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Presentation Notes

I’ve asked that our moderator not introduce me.  

Many of you already know me, you’ve already seen my bio in the listing of sessions, and you’re already here, so I don’t think it’s needed. For those who don’t know me, I hope you’ll get to know me through our conversation and I think that is far more relevant.
�I’m going to start with what will be the first of many questions. 
�How many of you have watched Ted Lasso? 
�Be prepared for different reactions. If few have seen it, suggest they watch it.  There are lots of great scenes and quotes that make you laugh and think. If many have seen it acknowledge that’s a relief given the upcoming references to it..  
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It is my favorite show. I will admit that I have watched it literally countless times.
�The show speaks to me, in part, because it takes place within the world of sport, and as I’ve been a goalie (in hockey not soccer) my whole life, I have come to realize how much that experience has shaped who I am and how I see the world. For me, it’s about being there for others, having a broad view of the environment, and trying to predict what is about to happen. It’s about gathering information, seeing patterns, processing that and reacting. In the game it happens fast. But when I’m off the ice I realize my approach is really no different except I have more time to process information, to ask more questions to gather more information. To think critically.  I am curious and I like puzzles.
�The Mirriam Webster dictionary defines critical thinking as “the act or practice of thinking critically (as by applying reason and questioning assumptions) in order to solve problems, evaluate information, discern biases, etc.”  That is what we try to do at Muskoka Futures.
�But back to Ted Lasso for a moment; 
�Is anyone else here a fan? Does anyone have a favorite quote from the show? Why? Has it changed how you do anything in your day to day life? 
�What I am going to speak about today is drawn on my experience and observations over nearly 14 years as Executive Director of Muskoka Futures. And as you may have already guessed there will be several references to Ted Lasso because I think the challenges faced by all the characters in the show are no different than what we all deal with.  We just all face them at different times and in different ways. We all have stuff going on in our lives that impacts how we feel and how we perform on any given day. 
�When Ted and Coach Beard join AFC Richmond the team is in a state of dysfunction. In my early days as the ED at Muskoka Futures, there was dysfunction. I/we just hadn’t noticed or acknowledged it yet, and therefore had yet to figure out how to move out of if. AFC Richmond and Coach Lasso eventually figured it out and so did we. And their success was the direct result of a set of specific values. It didn’t happen overnight but they got there.
�I am assuming that everyone at this conference truly believes in the Community Futures Program.  While I will talk about the things I, and the Muskoka Futures team, have learned, including from RRRF, I hope to learn some things from you as well.  I hope you’ll share your frustrations and your ideas, what’s worked and maybe what hasn’t, what you hope your organization and the program can become in the future, and what might be holding you back.  
�Over the years I have heard colleagues express incredible passion for the program, but I also hear many ongoing frustrations.  So I wonder.  A lot.  
�This program of ours is a curious thing.  We all deliver the same program but we are all different.  That is certainly unique.
�
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It’s been an interesting process - this presentation. I’ve been all over the map on how to deliver it. I started with creating a slide deck. It felt… fine. 
�
So with a lot of help from Jodi - she is great at pushing us to try different ways of doing things - we flipped the approach and started writing a script, the slides would follow. We refocused on the message - structure and processes are critical for organizations but our values and mindsets play a foundational role. When done thoughtfully and intentionally all these components create your culture, and if the process has engaged everyone, it enables an empowered Team to do great things. 
�
Then, we were still a bit stuck. I realized we were basically asking ourselves, ‘What is the core value of conferences like this?’ I think it’s about opportunities for us to connect and learn from each other. So Jodi and I changed the format again to try to spur conversation.
�
So when I ask a question please don’t leave me hanging. If you’re hesitant to share something because you think it might only apply to you, I promise someone else likely feels the same way.  
�
I also want to stress that I am going to speak candidly about the challenges our organization has faced and how we overcame them.  This is not meant to presume your organization is facing all the issues we did.  However, I do hope that you are all willing to be candid about your challenges as I know from chats over ‘many a beer’ that many of you have faced, or continue to face, some of the same challenges we faced at Muskoka Futures.
�
(POSSIBLE ASIDE) At a conference a few years ago I shared details on who we changed our lending processes.  It was a major shift in the role of our Directors.  After sharing it, a Director from another CF commented that they wouldn’t have agreed to our new process because they liked reviewing, assessing and approving the loans.  As I’ll refer to in a bit, that was exactly the problem we had - Directors who liked doing the lending - but in our case had no experience and it simply wasn’t working for us. I felt, unfortunately, that she missed the point, and/or I wasn’t clear.  I wasn’t condemning anyone else’s processes, I was sharing a challenge we’d had, what we had learned about ourselves, and the impact it had on our organization.  It was only meant as food for thought for others.  
�Anyone who has heard me present before or sat across the table from me at meetings or conferences, probably knows the Muskoka Futures story but for those who don’t I’ll recap it. 
�Part of our story is that we got lucky.  Part of our story is that we became thoughtful and intentional.  
��What do you feel the number one pain point is for you in your organization? How do you know?
��
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Keeley: What 1s it called when you have the

opposite of the Midas touch?
Mae: The Midas shits.
Keeley: That's 1t. That's what I have.
Everything I touch turns to shit.
Mae: Shit helps things grow, love.
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When I started as the ED, I was young and inexperienced and I had no real idea how Boards function but I quickly knew something or maybe a whole bunch of things were out of whack.  There were some things at first, like staff complaining to me about each other and difficulties scheduling investment committee meetings because directors were away in Florida, that I thought were independent issues. Over time I realized I was wrong - they were all connected.
  
I can tell you we were not operating effectively. From the community’s perspective we were probably fine.  But, shouldn’t we be inspiring? Internally though, and I probably can’t emphasize this enough, things sucked.  And that’s ok - as long as you acknowledge it, own it and learn from it.  You have to start somewhere.
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Problems are like mushrooms, the

bigger they get.
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Over time it got worse, despite trying to introduce different approaches and to discuss our mission and mandate, our Investment Committee just became more of a clique.   Despite no lending experience of any committee members,  they saw themselves as the experts and wouldn’t let other Directors join the committee. They frequently wouldn’t approve loans without requiring the client to do another forecast based on the Committee’s perspectives.  Lending decisions at times took months. 
�Our Board lacked a strong leader and I wasn’t really the leader yet - I was too young, too inexperienced, too new, and just not confident enough to stand up to the clique when opinions were opposite of my own values. So we were stuck, we were stressed and our confidence was low. 
�Can anyone else here associate with that? 
�
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Most of the time change 1s a good thing and I
think that's what 1t's all about—embracing
change, being brave, doing whatever you have

' to so everyone 1n your life can
move forward
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I wish Ted Lasso had come out years ago.  It affirmed so many things for me.  If you’ve experienced that disconnect between a Board and the Staff, have you ever wondered “How did that happen?”  Or did you simply judge individuals as “having big egos”. We made that judgment.  We weren’t entirely wrong, but it was only part of the problem.  What I have learned, is that a better question would have been how did we recruit those individuals and put them in a position where they felt they had to be the expert when they didn’t have the background? What mindsets were we recruiting on? Were those individuals put in a position where they didn’t know how to succeed?    Again, critical thinking.  We eventually changed how we recruit. If there’s time at the end we can chat about recruitment if anyone wants to.
�It went on this way for years because knowing you have dysfunction, then accepting it and then knowing how to fix it are very different stages of the process.  
��What is the most significant change you’ve seen in your CF?
�Fast forward to 2016. Our board had seen some significant turnover and this is where we found some luck. Everything started to change when a new Chair of our Investment Committee asked a very simple question. When we presented a deal to the Investment Committee he asked “why couldn’t we have moved faster on this” because as he put it “this  is a slam dunk”. From his perspective we were not moving at the speed of business - offering good customer service. Staff were feeling the same way. So when the Director finally asked, we acted and started looking at how we might adapt the loan approval process to better serve our clients.
�Around the same time staff had attended a conference where the importance of an organization's core values was discussed. It got us thinking, and with the help of a facilitator, staff took the time to define our values as a team.  If I am honest, I was skeptical about this step.  Wasn’t defining our values kind of soft, fluffy stuff? Did it really matter? Would it really make a difference?  The answer to all those is Yes. Absolutely.  It positioned the team to KNOW they were aligned.  And there is an immense strength in that.
�
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Just listen to your gut, and on the way down to your gut,

check 1n with your heart. Between those two things,
they’ll let you know what’s what.

“As the man once said “The harder you
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work the luckier you get.
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Now the ball was starting to roll and luck was still on our side. In 2017 a new Board Chair took over (that election process is a story on its own but which I won’t go into today) and he was out for change! Despite the fact we were starting to change, it was still scary because it felt like he was questioning everything.  We really didn’t know him or his values/perspectives very well or what he was thinking so it felt like he was targeting the Staff.  The stress we felt was really due to lack of clear communication.  In reality he was asking tough questions, of the Board and the Staff, which was exactly what needed to happen.  
�
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Taking on a challenge 1s a lot like riding a

horse. If you’re comfortable while you’re
doing 1t, you’re probably doing it wrong
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Back to the Values process for a quick example.  I remember our new Chair at the time asking me why we didn’t engage the Board in the values process.  I thought, “Uh Oh, he and the Board aren’t happy that they were not included”.  But he really just wanted to understand my thought process.  Well that was simple.  Staff deliver the program, we are the people in the community, dealing with our clients and partners, we live it day to day - and to me that is where we had to determine if we were on common ground. He supported that and then I knew things were going to get much better. He appreciated that I had been intentional about the process.
�So staff who knew they needed change, an Investment Committee chair asking for change, and a new Board Chair mandating change. With everyone starting to pull in the same direction we were now working on ourselves.  It was a wakeup call as it is exactly what we expect of our clients. The old adage of working on your business, not just in your business.
� We took a step back for several months to develop a plan, work on governance and processes and a new brand. Stress levels dropped, confidence rose and things became really good.  We were happy.  Everyone was engaged as they felt heard, respected and valued.
�As a result of the work we did our Investment Fund grew.  Again luck and intention.  Our new selves advanced more loans in the first year following the new Brand, than we had ever advanced in a single year.  We were running out of cash.  FedNor, I think in recognition of our process and due to some luck in terms of available funds, recapitalized us in both 2018 and 2019.  For that we are grateful and it has enabled us to keep pushing.
�
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[ feel like we fell out of the lucky tree and hit
every branch on the way down, ended up 1n a
pool of cash and Sour Patch Kids.
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Our mindset changed OR perhaps better said, at least I know this for myself, I became confident in my mindsets as a Leader.
�Do you know who the leaders are in your organization?  Why do you identify them as a Leader?
�This is what I’ve learned in the last few years.  The phrasing is from a Leadership course I recently took.  It affirmed many of my observations and my approach.  I often wondered if how I do things as a leader would be considered “best practice”
�Caring not Control 
	Abundance not Scarcity
	Productive not Defensive 
�Who understands the context of “Be a Goldfish Sam” LINK TO CLIP
�
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We were on a real roll through 2020 - and then everything changed - except our approach.  Our investment in ourselves was paying off.  As the pandemic took hold, and RRRF arrived, we leaned on our values, our governance structure and our processes.
�Ask the Audience - What do you recall as your and/or your Teams’ initial reactions and thoughts about RRRF?
�
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What I recall, was that our reaction was recognizing that in the most uncertain period in our lifetimes we were in a position of strength and stability. We had the resources to keep going.  
�I remember thinking early in my time at Muskoka Futures that there was uncertainty working for a nonprofit organization.  What if the funding was reduced or ended? That question often came up repeatedly.  There was a fear that as non-profits we were unsustainable on our own.  
�At the outset of the pandemic it struck me, and I remember talking about this with my wife (who also works for a non-profit but Provincially funded) that when so many others were losing their jobs during the pandemic we were still working.  And we were thankful.  Who knew that a non-profit could be so resilient?
�Then the Federal Government leaned on CFs to help others even more.
�We’ll get back to RRRF specifically in a few minutes.
�Given that the CF program has been around since the mid-80s, how has your operating model changed over time.  When was the last significant change? Tell us about it. 
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to a brainstorm.
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We were operating differently in 2020, but we hadn’t really changed our perspective on our budget.  Of course costs were increasing.  We wanted more operating funds, we even asked FedNor for more money at renewal one year.  They said No. Our lease was expiring in April of 2020 and the landlord wanted a huge increase, so we were considering our options, including a new co-working facility.
�When the pandemic hit, we were on the path to remote working so we just moved our stuff into storage, locked the doors, went home and got to work. 
�At this time we were not just looking to reduce rent, we were trying to figure out where to invest our resources.
�How do you approach budgeting?  What do you prioritize?
�Our decision on how we were going to approach office space was driven by critical thinking about actually prioritizing where we spent our operating funds.  Rent was certainly becoming too big a part of the annual budget, but our priority wasn’t just to reduce the rent.  We were intentional in that we needed to invest in our Team.  Salaries needed to be adjusted to acknowledge the great work of staff. 
�At the same time, if our operational model was going to change - which would mean a different way for people to connect with us - we had to have a way to retain, if not improve, that access.
�That’s a critical example of our thought process on budgeting.  When we look at any given expense we ask two related questions when considering a new provider. Can we get the same value for less cost, or more value for the same cost?
�So back to RRRF.
�Did you have a specific goal when RRRF was announced?  
�It might be good to see if anyone from Wellington/Waterloo or Saugeen are in attendance.  We heard they had funds from their municipalities to provide relief loans.  We talked to them, worked with our local Chambers, and secured $750K from our District municipality.  That funding then just happened to coincide with RRRF.  Did any other CFs have a local partnership around relief loans?
�Our RRRF goal and resulting process was pretty simple. It was the same approach we’d been following for years. Customer service. Putting the needs of our clients ahead of our own.  PRODUCTIVE
�
Having a common goal doesn’t mean it wasn’t uncomfortable and uncertain for us at times as well, but we generally approached it from a perspective of being thankful we were still working and that provided us with some stability when there were so many unknowns in life at the time.
�
At the same time we were cognizant of how our Team would be impacted both by a new program and a new operational model, but also individually, at different times, on very personal levels.  
�
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I promise you, there 1s something worse out

there than being sad, and that’s being alone and
being sad.

“I think one of the neatest things about being a coach
1s the connection you get to make with your players.
That's a loss that hits me a lot harder and 1s gonna
stay with me a lot longer than anything that happens
while playing a game on a patch of grass.”
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Our priorities were also on supporting the Team.  That was actually the biggest single challenge I have ever faced in my career. It was more stressful to me than the dysfunction we had in my early days at Muskoka Futures.  I had changed.  My goal was ensuring our Team felt supported through the turbulence, knowing that any given day, any one of us might feel overwhelmed, not by work and RRRF, but just by the realities of the time. As a close knit team we had to navigate and adapt to changing feelings and perspectives. We missed each other because we were used to being together in person every day.  We found ways to ensure we leaned on each other during those tough times.  We accepted how everyone felt at different times and in doing so our team functioned at a very high level.  CARING
�
Anyone who knows has probably noticed we are a close knit team. As Tyler says, we are like family but we actually like each other. 
�
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Did you use any new processes during RRRF?
�A few things that made RRRF relatively easy for us to implement were:
�I had a Delegated level of Authority for regular loan approvals, which the Board was intending to review in consideration of increasing it.

We had an electronic approval process for loans, and the requirement for committee members was to vote within 48 hours. 

The investment committee was no longer assessing the loans (or re-underwriting them) they were ensuring the recommendations from Staff demonstrated alignment with our mandate and goals;
How does our investment help the entrepreneur succeed?
How does the entrepreneur’s success impact the community?
�The question was how do we take all of this and create a process to receive, review, and approve loan applications in high volume, while working remotely. 
�So we brainstormed as a team and the result was a recommendation to the Board to put RRRF entirely in the hands of the Staff, including an increase in my Authority level specific to RRRF.
�Then we:
�We created an online application form through Google docs - LINK

	Every team member took on a specific role. LINK - colour coding

Every stage of the process was colour coded on the Google spreadsheet created from the application form so we could all see everything in real time and know when there was something we had to do.

The process worked really well. We were processing applications, approvals and disbursements very quickly.

What I didn’t anticipate was the role the process would play in regards to our Team.  In reflecting on it I realized the process was a key communication tool for the team. We were all working from the spreadsheet at the same time so we could essentially “see” each other working.  For me, it helped me feel connected. 

We leaned into Google. The form - the spreadsheet - Google chat and Google Meet. �
The spreadsheet allowed us to all see in real time where things were at and Google chat gave us the ability to connect quickly on specific matters. We of course used Meet or zoom at scheduled times to connect - but less about work and more about the team sharing how they were managing amidst such different times. I am confident my team would agree that we truly heard each other's stress at times, and we all had our moments, but we pulled through and thrived thanks in large part to defined common values, similar mindsets and strong governance and processes.
�Ultimately we dispersed 148 loans totalling $5.4M in a matter of months, which of course was far more than we’d ever dispersed in any single year. We really never broke a sweat, we weren’t stressed by the process and we learned a few things, and a few things about ourselves along the way.
�Our values had set the foundation, our governance and processes gave Staff the ability to do their job with confidence and autonomy (a real sense of ownership), and our expectations of each other ensured we reviewed and approved applications very quickly. We are all engaged - Board and Staff!
�We also took the approach that RRRF was different from what we usually do.  All loans had a higher level of risk given the global situation, but it was new money to us and if we did a good job of establishing an efficient process for clients it would go a long way to mitigating the risk. Providing support efficiently at that time would go a long way to building the relationship with our clients.  It wasn’t that simple with every client of course, but based on the responses from RRRF recipients, it did work.
�I am confident the staff will tell you that during the pandemic, when stress levels were higher than ever before, their jobs were not another level of stress.  That is a core value of mine.  Yes, our jobs are important, but they do not need to be a source of stress.  We all have enough going on in our lives, that work does not need to add to that.  
�We also never worried about the “cost” of running the RRRF program. That doesn’t mean there wasn’t a cost or it wasn’t a lot of work, it was just how we approached it. As a result of the work we had done as an organization the previous 3 years we were quite efficient. People needed help and we had the capacity, time and money (thanks to the Federal Government as well as that early Muskoka Business Recovery Fund in partnership with our District Government). 
�Despite that we were lucky again when the RRRF administrative funding models were announced. $100,000 at the outset of RRRF and then what ended up being $370,000 from the Investment Fund.   ABUNDANCE.
�The ability to draw from our Investment Fund for operating money as a result of RRRF was critical, and combined with a revised Investment Fund Transfer policy from FedNor, we could now take a truly sustainable approach to our operations.  
�We strategized on how we could invest the $370,000 in our community and ourselves. We had a list of ideas and a solid foundation.
�We needed a new Strategic Plan.  
�

https://forms.gle/8KgbMJtEXGPH8YHe8
https://forms.gle/8KgbMJtEXGPH8YHe8
https://docs.google.com/spreadsheets/d/1Q4dRyg6kob4KhgQJYRjaKv1rCzA-MvK37KWeBbvVhjk/edit?usp=sharing
https://docs.google.com/spreadsheets/d/1Q4dRyg6kob4KhgQJYRjaKv1rCzA-MvK37KWeBbvVhjk/edit?usp=sharing
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�What has been your approach to Strategic Planning? Is anyone tired of Strategic Planning? 
��I’ve come to realize (thanks to conversations with Patty, Roxanne and Janice - if they’re in the room I need to acknowledge them) that it is critical to take into account where an organization is “at" or “what is your organization ready for?” when designing your planning process and really defining what you want out of it. 
�Are some folks in your organization miles ahead of others? Are you all facing in the same direction to move forward?  These types of questions then influence your approach to Strategic Planning.
�Prior to our most recent plan in 2022/23, our process was kept simple and internal.  We were in a process of change and until we had some time and experience under our belts with the new brand, processes etc, we simply were not ready to ask others for input.  But keep in mind, in 2017/18 we had taken a hard look at ourselves and decided we needed to change.  
�So in those years of 2018-2022 our plan was focused on making sure we were all pulling in the same direction, trying some new things, and learning.  Then from 2022 forward we could look at a broader Strategic Planning process to get input from our clients about how things were working.  If we had done that in earlier years, the feedback from clients and partners would have likely been about our old practices and attitudes, which really wouldn't have been helpful.
�
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Coming out of the pandemic, and several years of organizational change, we needed a Strategic Plan based on in-depth consultation across the community.  We also knew we needed to make a more concerted effort to engage with our clients.  What do they think of us?  How satisfied are they with us? That was a little scary.  What if we weren’t delivering? At least we would know.
�We needed to give continued consideration of investment in our Team.  How do we recognize the quality of their work and commitment to Muskoka Futures, particularly during the pandemic? How do we sustain that to ensure we retain great people, and when we are ready to grow, attract more great people?
�That meant taking a longer term view of budgetary needs, so how do we spread the RRRF funds over time and what happens after the RRRF funding ends?
�It turns out that some of those answers came from FedNor.  As a result of various advocacy efforts, FedNor knew we needed funding and if they couldn’t provide it directly something else had to give.  While I appreciate the decision deviated from a long held perspective, using a percentage of investment fund interest provides the flexibility we need.  It is a significant change, but our perspective is that it simply puts the onus on us to manage our funds responsibly to balance fund growth and contribute to operational costs.  It really is what we would expect of our clients, so it’s what we expect of ourselves. 
�That funding also provided us with the ability to undertake a considerable Strategic Planning Process
�
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What we learned - summarize the Strategic plan satisfaction results.  
�What did these results do?
�It confirmed that our approach was working and connecting to our core values.  That is truly re-energizing.  I mean, we were feeling good about what we were doing, but now we KNEW that it resonated with our clients and our community.  The Strategic Planning process again affirmed we were pulling in the same direction as an organization.  The Board trusts the Staff and the Staff trust the Board.  Our values remained consistent.
��See where we are at for time.  If sufficient see if the audience wants to continue.
�If time is running out, go to Final Comments

Other topics – time dependent:


How many struggle with Board recruitment? Over the years I’ve heard many of many colleagues’ struggles.  What’s your approach?
�Director Recruitment - common comment from those who sort of know us - they know we’ve change.
��Ours starts with clearly defined roles of the Board
Insight - what do they know about our communities’ needs, issue, challenges, Foresight - what trends are they aware of
Oversight - Fiduciary responsibility, noses in - fingers out.  Set policy.
�Skills Matrix
�Identify Candidates - Board, Staff, Partners, people in our networks
Who might be good?
�ED calls them
Organization intro
Personal intro
Sends intro flipbook - LINK
�Skills Matrix Questionnaire and Resume
�Tracking Form
�The Nominating Committee interviews short-listed candidates and makes a recommendation to the Board.
�This year I spoke with 36 potential candidates. 2 goals - recruitment for this year and creating a pipeline for future years.  We can then be adding to the pipeline continuously.
�It became clear during this process, that our changes the last few years have not gone unnoticed.  People are aware that we have changed, honored to be asked to be considered for the Board, and the conversations focus on how they can assist us and what being a Board Member could do for them.  
�Once again, our values and culture stand out.  The response from potential candidates reinforces that we are valued in the community.  Overall it helps us build even stronger connections, and be asked to consider what role we play in more issues like physician recruitment, attainable housing, innovation etc.  We are having a greater impact than ever before as everyone is valued.
���Employee Health Benefits��For example, we felt our employee benefits were too expensive so, through a broker, we checked the market.  What we were asking is “Can we get better benefits at the same cost OR can we get the same benefits at a lower cost. Much to our surprise we found a package that offered better benefits at a significantly reduced cost - $14,000 savings in the first year. 
�What I’ve realized is that benefit providers will “buy your business”.  That is, they will undercut their competition for a period of time I think because generally, people don’t switch providers.  So, assuming my observation is correct, why not take advantage of that.  Benefit costs keep rising, so try to stay ahead of the game. Switching benefits is really easy. The cost savings can then be directed to your priorities.We have just now changed providers again (5 years later). And are saving money again. It’s a repeatable process. 
�Investment Fund Forecasting -
How do you forecast your lending capacity? How far ahead do you look?
show our forecasting spreadsheet
�Leadership Development at the Manager and Staff levels
I personally feel our training needs surveys rarely identify needs that all or most CFs need at the same time. Our loans officer has been with us for 11 years.  He doesn’t need Lending 101.  But our surveys keep identifying lending as a need.  
�If CFs are leaders in their communities, why aren’t we using Leadership Coaches to help us be better leaders.
��


Q 5
\W¥ v

THANK YOU

) i
o< bu S



Presenter
Presentation Notes
FINAL COMMENTS
�To wrap up, I hope I’ve clearly illustrated how clearly defining our core values was a key step in refreshing the organization.  It allowed us to consider all aspects of what we do and how we do it.  Those values were instrumental in then setting the stage for redefining our Governance structure.  That new structure then required different processes and expectations.  All of this led to remarkable levels of engagement (Staff and Board) and confidence.
�We have found that being intentional about asking questions differently than we used to, taking time to think about what we see and hear, looking for trends/patterns, and asking more questions, all enable us to be more efficient and productive. 
�We do sometimes catch ourselves falling back to past habits or past language that doesn’t mesh with our Brand because old habits are hard to break.  But we challenge each other when we do, to push past the status quo, and sometimes remind ourselves of our values and our brand.
�Ultimately, for me it’s all a jigsaw puzzle, which I love by the way - figuring out where all the pieces fit.  
�
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