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This publication has been made possible through 
the support of the George Cedric Metcalf 
Charitable Foundation.

The goal of the George Cedric Metcalf Charitable 
Foundation is to enhance the effectiveness of 
people and organizations working together to 
help Canadians imagine and build a just, healthy 
and creative society.

Over the years, the George Cedric Metcalf Foundation 
has made numerous strategic investments in both East 
Scarborough Storefront and in the broader Kingston-
Galloway/Orton Park Community: investments that have 
been crucial to our development.

It was Metcalf Foundation’s belief in the way we, as an 
organization and as a community, approach our work 
that led to the birth of such key initiatives as Community 
Speaks, Residents Rising Neighbourhood Association, 
the Business Support Initiative, and now this document.

I would like to thank the Metcalf Foundation and 
particularly Colette Murphy for believing in us, joining us 
on the journey, and helping us to refl ect and learn as we 
go.   You have been catalyst, supporter, motivator and 
friend…we couldn’t have done it without you.  

Anne Gloger
Director, East Scarborough Storefront
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A note from Cathy Mann
It has been a delight to work on this book.  And like everything at East Scarborough Storefront, this book has 
been a collaborative process.  It went through … well, MANY iterations.  And each one was signifi cantly better 
than the one before. 

While technically my title on this book is “Writer”, it is really a shared document.  Anne Gloger and Jaime Elliott-
Ngugi wrote large swaths of sections, when they required a more nuanced understanding than I could hope to 
grasp. And many people weighed in during the review process, ensuring clarity and accuracy.

Many thanks to Anne Gloger, Director at The Storefront, for her patience and belief in the process even when 
early iterations were nowhere close to what she expected.  Anne is a great teacher, patient leader and 
inspirational visionary.  It is an honour and a continuous learning experience to work with Anne.  

Thanks to Jaime Elliott-Ngugi for her straight-shooting approach and all the effort she put into the fi nal product.  
It is a much better document because of her discerning eye.

I owe a great debt to Ellen Richardson for her encouragement, multiple reviews of this book, catching glaring 
omissions and generally being a great sounding board.  You’re so good for my ego!

To all of the staff I have met while working with East Scarborough Storefront, thank you for your dedication 
and openness to sharing.  It’s a pleasure each time I walk through the door of The Storefront.  Your friendliness, 
warmth, and welcoming permeates everything.  I feel like part of The Storefront family.  Thanks so much.

And to all of the funders, donors and supporters over the years, many thanks for helping The Storefront 
reach this point.  I owe you a debt of gratitude for giving me the opportunity to work with such an amazing 
organization.

Cathy Mann
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Thoughts about
reading this book

We know that people read and interact with books in different ways.  So we are sharing some observations 
about how this book has been assembled that may be helpful, regardless of how you approach it.

Read it from front to back

We hope you’ll be so mesmerized, you’ll read it cover to cover.  While we’re not particularly linear thinkers, the 
book was assembled in a somewhat linear way.  The ideas, concepts and thoughts build on and refer to those 
before them.  

Read parts of the book

We realize not everyone will read from beginning to end due to time constraints, different areas of interest or 
priorities.  Therefore, we have intentionally created a book that can be read in whole or 
in part.  

• Background information:  There is some background information that we hope everyone will read.  It provides 
important context for the balance of the book.

• Summary of key success factors:  There is a summary of our key success factors for those who only need a 
brief overview.  

• Key success factors in greater detail:  Each one is then examined in greater detail for those interested in 
learning more.

• Appendices:  In the Appendices, we have included many different resources that may be of help in your 
organizations.   They are important components to our success.  We hope you’ll fi nd them useful.

• Glossary:  We use many terms that are either unique to East Scarborough Storefront or we feel require 
attribution or more explanation.  So we have created a glossary of select terms.  You will fi nd the fi rst mention 
of these terms marked with an asterisk (if they are defi ned immediately following the asterisk) or with a 
footnote (if we defi ne them at the bottom of the page).   

Repetition

Because we have created this book with multiple entry points and because we realize people will read it and 
interact with it in many different ways, you may fi nd some repetition.  It is intentional.  To those of you reading 
from cover to cover, we trust the repetition will serve to reinforce key messages.

We hope you enjoy it!
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Message from the Director

Over the course of the past ten years, the East Scarborough Storefront has garnered a lot of attention.  Activists, 
organizers and social service providers are among the people who have said to me, at one time or another 
that they want to do what we do.  I have even been asked to “franchise” or replicate The Storefront in other 
neighbourhoods.

Somehow, the idea of replication never sat quite right with me – yet why?  I know we have created something 
really special in Kingston-Galloway/Orton Park. Why wouldn’t we want others to create the same thing?

The answer only became clear to me when I was introducing Graeme and Michael from E.R.A. Architects to The 
Storefront’s model.  I had given them “Our Story” which outlines what The Storefront does.  Michael, who saw the 
potential of The Storefront’s work in the Tower Neighbourhood Renewal1 movement asked me the question that 
led to this book:

1  Tower Neighbourhood Renewal:  East Scarborough Storefront has taken the principles of Tower Renewal and applied them to our own 
backyard. Initiatives, such as the community garden and kitchen, linked to green urban activities, exemplify Tower Renewal in action. For 
more information on Tower Renewal, see the glossary at the end of this document.

2  At “Community Speak” events held 3 – 4 times per year, residents discuss community issues and brainstorm local solutions in 
collaboration with The Storefront and community partners. The Community Speak is a powerful catalyst for community change on 
everything from public spaces to service gaps, and provides guidance to all agencies and politicians in East Scarborough. 

3  Backbone organization: Creating and managing collective impact requires a separate organization and staff with a very specifi c set of 
skills to serve as the backbone for the entire initiative. John Kania & Mark Kramer, Collective Impact, Stanford Social Innovation Review, 
Winter 2011

“ This is great,” he said, “but the really special thing 
about The Storefront is not what you do, but how you 
do it.  Do you have a book about that?”

And suddenly, it became clear – it’s not our service delivery Hub model, or our Community Speaks2, our 
governance structure or even our vision that makes The Storefront special.  So what is it?

I believe it is some combination of our fundamental belief in collaboration, inclusion, connectivity; our 
commitment to our vision, sharing of wisdom and exploring of possibilities and our function as a “backbone 
organization3” that ties it all together.  It is the “why” and the “how” of The Storefront that makes it special.

Writing this book with Cathy Mann, talking about this book with Colette Murphy have been crucial parts of the 
journey in understanding ourselves so that we can go on to tell our story to you.  

My fondest wish isn’t that The Storefront be created in every neighbourhood, although that would be nice.  My 
fondest wish is that the thoughtful, inclusive, respectful and collaborative approach to community building at 
The Storefront becomes the norm for building anything anywhere.

The past ten years have been truly magic!  If I were to list all the people that I have to thank for that, it would 
take up this whole book…and that’s part of the magic: if you’ve touched The Storefront, you’re a part of it…
THANK YOU

Anne Gloger
Director, East Scarborough Storefront
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That’s how we at East Scarborough Storefront like to think of ourselves and Kingston-Galloway/Orton Park, the 
community we are so proud to be part of.

In the children’s story we compare ourselves to, a little engine pulls a train over a mountain, teaching young 
readers the value of optimism, persistence and hard work. 

In our fi rst decade, we experienced challenges that felt like mountains.  We survived because the strength we 
leveraged through the power of collaboration made us believe we could. 

We are delighted to share the story of our fi rst decade in the hope it will contribute to a broader conversation 
about looking at different ways of doing things in the charitable sector.  We don’t claim to have all of the 
answers.  We do believe that leveraging the power of collaboration will make the entire sector stronger and 
more resilient, ultimately supporting our communities – whether local, national or global – more effectively.

We look forward to continuing this conversation for decades so we can learn from each other and ultimately 
change whichever corner of the world we live or work in.

Preamble

The Little
Community
That Could

I think I can,
I think I can.
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Section 1: Background

Another 
world 
is not only 
possible, 
she is 
on her way.  
On a quiet day, 
I can hear her 
breathing.

Arundhati Roy

Introduction
East Scarborough Storefront is working in community in a new way.  And it’s 
exhilarating.  And it’s messy.  And it’s working! 

The Storefront’s core belief in the power of collaboration from all members of 
the community - residents, agencies, politicians, funders – is the foundation for 
innovative community change.   

A decade-long experiment 
We spent our fi rst ten years experimenting and co-creating a new way of working 
we believe can change the way the charitable sector does business. 

We were able to do this, not because we introduced a new program to our 
community or invented a shinier widget.  What we accomplished we did through 
the power of collaboration. 

The co-creators of success include the residents of East Scarborough (specifi cally, 
Kingston-Galloway/Orton Park), our partner agencies, funders and many other 
people and organizations that believed in us.  

A different point of departure
Traditionally, many charities were established to meet the needs of particular groups or communities.  For 
instance, agencies provided recreation and after-school support to local children; legal and health clinics 
operated to support people with low incomes or who were traditionally diffi cult to reach.

In this traditional model, agencies developed great expertise within their particular cause, issue or constituent 
group.  However, while many do wonderful work, reaching many constituents or covering a wide geographic 
area is diffi cult to do.  

If you have knowledge, 
let others light their candles in it.

Margaret Fuller
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Conversely, groups offering specifi c services within a community would occasionally attempt to expand their 
service options in order to meet the many needs they identifi ed in their communities. However, they often found 
the old adage to be true:  a Jack of all trades can be master of none.  Groups found they were unable to 
develop expertise in diverse disciplines and still offer the calibre of service required.

In 1999, when our founders started thinking about how to serve the community, they looked at the existing 
models identifi ed above.  They had all worked in one or both models and therefore appreciated the 
advantages and understood the drawbacks of each.  

Our founders began from a different point of departure - by asking local residents the question, “What will best 
serve the community?”

Once residents responded to this question, it became clear that no one agency could meet the needs and 
wants of the community.  The answer was deceptively simple, yet not easy to achieve: leverage the power 
of collaboration.  Allow everyone in the community to harness their respective strengths in support of the 
community.  Engage residents, volunteers, agencies, staff, funders, governments, academics, youth, seniors.  
Develop a platform that would allow everyone to bring their respective strengths to help transform 
the community. 

We spent the fi rst decade of the new millennium evolving and experimenting with the model; facing and 
overcoming crises; identifying funding sources and long-term funders; facilitating collaboration, building 
community and supporting people.

Purpose
In this document, we hope to share the many lessons we have learned over the course of our fi rst decade.  We 
hope readers from other communities; from other community agencies; from funders and donors; from various 
levels of government; from the world of research and academia; and those who can infl uence policy will fi nd 
these lessons valuable.  

In an attempt to answer the question, “Why does this model work?” rather than simply describe what it does, we 
have identifi ed what we think are the key, underlying factors and philosophies that contribute to its success.  

BUT BEWARE: while we have done our best to delineate our key success factors, in reality, nothing unfolded as 
cleanly and tidily as is portrayed here.  In fact, it was downright messy at times. And it was awe-inspiring.  And 
it was frustrating.  And it was moving.  And it was – and still is – an exciting experiment that is continually being 
co-created and evolving every day.

If you are ready for the challenge and satisfaction of supporting meaningful change in your community and 
impacting the lives of residents living there, read on. You may fi nd some interesting learnings.

CAUTION: We believe strongly that each community has unique characteristics and its own personality.  As 
such, we are not suggesting that our model is the answer for every community.  And we don’t suggest that it 
can be replicated in a cookie-cutter approach.

We offer our lessons as examples of what can be accomplished, how we accomplished them and why we 
think they succeeded.  Our hope is that you learn things that you can introduce in your community, and adapt 
them to meet your community’s needs.  

We continue to learn from each other, from residents, partners, funders, academics, governments and interested 
on-lookers.  We look forward to learning from you.
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The Community
East Scarborough (more specifi cally, Kingston-Galloway/Orton Park), an inner suburb east of Toronto’s 
downtown core, has the highest concentration of social housing in Ontario. Fully one third of its residents live 
on incomes below the low-income cut off or poverty line.  Despite the complex challenges this community 
faces (unemployment, poverty, substandard housing, poor transit, lack of community services) residents are 
determined to build a thriving community and in so doing, transform both statistics and lives.

The Model
Since 1999, East Scarborough Storefront has been leveraging the power of collaboration to support people and 
build community. 

East Scarborough Storefront’s unique Hub model of service delivery was the fi rst of its kind in North America.  
Working together with local residents, staff, 40 partner agencies, funders, volunteers, and academics, East 
Scarborough Storefront produces results that would not be obtainable by any of those groups independently.

In essence, we do three things: we facilitate collaboration, 
 we build community and we support people.

Facilitating collaboration
We build relationships, networks and trust. We link people, groups and institutions that may not otherwise 
meet each other:  residents, agencies, funders, academics, government, and policy-makers.  We support and 
facilitate action within and between these various actors.  

After a decade of collaborating with and within the community, we are both effi cient and effective. Because we 
are connected to so many stakeholders and because we have worked hard to establish trust, we can facilitate 
collaborative community-based solutions to complex community issues.

Building community 
East Scarborough Storefront offers residents meaningful opportunities to act as community leaders; to voice 
their opinions; to make decisions impacting their lives and their community. Residents have developed a “Yes, 
we can” attitude.  They have experienced the power of collaboration and they are using their own skills and 
determination to change their community for generations to come.

Supporting people
At our one-stop shop Hub, up to 40 partner agencies offer up to ten hours of services per week so residents can 
access job search support, mental health counseling, after-school programs, legal advice, seniors and youth 
groups and more. Partners consist of large and small agencies such as Schools Without Borders, YMCA, Catholic 
Crosscultural Services, Vasantham Tamil Seniors Group and dozens more.

The Storefront also acts as a resource centre with computers, Internet, printers, telephone and meeting space 
for the community.  As a welcoming gathering place, residents use our services more than 50,000 times a year.

Context
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The Vision

“ East Scarborough is a prosperous, safe and well-educated 
community. The Storefront helps to make the impossible possible 
by providing accessible sites where people of all ages and cultures 
can fi nd the solutions they need to fi nd meaningful work, play and 
thrive. The Storefront is seen as an excellent model of innovation 
and sustainable community transformation.”

The above vision statement was developed in 2008 at a Visioning Session. Every three to fi ve years, residents 
are invited to gather to review, revisit and re-envision the future of East Scarborough and the role of East 
Scarborough Storefront.  These dynamic sessions truly guide the community and the organization.  Each one 
has challenged both to reach new heights. 

The 2008 Visioning Session dared to imagine The Storefront in the role of change agent.  In a four-hour session 
with 120 people, the community’s vision expanded The Storefront’s role from facilitating a service delivery Hub to 
one of community builder.
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How and Why We Started

At fi rst, East Scarborough Storefront consisted of me, a desk, a telephone, some pamphlets and 40 partner 
agencies. But it really started long before that.

In the late 1990’s, East Scarborough was a community in desperate need.  Families were leaving the inner 
city where low cost housing was becoming increasingly scarce and moving to the inner suburbs to fi nd more 
affordable housing.  Vast numbers of refugees were being housed in the motel strip along Kingston Road.  Few 
services for these new residents were available nearby.  The suburban transit infrastructure was inadequate.  
Taking transit, even if residents could afford it, wasn’t an option, since service within suburbs was (and still is) 
poorly covered.  Simply getting to where the services existed was an enormous barrier.

Fortunately, a group of people working and volunteering in the community (Public Health workers and 
volunteers from the Caring Alliance - a group from various faith communities), overwhelmed by the need, knew 
something had to change.  

They contacted various agencies that were mandated to serve people in the community but had been unable 
to identify and reach those who would have benefi ted from their services. 

Together, they were determined to fi nd a new way of working in the community.  They developed a survey 
asking residents what they needed. Then, they went door to door, engaging the residents.  This was the 
beginning of the resident-focused approach.  Rather than assuming they knew what residents needed, they 
took the time to ask about - and really listen to - what residents wanted.

The resident-focused approach was innovative and exciting.  We felt like we were on to something big! But 
I don’t think anyone realized that this was the easy part.  Once we had feedback from the residents, the 
solution to providing services in the community was disarmingly simple.  It was clear that no ONE agency or 
organization could meet all of the challenges and serve all of the varied needs, but collectively the possibilities 
were enormous.

Our starting point was a commitment to draw together a number of agencies that could provide some of the 
much-needed services in the community.

That’s when the hard work started.  We spent two years establishing a model that made sense, building trust 
among agencies, creating a framework within which all players could work.  Over the course of the two years, 
we lost some players and gained some others.  The fi nal result was a partnership of agencies, all of which 
understood the value of collaboration and who were able to work within a collectively created framework.  

When I talk about it now, it sounds so easy.  But for anyone interested in creating something similar 
in another community, here’s our biggest piece of advice: 

Don’t try to fast-forward through this part of the process. 
Take the time to build trust, establish a shared vision and fi gure out 
how best to work across agencies, cultures and personalities. 

Understanding our roots is an important part of our story. 
We’ll let the fi rst staff member, founding Director, Anne Gloger, tell the story.
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Like so many things, it’s easy to want to skip to the fi nal product instead of taking the time to go through the 
process.  The process was critical to every element of success we’ve had ever since. It taught us so much 
about what to include in the model, how to engage people, what organizational cultures to seek out and 
what characteristics to avoid.  It taught us when it was okay to compromise and when it was critical to hold our 
ground.

In a world that expects short-term solutions to long-standing problems, it can 
be diffi cult to take the time needed to develop the trust that is required between 
all of the players.  But it’s virtually impossible to succeed without it.

After two years of discussion, consultation and building trust among agencies, East Scarborough Storefront 
opened its doors in a local shopping mall.  It was within walking distance of many of the apartment towers in 
which residents lived.  

Before we knew it, clients began arriving, thanks to word of mouth.  It was clear the services we offered were 
desperately needed in the community.  

I think part of our success and subsequent growth stems from two elements.  Firstly, we started because 
residents wanted us here.  We weren’t imposed on the community by the government or a social agency.  With 
that as the foundation, we have been able to grow because the community worked collaboratively with us, 
partner agencies, funders, government, academia and engaged professionals.  Secondly, we took, and still 
take, the time we needed to build trust within and between partner agencies and to develop a model that is 
dynamic and able to adapt to changing circumstances. 

As for accomplishments, 
I just did what I had to do 
as things came along. 
Eleanor Roosevelt
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Our Successes – Briefl y

Before we launch into a description of the factors that we believe have led to our success, it seems like we 
should outline what some of our successes are, to provide context.

We believe our biggest successes are the things we set out to do:

1. facilitate collaboration, 

2. build community and 

3. support people.  

We are proud to have accomplished all three.

We Facilitate Collaboration
For us, collaboration is as natural a process as breathing.  

Collaboration underlies everything we do. 
We know that the issues facing the Kingston-Galloway/Orton Park community (also known as East Scarborough) 
are complex.  We also know that resolving complex issues is dependent upon working together across 
boundaries and sectors. It requires shared vision and common purpose.  It benefi ts from bringing varied networks 
together to address challenges across spectrums: social, economic, cultural, political, academic. It requires 
fl exibility and action-plans that can adapt to quickly changing realities.  

We have learned a lot about collaboration in the last decade.  We have learned just how powerful it can be.  
We have learned that it can change the world.  And we know one thing for sure:  

As a society, we can no longer afford to operate in isolation 
from each other.
Our problems are too complex for any one group – government, business, academia or the social sector – to 
solve alone.  Resources from all sectors must contribute to solving society’s problems.  Each has a unique and 
important perspective that can infl uence change.   However, bringing together disparate groups with different 
operating and communication cultures can be fraught with diffi culties.

Over the last decade, we have worked through these cross-cultural communication challenges.  And while we 
haven’t fi gured it all out, we are proud of what we have accomplished.  There is still so much to learn and we look 
forward to participating in that learning for many years.

This document is not a discussion of how we collaborate.  However, collaboration is implicit in each of the success 
factors discussed, even if it’s not mentioned explicitly.

If you give me a fi sh you have fed me for a day.  
If you teach me to fi sh, then you have fed me until the river  

is contaminated or the shoreline seized for development.

But if you teach me to organize, then whatever the challenge 
I can join together with my peers and we will fashion our own solution.

Ricardo Levins Morales



The Little Community That Could 16

Some like to defi ne “building community” as the creation of social infrastructure.  Others refer to this concept as 
social capital.  

What we mean by “We Build Community” is that we are a platform within the community from which 
relationships and trust can be built.  We link people and institutions that may not otherwise fi nd or interact with 
each other:  residents, agencies, funders, academics, government, policy makers.  Furthermore, we support and 
facilitate action within and between these various actors.  

We are fortunate to have two key networks we work with collaboratively to support neighbourhood organizing: 
Neighbourhood Action Partnership and resident networks.

In addition to the presence of The Storefront in the community, 
NAP* (Neighbourhood Action Partnership*) is a City of 
Toronto initiative that promotes capacity building, connecting, 
coordination and community.  In East Scarborough, the NAP 
is the vehicle by which local service providers communicate, 
plan and work together to develop a vision to create a thriving 
community.

Residents Rising is an example of a residents’ network. It is a 
grassroots residents’ association whose purpose is to raise 
community awareness and participation among the people who 
need a way to connect with their community. 

The high degree of collaboration among The Storefront, NAP and 
Residents Rising is an important contributing factor to the change 
experienced in the community since the turn of the century.  
In fact, we often say that the magic happens at the intersections of the various networks we bring together.  
While each individual and group contributes to the broader success of the community, it is when we all come 
together that we see transformation taking place.

After a decade of collaborating with and within the community, we are both effi cient and effective. Because we 
are connected and trusted, we can help to facilitate collaborative solutions to complex community issues or 
problems. 

We Build Community

In collaboration with Residents Rising (a residents’ association) and local politicians, over 1,000 
people pressed the Toronto Transit Commission (TTC) for improved frequency and accessibility on 
the bus route.  Ultimately, TTC acknowledged that service on the route had been “performing at a less 
than desired level of reliability.”  The result:  increased services for rush hours and weekends.   

For a community accustomed to being neglected, the success 
of this activity reinforced that acting together – 
as a community – can effect change. That was powerful.

Anne Gloger, Director, East Scarborough Storefront

The Storefront

Residents
Neighbourhood
Action
Partnership
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BUILDING COMMUNITY - SUCCESSES

Residents can and do play meaningful roles: We have co-created a platform, conditions and an environment 
where residents play meaningful roles. And the community has risen to the occasion:  residents are actively 
involved in the community as volunteers, activists and leaders. They act in leadership roles: 

• on the Steering Committee4 

• as volunteers

•  at Community Speak events where residents can brainstorm solutions to local problems 

•  through the Neighbourhood Trust5, local residents are developing and running volunteer-led programs in the 
community

•  and in a thousand small ways in which residents and The Storefront work together every day.

 Residents are using skills and determination that will allow them to change their community for generations to 
come.

Resident involvement has led to concrete results:  Because residents have more opportunities to become 
engaged, more community activity is taking place: 

•  structured initiatives (like Community Volunteering; Neighbourhood Trust; Community. Design.  Initiative; 
Community/University Initiatives, Community Garden – see next spread for more details) 

•  drop in services like the local  market where food and goods are sold 

• social activities like festivals and 

•  activism, like advocating for improved bus routes as demonstrated earlier.  

And because more activities are taking place, more people are connecting with each other and more 
solutions are being proposed – all of which leads to even more community building.  

After a decade of developing the platforms and networks through which residents can engage, we are moving 
beyond community building to community transformation.  We believe we have only just begun.

4  Steering Committee:  The Steering Committee is a senior advisory group, composed of seven resident representatives and seven agency 
representatives.  For more information, see the glossary at the end of this document.

5  Neighbourhood Trust:  Through the Neighbourhood Trust initiative, residents can develop projects, under the umbrella of The Storefront 
and get organizational and moral support, opportunities to learn and develop skills, as well as help accessing funding.
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Some of the innovative, community-focused initiatives in the process of changing the face of 
the community

Community Volunteering
Developing the Community Volunteering project was one of the fi rst experiences that demonstrated to us that 
we could work in community differently.  While most volunteer programs are agency focused, The Storefront 
developed one that was community focused.

The community volunteering project works on two basic premises:

1.  any group of people –  whether from a faith community, the Community Police Liaison Committee, Toronto 
Community Housing, or a Residents’ Association - can increase their success and impact by maximizing one 
of the community’s greatest resources: its volunteers

2.  residents who volunteer in their community not only hone their skills, but break isolation, create networks and 
make connections with decision makers that will help them infl uence what happens in their community now 
and in the future.

So, whenever a group wants to hold a job fair, a picnic, a celebration, a clean-up or greening project, they call 
The Storefront.  Together we work out just what this activity needs and we, The Storefront, recruit, train, orient, 
organize and supervise teams of volunteers to make every community event a success!  

So while these events may not be organized by The Storefront, without our support of well-trained and organized 
volunteers, these community events would not be as successful on their own.  We help other organizations 
succeed – and that’s what community building and collaboration is all about.

Neighbourhood Trust
Professional services and supports are important to help people connect with the complex world around 
them.  However, as John McKnight points out in the book “Abundant Community”, in our effort to professionalize 
supports, communities have often been disempowered: projects and initiatives that used to be community led 
and community organized like choirs, cooking clubs, and soccer leagues are now rarely to be found outside 
the professional realm.  We at The Storefront believe that residents can run these kinds of initiatives themselves: 
the Neighbourhood Trust supports them in this.  Residents can develop programs under the umbrella of The 
Storefront and get organizational and moral support as well as help fi nding funding.

The projects belong to the residents and Neighbourhood Trust staff support them in their success…it’s a simple 
concept, but one that has, like everything else at The Storefront, taken the power of collaboration and the belief 
in each other to fi gure out.

Community/University Initiatives
Universities are home to a wealth of knowledge and energetic students who are ready to change the world. 
How, we asked ourselves, can we harness that passion and knowledge in the community’s efforts to transform 
Kingston Galloway/Orton Park?

In 2011, The Storefront and University of Toronto Scarborough Campus began an exciting new collaboration.  
Together we are identifying and structuring real opportunities for students and faculty to make a difference by 
working with community leaders and providing energy and resources to community-based initiatives.

We’re excited about this initiative because it is fi rmly grounded in community…and offers real opportunities for 
change.
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Community.  Design.  Initiative. 
(The Storefront’s Renovation and Expansion Project)

What started as an innovative one-day workshop using architecture to engage youth has grown into a renewal 
project for the entire community.  Youth from the neighbourhood together with an army of architects, planners 
and designers participated in the redesign of East Scarborough Storefront’s renovation and expansion.  The 
youth’s vision so inspired residents that the community supported the idea to work together to renovate and 
expand the current site.  Over fi fty youth have been and will continue to be actively involved in every step of the 
design and in the planning of the new building.

Creating spectacular architecture in a priority neighbourhood – architecture that is normally found only in the 
downtown core – will not only allow us to serve more people, it will also be a tangible expression of the pride that 
is felt within this community. This renovation and expansion project will become the anchor for the community 
renewal that East Scarborough Storefront has been instrumental in supporting. 

At the time this book went to print, 

•  Phase 1 (Employment and Resource Centre) 
had been completed:  A larger, brighter resource centre now houses the computer lab, Employment Ontario 
job search centre and two new agency offi ces capable of accommodating up to eight additional agency 
services.

• Phase 2 (Eco-food Hub) 
was underway: A commercial-grade community kitchen will be a venue for food certifi cation courses, 
entrepreneurship, introducing healthy cooking to young people, community kitchens and many more food-
inspired programs

•  Phase 3 (Green retrofi t): 
had received partial funding and plans were being developed to make The Storefront energy- and resource- 
effi cient.  It will be a model of sustainability and green programming through green heating, cooling, lighting 
and water-use systems and eco-friendly recycled and natural materials.

Business Support Initiative
In order for Kingston-Galloway/Orton Park to thrive, its businesses must succeed.  Once again using the power 
of collaboration, The Storefront is embarking on an innovative model whereby we leverage resources and skills 
from myriad sources to help local small businesses succeed.  

In this model, formal programs, large corporations, business students or retired business owners can act as 
mentors or provide knowledge and connections to support local entrepreneurs and existing local business 
owners  Whether it’s marketing support, business plans, fi nancing or simply the wisdom of experience, The 
Storefront collaborators will help 
match new entrepreneurs with whatever they may need to help their businesses thrive.

Community Garden
Residents saw the potential: instead of a rusty, unused water tower next to East Scarborough Storefront, they 
envisioned a peaceful oasis and inner-city habitat for herbs, vegetables, fl owers, birds, bugs and garden-loving 
people.  Once the rusty tower was felled, the land was developed. It is now home to garden plots that provide 
fresh produce to the local food bank as well as to local families who take ownership for individual or shared plots. 
It’s where members of the Association for Community Living learn valuable life skills as they care for the health 
and tidiness of the garden and where local residents benefi t from the therapeutic activities of gardening while 
enjoying fresh produce
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We Support People
THE HUB MODEL: INNOVATIVE SERVICE DELIVERY

Service delivery agencies have depth and breadth of skills in their areas of expertise.  By bringing together 
experts in a wide range of services, we knew the community and residents would benefi t from the best in 
service delivery.

SUCCESSES

We’re incredibly proud that, in our one-stop shop Hub, residents from a previously underserved community 
can now access services, free of charge, from 40 exceptional partner agencies within the four walls of The 
Storefront.  Partners include Schools Without Borders, YMCA, Catholic Crosscultural Services, Vasantham Tamil 
Seniors Group and dozens more.

And when residents need more than partners can offer, The Storefront’s relationship with other community 
agencies is critical.  We refer residents and help them connect with the services they need.   

ANOTHER METRIC OF SUCCESS – AWARDS

While we don’t seek out recognition, we’ve received a lot of acknowledgment lately.  And so have people and 
groups that we support. It is gratifying to know that our effectiveness is being recognized. It is our hope that 
recognition will lead to more people and communities learning about our model and the way we work in 
community - so we can share and learn from each other.

With that as the preamble, we invite you to review Appendix A to see the various awards and articles that 
recognize the work of East Scarborough Storefront.

David wanted to fi nish high school.  We spent weeks discussing his goals, fi nding 
the right program, fi lling out the forms.  He didn’t apply. We repeated the same 
process the following year – with the same results. The third year, he got in!  And then 
dropped out.  In year 4, we went through the same steps - yet again.  
Then I didn’t see him for a few years. 

Just a few weeks ago. David dropped in to tell me that he 
got his diploma, completed his fi rst year of college and had 
a summer job.
The Storefront could easily have given up on David. As long as he was prepared to 
keep trying, we were prepared to be tirelessly supportive and welcoming. 
“No” was never an option.

Jaime Elliott-Ngugi, Coordinator of Special Projects, 
East Scarborough Storefront
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Key Success Factors - Briefl y

In this section, we provide a brief summary of our nine key success factors. The subsequent section will outline 
each success factor in greater detail.

1. The Hub Model Of Service Delivery
The Hub model of service delivery is both one of our key successes and a key success factor.  The role of 
The Storefront staff is not to deliver programs and services, but to facilitate others to do their best work in our 
community, bringing in programs and services from across the entire city. As a result, what was once an 
underserviced community now has access to 40 partner agencies, in addition to our ability to refer residents to 
other agencies when their needs extend beyond what our partners offer.

2. The Storefront’s Financial Model
A critical element of our success as a backbone organization is our ability to deliver free services to residents 
and to our community partners.  We are able to do this for several key reasons:

1.  While raising money is a constant struggle and increasingly requires more time and attention than ever 
before, we have been successful in securing funds to cover basic infrastructure costs:  rent, utilities and staff 
dedicated to lead and support the work required to facilitate collaboration, build community and support 
people.  Many of our funders and donors understand that long-term change happens gradually, and is a 
result of the input of thousands of individuals and institutions working together and facilitated by a central 
organization - and not from a single break-through program or organization.  And they have been prepared to 
invest in us over the long-term. This has made a profound difference in The Storefront’s ability to attract, facilitate 
and sustain relationships with a myriad of strong and dedicated partner agencies.

2.  Our partner agencies source their own funding to deliver their services free of charge. One cannot 
overestimate the importance of establishing East Scarborough Storefront and partner agencies as 
collaborative partners and not as landlord/tenants. (No rent is charged to the agency partners, nor do 
agency partners charge to bring their services to the community.)  

As a facilitator whose mandate is to build community and support people, our goal is to attract the best and 
most needed services to our community and to ensure that these services are as effective as they can be.  We 
believe a collaborative relationship is the best way to achieve this. Rent-paying relationships can set up a power 
dynamic that can dilute the collaborative process.  

NOTE: At the time of the writing of this book, some of our long-term funding commitments are coming to an end.  
We recognize we are entering a new era and while we have faith that our past successes will generate interest 
from both existing and new funders, we also acknowledge that funding challenges are an ever-present and 
time-consuming reality.  
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3. Residents Participate in Leadership
Resident leadership is fundamental to East Scarborough Storefront’s model.  It starts as the grounding philosophy 
underlying every decision made in the organization.  Decisions are always made with the following  questions in mind:  

1.  what information has the community provided that will help us guide our decision making?  

2. how will this decision impact the community?  

3. will this decision take us closer to the vision?

In essence, the residents are always leading the organization via the direction they give The Storefront and 
through the formal structures that ensure decision-making is shared.

4. Shared Leadership 
Leadership within a collaborative partnership, in which shared and collective power is a foundational tenet, is a 
complex and layered discipline and requires constant questioning, review and transparency.

The Storefront disperses leadership throughout the organization.  It requires many people leading in many 
different settings. One of the key characteristics of leadership at The Storefront is that it is accomplished by giving 
up control and sharing power.

5. Governance Structure Supports the Leadership Style
The governance structure required to support a collaborative organization is one that tolerates uncertainty and 
the messiness of shared decision-making.  It requires

1. clearly articulated roles and responsibilities and

2. systems and processes that provide broad parameters within which the organization can operate without    
providing too many restrictions or constraints.  

The Storefront has such a structure.

Decisions are made within a decision-making framework. The goal is for everyone to understand how decisions 
are made and who has infl uence over which ones.  This framework provides an opportunity for everyone in the 
organization to use his or her specifi c skills to further the organization’s vision. It also offers the opportunity for 
consensus decision-making.  

However, that doesn’t prevent decisions from being made quickly.  With guidance coming directly from the 
community and the framework set out by committees, the Director and staff have the freedom to make 
decisions, knowing that they are acting within a set of parameters.  These parameters provide a check and 
balance to ensure the Director – or others making decisions – are acting in the best interests of the community.

Furthermore, the legal/organizational structure is a working example of the power of collaboration and one that 
not only supports The Storefront’s leadership style, but enhances The Storefront’s ability to effi ciently carry out its 
work.  The Storefront is a project of Tides Canada Initiatives Society (referred to as Tides Canada). 

Tides Canada provides a rigorous and sophisticated governance structure to address administrative and 
legal requirements of operating the organization so The Storefront can focus on what it does best:  facilitating 
collaboration, building community and helping people.

When determining the best legal, organizational and governance structure for The Storefront, we knew we had 
met an organizational kindred spirit when we learned about Tides Canada.  Tides Canada embodies all of 
the values we had been striving to implement: leveraging the power of collaboration; allowing each party to 
bring his or her strengths to support and solve issues; clearly articulating roles, responsibilities and expectations 
thereby allowing us to maintain the innovative power-sharing processes central to our success.  Tides Canada 
creates “uncommon solutions for the common good.”  That’s exactly what we needed.  
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6. Focus on Process
The Storefront is a bridge, a link and a facilitator in the community.  As such, understanding process is key to our 
success.  “Process” itself is multifaceted, but at The Storefront we have two main process objectives: 

1. relationship building and 

2. ensuring that all the work, ours and others’, is interconnected.

Those facilitating The Storefront’s many collaborative initiatives, whether they be with residents, agencies, 
governments, funders or academics, understand that the work is dependent on relationships.  With 40 service 
delivery partners, 500 or so actively engaged residents, another 30 Neighbourhood partners and dozens of 
other supporters, it is crucial to The Storefront’s success that we focus not just on what we say and do, but 
how we say it and do it.  This leads us to value authentic interactions, facilitated, meaningful discussions and 
consensus-building as integral and vital parts of the work.

7. Human Resources Management 
For an organization that spends much of its time facilitating collaboration, supporting people and building 
community, it is critical that the people staffi ng The Storefront are able to build, manage and maintain relationships. 

As East Scarborough Storefront was being imagined and created as a collaborative initiative, the decision-
makers had a unique chance to be able to ask themselves the questions: what kind of organizational culture 
do we want for this organization? What kind of staff do we want to attract?  If we were creating the ideal 
organization, how would the staff be recruited, oriented, compensated or supervised?

So, recruitment and retention strategies have been developed to focus on creating the right organizational 
culture, recruiting the right fi t, supporting staff to honour and support their skills, personalities and strengths and 
provide a clear path of involvement with the organization
.
8. Policies and Procedures
Policies and procedures based on the organizational philosophy can be a robust link to an organization’s 
strategy, vision, mission and values.

Policies and procedures at The Storefront are not just a set of rules. They are relevant, useful and actually used by 
staff and other stakeholders.  They are a foundation and framework upon which staff and volunteers can make 
sound, consistent decisions grounded in The Storefront’s overall philosophy.

In order to increase the odds that policies will be useful tools at East Scarborough Storefront, staff are engaged in 
the creation and evolution of policies.  They are considered living, breathing documents, reviewed in orientations, 
referred to in discussions, updated regularly and applied in a thoughtful way by all staff and volunteers.  As a 
result, policies and procedures are useful and relevant. Policies are frequently updated, revised and adapted to 
meet the new demands of the ever expanding projects and scope of The Storefront’s work.

9. Learning Organization6

The Storefront has been and continues to be developed by multiple people playing multiple roles.  Collectively, 
“we’re creating as we go along”.  We use the power of collaboration to gather and integrate wisdom into the 
whole.  We are grounded in our history, we tell stories, we share the context and thinking that led up to individual 
decisions…and we pause and refl ect about where we have been, where we are and where we might be going.

At The Storefront, change is the one constant on which we can rely.  By necessity, we must be open to new 
learnings and opportunities to learn.  Staff are constantly challenged to go beyond adopting and adapting to 
transforming.  We continually learn from our successes and our failures; from our partners, residents and friends 
and from both formal and informal learning opportunities.

6  A learning organization is one that facilitates the learning of its members and continuously transforms itself. (Wikipedia).  The term 
“Learning Organization” was popularized by Peter Senge, in his book, “The Fifth Discipline.”
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7  “Asset-Based Community Development is a movement that considers local assets as the building blocks of sustainable community 
development. Building on the skills of local residents, the power of local associations, and the supportive functions of local institutions, asset-
based community development draws upon existing community strengths to build stronger, more sustainable communities for the future.”  
Defi nition drawn from The Asset-Based Community Development Institute (ABCD) web site, http://www.abcdinstitute.org.

Document Framework

Section one describes HOW East Scarborough Storefront works and gives you some context.  The remainder of this 
document outlines the key success factors and/or philosophies behind WHY it works.

We’re using what we hope is a simple format to make it easy for you to review key points throughout the 
document.

1.Firstly, we list what we believe are our key success factors.  
We identifi ed nine.  True to form for East Scarborough Storefront, these nine key success factors were identifi ed by 
staff through a collaborative process.  At a meeting, staff were asked to articulate why they thought The Storefront 
was successful.  Everyone had an opportunity to list, on big sheets of fl ip-chart paper, what they thought were 
the most important elements of the agency’s success.  From there, everyone voted by placing dots next to the 
elements they thought were the most important.  Initially, the goal was to include elements with the most votes or 
dots next to them.  In essence, it was a popularity contest for our key success factors!

However, as commonly happens in The Storefront decision-making, there was so much consensus among the 
group that staff were able to categorize all of their cited successes into nine key success factors.

Was this the most rigorous way to identify our key success factors?  Maybe not.  But that’s how we work.  We 
believe in the collective wisdom of our people, whether it’s staff, residents or volunteers. (Some might call this an 
asset-based community development model7, but we try to avoid labels, jargon or academic-speak.)

And since our goal is to engage people, we recognize there are no 100% right or wrong answers.  We want to 
provide an intelligent starting point for an interesting, useful and meaningful conversation.  We are confi dent 
that if we have missed critical points, someone will bring them to our attention.

2.Next, we summarize what we think the impacts are of these key success factors.  
We have a colleague who has a funny way of telling jokes:  she sometimes skips to the punch line before telling 
the story. Here’s what we learned from that style of joke-telling:  when you know the ending in advance, you 
listen more intently to the story for clues that lead to the “aha” moment in the punch line.  

We hope that by sharing what we think is the impact (or punch line) up front, it will allow you to identify the 
“aha” moment for you and your community in the following two sections, Philosophy and Framework.

Key Success Factors 

Why we believe our model works
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3. We then outline what we believe the underlying philosophy is supporting the key 
success factor.  

We will do our best to describe the basic concepts, beliefs, values and assumptions that infl uence our actions.  

We are proud of the results of our choices and point to these as the clearest articulation of our philosophy 
although we will do our best to describe them in words, also! 

4.Lastly, we offer the framework within which the impact and philosophy can thrive.  
In this section, we attempt to share the structure that supports the key success factors.  In some cases, we will 
share the “How” in this section, if it seems appropriate.

Deconstructing our successes into discrete sections is not an easy task for an organization that operates 
primarily in the messy, inspiring and diffi cult-to-categorize realm of human interaction.

The Storefront feels like an organic system to us:  elements of our success do not function independently of the 
others.  Distinguishing one from another feels like an attempt to dissect an organism.  While it has theoretical 
and educational merit, no one system can operate independently.  It truly only works best as a whole.  

While an organism is more than the sum of its parts, our hope is that this format will provide some insight into 
the interconnected elements that make up the East Scarborough Storefront.

One’s 
philosophy 
is not best 
expressed 
in words; it is 
expressed in 
the choices 
one makes.

Eleanor Roosevelt
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1.The Hub Model

Impact
Why a Hub model of service delivery allows East Scarborough Storefront to facilitate collaboration, 
build community and support people.

FOR COMMUNITY PARTNERS:

  Cost effective – The Hub model provides a cost-effective way to support underserved communities.  With only 
one overhead cost for 40 agencies offering services and programs to the community, the cost savings to 
each organization, to the community and to funders is remarkable.   Furthermore, since partner agencies do 
not pay fees or rent to The Storefront, it is more feasible for existing agencies to reach new constituents and 
stretch their usually limited budgets.

  Access to community networks – Partners have access to effective outreach.  Because The Storefront is so 
well known and trusted in the community, partners become part of the broader web of existing networks in 
the community.

  Trust by association – Because The Storefront is trusted in the community, new partners are afforded 
immediate credibility. 

  Safe work space with resources – Partner agencies are provided with a well-maintained, safe space in which 
to deliver services.  This means they can focus on delivering services and not concern themselves with 
maintaining a building or ensuring all appropriate systems are in place (telephones, computers, Internet, 
security, etc). 

  Breakdown of isolation – The shared space and partner meetings further serve to create a feeling of 
community among the many agencies that had previously operated in isolation. Itinerant workers are able 
to develop supports for themselves with other agency staff, outside of their employer group.

  Access to training and leadership – For many of our smaller partners, The Storefront provides critical 
professional development, training and leadership opportunities they may otherwise not have access to.
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It’s not easy starting programs in new communities.  
Firstly, it’s hard to get the word out; then it takes a while for the community members 
to decide if your agency is trustworthy.  On top of all that, you have to manage an 
offi ce space.  The Storefront provides me with a safe, supported and well-maintained 
space; staff to schedule appointments; an existing community of prospective clients; 
and a network to get the word out about new programs.  If that weren’t enough, 
because I had The Storefront “seal of approval” I had instant credibility with 
community members.

Janet, Partner Agency staff

“Gita” had been coming to The Storefront with her young daughter for many months.  

Over time, she developed a relationship with the staff here.  
Because she felt safe, when she was fi nally ready to leave the violence she was expe-
riencing at home, she came to us to ask for help.  We were able to connect her to a 
shelter where she received housing and childcare while she went to school. She has 
since completed her education.  She knows she would not have had the courage to 
change her life had it not been for the support we showed her at The Storefront.

Samah Ahmed, Coordinator of Community Resources, East Scarborough Storefront

FOR THE COMMUNITY:

•  Services - Up to 40 partner agencies offer services within a community that previously had few services and 
programs available.

•  Referrals – If our 40 partner agencies are unable to meet the needs of residents, our Community Resource 
Specialists8 can connect residents to other agencies offering the programs or services they need.

•  Advice - As a trusted “check in point”, residents don’t need to know which service they require.  They can 
simply describe their circumstances and our Community Resource Specialists will help match them up with 
the appropriate help.

•  Resources - The space offers resources previously not easily accessible in the community:  computers, 
Internet, printers, a telephone and meeting space for community groups.

8  Community Resource Specialists - Highly trained East Scarborough Storefront staff with a specialized knowledge of the vast array of 
services in Scarborough and throughout the Greater Toronto area.
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Philosophy
The Storefront’s role is to facilitate program delivery within the community.  As such, our role is to ensure partners 
have what they need to do their best work and deliver excellent services in the community.

The Hub is the tangible element of what we do (i.e. we have a one-stop shop where 40 partner agencies share 
space to offer services in a previously under-served community). It is also the anchor for the element of our 
work with arguably even greater impact:  Building Community.

We act as a bridge between the many networks, both formal and informal, within the community:  residents, 
agencies, government, funders, academia, business, faith groups, community groups and many others. 

The facilitation or bridging role is often invisible. And since it is somewhat new in our sector, it was diffi cult to 
explain in the early days.  In fact, we weren’t even quite sure how to describe it, since we were creating the 
model as we went along!

Over the course of our fi rst decade, we continually had to remind ourselves of our role as facilitators, especially 
when the lack of profi le or understanding of this kind of role impacted our funding – or lack thereof.  It was critical 
that The Storefront stay true to its mandate to act as a facilitator and not accept funding that would take us away 
from our purpose:  to leverage the power of collaboration to build community and to support people.

The steadfast adherence to our role as facilitator is what allowed us, over time, to further establish trust with all 
our stakeholders.  Partner agencies never feared The Storefront would compete in service delivery.  Residents 
knew we could be counted on to act as moderators and to help solve problems, when required.  Funders 
trusted that we had the ability to bring disparate groups together and to make things happen.  

Framework
PEER RELATIONSHIP, 
NOT LANDLORD/TENANT RELATIONSHIP

One cannot overestimate the importance of establishing East Scarborough Storefront and partner agencies as 
collaborative partners and not as landlord/tenants. (No rent is charged to the agency partners, nor do agency 
partners charge to bring their services to the community.)  

As a facilitator whose mandate is to support people and build community, our role is to attract the best 
and most needed services to our community and to ensure that those services are as effective as they can 
be.  Rent-paying relationships can set up a power dynamic that can dilute the collaborative process.  One 
of the unique aspects of The Storefront model is that The Storefront has secured funding to cover the rent.  
We recognize that funders are often reluctant to cover this cost, however, the fact that they do has made a 
profound difference in The Storefront’s ability to attract, facilitate and sustain relationships with myriad strong 
and dedicated partners.

In The Storefront model, agencies are asked what it is that they want to bring to Kingston-Galloway/Orton 
Park and how working with us can help them to fulfi ll their mandate.  This way, each agency chooses what 
to contribute to the overall needs of the community.  Over the course of the partnership, The Storefront staff 
continually provide information to the agencies about resident ideas and emerging issues, thus allowing 
agencies opportunities to change and hone their programs and services over time.

Developing this model, in which each party contributes pre-defi ned skills and assets, has created a truly 
collaborative relationship and has allowed us to serve the community and address the occasional challenge 
that may pop up.
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COLLABORATIVE RELATIONSHIP WITH PARTNERS

The relationship with agency partners is based on a facilitated collaborative model.  Each partner in the 
relationship brings skills, expertise and assets to the partnership.  Both parties have clearly articulated roles, 
responsibilities and expectations in the partner agreement.

CLARIFYING EXPECTATIONS AT THE OUTSET AND PUTTING THEM IN WRITING HAS BEEN A POWERFUL 
CONTRIBUTOR TO OUR SUCCESS. 

Ensuring all players fully understand their roles and having parameters within which each may operate has 
been a key factor in developing and maintaining powerful, impactful relationships.  (See Appendix B for the 
Welcome Package for Agencies 2010)

A facilitated collaborative relationship places The Storefront in the role (as we so often are) of bridge or link 
both between and among agencies, as well as between residents and agencies.  Some of the things that The 
Storefront does to ensure that the Hub is more than simply shared space include:

•  Assigning dedicated staff to make sure partners feel welcomed, valued, and have what they need to provide 
excellent services in the community.  This dedicated role has proven to be a crucial contributor to the 
successful relationships we have with partner agencies.

•  Facilitating relationships with both the management of our agency partners and the frontline staff who are 
there on a regular basis

•  Facilitating collaborative ventures between two or more of The Storefront agencies

•  Providing regular and ongoing information to agency staff about what is happening in the community, what 
residents are saying and what 
The Storefront is doing

•  Taking an interest in the work of each and every agency that comes to The Storefront

•  Facilitating regular meetings where agencies can talk about their needs in the relationship.  These meetings 
include one-on-one time with The Storefront staff as well as large partner meetings

•  Creating an agency newsletter for agencies to communicate to each other about what they are doing at 
The Storefront

During the writing of this document, The Storefront was presented with an opportunity that challenged our basic 
model of facilitating service providers to offer direct services to residents rather than providing them ourselves.

Employment Ontario (and before it, Service Canada) has always been a strong supporter of The Storefront’s 
Hub model and, in fact, has seen our unique approach to the work as breaking down barriers to employment.  
With this philosophy in mind, Employment Ontario has been funding a signifi cant portion of our Hub since its 
inception.  In 2010, however, Employment Ontario changed its funding structure.  
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While continuing to support the idea of multiple services under one roof, under the new structure, any 
organization funded by Employment Ontario had to themselves provide a “full suite” of employment services.  
Consequently, for The Storefront to facilitate the supports needed by residents, it would also have to develop a 
full employment program including case management, résumé help and workshop delivery.

At the time, this felt like a shift in the model that could lead The Storefront down a path we did not want to take.  
The Storefront Co-ordinators’ team and Steering Committee spent months grappling with what seemed like a 
compromised model…until we asked our three guiding questions:

1.  what information has the community provided that will help guide our decision making?  

2. how will this decision impact the community?  

3. will this decision take us closer to the vision?

The vision laid out by the community very clearly articulates that The Storefront has a major role to play in 
ensuring that the people of East Scarborough have meaningful work.  Clearly, employment supports were well 
within our scope.

One staff brought to the table a quote “Hold on to what you are committed to, let go of what you are attached 
to.” The Storefront is committed to the vision and the community.  As attached as we are to our support of an 
innovative “service delivery model”, new approaches to achieving the vision must always be on the table.

In implementing employment supports at The Storefront, we took three key approaches:  

1.  We developed the idea of neighbourhood employment “supports” rather than simply “services”.  Supports 
encompass the idea of traditional employment services, but with a view to mobilizing neighbourhood 
assets, continuing to leverage the power of collaboration and incorporating connections with other income 
generation opportunities

2.  Before proceeding, we consulted with the agencies that were currently offering employment services at The 
Storefront to talk about how we could continue to work together in innovative ways.  As we developed our 
new employment model, we realized that there were many, many new collaborations that could be nurtured 
when we focused on employment supports: relationships we hadn’t even thought of until we began to more 
deeply explore our role in the economic development of the neighbourhood

3.  We also completely integrated employment supports with other community supports, thereby connecting 
residents with the opportunities they needed to thrive…in employment and in other areas of their lives

NOTE:  Since The Storefront started offering employment supports, we have identifi ed many new opportunities. 
We look forward to experimenting and growing an economic development model for the community with this 
initiative as the anchor.
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2. The Storefront’s
Financial Model

Impact
Why our funding model allows East Scarborough Storefront to facilitate collaboration, build 
community and support people.

•  Our funding model allows us to deliver free services and supports to residents and to our community 
partners, thereby eliminating cost as a prohibitive factor from participating in East Scarborough Storefront 
initiatives.  This is critically important in an under-serviced community.

•  Storefront’s role is that of a facilitator.  The framework for running The Storefront is collaboratively developed.  
Consequently, The Storefront is not a landlord to which agencies are beholden, but rather an entity that 
facilitates their work and helps to bring the best and most needed services to the community.

•  Our partner agencies source their own funding to deliver their services and therefore have their own 
accountability structures.  This means that they are at The Storefront because they want to be which means 
that the relationship is one of true collaboration: as independent entities, we work together towards a 
common goal.

•  Many of our longer-term funders understand our model and our new approach to effecting change 
in community.  Consequently, they have taken a long-term interest in us and have made a longer-term 
investment in our work. This has allowed us to focus on innovation, developing new solutions to old problems 
and building relationships with people and institutions that may help transform the community.

Philosophy
Funders as partners

It is impossible to underestimate the importance of funding in the success of The Storefront’s model.  A funding 
crisis at our fi ve-year anniversary brought together fi ve funders, who, in the spirit of collaboration, identifi ed 
elements of The Storefront’s work they could fund, based on their respective funding interests and criteria. They 
recognized the potential to support lasting change, were prepared to make a fi ve-year commitment and to 
work together to support an innovative and fl edgling model.  

The fi ve-year funding commitments from fi ve invested funders have allowed The Storefront to focus on 
developing the infrastructure necessary for community building in East Scarborough. Our heartfelt thanks to 
the fi ve collaborative funders:  George Cedric Metcalf Foundation, (also the funder of this book); The Province 
of Ontario; The City of Toronto; the Ontario Trillium Foundation; and United Way. 

The collaborative approach with funders that resulted out of a crisis situation helped reinforce for us that our 
funders can also be partners - and that any new relationships we develop with prospective funders should also 
embrace this philosophy.  It is important that funders are willing to engage with us in this journey and be part of 
the collaborative effort that continually co-creates the model to help transform the community.

Funders and donors who share the philosophy understand that long-term change happens gradually, and is 
the result of the input of thousands of individuals and institutions working together, and facilitated by a central 
organization. This has made a profound difference in The Storefront’s ability to attract, facilitate and sustain 
relationships with myriad change agents.
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Framework
Without the commitment and vision of several major funders over the last fi ve years, it would have been 
impossible to build the infrastructure needed to support community transformation.  The costs associated with 
delivering our services consist of three primary elements that can be summed up as follows:  
Building.  Community.  Together. 

•  Building:  The building in which the Hub model of service delivery is housed is the very anchor of the 
community transformation happening in East Scarborough. Having a favourable rental rate from the city and 
funders who are willing to pay for overhead such as utilities, and maintenance has allowed us to focus on 
innovation and identifying new solutions to old problems.  

•  Community:  Engaging the broader community – residents, partner agencies, funders, professionals, policy 
makers, government administrators, academics – to help transform our community can only happen when 
trust and credibility have been established. Building relationships and establishing trust – with each of the 
participants involved in the vast network of change agents we have brought together - takes time, expertise 
and skilled staff. Stable funding is critical to recruit and retain the right staff for the long-term to support and 
sustain all of our networks and intersecting relationships.

•  Together:  Bringing together change agents, sustaining those networks and supporting collaboration 
requires a distinct organization – referred to as a backbone organization (see glossary for more details).  
Collaboration requires intentional focus, a clearly articulated goal or vision, a supporting infrastructure and 
staff with the time and expertise to bring everyone together who can help transform the community.  “A 
backbone organization with a modest annual budget can support a collective impact initiative of several 
hundred organizations, magnifying the impact of millions or even billions of dollars in existing funding.”  
John Kania & Mark Kramer, Collective Impact, Stanford Social Innovation Review, Winter 2011

THE FUTURE OF OUR FUNDING

Our decade-long experience in the community of Kingston-Galloway/Orton Park is confi rming to us what we 
have always believed to be the case: long-term change requires a long-term investment in time, and stable 
sources of money, to build relationships and trust, to establish credibility and to demonstrate that change can 
happen.  But it doesn’t happen overnight.

We are grateful to the dedicated funders and donors who have invested and believed in us over the last fi ve 
years.  At the time of writing this book, we fi nd ourselves reaching the end of the fi ve-year funding commitments 
mentioned above and recognize that we are entering a new era of potential funding instability.  

We don’t know what the future holds, but are hopeful and optimistic that the successes we have experienced 
over the last decade will inspire institutional funders and individual donors alike to continue to make long-term 
investments to transform a community and support a new way of doing things. With commitments such as 
these, we may very well be able to change how we approach community building across the country… and 
even the world.

However, funders and donors are often reluctant to pay for infrastructure costs.  We recognize that funding 
challenges are an ever-present and time-consuming reality.  We hope to address these challenges the same 
way we approach everything else we do:  through collaboration and by reaching out to everyone and anyone 
who can help transform our community. If we can be part of a movement that also transforms more traditional 
funding approaches, we’ll be delighted to work alongside visionaries funding social change.
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3. Residents Participate 
Meaningfully in Leadership

Impact Impact
Why a resident-led organization facilitates collaboration, supports people and builds community.

Recognizing that the community has many strengths and resources 
that can make a difference (i.e. an asset-based model)

creates a relationship of equals 

between residents and the agencies working in the community.

•  Residents, who are in the best position to know what they and their community want and need, are making 
decisions for themselves and their community.  This leads to the introduction and maintenance of programs, 
services and initiatives that are relevant and necessary.  

•  A collaborative relationship between residents and The Storefront creates a powerful force for change 
by combining the resourcefulness and knowledge of residents with The Storefront’s capacity for network 
building, navigating systems and connecting.

•  Residents who have meaningful opportunities to lead and provide input are more inclined to get involved to 
make change in their community.   A more involved community leads to a healthier neighbourhood and the 
potential for transformational city building.

Philosophy
East Scarborough Storefront’s responsibility is to execute the direction provided by the community, whether it is 
identifying new service delivery partners or executing a larger community vision.

Resident leadership is fundamental to East Scarborough Storefront’s model.  It starts as the grounding 
philosophy underlying every decision made in the organization.  Decisions are always made with the following 
three questions in mind:  

•  what information has the community provided that will help us guide our decision making?  

• how will this decision impact the community?  

• will this decision take us closer to the vision?

In essence, the residents are always leading the organization via the direction they give The Storefront.

Decisions affecting our work in the community are made at a local level.  We know that no decision made 
is either 100% right or wrong.  By engaging residents in meaningful conversation, we are confi dent that if, 
perchance, critical points have been missed, they will be brought to our attention through the various ways 
and means that we engage, communicate with and relate to residents.

Consequently, a fundamental element of our success is our ability, as an organization, to create, nurture and 
maintain relationships with many different stakeholders.  Working in community necessarily requires working with 
the layered complexities and challenges inherent in relationships.  
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While our fundamental belief is that community members bring their own strengths and skills to community 
work, it is important that we recognize the power differentials that exist when residents come to The Storefront for 
support or services.  

So, while we are mindful of the potential challenges a power differential may pose, we do not focus on this 
in our relationships with any of our constituents – staff, funders, donors or partner agencies – regardless on 
which side of the power equation we may fi nd ourselves.  Instead, we focus on the collective wisdom that can 
be brought to bear on challenges as we work collaboratively to solve them.  When we are truly committed to 
working together, we know that we can fi nd synergies that will bear results.

Framework
Let’s examine what factors underpin resident leadership.

COMMUNITY-IDENTIFIED
We recognize and value the skills residents bring to the community (i.e. an asset-based community 
development model).  This shifts the traditional approach from a community indebted to those meeting 
their needs to a community engaged and participating in building the community they want, using the skills, 
strengths and leadership within the community.  

TRUST
We try hard to both listen to and hear the wisdom within the community.  One of the reasons residents trust The 
Storefront is because they know their input will be heard. 
Once a direction is identifi ed by the community, residents trust that the organization will do its best to focus in 
that direction.

ACCOUNTABILITY
While the element of trust is signifi cant, equally as signifi cant is that The Storefront is accountable to the 
community via several formal channels.  (It is easier to trust when one has an opportunity to review actions and 
hold the organization accountable.)

The Storefront holds itself accountable to the community by formalizing the role of residents as leaders and by 
formalizing how residents can meaningfully infl uence decision-making.

RESIDENT LEADERSHIP IS OPERATIONALIZED
When people are meaningfully involved in making decisions together, the social commitment to one another is 
greater, thus the commitment to the decision is greater.  

The role of residents as organizational leaders has been operationalized through mechanisms for power-
sharing and joint decision-making.  Seven members from the community sit as representatives on the Steering 
Committee along with staff representatives from seven partner agencies.

While appointing community representatives to the Steering Committee may assure power sharing in principle, 
it is the combination of both the everyday practices and the formal structures that determine if power 
distribution is truly realized.

Since its inception, community-identifi ed issues have steered the course of the organization. The commitment to 
resident-centred infl uence is demonstrated throughout the many ways in which residents – and those who work 
with them - are able to infl uence the direction of the organization. Residents have multiple ways to infl uence 
the organization and organizational decision-making.  (See Appendix C, “Decisions at the Storefront” for more 
details on how decisions are made)
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RESIDENTS CAN PARTICIPATE IN LEADERSHIP VIA:

Participating as a Steering Committee member
The Steering Committee is constituted of seven resident representatives and seven agency representatives.  
Thoughtful and meaningful decisions are made at the Steering Committee and every member works hard 
to ensure they are striving towards the vision, basing decisions in the context of The Storefront’s values and 
underlying philosophy, and considering how decisions will affect residents and partners and the future of 
Kingston-Galloway/Orton Park.

See Appendix D for East Scarborough Storefront Terms of Reference – Steering Committee and Appendix E for 
“What it means to be on The Storefront Steering Committee”.

Visioning Sessions:  
Every three to fi ve years, residents are invited to gather to review, revisit and re-envision the future of East 
Scarborough and the role of East Scarborough Storefront.  These dynamic sessions truly guide the organization 
and each one has challenged the community to reach new heights. 

The last Visioning Session, in 2008, dared to imagine The Storefront in the role of change agent.  In a four-hour 
session with 120 people, the newly developed vision expanded The Storefront’s role from facilitating a service 
delivery Hub to one of community builder.

Talking to staff:  
Residents can raise their concerns and share their suggestions with staff.  As will be described in the section 
on Human Resources Management, we go out of our way to recruit and retain staff with a high degree of 
emotional maturity, relationship building skills and who are accessible and friendly.  The Storefront has a 
reputation for being warm and welcoming, regardless of who walks through the door.   This competency is 
valued, supported and reinforced.  And it shows.

Informally, residents tell us what they want all the time. The Storefront also conducts more formal surveys, or asks 
specifi c questions about specifi c issues to make sure that we have as much resident input as we can. 

Storefront Committees:  
Committees exist within The Storefront to perform 
certain functions.  Residents and agency members 
alike may participate in these committees and each 
committee is supported by staff.  Staff’s role in decision-
making is to be aware of how committee decisions 
might affect the other operations of The Storefront.  
The staff member’s responsibility is to bring to the 
committee’s attention decisions that might need 
further consultation with other parts of The Storefront 
or approval by the Steering Committee.  Examples of 
committees and panels that infl uence The Storefront 
decision-making include:

•  The Neighbourhood Trust Review panel 
(reviews projects to be supported under the 
Neighbourhood Trust initiative)

•  The Micro-lending review panel in conjunction with 
Access Community Capital (reviews projects to 
receive loans)

•  Hiring panels (help decide on recruitment/hiring 
decisions)

•  Project development committees (help advise on new initiatives)

The fi rst time I entered The Storefront 
to meet with Anne, the young woman 
behind the desk fl ashed a big smile 
at me.  I looked over my shoulder, 
expecting to see someone behind me 
who was friends with the young woman.  
I was the only one in the doorway.  

That big smile was for me. 
That was my fi rst clue that 
I was in a special place. 
And I see that kind of welcome repeated 
time and time again, regardless of who 
walks through the door.

David Daniels, Principal, sustainable.TO
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Community Speaks: 
Residents have the opportunity to directly infl uence the direction of the organization via quarterly 
gatherings called “Community Speaks” at which residents discuss community issues and brainstorm 
solutions.  Residents participating in Community Speaks have a strong voice in determining the future 
direction of The Storefront.  To ensure the community voice is heard, updates from all Community Speaks are 
presented to other decision-making bodies both within The Storefront and across the community, including 
local politicians. 

Examples of initiatives that grew 
from Community Speaks include: 
•  the 54A Bus Campaign - In collaboration with Residents Rising (a local community group) and local 

politicians, over 1,000 people pressed the Toronto Transit Commission (TTC) for improved frequency 
and accessibility on the bus route. The result:  increased services for rush-hours and weekends. For a 
community accustomed to being ignored, the success of this activity reinforced that acting together – as 
a community – can effect change. 

•  The Bridging Project - The Lawrence Avenue bridge is often cited as an obstacle, as unsafe, and as 
a reminder of suicides in the community. The bridge is inordinately long and narrow, and diffi cult for 
pedestrians to cross. In essence, it cuts the community in two, rendering events, activities and services 
located on the opposite side of the community inaccessible.  

In the summer of 2010, through the power of collaboration, seven groups came together to organize an 
arts intervention on and under the bridge. The intention was to engage residents with the bridge – and 
each other - as a way of uniting the two disconnected communities.  This intervention featured a parade, 
a mural that runs across 800 + feet of the bridge, the installation of 14 batik banners designed by local 
students, a planting of wildfl owers under the bridge and a two-day arts & community festival. The festival 
was a big success, and brought out hundreds of people. The bridge mural and banners continue to 
receive positive feedback from community members.

•  Community. Design. Initiative.  (The Storefront Expansion and Renovation)  What started as an innovative 
program using the power of architecture and design to engage youth has grown into an exciting renewal 
project for the community.  The Community. Design. Initiative. is a unique partnership, in which youth 
from the community are working with an army of architects, planners and designers to redesign the East 
Scarborough Storefront.  

The youth’s vision so inspired residents that at a 2010 Community Speak, residents strongly supported the 
idea to work together to renovate and expand the current site.  This renovation and expansion project will 
become the anchor for the community renewal.  
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4. Shared Leadership

Impact
Why The Storefront’s leadership style facilitates collaboration, supports people and builds 
community.

•  In a world of limited resources, retaining good staff calls for a work environment that offers more than simply 
a salary. A special kind of leadership is required to provide the environment that attracts and retains the 
high calibre of staff at The Storefront.  The leadership at The Storefront fosters an organizational culture of 
excellence and dedication.  Staff cite the following reasons why they love working at The Storefront: 

 -  their jobs are personally satisfying 

 -   there are opportunities for personal and professional growth, that fi t their personalities and competencies

 -   the organizational culture is warm and welcoming and they are valued for who  they are and what 
they bring

 -  their colleagues operate with integrity 

 -  they are part of a greater cause that helps people and supports positive change

•  Good volunteers are critical to the work of The Storefront, to help leverage limited staff resources, expand 
our networks and add a range of skills.  Engaging good volunteers requires leadership that values them, 
that creates a culture in which they feel needed and valued, where they are given opportunities to engage 
in meaningful work and where they can make a difference.  The Storefront is able to engage and actively 
involve good volunteers.

•  Understanding that an organization can always get better pushes it to exceed whatever levels of excellence 
it has already achieved.  Strong leadership that is committed to reaching the organization’s vision and 
working with integrity is required to navigate the challenges inherent in constantly questioning whether the 
organization is doing the right things, in the right balance, at the right time. Striving for excellence engages 
staff, residents, funders, donors, partners and supporters who feel valued for playing vital roles in making 
change

•  Holding the organization accountable to the community requires a mature and calm leadership philosophy 
that embraces transparency, that creates a safe space to address confl ict and that is open to being 
questioned.  
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Philosophy
Leadership within a collaborative partnership, in which shared power is a foundational tenet, is a complex and 
layered discipline and requires constant questioning, review and transparency.    

It also requires an intentional focus on and determined adherence to the vision of the organization.  When 
partners are recruited to participate in shared goals, it is critical that the facilitating organization stay true to the 
vision and mandate that inspired partners to get involved in the fi rst place.  During our fi rst decade, if we had 
strayed from our goal of leveraging the power of collaboration to build community and support people, we 
may very well have alienated and lost the trust of our many partners.  

Leadership in a collaborative partnership is different than leadership in a hierarchical organization.  However, 
The Storefront is both a collaborative partnership, with 40 partner agencies and a more traditional organization 
with approximately 30 staff reporting through various reporting relationships.  In this organization, leadership 
must be practiced in both contexts.

Leadership at The Storefront may be best characterized by the following quote:

Anne Gloger, 
East Scarborough Storefront’s Director is widely praised for her ability to engage members of 
the community, lead her staff with fairness and respect, both lead and follow the wishes of her 
Steering Committee and offer innovative, creative solutions to funders that result in meaningful 
change.  Anne’s leadership is widely respected and many directly attribute their continued 
involvement in The Storefront to Anne’s presence at the helm.

As much as Anne is cited as an exceptional leader, an organization like The Storefront disperses 
leadership throughout the organization.  It requires many people leading in many different 
settings. One of the characteristics of leadership at The Storefront is that it is accomplished by 
giving up control and sharing power.

When the deed is done, the 
mission accomplished, of the 
best leaders the people will say, 
“We have done this 
ourselves.”

Lao-Tzu
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Framework
There is value in deconstructing elements of leadership at East Scarborough Storefront, both that practiced 
by the Director, Anne Gloger and by other members of the team, to determine why the leadership that exists 
inspires people to get and stay involved.

THE ENVIRONMENT
We are in an era where charitable organizations must change the way they do business if they wish to thrive.  
Some changes seen in the sector include 

•  fl atter staffi ng structures and staff who want and expect more meaningful input into charting the course 
organizations take

•  more alternative work options (job sharing, work from home, fl ex time, fi tting people’s skills and personalities 
to jobs instead of vice versa, etc)

•  an ever increasing role for technology to impact traditional ways of delivering services and engaging 
constituents

• less reliance on government funding

•  expectations that charities will investigate multiple funding options:  philanthropy, earned income, etc

•  increased scrutiny of the sector from government, media and public

•  an expectation of increased transparency and more focus on risk management

• an increased need for well managed governance.

Especially in smaller organizations like The Storefront, to be effective, leaders need to manage and engage 
staff, partners, volunteers, clients and boards:  in other words lead up, down and sideways.  Leaders must 
simultaneously understand the basics of each of the elements listed above while relying on subject matter 
experts within the organization to advise on the more complex nuances of various topics.  Facilitating a 
process whereby multiple sources of expertise are brought to bear on outcomes requires a culture in which 
these subject matter experts,  both staff and volunteers,  each of whom are professionals in their own right, can 
collaborate and infl uence decision-making.  No small feat.

CULTURE
One of the most important tasks of leadership is to cultivate and maintain a desired organizational culture.  To 
establish and sustain a culture that supports the elements listed in the above section requires an ability to both 
lead and delegate; to both set a course and follow when appropriate; to both lead from behind (i.e. quietly 
provide the support required so others can show the way) and to follow from in front (i.e. set an example of 
following the lead of those to whom tasks have been delegated.)

Furthermore, this must be encouraged to happen throughout the organization by everyone who shares 
leadership within a shared and dispersed model of leadership.

East Scarborough Storefront’s culture offers the same respect and treatment to everyone who walks through the 
doors: residents, volunteers, staff, funders, guests and others.   

The culture insists on and supports:

• Respect 

• Tireless support

• A welcoming atmosphere

• Collaboration

• Authenticity

• Integrity 

• Accountability
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• Shared decision-making

• A reliance on well-developed policies and systems

• A belief in the value of process

• A commitment to providing a good product

•  An environment where mistakes are celebrated as learning opportunities (but not more than once)

• A learning environment

•  A commitment to the work place/volunteer space/community space as an avenue through which to 
achieve one’s potential

•  An environment that normalizes differences of opinions and provides a proactive mechanism to address 
them 

SINGLE-MINDED FOCUS ON THE ORGANIZATION’S PURPOSE:  TO SERVE THE COMMUNITY
Decisions are always made with the community framework in mind.  Has the community indicated it wants 
this?  Will this decision strengthen the community?  How do we involve the community in this decision? Is there 
anyone else in the community who should be doing this or could join us in this work?

As organizations grow in reputation and name recognition, there is a temptation to grow and adopt new 
programs and services simply because of success in other areas.  East Scarborough Storefront has been 
rigorous in reviewing and questioning prospective new initiatives or efforts.  All decisions are made within a 
framework that honours the community’s input and direction. The Storefront understands its role and what it 
should and shouldn’t take on, based on the community generated vision and mission.

CHECK YOUR EGO AT THE DOOR
In an organization based on collaboration, shared decision-making and shared power, there is little room 
for large egos in the mix. Ambition must be channeled to the cause, the mission, the community, the work at 
hand.  

To quote Jim Collins (Why Business Thinking is not the Answer: Good to Great and the Social Sectors), ”the 
compelling combination of personal humility and professional will is a key factor in creating legitimacy and 
infl uence.”

EXCELLENCE IS A JOURNEY WITHOUT AN END POINT
Despite community member testimonials and outcomes like staff retention, volunteer involvement, community 
engagement and funder enthusiasm, The Storefront’s leadership is fully aware that the organization can 
always get better.  Excellence is a dynamic process. To believe one’s organization or department is the best it 
can be is the fi rst step towards decline.  

Good leadership reminds everyone that as good as the organization or department has become, it is always 
relative to its potential to be even better.  This view is both humbling and inspiring and provides a healthy 
balance to everyone involved in the organization.

We are what we repeatedly do. 
Excellence, then, is 
not an act, but a habit. 

Aristotle
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We spent our fi rst fi ve years creating, evolving and fi ne-tuning this new, innovative and really effective “service 
delivery Hub” model.  Then, within a two week period we faced a funding crisis AND learned the shopping mall 
where we were housed was being torn down. We were potentially broke and homeless.  It put at risk all of the 
work we had done and all of the potential we saw in the model.  Together with residents and many supporters, 
we spent the next two years saving The Storefront:  letter writing, public protests, negotiating with funders, 
fi nding new housing, paperwork – you name it.

After two years, we moved into our new building.  We had negotiated stable funding for up to fi ve years. 
We had a brilliant model that was making meaningful change in the community.  
WE HAD ARRIVED!   

Then we had a Visioning session with the community.  Over 70 residents and 50 partners, including politicians 
and funders, showed up.  It was the most powerful session I’ve ever been at.

Despite everything we had been through – or maybe because of it - the community spoke: 

“  We want East Scarborough Storefront to think big.  
We can be so much more than we are.  
Make the impossible possible!”

I collapsed into a chair.  I thought we were done.  I thought we had overcome the hurdles.  I thought we could 
proceed with our original goals:  facilitate collaboration to provide better access to services. 

Instead, we listened to the community: our new vision? To ”make the impossible possible” and provide structures 
that would help turn Kingston-Galloway/Orton Park into a thriving community.  We began to look around to 
see what it meant to make the impossible possible.  What could we do to help residents make their community 
thrive?  That has led to a multiplicity of initiatives designed to support both social and economic change.

It became clear from the visioning process that a thriving neighbourhood needs “safe accessible sites where 
people of all ages and cultures can fi nd and share solutions…”  As great as it was to have a dedicated community 
space, a truly thriving community needs more than a cramped, old police station, complete with jail cells. Further 
consultation with residents led us to an exciting juncture in our journey where we are raising funds to renovate 
and expand our building, adding inspiring architecture to this inner suburban Toronto neighbourhood. 

It’s an exciting time.  And it’s all because we believe in the community and they believe in us. 

Together, we can make the impossible possible.     

Anne Gloger, Director, East Scarborough Storefront
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5. Governance Structure

Impact
Why The Storefront’s governance structure facilitates collaboration, supports people and builds 
community.

Community members and local agencies are MEANINGFULLY involved in leadership (i.e. power sharing)

  The Storefront’s culture expects and respects differences of opinion and its culture and governance structure 
has processes and mechanisms in place to address it respectfully and professionally. The mechanisms 
include consensus decision-making, brainstorming sessions, and facilitated discussions.

  The legal/organizational structure is a working example of the power of collaboration.  The Storefront is a 
project of Tides Canada Initiatives Society (referred to as Tides Canada).  Its relationship with Tides Canada 
allows The Storefront to focus on facilitating collaboration to build community and support people while Tides 
Canada provides a rigorous and sophisticated governance structure to address administrative and legal 
requirements of operating the organization.

  All stakeholders – residents, staff, partner agencies, volunteers – have their roles, responsibilities and 
expectations clearly articulated via various documentation, which is part of the larger governance 
infrastructure.  (See Appendix C – “Decisions at The Storefront” document for more information)

Philosophy
We see governance as two distinct components:

•  Collective leadership to ensure integrity, transparency and commitment to community and vision in all our 
work

•  The legal framework under which we operate to ensure sound business practices and legal and fi duciary 
excellence

From the outset, the governance model was designed to serve the community, was structured to ensure the 
community played a central role in governing, integrated residents at every level and was a working example 
of its core belief in the power of collaboration. 

Governance structure has always been recognized as one of the most challenging aspects of collaborative 
initiatives.  The Storefront has reviewed, adapted and solidifi ed its governance structure many times over 
its 10 year history.  We need the governance structure to support the vision, involve community and ensure 
competence which means our structure has looked different at different times in our evolution.
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Framework
POWER SHARING IS CENTRAL TO EAST SCARBOROUGH STOREFRONT’S GOVERNANCE
As in much of life, things that sound simple are not always easy to achieve. 

Collaboration, while a noble aspiration, is often diffi cult to realize. In order to successfully collaborate to meet 
the community generated vision and mission, it is paramount that everyone participating - agencies, residents, 
staff, volunteers and funders alike - recognize that power and decision-making must be shared in order for this 
model to work.

The Storefront’s guiding body is the Steering Committee, constituted of seven resident representatives 
and seven agency representatives.  Power and decision-making is shared by all members of the Steering 
Committee. Implied in this is the belief that the community and individual community members have 
the resources and skills needed to effect change.   (See section 2 – Residents Participate Meaningfully 
in Leadership for more discussion on the residents’ ability to infl uence the direction of East Scarborough 
Storefront.) 

DIFFERENCES OF OPINION ARE INEVITABLE
This value of power sharing also provided a framework within which to develop solutions to the inevitable 
differences of opinion that were bound to arise in an operation with up to 40 partner agencies, two dozen staff, 
dozens of community partners, hundreds of volunteers and engaged funders and donors.  Mechanisms are in 
place to address differences of opinion and, most importantly, a culture has been cultivated that expects and 
normalizes confl ict and deals with it at a very human level.  Consequently, when differences arise, time and 
space is allocated to address them respectfully and professionally.  

THE FORMAL ORGANIZATIONAL STRUCTURE
While any organization, program or project must work within legal requirements and constraints, it is important 
that the entity legally responsible for The Storefront also understands that power sharing is key to the working 
relationship.

East Scarborough Storefront started as a partnership with Boys and Girls Club of East Scarborough, with 
the latter acting in a “trustee role”. The partnership was remarkably successful, largely due to the time and 
resources invested by all parties to establish an agreement that worked for both The Storefront and Boys and 
Girls Club of East Scarborough.  They even collaborated to write a book on successful trustee relationships: The 
Partnership Trustee Journey.

As The Storefront’s vision expanded, we realized we had outgrown the “trustee model”.  We could have opted to 
incorporate and apply for charitable status and become a stand-alone charity.  However, as a small agency, 
we knew we would face the challenges that all small groups face:  simultaneously striving to support the 
community while managing the administration of running an organization, annual fi ling with Canada Revenue 
Agency, board requirements, annual fi nancial audits, issuing donation tax receipts, the cost of insurance, 
expertise in HR issues and the infrastructure required to support fi nancial transactions.  Running an organization 
is time-consuming, costly and requires a fair amount of administrative support.

Instead of getting caught in the trap of wanting the “status” of operating a stand-alone charity, when we 
learned about Tides Canada Initiatives Society, we knew we had met an organizational “kindred spirit.”  Tides 
Canada embodies all of the values we had been striving to implement:  leveraging the power of collaboration; 
allowing each party to bring his or her strengths to support and solve issues; clearly articulating roles, 
responsibilities and expectations thereby allowing us to maintain the innovative power-sharing processes 
central to our success.  Tides Canada creates “uncommon solutions for the common good.”  That’s just what 
we needed!
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Operating as a project of Tides Canada affords East Scarborough Storefront many benefi ts.  It means The 
Storefront is part of a rigorous and sophisticated governance structure. Tides Canada takes care of all “back 
offi ce” functions such as payroll and fi nance, and ensures all legal requirements are met. This frees The 
Storefront from the cumbersome administrative aspects of running the organization and allows us to focus on 
what we do best: facilitating collaboration, supporting people and building community.

While we are responsible to Tides Canada Initiatives Society and must adhere to their policies and procedures, 
the structure affords us the fl exibility to run our organization within the legal structure and clearly articulated 
parameters set out in the Terms of Reference.   

All Steering Committee members (both resident and agency representatives) sign a formal agreement 
(Consent to Act) with Tides Canada Initiatives Society.  

The responsibilities of Steering Committee members are clearly articulated in the agreement.  The 
responsibilities outlined are reviewed and updated each year and Steering Committee members sign the 
agreement every year they serve.

This agreement both formalizes and articulates the scope and role of the Steering Committee members.  Well-
defi ned leadership expectations for members of the Steering Committee set the tone for and to the rest of the 
community.  

(See Appendix F for Tides Canada Initiatives Society Project Terms of Reference - East Scarborough Storefront 
and Appendix G for Consent to Act.) 

Residents approached us wanting to develop and run programs in the community.  And while we 
wanted to support them, we needed to stay true to our mandate.  

Our role is not to run programs ourselves but to leverage collaboration to support people 

and build community.  

I don’t know when the light bulb went off, but we realized we had the perfect model 
to learn from: Tides Canada.  In essence, we have adapted 
Tides Canada’s model and now residents can 
run programs under The Storefront umbrella.  
We work with them to develop plans, secure funding and ensure legal requirements 
are met and develop accountability measures 
and reporting.

So far, a local resident started a breakfast club in her Toronto Community Housing 
apartment building and serves over fi fty kids each day. The Heathy Living program 
for children just got its fi rst independent grant from a funder.  Residents are excited 
by the opportunities this model presents so they can make a difference with their 
ideas.  So far, 6 other programs are operating at various levels of development.

Janet Fitzsimmons
Coordinator of Community Capacity Building

East Scarborough Storefront  
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6. Focus on Process

Impact
Why paying attention to process helps facilitate collaboration, build community and support 
people.

• Everyone not only feels included, respected and valued, but actually is!

• Possibilities are fully explored rendering better decisions 

• The diverse perspectives of a wide range of players are part of the fi nal decision

• Participants have confi dence in the process and therefore more readily engage

•  We don’t get stuck with doing things because they “have always been done this way”

•  Even if we don’t get the answer quite right, what we were trying to do and what steps we took to get there 
are articulated: people understand and value an “honest mistake”

•  Initiatives are not developed in isolation so there is an interconnectedness throughout the neighbourhood 
which means that residents can connect to the supports they need from a variety of places 

Philosophy
As important as it is to nurture individual relationships, it is equally important to fi nd synergies, connect the dots 
and build bridges between people and initiatives whenever possible.  The non-profi t sector, like much of our 
society, has focused on individual projects and interventions as milestones to success.  Much of the funding 
in the non-profi t world is “project” funding: what will this isolated and short term piece of work do to improve 
people’s lives?  The Storefront recognizes that this is a limited and limiting approach.  When The Storefront 
looks at its initiatives, it looks at them with an eye to how they enhance, build upon, support, complement or 
interconnect with all the other myriad initiatives in the community, both those hosted by The Storefront and 
those developed by others in the complex web that makes up our neighbourhood’s social infrastructure.

Whenever we create something new, we talk to a lot of people with a lot of perspectives.  The ideas are fl exible.  
They are rooted in The Storefront’s vision, history and in where the idea fi ts into the broader interconnected 
web of community activities.  They are infused with the knowledge and wisdom of residents, organizations 
and passionate partners.  And they are turned into exciting initiatives with great momentum by collective 
envisioning of the possibilities that lie ahead.  

It is the process of developing the ideas, rather than the ideas 
themselves that creates the momentum that is making change in 
Kingston Galloway/Orton Park.  

People are passionate about The Storefront initiatives partially, yes, because they are great models, but more 
so because their role in the initiative is valued throughout its development and implementation: people feel 
valued, because at The Storefront people are more important than ideas.
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Framework
CONTEXT
Each new plan, each new decision is developed within the context of what we are ultimately trying to achieve, 
what has gone before, what else is happening in the organization, the community and the sector.   When 
presenting or developing ideas at The Storefront we often start with fl ipcharted diagrams demonstrating the 
idea’s relationship to the vision, other local initiatives and what’s going on in the world.  

APPRECIATIVE INQUIRY9

In the early days of The Storefront, back in 2003, The Storefront was lucky enough to connect with an 
outstanding consultant from the Potential Group, Danny Nashman. Danny has embraced the Appreciative 
Inquiry methodology to bring about change in a variety of settings.  What Danny taught us has become 
a fundamental part of The Storefront’s ethos: what people talk about and focus on is what they create.  
Appreciative Inquiry theory, is of course, much more complex than that, but what The Storefront has taken from 
it has resulted in most of our discussions focusing on strengths, assets and what we can draw on as potential 
solutions.  At The Storefront we “explore possibilities”.

COLLECTIVE WISDOM, COLLECTIVE IMPACT10

Anyone and everyone looking to make positive change in Kingston Galloway/Orton Park has something to 
contribute to making it happen.  

At The Storefront we collect wisdom from residents, agencies, funders, politicians and a variety of other 
supporters…and we mostly do it through the power of the fl ipchart (although we are defi nitely not confi ned 
to this approach!).  At any given meeting, the people at the table are the right people because they have 
wisdom to share.  Context is given, ideas are shared and possibilities are explored.  Our decision making 
process supports the idea of shared wisdom (see Appendix C “Decisions at The Storefront”).  If 80% of the 
people agree with the idea and the other 20% can live with it, the decision is made…if not, perhaps more 
possibilities need to be explored.

When it comes to actively participating in The Storefront to create collective impact, the approach is similar: 
everyone has something to contribute…we work hard to fi nd ways for meaningful participation within a 
framework that makes the whole stronger than the sum of its parts.  When agencies, groups or individuals want 
to participate in some way in the transformation of the Kingston Galloway/Orton Park neighbourhood, there is 
someone whose job it is to explore with them where they fi t in the interconnected web of activity…and the fi rst 
question, after lots of context is explored, is always, “What do you want to contribute?”  By ensuring that each 
person, group or organization is supported to contribute what they want to do, people remain committed and 
excited about their involvement. (This is one of the key reasons that The Storefront partnerships remain strong 
over the long term)

9   The original theory and vision for “Appreciative Inquiry into Organizational Life” was articulated by two professors David L. Cooperrider 
and Suresh Srivastva at the Wetherhead School of Management in 1987.  See glossary for more information.

10  The commitment of a group of important actors from different sectors to a common agenda for solving a specifi c social problem.  John 
Kania & Mark Kramer, Collective Impact, Stanford Social Innovation Review, Winter 2011
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REFRAMING
We spend a lot of time at The Storefront looking at situations through different lenses, considering alternative 
views and thinking about who can be an ally to help us achieve what is in the best interest of the community. 
In fact, it was this approach that helped us collaboratively create a new way of working in the charitable sector, 
leading to our innovative service-delivery model at the turn of the new millennium.  Our very existence is thanks 
to a breakthrough exercise in reframing. That initial breakthrough has informed our way of operating ever since.  

The basis for The Storefront’s reframing is not necessarily to fi ght against what is wrong, but to rally and support 
what is right.  When you stop looking at diffi cult circumstances as negative only and start looking at how to 
make things work, a world of possibilities can open up.  

We realize that the possibilities that open up may not result in solutions that fi t into existing models or 
paradigms. And that can be diffi cult.  Our new model was diffi cult to explain, especially as it was being created 
and was evolving.  It can take time to build momentum. It can be challenging to access funding for “unproven” 
initiatives.  In the early days, we didn’t fi t into any existing box. 

So we created a new box! Reframing means being open to creating new boxes and embracing old boxes 
when they will support what’s best for the community.

FACILITATED DISCUSSION

In an earlier discussion, we talked about how, with collaboration, it is necessary to have a dedicated person 
facilitating relationships.  The same holds true for making diffi cult decisions.  At The Storefront, discussions are 
almost always facilitated.  The facilitator focuses on the process, provides context, asks key questions and makes 
sure everyone is heard.  The “backbone” function ensures decisions are well thought out and that the decision-
making process is inclusive.

NIMBLENESS AND FLEXIBILITY
One day, a co-ordinator from The Storefront came back from a workshop with a philosophy that has served The 
Storefront well in changing times and circumstances:  “Hold on to what you are committed to, let go of what 
you are attached to.” 

We are committed to the vision.  How we get there has many and varied approaches.  Exploring possibilities 
sometimes means “letting go” and trying something new.
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When we fi rst started talking about expanding, renovating and re-designing The Storefront 
and working with mentors to teach the youth about the design process, it was very 
exciting.  I mean, who allows youth to actually design a new building?

Then it hit us… Who, indeed, allows youth to design a new building? And the fear set in 
(momentarily).  What if the building falls down? How are they going to know about all the 
technical and engineering details? Or what if they choose fuchsia and yellow polka-dotted 
walls? What if, what if, what if?

And the more we talked about it, the clearer it became.  It was all about the process.  We 
(staff and professionals) would set the parameters to ensure that it was structurally sound, 
and functional for its purpose as a Community Resource Centre. The youth would have 
full authority over everything else.  

The design mentors would teach them the design process, the principles involved and 
things they needed to consider when making decisions.  The Storefront staff would tell 
them functional things like how many offi ces or program spaces we needed.  And we 
would only intervene if the decisions the youth made weren’t functional or if there were 
any structural issues. The youth talked to many people during this journey, gathering ideas 
and incorporating the suggestions from the diversity of people who use The Storefront.

It’s one thing to say you’re giving over control, but to 
actually do it… you really need to trust the process.   

Set up the framework, ensure the expectations and roles are clear, then get out of the way!

We just completed phase one (of eight) of the expansion and renovation. Now that we’ve 
seen the results, we know we were right.  We have a beautiful new resource centre, local 
youth made all of the design decisions, learned more than we could have imagined and 
have an enormous sense of pride and ownership in the building and the community.   

It’s clear to me:  Process matters as much as outcome!

Jaime Elliot-Ngugi, Coordinator, Special Projects, East Scarborough Storefront
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7. Human Resources Management

Impact
Why East Scarborough Storefront’s Human Resources Management is critical to its success in 
facilitating collaboration, supporting people and building community

•  “Keeping the core strong” is a key strategy contributing to the success of The Storefront.  By the “core”, 
we mean our fundamental commitment to residents: our ability to work in the community authentically, 
respectfully and with integrity.  The Storefront’s Human Resources Management is foundational to its strategy 
of “keeping the core strong” because staff are at the core of The Storefront’s success.  It is staff who facilitate 
collaboration, build and maintain relationships and networks and generally make The Storefront work.  So, 
ultimately, the Human Resources Management is the most important set of processes we have at The 
Storefront.

•  The innovative and collaborative recruitment process enhances the organization’s probability of identifying 
candidates’ organizational fi t, a critical element to success in any organization.   (See above for why staff are 
so important to the success of The Storefront.)

•  The shared decision-making process for hiring results in staff, residents and agency partners who work 
collaboratively to make the best decision for the organization and who are invested in supporting the 
success of the new staff. Ownership of the process and motivation to support the new staff is shared among 
staff, volunteers and residents.

Philosophy
For an organization that facilitates collaboration, supports people and builds community, it is critical that the 
people hired at The Storefront are able to build, manage and maintain relationships. 

We understand that making change, be it large or small, is all up to people.  For this reason, tremendous 
effort is made putting together a dedicated, passionate, innovative and focused staff team. The Storefront’s 
philosophy insists on hiring only if the “right” candidate is identifi ed.

The staff team is supported. Each one of them is a key driver of the movement towards the vision.  So even 
within the staff team, The Storefront facilitates collaboration, supports people and builds community – but never 
loses sight of the fact that the staff are on board to help local residents improve their lives and their community.  
Staff are supported so that they can do their best work:  the well-being of residents and the journey towards the 
vision are always top priority.

Framework
HIRING PROCESS
East Scarborough Storefront recognized long ago that matching staff personality and characteristics to the 
organization’s personality (also known as organizational fi t) is as, or even more important than matching 
skills to specifi c job requirements.  An employee can learn new skills, but organizational fi t is diffi cult to teach. 
(Human Resources specialists are increasingly giving this advice:  “Hire by personality, not by résumé” to avoid 
a common challenge in the private sector: hiring for skills and fi ring for poor fi t.)
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Furthermore, we believe that existing staff are in the best position to ascertain the probability of organizational 
fi t from among prospective candidates.  Consequently, staff members participate in the initial group screening 
process.  

Engaging staff, partner agencies and residents throughout the hiring and decision-making process results in 
many benefi ts:

•  they work collaboratively to make the best hiring decision for the highest good of the organization

•  they learn the complexities and issues involved in making hiring decisions 

•  when people are meaningfully involved in making decisions together, the social commitment to one 
another is greater, thus the commitment to the decision is greater.  Hiring decisions result in existing staff 
and volunteers being more committed to ensuring the new staff succeed in their role and within the larger 
organization.

ON-GOING SUPPORT AND SUPERVISION
We believe that on-going, honest and open conversations between staff and their supervisors is the best way 
to ensure staff feel supported, are accomplishing their goals, connecting their work with the work of others and 
seeing what the future may hold for them within the organization.  Ultimately, this leads to the accomplishment 
of the organizational mandate.

While this seems like common sense, it can be uncommon to fi nd it effectively practiced within an organization.  
Monthly “Supervision” meetings are held with staff individually and are formalized and prioritized.  As such, staff 
have an opportunity to discuss their current jobs, what connections they see between their jobs and the rest of 
the organization, what organizational changes they think would add value to The Storefront and discuss their 
future hopes and goals within the organization.

COMPENSATION STRATEGY
The compensation strategy not only outlines salary and benefi ts, it also provides a clear outline of how 
everything fi ts with the organization.  This clarity is important for retention purposes, as it provides incentive for 
staff who wish to stay with the organization in the long term.  It can also offer clarity for both the organization 
and those staff who may not be working in the right environment for their particular set of skills, characteristics 
and personality.

Our innovative compensation strategy is centred on the organizational vision, mission and values and set out 
to achieve specifi c goals.  (See Appendix H for Compensation Strategy). 

The screening process started out feeling kind of intimidating. But then it occurred to 
me: I don’t want to work where I don’t fi t, so I let go and showed who I am.  

For the fi rst few weeks here, I kept thinking that everyone was really nice but I 
wondered when it would wear off.  I then realized that although not everyone got 
along all the time, we all work well together. In that respect, the screening process 
is really effective.  It helps to identify the candidates who are genuine and who have 
emotional maturity, which is really important working in this environment. 

I think it’s a big part of what makes The Storefront so magical. 

Alison Isaac, Coordinator of Operations
East Scarborough Storefront
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8. Policies and Procedure

Impact
Why good policies and procedures build community and support people.

•  Because staff are involved in their creation, policies and procedures are treated like “living entities” and as a 
valued part of The Storefront team.  Consequently, they are referred to and used on a regular basis to help in 
day-to-day decision-making.  

•  Meaningful staff participation in the creation and evolution of policies and procedures results in the 
development of relevant and useful policies and procedures.   

•  Staff, volunteers and residents have clearly articulated parameters which help to guide day-to-day activity all 
within the frame of the vision, mission and values of East Scarborough Storefront.

Philosophy
Policies based on the organizational philosophy can be a robust link to an organization’s strategy, vision, 
mission and values, if they are relevant, useful and actually used by staff and other stakeholders.

At The Storefront, policies are created related to fi nancial, legal or ethical issues. They are developed within the 
context of the organization’s vision, mission, values and history.  

They are treated much like important members of the staff team.  They are regularly referenced because they 
are seen as useful, relevant and helpful tools that help staff be confi dent in their decision-making.

In a collaborative partnership, robust and relevant policies are even more critical.  



The Little Community That Could 52

Framework
ACTIVE STAFF ENGAGEMENT IN POLICY DEVELOPMENT
In order to increase the odds that policies will be useful tools at East Scarborough Storefront, staff are 
engaged in the creation and evolution of policies.  Moreover, policies are reviewed regularly.  They are 
frequently updated, revised and adapted to meet the changing and broadening scope of work at The 
Storefront.  If things evolve such that a policy is no longer valid, it is quickly updated to meet the needs of staff, 
partners and volunteers.

NEW STAFF AND PARTNERS REVIEW OF POLICIES AS PART OF ORIENTATION
As part of new staff and partner orientation, policies are given priority.  No mere, “Please read and initial that 
you have done so.”  Policies are reviewed and discussed as part of orientation.  

POLICIES ARE MADE FUN AND RELEVANT
In order to keep the policies at top of mind, staff have been known to hold monthly, fun contests in which 
the real-life use of policies can be practiced.  For example:  if a resident enters The Storefront wearing a tee-
shirt with an offensive logo or statement, what would you do?  By reviewing policies, staff and partners can 
practice their decision-making in a safe environment

I knew that our approach to policies 
was having the desired impact when 
a Community Resource Specialist 
(a position that works closely with 
residents) came to me to tell me the 
following story.

“I had a situation and I wasn’t sure 
how to deal with it,” he said.  “So I 
read through the policies and found 
my situation wasn’t specifi cally 
addressed – but I took the intent of 
the policies and acted accordingly.  
I hope that’s ok,” he said.

It was more than OK. 
It meant that he had found the policy 
a useful tool to make decisions… 
what more could I ask?

Anne Gloger, Director 
East Scarborough Storefront
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9. Learning Organization

Impact
Why being a learning organization facilitates collaboration, supports people and builds community.

•  Our openness to new ideas, especially where we have no internal expertise, fosters an environment whereby 
we trust our partners to show us the way, making our partners integral to the development and evolution of 
The Storefront.  This approach bears out our belief in the strength and assets the community brings to The 
Storefront and further reinforces the power of collaboration.  

•  As a learning organization that continuously participates in projects where we rely on partners to provide 
expertise, we must continually refi ne our collaboration skills and competencies.  This can only support our 
efforts to facilitate collaboration broadly.

•  Being a learning organization has allowed us to enhance our ability to not only adapt and change but to 
also identify opportunities to transform instead of adapt. Over the course of the last decade, the community 
has set directions we never could have anticipated. We must necessarily be prepared to learn new things in 
order to keep up with the community’s transformational directives.

•  Our belief in collective wisdom means that part of our culture includes everyone learning from everyone else:  
we all learn from residents who in turn learn from each other and from us.

Philosophy
At The Storefront, change is the one constant on which we can rely.  The community has challenged us to 
think bigger and to support community building in a way we had not anticipated.  Entrenching “learning” as a 
cultural value at The Storefront is the only way to respond to an unpredictable and ever changing environment – 
whether the change is positive, challenging, self-imposed or imposed upon us.  

And because we focus on collaboration, we are open to the shifting priorities of so many partners:  the 
community, agency partners, institutional funders, government, private sector partners, etc.  Being able to 
respond to such a diversity of partners requires an ability to learn new ways of interacting and to develop new 
skills as circumstances require.

Consequently, we must be open to new learnings and opportunities to learn.  Staff are constantly challenged 
to go beyond adopting and adapting to thinking about how to transform.  Our very model is an example of 
transformational thinking.  It was predicated on an ability to respond to a new environment by learning from 
those around us.  Our founders understood that it was important to learn from both the successes and failures of 
the sector and individual organizations.

Over the course of our fi rst decade, we have continually learned from our successes and our failures.  The value 
placed on learning as much from failures as from successes is a key element that offers staff and volunteers 
a safe environment in which to experiment.  This level of comfort and safety is a critical element of a learning 
organization. It requires a culture that includes empathy, warmth and humility.

This approach requires stakeholders to be open to the notion of personal transformation.  Being continually 
challenged to grow, adapt and even transform can be uncomfortable.  It can only take place in an environment 
of safety, which The Storefront offers.
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Framework
East Scarborough Storefront has many characteristics in common with what is defi ned as a learning 
organization.  We value both success and failure; we support innovation; we strive for transformation rather than 
adaptation; we offer an environment of safety in which to experiment.  However, this has been a side effect of 
our main focus on collaboration.  We have not intentionally focused on developing a learning organization 
framework.  It has been a necessity borne out of our collaborative approach. 

There is likely something profound to learn from this about the power of collaboration.  But we’ll leave that for 
another time!
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We can no longer afford to operate
in isolation from each other.
Our problems are too complex for any one group – government, business, academia or social sector – to 
solve alone.  Resources from all sectors must contribute to solving society’s problems.  Each has a unique and 
important perspective that can infl uence change. The collective impact that can be brought to bear when 
many different groups are brought to the table can create the kind of change our society – and indeed, 
our world - needs.  Regardless of whichever corner of the world we live in, we owe it to each other – and to 
ourselves – to experiment with the power of collective impact.

We are proud of the work we have done to facilitate collaboration in support of “The Little Community That 
Could”.  And while our initial aspirations were modest – how can we work collaboratively to provide services to 
support people in East Scarborough? – we soon realized we were, and are, on to something big.

Like any approach that seems to result in success, there is a danger that “collaboration” will be seen as 
the next panacea.  “Collaboration” will be the new model to be replicated.  Academics will deconstruct 
“collaboration”, attempting to break down an organic process into discrete steps.  Professionals will offer 
workshops entitled “Twelve Steps to Collaboration”.  

Don’t get us wrong:  we look forward to the increased attention on collaboration, to having academic rigour 
brought to bear on a complex, diffi cult-to-describe and messy process and to increased funding to support 
collaboration experiments in other communities.  We fervently believe that collaboration is our best hope to 
solve complex problems.

Our hope (both for ourselves and others) is that we will remember the lessons from our fi rst decade:  focus 
on the fundamentals and keep the core strong.  Long-standing problems cannot be solved with short-term 
solutions.  Building trust and relationships requires an investment of time and integrity. There are no short cuts to 
this process.

Alone we can 
do so little;
together 
we can do 
so much.

Helen Keller

Conclusion
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Appreciative Inquiry
“The traditional approach to change is to look for the problem, do a diagnosis, and fi nd a solution. The 
primary focus is on what is wrong or broken; since we look for problems, we fi nd them. By paying attention to 
problems, we emphasize and amplify them. …Appreciative Inquiry suggests that we look for what works in an 
organization.” 

Hammond, Sue. The Thin Book of Appreciative Inquiry. Thin Book Publishing Company, 1998, pages 6-7.

The original theory and vision for “Appreciative Inquiry into Organizational Life” was articulated by two professors David L. Cooperrider and 
Suresh Srivastva at the Wetherhead School of Management in 1987.

Asset-based 
community development model
Asset-Based Community Development is a movement that considers local assets as the building blocks of 
sustainable community development. Building on the skills of local residents, the power of local associations, 
and the supportive functions of local institutions, asset-based community development draws upon existing 
community strengths to build stronger, more sustainable communities for the future.”  

Defi nition drawn from The Asset-Based Community Development Institute (ABCD) web site, www.abcdinstitute.org.

Backbone Organization
Creating and managing collective impact requires a separate organization and staff with a very specifi c set of 
skills to serve as the backbone for the entire initiative. 

John Kania & Mark Kramer, Collective Impact, Stanford Social Innovation Review, Winter 2011

Collective Impact
The commitment of a group of important actors from different sectors to a common agenda for solving a 
specifi c social problem.  

John Kania & Mark Kramer, Collective Impact, Stanford Social Innovation Review, Winter 2011

Community Resource Specialists
Highly trained East Scarborough Storefront staff with a specialized knowledge of the vast array of services in 
Scarborough and throughout the Greater Toronto area.

Community Speak
At “Community Speak” events held three to four times per year, residents discuss community issues and 
brainstorm local solutions, in collaboration with The Storefront and community partners. The Community Speak 
is a powerful catalyst for community change on everything from public spaces to service gaps, and provides 
guidance to all agencies and politicians in East Scarborough.

Glossary
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Learning Organization
A learning organization is one that facilitates the learning of its members and continuously transforms itself. 
(Wikipedia)

The term “Learning Organization” was popularized by Peter Senge, in his book, “The Fifth Discipline.”

Neighbourhood Action Partnership
Neighbourhood Action Partnership is a City of Toronto initiative that promotes capacity building, connecting, 
coordination and communication.  In East Scarborough, the NAP is the vehicle by which local service providers 
communicate, plan and work together to develop a vision to create a thriving community.

Neighbourhood Trust
In envisioning the future of Kingston-Galloway/Orton Park, residents identify gaps in service, and opportunities 
for community growth.  While some of the gaps in service are best implemented by professional service 
providers, residents are very capable of designing their own solutions, particularly in a community in which 
residents bring such skill and enthusiasm for change to the table. Through the Neighbourhood Trust initiative, 
residents can develop projects, under the umbrella of The Storefront and get organizational and moral support, 
opportunities to learn and develop skills, as well as help accessing funding.

The projects belong to the residents and Neighbourhood Trust staff support them to succeed…it’s a simple 
concept, but one that has, like everything else at The Storefront, taken the power of collaboration and the belief 
in each other to fi gure out.

Residents Rising
Residents Rising is a grassroots residents’ association whose purpose is to raise community awareness and 
participation among the people who need a way to connect with their community.  The Storefront works 
closely with Residents Rising to ensure community members are fully engaged and know how to get involved in 
community initiatives and as community leaders.

Steering Committee
The Steering Committee is a senior advisory group.  It is constituted of seven resident representatives and seven 
agency representatives.  At The Storefront Steering Committee, real, thoughtful and meaningful decisions are 
made.  Everyone on the Steering Committee works hard to ensure we are striving towards the vision, basing our 
decisions in the context of our values and underlying philosophy, and considering how our decisions will affect 
residents and partners and the future of Kingston-Galloway/Orton Park.

Tower Neighbourhood Renewal
Toronto is a city of towers, many built 30 to 50 years ago. Today, many concrete apartment towers in the inner 
suburbs have come to symbolize the challenges faced by priority neighbourhoods. However, they can also be 
the focal point for revitalization of entire communities. Tower renewal can turn a stark, concrete rectangle into 
an energy-effi cient, vibrant, green community gathering-place, integrating eco-friendly practices into an urban 
environment.

East Scarborough Storefront has taken the principles of Tower Renewal and applied them to our own backyard. 
Initiatives, such as the community garden and kitchen, linked to green urban activities, exemplify Tower 
Renewal in action.
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Appendices

APPENDIX A East Scarborough Storefront’s Awards, Research and Articles

APPENDIX B Welcome Package for Agencies 2010

APPENDIX C Decisions at The Storefront - A Brief Outline

APPENDIX D East Scarborough Storefront: Terms of Reference 
 - Steering Committee 

APPENDIX E The Storefront Steering Committee, What it means to be a member

APPENDIX F  Tides Canada Initiatives Society Project Terms of Reference 
- East Scarborough Storefront

APPENDIX G  Consent To Act 

APPENDIX H Compensation strategy

APPENDIX I  List of Service Delivery and Community Partners

APPENDIX J  Policy Framework

Original versions of these appendices can be found on our website:
www.thestorefront.org/resources




