
2024/2025 ANNUAL 
OPERATING PLAN





Sustainability Through Change
Leveraging Autism paid services models into not-for-profit revenue generation.

What do we want to achieve by March 31, 
2025?

What are the milestones and deliverables that 
indicate progress toward our goal?

What is our success measure?

Implementation and ongoing refinement of 
the operational service model for paid ABA 
services 

• Pricing model
• Product offerings
• Service model 
• Roll-out of customer satisfaction survey 
• Increased staff capacity
• Strategic facilities plan

• Client satisfaction for autism services



Sustainability Through Change
Expanding business-to-business (B2B) not-for-profit revenue opportunities to build capacity across the sector.

What do we want to achieve by March 31, 
2025?

What are the milestones and deliverables that 
indicate progress toward our goal?

What is our success measure?

Grow business-to-business (Services for 
Partners and Organizations (SPO)) program

• Developed a new pricing model
• Expanded product offering
• Determined staff capacity through 

clinical transformation

• SPO revenue



Sustainability Through Change
Building our capacity for fund development.

What do we want to achieve by March 31, 
2025?

What are the milestones/ deliverables that 
indicate progress toward our goals?

What is our success measure?

Develop Surrey Place fundraising and 
grant program 

• Developed the infrastructure for 
fundraising and grant program

• Number of fundraising opportunities
• Grant revenue



Sustainability Through Change
Investing in people, technology, systems upgrade and creating infrastructure.

What do we want to achieve by March 31, 
2025?

What are the milestones/ deliverables that indicate 
progress toward our goals?

What is our success measure?

Develop a digital and data governance 
strategy 

• Developed the cybersecurity plan 
• Finalized the in-house CRM development plan 
• Developed the action plan for data 

governance
• Reviewed the data sharing platform across the 

sector 

Milestone completion:
• 60% completion of the digital 

strategy





Exceptional and Accessible Service
Continuously improving system and service navigation.

What do we want to achieve by March 
31, 2025?

What are the milestones/ deliverables that indicate 
progress toward our goals?

What is our success measure?

Complete phase 2 of clinical 
transformation initiatives 

• Completed the journey map for each of the age 
divisions

• Completed the lift action plan for fiscal year 
23/24

• Defined service model that includes targets and 
caseloads, capacity for each developmental 
services discipline

• 75% journey maps completed



Exceptional and Accessible Service
Increasing client and family engagement in program co-design. 

What do we want to achieve by March 31, 
2025?

What are the milestones/ deliverables that 
indicate progress toward our goals?

What is our success measure?

Develop a co-design strategy and 
framework

• Tested the co-design elements to various 
initiatives

• Consulted with co-design thought leaders 
and participate in co-design network

• Developed a co-design toolkit
• Developed a co-design committee

• Number of co-design or end-user 
engagement 



Exceptional and Accessible Service
Cultivating academic affiliations and continuing clinical research.

What do we want to achieve by March 
31, 2025?

What are the milestones/ deliverables that indicate 
progress toward our goals?

What is our success measure?

Leverage academic affiliations for 
research and new innovations 

• Secured affiliation agreements that facilitate 
student work on projects through placement 
and research

• Number of academic affiliated projects



Exceptional and Accessible Service
Fostering a stronger sector through leadership, partnership, and education.

What do we want to achieve by March 31, 
2025?

What are the milestones/ deliverables that 
indicate progress toward our goals?

What is our success measure?

Develop a sustainable and scalable 
partnership strategy and implementation 
plan 

• Scanned current partnership initiatives 
• Determined potential strategic 

partnership models

Milestone Completion:
• 100% Completion of a formal strategic 

partnership policy and process





Culture of Resilience 
Advancing our commitment to Equity, Diversity, Inclusion and Accessibility (EDIA), anti-racism, and Reconciliation 
journey.

What do we want to achieve by March 31, 
2025?

What are the milestones/ deliverables that 
indicate progress toward our goals?

What is our success measure?

Embed Equity, Diversity, Inclusion and 
Accessibility (EDIA) at every level of the 
organization

• Identified a representative from each 
department to ensure ownership and 
accountability of EDIA best practices

• 100% staff trained in EDIA 



Culture of Resilience
Advancing our commitment to EDIA, anti-racism, and reconciliation journey.

What do we want to achieve by March 31, 
2025?

What are the milestones/ deliverables that 
indicate progress toward our goals?

What is our success measure?

Develop a quality structure, process, and 
outcomes that emphasize equity, 
belonging, and inclusion

• Established the quality management 
structure

• Developed the organization's 
accreditation readiness workplan

• Developed the French Language Services 
(FLS) action plan

Milestone completion: 
• Surrey Place Quality Improvement Plan (QIP) 

published
• French Language Service (QIP) submitted to 

the Ministry



Culture of Resilience
Developing pathways for growth and succession.

What do we want to achieve by March 
31, 2025?

What are the milestones/ deliverables that 
indicate progress toward our goals?

What is our success measure?

Develop an organizational 
development and talent management 
strategy

• Update talent management succession 
planning process and individual 
development plans for high-potential 
candidates

• Number of individual development plans 
developed 



Culture of Resilience
Enabling a resilient environment where change is well-supported.

What do we want to achieve by March 
31, 2025?

What are the milestones/ deliverables that 
indicate progress toward our goals?

What is our success measure?

Implement change management 
strategies across Surrey Place

• Executive team and other key 
management positions to receive formal 
change management training

• People Services collaborate and consult 
with the Project Management Office 
(PMO) to ensure management 
methodology is incorporated in 
projects.

• Number of change management 
consultations provided



Culture of Resilience
Exploring innovative ways to be competitive in the hiring market.

What do we want to achieve by March 31, 
2025?

What are the milestones/ deliverables that 
indicate progress toward our goals?

What is our success measure?

Develop a strategy to ensure that the 
workforce reflect the changes in the 
sector

• Developed scarce skills strategy for hard 
to fill positions. e.g., Psychologists. 

• Vacancy rate of less than 10% for hard to 
fill positions
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