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Executive Summary 

Introduction 
This document provides the details of a 5-year strategic plan for the Fox Valley Special Recreation 
Association (FVSRA). The strategic plan is to be used to guide FVSRA leadership in prioritizing the 
projects necessary to move the organization forward, and to identify the long-term resource and 
funding requirements to execute the plan.  
 
The strategic plan was developed by David Panitch and Lisa-Ann Barnes of Results Technology 
Group, in collaboration with the FVSRA leadership team: Carolyn Nagle (Executive Director), Mike 
Selep (Assistant Director), Alex Engelhardt (Superintendent of Recreation), Jessica Leonard 
(Business Manager), Keith Zalewski (Human Resources Manager), and Jason Posluszny (Operations 
Manager). 
 
The strategic plan is structured around the following model, which drives to deeper levels of detail.  
 

 
 

Next Steps 
This strategic plan will be delivered to FVSRA by Results Technology Group in July 2016, and 
presented to Board at an upcoming Board meeting. After the Board accepts the plan, the projects 
identified in this plan will be incorporated into the annual budget. Refer to Appendix A: Timeline for 
the comprehensive timeline of projects identified in this plan. Personnel will be identified to lead and 
participate in each project. Where possible, work on 2017 projects can begin in fourth quarter 2016, 
taking advantage of momentum created by the strategic planning process. 
  

Mission,
Values, 
Vision

• Understanding of why FVSRA does what it does, how FVSRA sees itself, and how 
FVSRA wants others to see it

Focus 
Areas

• Major items that affect how FVSRA does its work and how FVSRA can move toward 
its vision

Goals
• For each focus area, statement that summarizes the strategic desired outcome

Strategies
• Descriptions of the major ways in which FVSRA will achieve the goal of each focus 

area

Action 
Items

• Descriptions of the major initiatives and/or projects that support one or more 
strategies that FVSRA will complete to achieve its goal 
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Organization Overview 

Mission, Values, and Vision 
The mission of FVSRA is to: Enrich the lives of people with disabilities. Working collaboratively with 
member agencies and community partners, we pledge to put PEOPLE FIRST.  FVSRA exists to build 
lifelong relationships with the service region’s participants and their families, providing them with 
communities and opportunities to participate in recreation and social activities, activities that 
FVSRA believes are essential to a rich life.  
 
The values that drive all actions at FVSRA include: 
• People First  
• Fair & Equal Access 
• Respect 
• Safety  
• Commitment to the Cause 
• Partnering 
• Communication & Outreach 
• Enriching Lives  
 
The mission and values are supported by this abridged vision statement: We seek to be regarded as 
THE community resource for individuals and families of people with disabilities within our service 
region.  We will focus on sustaining and improving high user satisfaction with the services we deliver 
as well as those we recommend to our customers. Through education, awareness, and advocacy we 
will strive to remove all barriers that may inhibit people with disabilities from achieving maximum 
enjoyment, satisfaction and fulfillment in their lives.  This mission and vision can be understood that 
FVSRA wants to be considered a comprehensive trusted resource for families seeking resources for 
recreation and social activities. This will be accomplished through a series of strategic activities that 
will expand the services FVSRA offers without expanding overhead or compromising levels of 
customer service. This will require FVSRA to seek alternative ways of offering programs through 
partnerships, as well as continuing to offer its own cost-effective programming. 
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Current Challenges 
FVSRA is faced by the following challenges that impact the strategic plan: 
• Pending, new or changing federal, state, or local government legislation and mandates;  
• Financial constraints as tax bases tighten and government-based funding continues to be 

uncertain;  
• Changes in the population served in terms of increasingly more complex needs, languages 

spoken by participant families and/or caregivers, which adds complexity to programming, 
marketing, and customer service;  

• Staff consistency and availability at all levels of the organization, due to increased competition 
for those staffing resources;  

• Extensive geographic footprint and scope of the service region, which introduces marketing, 
programming, transportation, staffing, and funding complications; 

• Delivering transportation services in an affordable, efficient, and effective way, addressing costs, 
staff availability, and increasingly complex participant needs; 

• Obtaining programming space at locations that are appropriate, convenient, and affordable; and  
• Building consistent long-term relationships with schools and other community groups to expand 

FVSRA’s reach into possible participant populations.  
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Strategic Focus Areas – Overview 
There are four major areas that affect how FVSRA does their work. These focus areas were explored 
during the strategic planning process, and a goal was created in each area to define how FVSRA will 
move toward their vision: 
• Partnerships – Collaborate with our Member Agencies and other organizations to leverage 

their resources, facilities, and support to further serve the communities within our service region  
• Programming – Facilitate programs of value to individuals with disabilities and their families 

within our service region  
• Talent – Ensure we have the talent and culture to support our programs and operations 
• Operational Excellence – Improve the efficiency and effectiveness of our programs  

and operations, without compromising our customer service 
 
The strategic plan is based around these four focus areas, supported by: 
• Strategies – Descriptions of the major ways in which FVSRA will achieve the goal of each focus 

area, and  
• Action Items – Descriptions of the major initiatives and/or projects that support one or more 

strategies that will be completed to achieve the goals  
 
The Action Items are further supported by high-level plans, including timeframes and resource 
estimates. Execution of these action items will result in the desired long-term vision. Each Action 
Item is described in detail in this document, and the timeline of the projects is available in Appendix 
A: Timeline. 
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Focus Area: Partnerships 
5-Year Goal: Collaborate with our Member Agencies and other organizations to leverage their 
resources, facilities, and support to further serve the communities within our service region  
 

Current State 
FVSRA currently works in a clearly-defined and somewhat limited manner with the Member 
Agencies to deliver services to their participants and families.  
• Joint programming between FVSRA and Member Agencies is very limited, consisting primarily 

of FVSRA providing an inclusion companion to a Member Agency program. 
• FVSRA utilizes Member Agency facilities on an as-available, rented basis.  
• FVSRA and Member Agencies have limited joint marketing activities, primarily the standard 

page in the Member Agencies’ catalogs.  
• FVSRA and Member Agencies do not consistently leverage one another’s staff, suppliers, 

technologies, or other resources. 
 
Additionally, FVSRA does very limited work with other local, regional, or national organizations to 
provide additional programs to participants. There are some organizations, such as Special 
Olympics, that partner with FVSRA to provide limited programming. However, within the FVSRA 
service region, there are over fifty community-based organizations that potentially can overlap their 
clientele with FVSRA participants. FVSRA has varying levels of involvement with those 
organizations, and is not certain of the level of knowledge those organizations have of FVSRA. As a 
result, a survey was conducted in June 2016 as part of the development of this Strategic Plan. Sixty-
eight people were sent a survey to assess their awareness of FVSRA, their understanding of the 
population served by FVSRA, and if they view FVSRA as a potential partner or competitor. The 
survey was open for 3 weeks, and the results support a desire for partnering. Refer to Appendix B: 
Survey Results for the detailed survey results. 
  
NOTE: During a strategic planning process, Results Technology Group normally conducts a survey 
of the association’s participants / families. However, FVSRA and St. Francis University in Aurora 
conducted a survey of FVSRA’s participants / families focused on programming and transportation 
satisfaction. It was determined that there was not a need to do another similar survey for the 
strategic plan. This allowed a survey of community-based organizations to be included within the 
scope of this strategic plan project.  
 

Strategic Direction 
As the need for services continues to grow and funding becomes more difficult to expand, FVSRA 
must identify alternate ways of providing services to their communities without a corresponding 
increase in their administrative and programming infrastructure. FVSRA must build on existing 
partnerships with Member Agencies, as well as create partnerships with other organizations, to 
provide information and services in a cost-effective and efficient way. By building these partnerships, 
FVSRA will be able to continue to meet their participants’ programming needs while simultaneously 
becoming the comprehensive trusted resource. Partnerships will also make more people aware of 
FVSRA, enabling FVSRA to meet the currently unmet needs of the community.  
 
Partnerships can also be established to provide specific types of programming that are difficult for 
FVSRA to provide efficiently, such as specialized interests.  
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Member Agencies and other organizations can be stronger partners to implement joint 
programming, execute joint marketing campaigns, and leverage other resources such as facilities, 
suppliers, and technologies. FVSRA can also expand the capabilities of their partners so that those 
partners can deliver some services directly, helping to reduce costs for inclusion services.  
 

Strategies 
Strategies related to Partnerships include: 
• Leverage programming synergies 
• Expand joint marketing opportunities 
• Expand partners’ capabilities  
 

Action Items  
Refer to Appendix A: Timeline for the comprehensive timeline of projects described below. 

Action Item Supporting Detail 

Develop and implement 
Partnership Program, 
targeting organizations with 
which there are programming, 
marketing, or outreach 
synergies 

Member Agencies, by nature of the SRA agreement, are partners. 
Other organizations, such as those identified in the June 2016 
survey, may also be potential FVSRA partners.  The Partnership 
Program will define what it means to be a partner to FVSRA and 
will identify the criteria for a non-Member Agency to be a partner, 
in addition to what benefits (if any) a partner organization will 
have. The Partnership Plan should not be limited to programming 
partnerships, but also include leveraging facilities, staff, 
marketing, technologies, and other resources as much as possible. 
Key activities will include: 
• Identify, categorize, and prioritize potential partner 

organizations, starting with the organizations identified during 
the survey process 

o Gather more information about the organizations and 
determine how FVSRA can partner with them. 

o FVSRA will need to build relationships with key 
individuals at the organizations and expand their 
knowledge of both who FVSRA is and what FVSRA 
does. This information will vary based on the partner 
organization, e.g. explaining to a school district how 
FVSRA can assist in IEP development  

o In alignment with FVSRA’s goal of becoming a valued 
comprehensive resource for their participants, FVSRA 
will need to understand the partner’s capabilities in 
order to be able to refer participants to the partner 
organization 

o Participate in local government councils / committees 
for special needs to identify other potential partner 
organizations  

o Expand the scope of partners to include ones that can 
provide specialized programming  

• Define partnership desired outcomes for each organization: 
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sharing of space and staff, leveraging technologies and 
suppliers, sharing marketing  

• Determine ongoing resource requirements to operate and 
maintain the program 

• Develop detailed project plan to implement the Partnership 
Program, including the changes needed for ongoing operations 

• Establish ongoing maintenance ownership and process 
 

Develop and execute Partner 
Programming Plan, leveraging 
resources of partner 
organizations 

Working first with the Member Agencies, identify and implement 
opportunities for joint programming. Prior to starting this action 
item, the 12-Month Rolling Calendar should be implemented, and 
the Programming and Delivery Gap Assessment should be 
completed. These two predecessor action items will lay the initial 
foundation for identifying programming gaps that could be filled 
through joint programming partnerships, instead of by FVSRA 
creating new programs. Key activities will include: 
• Review Member Agency past and scheduled programming, 

including programs where Inclusion support is requested, to 
identify programs of interest to FVSRA participants, possibly in 
conjunction with Member Agencies (singly or as group) 

• Develop and implement joint programming fee sharing policies 
• Identify opportunities for sharing programming spaces, 

providing space for FVSRA programs within Member Agency 
and partnering organizations’ facilities 

• Identify and implement internal procedure modifications, such 
as registration, billing, reporting, staffing, insurance, etc.  

• Identify and implement external procedure modifications, such 
as registration, participant communications, post-event survey, 
etc.  

• Identify and implement changes to marketing plans and 
materials  

• Create a proposed calendar of joint programming and review 
with Member Agencies, along with the policies and marketing 
materials 

• Establish ongoing maintenance ownership and process 
 
Once joint programming with Member Agencies is implemented, 
execute a similar set of activities to expand joint programming to 
external organizations. Focus on the high-priority partners first, 
such as school districts, in order to achieve the greatest impact. 
Explore programming opportunities for the partner’s population 
that may raise awareness of FVSRA, such as Disability Outreach 
Programs offered at schools or Scout troop events, or providing 
service opportunities for high school students. 
 

Develop and execute Partner 
Marketing Plan, seeking joint 
marketing and outreach 

Working first with the marketing staff of the Member Agencies, 
identify and implement opportunities for joint marketing of joint 
programs, as well as all other FVSRA programs and overall FVSRA 
visibility. This may include website pages and links, brochure 
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opportunities  pages, brochure tear-outs, posters, postcards, emails, social media 
(e.g., Facebook, Twitter), Virtual Backpacks, etc. Key activities will 
include: 
• Identify marketing and outreach opportunities, focusing first on 

joint programming with Member Agencies, then general 
awareness of FVSRA with Member Agency populations, and 
then partnering organizations.  

o Determine needs for partner-specific or program-
specific marketing campaigns, such as school transition 
programs, programming for participants with visual 
impairments, Disability Outreach Programs, etc.  

• Determine overall marketing budgets, timelines, and guiding 
principles, with an emphasis on building long-term broad 
awareness of FVSRA’s existence and capabilities within the 
Member Agency and partnering organization’s populations, as 
opposed to focusing solely on promoting specific programs. 

• Meet with key staff from Member Agencies and partnering 
organizations to design, develop, and implement marketing 
campaigns: audiences / markets, messages, key programs, 
mechanisms, timing, strategies to increase visibility 

• Develop and implement tool to measure campaign effectiveness 
• Establish ongoing maintenance ownership and process 
 
Once joint marketing with Member Agencies is implemented, 
execute a similar set of activities to expand joint marketing to 
external organizations. Research participating in and/or hosting 
joint marketing opportunities such as an Awareness Fair.   
 

Develop and implement 
Partner On-Boarding Plan 

Given the nature of the recreation industry, Member Agencies and 
partnering organizations have the same staff consistency 
challenges. This constant staff turn-over makes it more difficult for 
these organizations’ staff to understand FVSRA’s scope of 
programming, and be able to talk with their own clients about how 
FVSRA may be an appropriate fit for them. Currently, FVSRA 
trains staff in Member Agencies on a face-to-face, as-needed 
schedule. Moving forward, FVSRA will provide training materials 
for both Member Agencies and Partner organizations to deliver to 
their staff during their existing on-boarding activities. Key 
activities will include: 
• Determine best learning mechanism: face-to-face, procedure 

reading, self-paced on-line, etc.  
• Create and review learning objectives, training materials, 

procedures, and promotional fliers 
• Conduct a train-the-trainer with the agencies and partners so 

they can then train their staff 
• Develop and implement an ongoing maintenance / refresh plan 

and process  
 

Develop and implement In addition to addressing Member Agency and partner 
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Partner Training Plan that 
will share trends, help them 
understand changing needs, 
and provide programming and 
operational expertise 

organizations’ new staff training needs, FVSRA can serve as a 
source of expertise for those organizations to build their own skills 
in special needs recreation programming. FVSRA can develop an 
ongoing training program that they will deliver to partners to help 
them build their general knowledge of the special needs recreation 
space, focusing on changes and programming implications. This 
could take the form of an annual “fair”, participating in school 
district teacher workshop days, or participating in partner training 
events. Key activities will include: 
• Determine delivery format and timeline: workshop, newsletter, 

conference, etc.  
• Create and review learning objectives, training materials, and 

procedures 
• Deliver the training sessions and obtain input on future 

training needs  
• Establish ongoing maintenance ownership and process 
 

Develop and implement 
coaching program to help Park 
Districts and other 
organizations implement 
Inclusion Best Practices 
within their programs 

As FVSRA seeks to become a comprehensive trusted resource to 
families, they can become an even greater resource to the Member 
Agencies and partnering organizations. FVSRA can develop an 
ongoing coaching / consulting program that they will deliver to 
partners to help them build their own skills in designing and 
delivering programs that are more inclusive and appropriate to 
participants who would traditionally only participate in FVSRA 
programs. This may reduce the need for inclusion companions in 
situations that could be better addressed by changing the staff-to-
participant ratio, modifying the program agenda, or providing 
alternative activities. This will likely be delivered on a one-to-one 
basis so that specific programs can be reviewed and modified. Key 
activities will include: 
• Develop guidelines, job aides, and other coaching / consulting 

materials  
• Develop communication materials to explain the coaching 

service 
• Deliver coaching services and modify materials in response to 

feedback  
• Establish ongoing maintenance ownership and process 
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Focus Area: Programming 
• 5-Year Goal: Facilitate programs of value to individuals with disabilities and their families 

within our service region  
 

Current State 
FVSRA currently develops and delivers their own programs, focusing on a set of core programs and 
seasonal / rotating programs. These programs are well-liked by the participants, and FVSRA staff 
are proud of the quality of the programs. There are some ongoing programming challenges and areas 
for improvement: 
• Space limitations restrict programming options and schedules, especially for aquatic programs. 
• Youth, physical-impairment, and visual-impairment programs are frequently cancelled due to 

low enrollment numbers. 
• Participants do not easily adapt to changes in programming.  
• Advanced programming, especially in sports, is limited to the skill set of the programming staff.  
• There is no formal model in place to establish a new program, or to determine when an existing 

program should be retired. 
• Transportation to and from events can add hours to a program due to the size of the area served 

and the locations of the Member Agencies’ facilities.  
 
Program scheduling is currently done on a season-by-season basis. This short-term perspective 
contributes to some of the challenges described above, and also contributes to staffing difficulties, 
marketing challenges, and participant planning. Knowing scheduled programming more in advance 
will help participants manage their recreation funds better, knowing when they can enroll for their 
favorite programs.  
 
FVSRA is increasing its efforts to build relationships with the service area school systems to more 
effectively connect (indirectly) with participants and families that may have need for FVSRA 
services. The large number of schools and school districts throughout the service area makes this a 
very large and complex task. However, populations that are not within the school system – younger 
than 4 years, older than 22 years, homeschooled – are difficult to reach.  
 
Current marketing efforts utilize more traditional methods of program books, mailings, inserts 
within Member Agency program books, website, and limited social media. These methods are time-
consuming and costly, and are difficult to customize to specific audiences. Outreach – providing 
information about FVSRA capabilities – is done informally.  
 

Strategic Direction 
FVSRA must continue to offer programs that meet the needs of their participants. As those needs 
change, FVSRA must be able to quickly define and offer appropriate programs, market those 
programs, and deliver those programs. FVSRA must also have a method in place to determine when 
to retire programs that are no longer needed, are not cost-effective to deliver, or could be better 
delivered via a partner.  
 
During the last several years, FVSRA has seen a shift in the needs of their participants to greater 
numbers on the autism spectrum. This requires a different set of programs and staff expertise, as 
well as a different approach in reaching those participants and families with information about 
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FVSRA. This shift is expected to continue, along with increases in participants with mental illnesses 
and traumatic brain injury. FVSRA will also see the continued aging of their participant population, 
introducing a different set of programming needs. 
 
As discussed in the Partnership section, FVSRA will not create or deliver all programs, but instead 
look first to their partners for an existing or joint option. This partnership approach ties into their 
overall strategic direction of becoming a comprehensive trusted resource for their families. 
 
FVSRA must continue to be creative in identifying programming locations, utilizing partners’ 
facilities as much as possible to increase convenience and cost-effectiveness. Safety will always be 
the primary consideration, but there are programs that can be held in non-traditional locations such 
as schools or religious institutions, as well as those that can be offered at a partner’s site. 
 
Transportation will continue to be a challenge, and FVSRA must identify ways to continue to provide 
safe, reliable, and cost-effective transportation. Transportation needs will change as the population 
served changes, as well as when programming locations change. FVSRA will need to explore 
alternate forms of transportation, including leasing (instead of owning) and for-hire drivers.  
 
Outreach to and partnerships with Girl and Boy Scouts organizations and religious institutions may 
provide FVSRA with access to homeschooled populations, which are currently difficult for FVSRA to 
access. Outreach to medical professionals and other groups that serve the same population may be 
ways to provide information about FVSRA to people whose needs are currently unmet. 
 
Marketing and outreach approaches need to be able to be customized to reach the various 
programming audiences, including participants or family members that require languages other 
than English. As discussed in the Partnership section, FVSRA will utilize partners to more 
effectively reach their population with the right information at the right time.  
 

Strategies 
Strategies related to Programming include: 
• Offer appropriate programs 
• Procure appropriate locations 
• Offer efficient transportation 
• Enhance marketing approaches 
 

Action Items  
Refer to Appendix A: Timeline for the comprehensive timeline of projects described below. 

Action Item Supporting Detail 

Create and implement 
Program Evaluation Model to 
evaluate need for new 
programs, modification / 
elimination of existing 
programs 

FVSRA will create a model in order to be more intentional in their 
programming. There currently is no model in place to evaluate 
participation, cost-effectiveness, and scheduling trends of a new or 
existing program. The evaluation model will take into account fees, 
staffing costs, numbers of participants, material / ticket costs, 
partner fees, transportation costs, and other appropriate criteria. 
This model will be used to determine if a potential program should 
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be developed and offered. This model will also be used to regularly 
evaluate existing programs to identify ones that can be revised or 
retired. Key activities will include: 
• Review current program evaluation process and identify gaps 
• Research evaluation models from Member Agencies and other 

partners 
• Develop new model utilizing research and input from staff 
• Test and refine model 
• Implement model and evaluate existing programs  
• Establish ongoing model maintenance ownership and process  
 

Identify programming and 
delivery gaps, utilizing the 
program evaluation model, 
and considering programs to 
meet needs and interests of 
different disabilities, age 
groups, and interests 

There are gaps in current programming relative to age groups, 
interests (team sports, individual sports, outings, arts and crafts), 
and disabilities. Using the Program Evaluation Model and 
partners, FVSRA will determine new programming to offer. Key 
activities will include:  
• Conduct a participant survey or focus group to identify needs 

and interests; use existing participant and programming data 
as input 

• Evaluate program gaps by inventorying programs (FVSRA and 
partners), comparing offerings to participant profiles, and 
determining gaps 

• Work with partners to determine how best to meet gaps  
• Coordinate with partners, contracts (admin), service delivery 
• Establish ongoing maintenance ownership and process 
 

Implement sensory room FVSRA identified a need for a sensory room to better serve 
participants on the autism spectrum and with other needs. This 
will be a significant cost and effort, but will have a significant 
impact on participants. Key activities will include:  
• Identify the appropriate facility, including a mobile option  
• Obtain bids for build-out and equipment 
• Establish fees, staffing requirements, and operational needs 
• Develop implementation plan 
• Execute against plan 
 

Design and establish parent / 
caregiver support groups and 
expanded family-based 
programming 

As part of becoming a comprehensive trusted resource, FVSRA will 
increase their parent / caregiver-specific and family-based 
programming. Support groups for parents and caregivers have been 
requested, and are a way for FVSRA to help build community and 
lifelong relationships with participants and their families. Family-
based programming (with or without partners) is another 
opportunity to better meet participants’ needs, as it offers a 
convenient way for entire families to spend time together in safe, 
appropriate recreation activities. Key activities will include:  
• Re-establish the parent-caregiver council to provide input on 

needs and feedback on proposed programs 
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• Use the Program Evaluation Model to evaluate proposed 
programs, identify opportunities for joint programming, and 
then determine the new programs 

• Design, test, and implement new programs, which includes 
creating and implementing marketing campaigns  

• Create calendar and create marketing material 
• Promote groups and identify marketing outlets 
• Establish ongoing maintenance ownership and process 
 

Develop long-term location 
and transportation plan  

Location and transportation planning are ongoing operations 
activities. However, the strategic direction of increased 
partnerships and changing programming to meet different needs 
both have the potential to significantly change location and 
transportation needs. As new partnerships are formed, new 
locations and corresponding transportation needs will be identified. 
FVSRA will complete a detailed assessment of locations and 
transportation needs, make necessary changes, and move into a 
more operational mode. Key activities will include: 
• Inventory and survey all locations available from Member 

Agencies and Partners to gain a comprehensive view of all the 
amenities and programming potential at each facility 

• Analyze program facility needs and identify matches between 
needs and facilities 

• Determine where locations are needed, based on analysis of 
participants’ addresses and program enrollments (proximity, 
efficient transportation routes) aligned with facility 
appropriateness for the program 

• Determine transportation services and routes needed to 
support new locations and programs, anticipating long-term 
needs from changing participant profiles  

• Identify and implement improvements in current 
transportation services based on data from the St. Francis 
University survey, vehicle-related incidents, and current 
participants, guardians, and staff 

• Develop a strategic approach to balance transportation needs 
and costs, especially for services such as Day Camp door-to-door 
transportation 

• Investigate alternate transportation options, using criteria such 
as cost, safety, reliability, and maintenance needs; investigate 
leasing vs. ownership options, for-hire drivers, and using public 
transportation 

• Identify improvements to transportation operations, such as 
updating GPS services for the fleet, providing identification 
cards for all participants who receive transportation 

• Incorporate location and transportation costs into Program 
Evaluation Model and ensure options remain cost-effective 

• Ensure facility contracts / agreements reflect new locations 
• Establish ongoing maintenance ownership and process 
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Implement 12-month rolling 
calendar, including new 
locations and transportation 
approach 

FVSRA will create a calendar that shows programming for a 12-
month period, updated monthly. This calendar will be used 
internally to procure facilities, staff, and transportation, and to 
plan marketing campaigns. It will be shared with Member Agencies 
and other partners as appropriate, possibly through an intranet or 
other collaboration portal. Portions of the calendar will be shared 
(likely on the website) with participants, families, and caregivers to 
better help them plan their recreation activities. Eventually the 
calendar planning will be expanded to an 18-month period.  Key 
activities will include: 
• Communicate calendar concept to FVSRA staff, Member 

Agency staff, and partner staff 
• Create calendar templates for internal, partner, and public use 
• Populate calendar: core and seasonal programs for upcoming 

six months, core programs for next six months, seasonal 
programs for next six months 

• Communicate calendar internally; use for budgeting, staffing, 
and marketing activities 

• Communicate calendar to partners; begin to schedule facilities 
and transportation 

• Establish ongoing maintenance ownership and process 
 

Develop and implement 
Community Outreach 
Program to share FVSRA’s 
services with schools, 
healthcare providers, religious 
institutions, community 
groups (Scouts, 4H), and 
community businesses 

As discussed in the Partnership section, there are participants who 
are in need of FVSRA’s services, but those participants are not 
aware of FVSRA. Outreach to the broader community – which is 
focused on raising awareness and providing information, not 
marketing specific programs – needs to be more formally 
performed. This will be done in conjunction with partners, but also 
with other entities that families with special needs will encounter, 
such as healthcare providers, religious institutions, libraries, 
community groups, and community businesses. Outreach can be 
done in a variety of ways – one-on-one, direct mailings, “fairs”, or 
open houses. Key activities will include: 
• Identify key groups and contacts with community groups and 

professionals to reach new markets 
• Develop resources to share with different groups to reach new 

markets 
• Meet with key individuals to identify opportunities to reach 

new markets 
• Create schedule of meetings and events to meet with groups to 

reach new markets 
• Plan, market, and execute events, such as fairs and open 

houses, to bring groups together and share resources 
• Create communication tools to provide ongoing dialogue / share 

resources 
• Establish ongoing maintenance ownership and process 
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Develop and implement 
comprehensive marketing 
program, targeting various 
market segments 

As discussed in the Partnership section, program marketing is not 
the sole responsibility of FVSRA – partnerships will be leveraged to 
conduct more comprehensive and cost-effective marketing. As the 
profiles of participants change, program marketing will need to be 
more segmented to capture the attention of the desired audience. 
Key activities will include:  
• Develop a comprehensive marketing plan: identify target 

markets, key programs, and various strategies (digital, print, 
social media, direct marketing, etc.) to increase program 
visibility and encourage registrations 

• Develop a tool to measure effectiveness of marketing strategies 
• Establish relationships with key contacts at Member Agencies 

and other partner organizations; identify marketing 
opportunities (joint and FVSRA-specific) and marketing 
resources  

• Develop and implement marketing campaigns and strategies 
• Integrate marketing calendar with rolling 12-month 

programming calendar 
• Establish ongoing maintenance ownership and process 
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Focus Area: Talent 
• 5-Year Goal: Ensure we have the talent and culture to support our programs and operations 
 

Current State 
The FVSRA culture is focused on delivering excellent programs with highest customer service. The 
team works well together, and is relatively stable from a retention perspective. All administrative 
staff carry industry-standard certifications. All full-time recreation program staff carry Certified 
Therapeutic Recreation Specialist designation; this certification is a hiring requirement for FVSRA. 
Current challenges include: 
• Hiring and retaining qualified staff able and willing to travel throughout the service region to 

support programs at the times they are scheduled 
• Retaining part-time staff within the existing hours and wage constraints 
• Developing staff to meet the changing needs of FVSRA participants 
 

Strategic Direction 
There will be large demand for people skilled to work with FVSRA’s population, especially as that 
population’s needs become more complex, so FVSRA must be able to recruit and retain the qualified 
staff they have. Broadening the size of their talent pool through partnerships, community outreach, 
and creative recruiting will be increasingly important. Retention of these staff will also be important, 
so FVSRA must be able to communicate clear career paths and skills development opportunities. 
FVSRA is currently completing an accreditation process which will require completion of a number 
of talent-focused activities. These activities will lay a solid foundation for addressing some of the 
retention and staff development challenges. 
 

Strategies 
Strategies related to Talent include: 
• Optimize the organization 
• Broaden talent pool 
• Enhance staff skills 
 

Action Items 
Refer to Appendix A: Timeline for the comprehensive timeline of projects described below.  

Action Item Supporting Detail 

Assess and re-align the 
organizational structure, 
updating Job Descriptions and 
Succession Plans, creating 
Career Paths that focus on 
promotion and retention 
opportunities 

FVSRA will assess the current staffing levels and organizational 
structure. This assessment will ensure that the organization is 
optimized before beginning any work around career paths, job 
descriptions, and succession plans for the Accreditation process. 
Key activities will include:  
• Assessment and evaluation of organizational structure, position 

effectiveness, supervisory assignments, and workloads  
• Complete a job study which will analyze work completed versus 

job descriptions, including cross-training, experience and skills 
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needed  
• Evaluate relationships between Foundation position and other 

positions 
• Identify and implement any restructuring necessary to 

optimize the organization 
 
Once the organizational structure is optimized, job descriptions, 
succession plans, and career paths will be developed / updated. Key 
activities will include:  
• Update job descriptions to align with assessment results, 

including online job descriptions and AppliTrack 
• Create succession plans for management team, including 

Executive Director (retirement) 
• Create succession plans for full-time staff  
• Identify gaps and risks, and incorporate plans to address risks 

and gaps into ongoing education, professional development, or 
cross-training plans 

• Communicate information internally 
• Establish ongoing maintenance ownership and process 
 

Review staff compensation,  
benefits, and contributions 

Once the organizational structure analysis is complete and up-to-
date job descriptions exist for each position, staff compensation, 
benefits, and contributions can be reviewed. Key activities will 
include: 
• Assess and modify staff compensation levels and benefits 

(including spousal and family health care coverage), balancing 
costs with industry best practices and retention needs 

• Research alternative benefits (e.g., member agency 
membership, reduced program fees, community discounts) that 
could be offered to full-time staff to increase employee 
satisfaction and retention 

• Assess and modify current and alternative benefits offered to 
part-time staff, balancing costs with industry best practices and 
retention needs 

 
Develop and implement 
Recruiting Plan-of-Attack 

While FVSRA is working through the programming and 
partnership strategic actions, there is still an urgent need to have 
the right staff available for program delivery. FVSRA will develop 
and implement a Recruiting Plan-of-Attack. The first phase of the 
plan will address urgent, tactical needs in a way that will lay a 
foundation for a more strategic long-term approach to staffing. This 
phase will identify sources for staff, start to build relationships, and 
build recruiting materials. Key activities will include:  
• Define timeline and goals for the plan-of-attack 
• Identify most urgent staffing needs and identify possible 

sources (e.g., Member Agencies, partners, community groups, 
schools) 

• Design and develop recruiting materials 



Page 20  Fox Valley Special Recreation Association 

Strategic Plan: 2016 – 2020 

 

 
File Name: Strategic Plan Date: July 2016 
Developed for Fox Valley Special Recreation Association by Results Technology Group.   [w] www.rtg-inc.com  

• Build relationships with staffing sources 
• Determine measurement method to evaluate effectiveness of 

sources 
 
Once the programming and partnership activities are underway, 
and the Talent Forecasting Model is developed, FVSRA will 
complete the second phase of the Recruiting Plan-of-Attack. This 
phase will result in a strategic long-term approach to staffing that 
is aligned with Partner programs and meets future staffing needs. 
Key activities will include:  
• Identify effective sources of staffing based on first phase 
• Identify additional staffing needs for the next 12 to 18 months, 

based on the Rolling Calendar and Talent Forecasting Model 
• Expand relationships with effective sources, update recruiting 

materials, and implement the plan 
• Establish ongoing maintenance ownership and process 
 

Develop  and implement 
Talent Forecasting Model, 
recognizing expanding range 
of disabilities and needs for 
program expertise 

FVSRA will develop a 12-month rolling calendar of programming to 
better plan and communicate offerings. Once the calendar is 
developed, FVSRA will create a corresponding model that will 
forecast staffing needs.  This model will take into consideration 
factors such as new disabilities served, new programs, partner 
capabilities, and cost constraints. Key activities will include:  
• Review current staff forecasting process and identify gaps 
• Research forecasting models from Member Agencies and other 

partners 
• Develop new model utilizing research and input from staff 
• Test and refine model 
• Implement model and evaluate existing staff against future 

needs 
• Identify and execute any tactical actions, such as specific 

recruiting, to address gaps; integrate with Recruiting Plan-of-
Attack 

• Identity and execute any strategic actions, such as skills 
development, to address gaps; integrate with Recruiting Plan-
of-Attack 

• Establish ongoing model maintenance ownership and process  
 

Improve and execute Skills 
Development Program, 
addressing on-boarding, 
certification, professional 
skills, and ongoing education 
needs 

FVSRA will develop a comprehensive skills development program 
that will be implemented over a number of years. The program will 
address all development needs, including career stage progressions 
(on-boarding, promotions), changes in response to participant 
needs, best practices and industry trends, and general professional 
skills. Industry certifications will also be considered part of the 
program’s scope. Professional skills include leadership skills, 
communication skills, data analysis, metrics-based decision-
making, project management, and basic office technology. The goals 
of this program include increasing available qualified staff and 
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increasing staff retention. This work should not begin until the 
career paths and job descriptions are completed. Key activities will 
include:  
• Determine skills development policies, such as training 

program eligibility, training allowances, training-related travel 
expenses allowances, certification eligibility and re-payment, 
professional associations fees allowances, continuing education 
guidelines, use of preferred training providers 

• Develop list of skills needed for each position 
• Evaluate current staff skill set to determine skills gaps  
• Research current training opportunities to address gaps; 

determine if training should be developed or accessed 
externally 

• Develop plan to create or procure training  
• Develop certification program, defining the eligible 

certifications, appropriate training, costs that will be covered, 
and any re-payment schedules 

• Create development plans for each staff member, integrating 
with the Talent Forecasting Model 

• Establish ongoing maintenance ownership and process 
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Focus Area: Operational Excellence 
• 5-Year Goal: Improve the efficiency and effectiveness of our programs and operations, without 

compromising our customer service 
 

Current State 
FVSRA currently operates very effectively, but there are areas for improvement and becoming more 
efficient:  
• FVSRA does not always make decisions from a data-driven metrics perspective, instead making 

decisions from a customer-driven perspective 
• Processes and procedures, and the corresponding training materials, have not been reviewed and 

refreshed in a few years, resulting in some areas of overlap and inefficiencies 
• Technology, including internal communications and collaboration technologies, need to be 

reviewed and refreshed 
 
FVSRA currently receives funding from four sources: Member Agency contributions (66.5%), 
participant fees (22.4%), inclusion fees (7.2%), and grants / donations including those from the 
FVSRA Foundation (3.9%). Participant fees for core programs have remained flat for several years, 
except for increases in ticket sales and admissions fees that could not be absorbed by the Association.  
 

Strategic Direction 
Moving forward, FVSRA will address its areas for improvement through a series of process 
improvement and technology improvement action items. These action items will be integrated with 
action items described in the partnership, programming, and talent focus areas, and will result in a 
more integrated and cohesive set of operations.  
 
As part of being more efficient and effective, FVSRA will identify operational activities that can be 
streamlined or eliminated, establishing ownership for processes and documentation, creating refresh 
cycles for training materials, and consolidating materials where appropriate. In addition to activities 
mentioned in other portions of this document (optimizing the organization, assessing health care 
benefits and costs, evaluating long-term transportation plans) FVSRA will also aggressively seek 
areas for cost reductions, by: 
• Pursuing volume discounts / bulk purchasing for program supplies and food; 
• Establishing annual contracts for printing and t-shirts, instead of program-by-program; 
• Purchasing in conjunction with other Member Agencies; 
• Increasing use of group discounts, such as GroupOn;  
• Negotiating lower ticket and food prices for regular outings; 
• Leasing or outsourcing transportation when more cost-effective than owning;  
• Utilizing non-Member Agency facilities with no or lower rental costs; 
• Negotiating reduced Member Agency facility rental costs; 
• Implementing lower-cost telecommunications systems; and 
• Negotiating reduced technology support fees. 
 
Since FVSRA does not have any taxing capabilities or revenue-generating facilities, FVSRA has a 
limited number of options for alternative sources of revenue. Moving forward, FVSRA will evaluate 
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raising participant fees and work more aggressively with the Foundation to increase the funds the 
Foundation can donate to the Association.  
 

Strategies 
Strategies related to Operational Excellence include: 
• Streamline processes and operational costs 
• Enhance metrics perspective 
• Improve technology capabilities 
• Improve internal and external communications 
 

Action Items  
Refer to Appendix A: Timeline for the comprehensive timeline of projects described below. 

Action Item Supporting Detail 

Complete Accreditation 
process and implement 
associated recommendations 

FVSRA will be completing the Distinguished Park & Recreation 
Accreditation process in November 2017. This will enable them to 
demonstrate their adherence to industry best practices, and gain 
additional credibility with their Member Agencies and other 
partners. As of June 2016, the work necessary to complete the 
process is on schedule.  
 

Update and streamline 
processes and procedures  

Processes and procedures will be reviewed in order to be 
streamlined and made more efficient. Unnecessary or redundant 
processes and procedures will be eliminated. Key activities will 
include: 
• Identify and prioritize areas that require improvement 
• Develop a retention policy for internal documents, program 

materials, and participant forms 
• Identify training materials affected by changes to the 

associated processes or procedures 
• Develop a plan for each prioritized area that identifies 

resources and timelines to make the process / procedure 
changes and training material changes 

• Execute the plan, creating process maps to document future 
state processes and detailed procedures 

• Establish ongoing maintenance ownership and process, 
including document retention policy and policy / procedure 
refresh cycle 

 
Implement operational cost 
reductions  
 

FVSRA will identify and implement cost reductions across all 
operational areas. Key activities include:  
• Establish a mechanism to track and compare vehicle costs, use, 

and maintenance year-to-year, and to identify changes needed 
• Analyze data to assess effectiveness of 7-year replacement and 

preventative maintenance plan, as well as other vehicle trends 
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such as leasing and for-hire drivers 
• Approach Member Agencies for opportunities to share 

purchasing 
• Using the 12-month rolling calendar, implement bulk 

purchasing 
• Negotiate lower rates with vendors, rental facilities, 

transportation providers, and others as listed in the description 
above 

• Establish a regular cost review cycle 
 

Complete fee study for 
residents and non-residents 

FVSRA will complete a fee study to determine programs in which 
fees can be increased to provide additional revenue. Program fees 
will be compared to fees charged by Member Agencies for similar 
programs. This will be completed after the new financial system is 
in place so that the most accurate data is available. Key activities 
will include: 
• Gather information about fees charged by Member Agencies 
• Evaluate fee structure for overhead allocation 
• Identify and implement increases that can be absorbed  
• Establish a regular fee study cycle 
 

Implement Balanced 
Scorecard or similar KPI / 
measurement program 

Through other strategic action items, FVSRA will shift its focus to 
and build its capabilities in data-driven metrics-based decision 
making (Program Evaluation Model, Talent Forecasting Model, and 
Skills Development Program).  This shift will be most evident in 
the development and deployment of a Balanced Scorecard or 
similar measurement program that is focused on Key Performance 
Indicators (KPIs). This scorecard will be developed internally and 
shared (in different views) with internal staff, the Board, 
participants, Member Agencies, partners, and the public. Key 
activities will include:  
• Research various scorecard methods in use in the industry and 

Member Agencies; select the most appropriate model 
• Identify scorecard audiences and key indicators for each 

audience 
• Identify data sources and develop procedures to gather and 

prepare the data  
• Create scorecard templates and pilot with key audiences 
• Implement regular scorecard reporting 
• Establish ongoing maintenance ownership and process 
 

Implement technology 
improvements: Financial 
System, Intranet, Document 
Management / File Storage 

FVSRA will enhance its technology to enable better collaboration 
and communication, more efficient financial tracking, more efficient 
and safe storage of participant health and registration documents. 
The technology changes that are most evident are related to 
implementing an intranet and upgrading the financial system. 
More long-term technology implementations relate to electronic 
records systems for participant document storage. (Other 



Page 25  Fox Valley Special Recreation Association 

Strategic Plan: 2016 – 2020 

 

 
File Name: Strategic Plan Date: July 2016 
Developed for Fox Valley Special Recreation Association by Results Technology Group.   [w] www.rtg-inc.com  

technology improvements, such as website upgrades and electronic 
registration systems, are existing initiatives and were not included 
in this plan.)   
 
FVSRA will implement an intranet to enable better internal 
communication and collaboration. Process, procedure, and training 
materials will be more efficiently stored and updated via a 
collaboration technology, such as SharePoint. Key activities will 
include:  
• Verify that FVSRA already owns sufficient licenses and current 

versions of SharePoint, and understand development, 
deployment, and ongoing support / maintenance resource 
requirements 

• Develop objectives for using the technology, including high-level 
use cases, workflows, file structures, and user interface designs 

• Develop an implementation plan, identifying deliverables, 
resources, and timelines  

• Assign owners for content area  
• Develop, test, and deploy according to plans 
• Develop procedures, support structure, and training materials 
• Deliver training and communicate availability  
• Establish ongoing maintenance ownership and process, 

including update and retention policies and overall refresh 
cycle 

 
The current financial system, QuickBooks, is not able to provide the 
necessary data to support a data-driven decision-making model, or 
to provide a comprehensive set of Key Performance Indicators. 
FVSRA will review and select a new financials system. Key 
activities will include: 
• Research available systems that are in use by other SRAs, 

Member Agencies, and partners  
• Define detailed requirements and complete a data analysis, 

aligning with the Balanced Scorecard, Talent Forecasting 
Model, and Program Evaluation Model 

• Evaluate and select the appropriate system 
• Develop an implementation and data migration plan, and 

execute according to plan 
• Establish ongoing maintenance ownership and process 
 

Establish and execute a 
Communications Plan to 
regularly share operational 
information with the Boards 
and Staff of Member Agencies 
and other organizations  

FVSRA will enhance how it shares operational information with its 
internal staff, Board, Member Agencies, and partners. Current 
communications work well, but are not as effective as they can be. 
A Communications Plan will be created that will then be used to 
guide communications. The initial focus will be Board and Member 
Agency communications, followed by internal and partner 
communications. The Communications Plan will not integrate with 
marketing and outreach since this plan’s focus is on operational 
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activities. Key activities for each phase will include: 
• Evaluate current communications and identify gaps and areas 

for improvement 
• Identify audiences and communication needs: content, triggers / 

frequency, mechanisms, distribution, responsibilities for 
development and quality control 

• Determine if technologies such as SharePoint or the website 
can be used to accommodate communications 

• Develop communication templates, tools, and other resources 
• Execute according to plan  
• Establish ongoing maintenance ownership and process 
 

Assess administrative office 
and staffing location needs 

As the locations that programs are offered change to meet the 
changing needs of the population, the locations where staff are 
needed will change. This may require a corresponding change in 
administrative offices, perhaps creating satellite offices. FVSRA 
will continue to evaluate the needs for the administrative office 
locations and investigate viable options. There is no assumption 
that a viable option will be identified during the timeframe of this 
strategic plan. Key activities will include: 
• Define the purpose and needs of an administrative office (main 

and satellite), and identify gaps and areas for improvement 
with the current space 

• Project future staffing needs (including full-time, part-time, 
volunteers, and Foundation) and determine space requirements 
(size and use)  

• Identify different office combinations, including central and 
satellite office configurations, rental offices (e.g., Regis Offices), 
alternative locations, and co-locating / sharing space with 
Member Agencies or partners   

• Evaluate the costs and impacts of each alternative, considering 
implications to staffing and retention, transportation costs, 
operational effectiveness, and overall feasibility; determine if 
further action is needed or when the situation will be re-
evaluated 
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Appendix A: Timeline 
 

 
 
Refer to the Strategic Plan Timeline spreadsheet for the detailed timeline.  
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Appendix B: Survey Results 
As part of the strategic planning process, a 22-question survey was conducted of community-based 
organizations, identified by FVSRA. In some cases, FVSRA has a relationship with the organization, 
in many cases no relationship exists. The purpose of the survey was to assess the knowledge in these 
organizations of FVSRA and to identify future opportunities for partnership.  
The survey was emailed to 68 different people, based on email addresses.  
• 55% (38 people) opened the email and read about the survey. 
• 34% (23 people) clicked through the email and started the survey.  
• 22% (15 people) completed the survey, although some skipped certain questions.  
 
The volume of responses is considered high for a survey that is being sent from an unknown third 
party to people who have little to no vested interest in the survey results.   
 
A summary of the responses to the key questions are below. FVSRA has the complete file of data 
from the survey. 

Responses 

Question 1: What city, town or village are you located? 

 
Note: “Other” includes one organization in Carol Stream, one organization in Elgin, one organization 
in Maple Park, and one organization that operates in multiple locations including Elburn, 
Montgomery, Sugar Grove and Virgil. 
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Question 2: Based on percentages, where are your clients located? 

 
 
Most results fall in line with the location of the service provider. The one exception is “Other”. There 
appears to be a significant percentage (21%, which is the highest concentration) of clients coming 
from areas outside FVSRA’s geographic service area. Future marketing plans should consider how to 
market services that are underserved by any other SRA.  
 
  



Page 30  Fox Valley Special Recreation Association 

Strategic Plan: 2016 – 2020 

 

 
File Name: Strategic Plan Date: July 2016 
Developed for Fox Valley Special Recreation Association by Results Technology Group.   [w] www.rtg-inc.com  

Question 3: What services do you offer to your clientele? 

Respondents were directed to select all that applied. 

 
“Other” includes music therapy, social work, service coordination, advocacy, assistance with state 
funding, and PUNS waiting.  
 
It appears that the respondents were fairly evenly distributed among the various service areas. 
There appears to be a gap in In-home respite and Transitional Support services. The respondents 
should be reviewed to determine if these services are adequately provided by others that may not 
have responded to this survey before concluding that there is a gap. 
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Question 5: What disabilities do you serve? 

Respondents were directed to select all that applied. 

 
Note: “Other” includes one organization that responded “All special needs children,” one organization 
that responded “Parkinson’s Disease,” and one organization that responded “Sensory Regulation 
Disorder, Developmental Delay”. 
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Question 6: What ages do you serve? 

 
 
These age breakdowns should be compared to the ages that FVSRA serves to draw some correlation. 
The 12-45 year old range comprises over 60% of the clients served. FVSRA should determine if there 
is an underserved market that may just not recognize the value that FVSRA programs can bring to 
this population. 
 
Question 9: Based on percentages, what languages are spoken by your clients and their 
families? 

 
Note: “Other” contains Polish (0.36%), Arabic (0.29%), Farsi (0.29%), and unlisted languages (0.36%). 
 
It appears that English and Spanish are the predominant languages. Little expense should be made 
with regard to accommodating other languages at this time. 
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Question 10: Based on percentages, how do your clients pay for services? 

 
 
It appears that most of the respondents’ clients do not require scholarships to pay for services, but 
insurance helps almost 25% of their clients. It is likely that the high response rate of “Not 
Applicable” is due to the number of responses from school organizations, which provide services free-
of-charge to students.  
 
Question 11: How do you market your services?  

 
A strong website appears to be very important in the marketing of services. This is not surprising 
considering how pervasive the Internet is today. It will be even more important in the future to have 
a user friendly website that is built “responsively” to render correctly on any sized screen or device. 
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Question 15: Have you referred anyone to FVSRA? 

 

 
 
  



Page 35  Fox Valley Special Recreation Association 

Strategic Plan: 2016 – 2020 

 

 
File Name: Strategic Plan Date: July 2016 
Developed for Fox Valley Special Recreation Association by Results Technology Group.   [w] www.rtg-inc.com  

Question 19: How do you view FVSRA? 

This question assesses how the surveyed organizations view FVSRA for future partnerships. 

 

 

 
 
FVSRA should better understand the “Not Interested” respondents. Many provided their contact 
information which allows FVSRA to contact them to have a more in-depth conversation.  


