 
complainant so wishes, he/she is entitled to issue a formal complaint. 


 
 Upon completion of the written complaint (signed by the complainant) the Advisor will issue 


a copy without delay to the person against whom the complaint has been issued, and will 
take any immediate remedial action deemed necessary. 


 
 Advise the alleged harasser of his/her rights in relation to this complaint. 
 
 Initiate all steps necessary to satisfactorily investigate the complaint of harassment.  
 
 The Advisor may, at the consent of the complainant, arrange a meeting between the 


complainant and the alleged harasser with a view to obtaining an apology or such other 
resolution as will satisfy the complainant.  If the matter is resolved to the satisfaction of the 
complainant, the Advisor will advise both parties that The Salvation Army may, at its 
discretion, continue to investigate the allegations and take whatever disciplinary action is 
deemed necessary. 


 
 Where the investigation results in the substantiation of a harassment complaint, the 


outcome of the investigation and any disciplinary action taken will be recorded in the 
personnel file of the harasser. 
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 A separate confidential record of the complaint, the investigation and the findings will be 
maintained for a period of ten years, unless new circumstances dictate that the file should 
be maintained for a longer period.  This record will be kept in the Personnel Department at 
Territorial Headquarters. 


 
 Where the complaint of harassment is not substantiated by the investigation, all record of 


the complaint will be removed from the personnel file of the alleged harasser.  Disciplinary 
action may be taken against the complainant if it is determined that the complaint was 
issued for vindictive or discriminatory reasons.  This will be recorded in the personnel file of 
the complainant. 


 
 Whatever the outcome of the investigation the complainant and accused will be advised of 


the findings in writing.  If the complainant is not satisfied with the outcome, he/she will be 
reminded of the continuing right to file a complaint with the applicable Human Rights 
Commission. 


 
15.2 Where the alleged harasser is an Officer of The Salvation Army Canada and Bermuda 


Territory, discussion between the complainant and Advisor will lead to one of the following: 
 


(a) Agreement that the conduct does not constitute harassment as outlined in this 
policy.  In this case, a formal written complaint will not be issued and the matter will be 
concluded. 


 
(b) The complainant advises of his/her wish to make a formal written complaint of 


harassment.  The Advisor's role is as follows: 
 
 Assist the complainant in the preparation of the formal complaint.  It should be noted that, 


regardless of whether the Advisor agrees that the conduct constitutes harassment, if the 
complainant so wishes he/she is entitled to issue a formal complaint. 


 
 Upon completion of the written complaint (signed by the complainant) the Advisor will 


forward the original written complaint to the Secretary for Personnel, who will be 
responsible to advise the alleged harasser of his/her rights in relation to the complaint and 
investigate the complaint.  The Secretary for Personnel will also take any immediate 
remedial action deemed necessary. 


 
 The Secretary for Personnel may, at the consent of the complainant, arrange a meeting 


between the complainant and the alleged harasser with a view to obtaining an apology or 
such other resolution as will satisfy the complainant.  If the matter is resolved to the 
satisfaction of the complainant, the Secretary for Personnel will advise both parties that The 
Salvation Army may, at its discretion, continue to investigate the allegations and take 
whatever disciplinary action is deemed necessary. 


 
 Where the investigation results in the substantiation of a harassment complaint, the 


outcome of the investigation and any disciplinary action taken will be recorded in the 
personnel file of the harasser. 


 
 A separate confidential record of the complaint, its investigation and the findings will be 


maintained for a period of ten years, unless new circumstances dictate that the file should 
be maintained for a longer period.  This record will be kept in the Personnel Department at 
Territorial Headquarters. 


 
 Where the complaint of harassment is not substantiated by the investigation, all record of 


the complaint will be removed from the personnel file of the alleged harasser.  Disciplinary 
action may be taken against the complainant if it is determined that the complaint was 







 - 42 -


issued for vindictive or discriminatory reasons.  This will be recorded in the personnel file of 
the complainant. 


 
 Whatever the outcome of the investigation, the complainant and the accused will be 


advised of the findings in writing.  If the complainant is not satisfied with the outcome, 
he/she will be reminded of the continuing right to file a complaint with the applicable Human 
Rights Commission. 


 
Peer Complaints 
 
16. Where a person believes that a colleague (Officer, employee, volunteer or client) has 


experienced or is experiencing harassment (or retaliation for having brought forward a 
complaint) and reports this belief to an Advisor, the Advisor will consult with the person who is 
said to have been subjected to the harassment and shall proceed with the issuance of a 
complaint as deemed necessary, following the procedures outlined in Section 15. 


 
Harassment by Non-Employees 
 
17. An Officer, employee or volunteer of The Salvation Army Canada and Bermuda Territory, who 


considers that he/she has been subjected to harassment by a client or other person connected 
through work-related duties, should seek the advice of an Advisor.  The Advisor will take 
whatever action is necessary to ensure that The Salvation Army fulfills its responsibility to 
support and assist the person subjected to this harassment. 


 
Conclusion 
 
The Salvation Army Canada and Bermuda Territory has developed this policy because it believes 


that all Officers, employees and volunteers have the right to work in an environment free from 
harassment.  All formal written complaints received under this policy will be thoroughly 
investigated.  Anyone found guilty of harassment may be subject to severe discipline. 
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APPENDIX C : POLICY STATEMENT ON THE SEXUAL ABUSE 
OF CHILDREN 


  
The Salvation Army - Canada and Bermuda Territory 
 
The ministry of The Salvation Army is motivated by the love of God.  Its mission is to preach the 
Gospel of Jesus Christ and to meet human needs in His name.  Since The Salvation Army is a 
movement motivated by love and committed to alleviating human suffering, no greater harm to The 
Army and those served by it can be imagined than that resulting from the sexual abuse of children, 
whether perpetrated by its members, volunteers, employees, local officers, auxiliary officer 
personnel or its commissioned and ordained officers. 
 
Sexual abuse of children is most often the result of a pathological condition known as pedophilia.  
It is generally felt there is no guaranteed cure of pedophilia, even though the perpetrator may have 
claimed to have experienced a spiritual rebirth and may have undergone extensive treatment.  The 
Salvation Army believes that no one is so diseased or depraved that when touched by the grace 
and power of Christ, he or she is beyond the possibility of redemption and healing. "If anyone is in 
Christ, he is a new creation" (2 Cor. 5:17).  Nonetheless, The Salvation Army recognizes the 
intractable nature of pedophilia and the dire threat that perpetrators represent to the children in our 
care.  In addition, The Salvation Army recognizes the impact that the behaviour of pedophiles may 
have on the reputation of The Salvation Army and the extent to which this behaviour may render 
The Salvation Army legally liable. 
 
The Salvation Army understands that the sexual abuse of children, directed at the most vulnerable 
members of our community is not limited to any one group.  An offender may be of any social or 
income class, a member of any religious or occupational group, or any gender or sexual 
orientation, married or single. 
 
It is, therefore, the considered policy of The Salvation Army in the Canada and Bermuda Territory 
that it will not knowingly entrust children in any of its programs to the care of an individual where 
there is any reasonable suspicion of pedophilia in his or her past. 
 
The Salvation Army will respond promptly to all allegations of sexual abuse of children in 
accordance with the Policy and Procedures of The Salvation Army Canada and Bermuda Territory 
on Abuse (hereinafter referred to as the "Abuse Policy"). 
 
In addition to the Abuse Policy, in an effort to protect the children in its care from sexual abuse, 
The Salvation Army Canada and Bermuda Territory has adopted the following specific policies: 
 
Territorial Child Abuse Registry 
 
1) A Territorial Child Abuse Registry shall be established in the office of the Secretary for 


Personnel which shall contain: 
 


(a) the names of individuals who in the past have been associated with The Salvation Army in 
any capacity who have been convicted of any offense involving the sexual abuse of a child.  
The Registry shall also include all documentation with respect to the conviction which is in 
the possession of The Salvation Army; 


 
(b) the names of individuals against whom any allegation of child sexual abuse has been made 


in accordance with the Abuse Policy.  The Registry shall also include all documentation 
with respect to the nature of the allegation and its investigation and resolution; and 
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(c) the names of individuals who have applied for positions with The Salvation Army who have 
been rejected on the basis of concerns relating to the sexual abuse of children.  The 
Registry shall also include all documentation with respect to the nature of these concerns. 


 
2) (a) The Registry shall be established, maintained and administered by the 
  Secretary for Personnel and the Territorial Child Abuse Committee in 
  accordance with this Policy Statement and the Territorial Child Abuse 
  Registry Committee Terms of Reference, which are annexed hereto as 
  Schedule "A". 
 (b) The Territorial Child Abuse Registry Committee shall periodically review 
  documentation in the Registry and shall remove documentation which is 
  no longer relevant. 
 
3) Except to the extent that disclosure is required by law, all names and information in the 


Registry shall be maintained in strict confidence. 
 
4) The names of: 
 


(a) Candidates for Officership, Auxiliary Captains and Envoys; 
(b) Applicants for employment and volunteer positions in The Salvation Army (including Local 


Officers) which involve ongoing contact with children; and 
(c) Applicants for employment and volunteer positions who may, by virtue of their job 


responsibilities, be in proximity to children in Salvation Army program activities. 
(hereinafter collectively referred to as the "Applicants" and individually referred to as an 
"Applicant") shall be submitted through the Registry for approval. 


 
Other Child Abuse Registries 
 
5) Where deemed appropriate by the Secretary for Personnel, searches will be conducted of 


provincial child abuse registries, to determine if Applicants are listed. 
 
Applicants' References 
 
6) Based upon information provided by an Applicant with respect to prior employment or volunteer 


work, the Applicant's references will be carefully checked to determine whether there is any 
concern that the Applicant may pose a threat to children. 


 
Police Record Checks 
 
7) In all cases where it is required by law or by a funding agency, and in any other case where it is 


deemed appropriate, Police Record Checks shall be completed for officers, employees and 
volunteers of The Salvation Army.  In every case where a Police Record Check indicates that 
an individual has been convicted of any offense involving the sexual abuse of a child, a copy of 
the Policy Record Check and any other documentation with respect to the conviction, shall be 
forwarded to the Secretary for Personnel for inclusion in the Territorial Child Abuse Registry. 


 
Statement of Applicant for Work with Children 
 
8) Every Applicant shall complete the Statement of Applicant for Work with Children, a copy of 


which is annexed hereto as Schedule "B".  Any Applicant who fails to complete the statement 
or who refuses to make the representations contained in the statement, will not be permitted to 
work in any position which involves contact with children. 
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Education 
 
9) The successful implementation of this Policy Statement and the prevention of sexual abuse of 


children, will only be achieved if adequate training is provided for the officers, employees and 
volunteers who work with children in programs and facilities operated by The Salvation Army.  
In light of this, ongoing efforts will be made to provide appropriate training. 


 
Further Measures 
 
10) In addition to the procedures outlined in the Abuse Policy and this Policy Statement, all officers, 


employees and volunteers of The Salvation Army shall take all reasonable steps and institute 
all reasonable measures, to protect the children in their care from sexual abuse. 


 
Implementation 
 
11) The Corps Officer for each Corps and the Executive Director and/or Officer in charge of every 


other facility operated by The Salvation Army, shall be responsible for ensuring that the Corps 
or other facility for which they are responsible, complies with sections 4, 6, 7, 8, 9 and 10 of this 
Policy Statement. 


 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 


 
 
 
 


 
   


 






