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STRATEGIC PLAN 2015-2020 
 
Home.  Community.  Dignity. 

“For I  was hungry and you gave me something to eat,  I  was thirsty and you gave 

me something to drink, I  was a stranger and you invited me in” (Matthew 25:35)  

Matthew House Refugee Services (Ottawa) Inc (MHO) was founded in January 2010 by a group of visionary 

volunteers. Modelled after Matthew House Toronto, initially the organisation was entirely volunteer-based 

and focussed solely on assisting refugee claimants.  

The Furniture Bank of Ottawa came under the auspices of MHO following the departure of its founders in 

early 2012.  Whilst established in response to the plight of Haitian refugees, the Furniture Bank’s mission 

quickly expanded to embrace all low-income individuals and families in Ottawa. 

In 2014, these two services were transformed into Matthew House Ottawa: Refugee Services and Furniture 

Bank (MHO:RS and MHO:FB respectively). MHO is a faith-based organisation and has always enjoyed 

consistent support from Ottawa’s Christian community as well as generous community agencies and businesses. 

Executive Summary 
 

MHO’s motto is “Home.  Community.  Dignity” 

MHO occupies a unique position in Ottawa.  Currently, it is the only charitable organisation that provides 

accommodation solely to refugee claimants through MHO:RS.  Furthermore, MHO:FB is currently the only 

charitable service in Ottawa that provides a client-centric and client-controlled experience when accessing 

furniture and household goods.   

The purpose of this strategic plan is to not only build on the organisation’s current strengths but to also 

address identified needs.  Currently, MHO is excelling in providing services that value those we serve, 

conferring dignity and humanity to those who have experienced marginalisation.  It also enjoys significant 

support from invested community groups (particularly churches).  It is able to maintain a frugal bottom line by 

successfully recruiting highly qualified and experienced volunteers to assist with programming.   

By contrast, several organisational shortfalls have been identified.  These include a present inability for the 

organisation to be self-sustainable.  This is due to heavy reliance on donated or very reasonably priced and 

accessible operational assets (ie donated warehouse space at MHO:FB and very low rent at MHO:RS).  

Furthermore, the transient nature of some volunteers has meant that, at times, there has been instability in our 

operations. 

The following missional objectives have all been derived from MHO’s vision, mission and values.  They were 

arrived at through a process of consultation with staff and executive volunteers and have been divided into 

three categories: MHO Corporate, MHO:FB and MHO:RS. 

The timeline for this strategic plan is 2015-2020.  This period has been divided into two phases: 2015-2017 

and 2018-2020.  In addition to informal quarterly reviews, this plan should be reviewed for efficacy at the 

end of 2017 and modified if necessary.   
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Its implementation will require the participation of staff, volunteers and external community agencies.  Whilst 

many of the operational aspects will be led by existing staff, capacity to put in place many of the ensuing 

initiatives is not present at this time.  As a result, staff will build teams of volunteers to assist.  If necessary, 

extra staff may be employed. 

Ultimately, the aim of this plan is to move MHO to a position where it is moving towards its vision, achieving its 

mission, is operating sustainably and is demonstrating longevity.  This aim is fully achievable if an attitude of 

balanced risk-taking is fostered and acted upon. 

 

Vision, Mission & Values 

Vision 

Matthew House Ottawa is a faith-based, transformative model of excellence caring for Ottawa’s 

marginalised population. 

Mission 

Matthew House Ottawa is a faith-based, volunteer-driven, charitable organization that helps Ottawa’s 
marginalised population to establish connected, safe, healthy, and dignified homes within our community. We 
do this by: 

 Providing shelter, food and refugee settlement assistance, including volunteer opportunities, in a 
family atmosphere to refugee claimants so that they may begin their journey to independence as 
members in Canadian society; and, 

 Distributing quality used furniture and household goods to Ottawa’s marginalised population 

Values Statement 

Faith Based - We live by our Christian faith and care for the stranger in response to God's call (Matthew 
25:35).  
 
Loving Service - This ministry seeks to express loving service towards each person we serve, do justice, love 
mercy, and walk humbly with God.  
 
Compassionate - We are passionate, caring, and enthusiastic in support of people's needs and seek to 
express a ministry of loving service toward each person we serve.  
 
Respecting Human Dignity - We believe in respecting the value and dignity of each person receiving our 
services and those who serve in this ministry.  
 
Engaging Community - We believe in building relationships with individuals, groups and other organizations 
to create fellowship and mutual support to help those in need. 
Building Community - We believe in helping our clients to integrate into their new community to build a 
happy, healthy home, live in personal safety, and achieve their potential within our society.  
 
Accountable - We are accountable to our clients, volunteers, and community partners and treat all who come 
 in contact with this ministry with integrity, fairness, consistency, and honesty.  
 
Environmentally Conscious - We encourage waste reduction, reuse, and recycling through our programs to 
promote healthy environments.



Strategic Missional Objectives 
 

The following missional objectives have been derived from MHO’s current mission.  Missional objectives have 

been categorised by service or as corporate and divided into two time periods: 2015-2017 and 2018-2020.  

They are based on the outcomes of consultation with staff and volunteers and seek to support the vision of 

MHO to be a faith-based, transformative model of excellence caring for Ottawa’s marginalised population. 

Missional Object ives: Corporate  

2015-2017 2018-2020 

Goal 1: Increased volunteer and staff capacity  Goal 6: Staff recognition through compensation 

Goal 2: Increased volunteer engagement Goal 7: Community engagement 

Goal 3: Merge MHO:FB and MHO:RS volunteer 

recruitment practices  

Goal 4: Consistent organisational policies and 

procedures 

Goal 5: French language  

Missional Object ives: Furniture Bank  

2015-2017 2018-2020 

Goal 1: Self-sustainability Goal 3: Engaging corporate Ottawa 

Goal 2: Increased staffing 
Goal 4: Increased accessibility of service to 

Ottawa’s marginalised population 

Missional Object ives: Refugee Services  

2015-2017 2018-2020 

Goal 1: Increased connectivity between past 

residents and community agencies 

Goal 3: Leveraging of existing and creation of new 

community partnerships 

Goal 2: Recruit and maintain long-term volunteers 
Goal 4: Identify long-term accommodation solutions 

for transitioning residents 
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Missional Objectives: Corporate 2015-2017 

Goal 1: Increased volunteer and staff capacity  

MHO is a volunteer-based organisation and relies on the generosity of volunteers to operate.  We will seek 

to provide a value-added experience for our volunteer cohort by facilitating training and/or education 

opportunities to increase their capacity within a professional context as well as increase personal well-being.  

A priority focus for 2015-2017 will be the development of Directors of the board.   

Increasing volunteer capacity will be achieved by engaging with in-house and external resources for 

professional and personal development opportunities.  It will also be achieved by utilising network connections 

(including those organisations with which MHO holds corporate membership). 

Staff employed by MHO will continue to be offered access to professional development and personal well-

being opportunities.  Priorities for both professional development and personal well-being will be determined 

by identifying existing gaps in employee capacity or in response to predicted organisational needs.  A 

priority focus for 2015-2017 will be developing volunteer management and professional leadership 

capacity. 

Goal 2: Increased volunteer engagement 

Volunteer transience has been identified as an issue that hinders consistency and excellence of operations.  

We will seek to increase the number of actively participating volunteers by providing opportunities that will 

provide continuous engagement for our volunteer cohort.   

Recognising that volunteerism is affected heavily by the volunteer’s personal availability, we will seek to 

develop mechanisms to match the right volunteer to the right role.  We will also seek to engage only those 

volunteers who present with skills that align to the needs of the organisation at the time to ensure the volunteer 

observes benefit for their investment.  This may mean declining the offer to volunteer from certain individuals. 

We will develop an organisational milieu of excellence by seeking to engage and retain only those 

individuals who prove to have excellent character.   
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Goal 3: Merge MHO:FB and MHO:RS volunteer recruitment practices  

MHO will seek to develop and implement a coherent and consistent volunteer recruitment strategy.  This will 

assist in solidifying the merger of the two services under the umbrella of Matthew House Ottawa: Refugee 

Services & Furniture Bank.   

This will be achieved by sharing current programs that have proven to be effective between the two services.  

It will also be facilitated by increased staffing capacity with regard to volunteer co-ordination (ie more 

employees) at MHO:FB.   

Goal 4: Consistent organisational policies and procedures 

MHO will seek to adapt and/or modify existing policies and procedures to reflect the 2014 merger of its two 

services.   

Goal 5: French language  

MHO will seek to publish all public material in both official languages of Canada.  This includes all 

promotional material (including the website), annual reports, strategic plans and newsletters. 

Where English/French bilingualism is identified as an essential skill for staff, MHO will provide official 

language training to facilitate acquisition if necessary. 

Missional Objectives: Corporate 2018-2020 

 

Goal 6: Staff recognition through compensation 

MHO will seek to move towards market level salaries for staff in order to recognise the important work of its 

employees and to facilitate retention.  MHO will seek opportunities to provide pension benefits to staff 

beyond the compulsory Canadian Pension Plan contributions. 
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Goal 7: Community engagement 

MHO will seek to expand community engagement with the overall goal of increasing our corporate profile 

within Ottawa.  This will facilitate opportunities to partner with faith-based, community and government 

agencies in order to better fulfill the vision for MHO.  In addition, it will provide opportunity for augmented 

revenue through fundraising initiatives. 

This will be achieved by developing a reputation of excellence in service, good stewardship and recognition 

for our significant impact within Ottawa. 

Missional Objectives: Furniture Bank 2015-2017 

Goal 1: Self-sustainability 

MHO:FB will seek self-sustainability defined here as sourcing 80% of operational expenditure from earned 

revenue streams.  To achieve this, MHO:FB will develop a revenue collection model that places emphasis on 

donor contribution through pick-up fees. 

Goal 2: Increased staffing 

MHO:FB will employ more staff in order to support the growing demand for our service from the community.  

Priority focus for 2015-2017 will be the recruitment of a permanent part-time driver/mover identified from 

Ottawa’s refugee community and permanent part-time Operational Assistant to assist with administrational 

duties including volunteer co-ordination. 

This missional objective is contingent upon budgetary forecasts that indicate successful achievement of self-

sustainability. 

Missional Objectives: Furniture Bank 2018-2020 

Goal 3: Engaging corporate Ottawa 

MHO:FB will pursue financially beneficial connections with corporate Ottawa with the minimum aim of securing 

the outstanding 20% of funding not provided through earned revenue streams.  We will achieve this by  
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working diligently towards excellence in operations so that we are able to offer corporate Ottawa the 

opportunity to increase social responsibility by being associated with a charitable organisation of excellence 

and good repute. 

If funding is available, MHO:FB will employ a Stakeholder Relations Leader to facilitate relationships with 

corporations in Ottawa, write for grants and participate in volunteer management. 

Goal 4: Increased accessibility of service to Ottawa’s marginalised population 

MHO:FB will seek a second location for its warehouse closer to the centre of Ottawa; preferably within a 5km 

radius of MHO:RS.  This will improve accessibility to many of Ottawa’s low-income families and individuals 

who currently reside in subsidised housing around the Bayshore and St Laurent Mall areas. 

Missional Objectives: Refugee Services 2015-2017 

Goal 1: Increased connectivity between past residents and community agencies 

MHO:RS will actively pursue programs to ameliorate the services’ connection with residents who have 

transitioned to independent living.  In addition, it will develop programs that connect transitioning residents to 

families and community groups (including church groups) close to their new place of residence. 

Goal 2: Recruit and maintain long-term volunteers 

MHO:RS will articulate, in greater detail, the various duties of diverse volunteer roles to ensure that the right 

individual is placed in a mutually beneficial position.  It will place greater emphasis on recruiting individuals 

whose lifestyle does not lend itself to seasonal availability when seeking direct support volunteers.  In doing 

so, MHO:RS will increase volunteer investment in the well-being of staff and residents as well as fostering an 

atmosphere of long-term commitment to excellence. 

MHO:RS will continue to welcome seasonal volunteerism, however, will create volunteer opportunities better 

suited to the level of engagement available. 
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Missional Objectives: Refugee Services 2018-2020 

Goal 3: Leveraging of existing and creation of new community partnerships 

MHO:RS currently enjoys several community partnerships.  It will seek to deepen the level of engagement with 

these connections.   

In addition, MHO:RS will pursue new partnerships with community agencies or businesses that will strategically 

support operations.  Priority areas of focus will be connecting with other social support agencies to the benefit 

of residents. 

Goal 4: Identify long-term accommodation solutions for transitioning residents 

MHO:RS will develop relationships that lead to long-term accommodation solutions for residents once they 

have departed.  It will achieve this by exemplifying excellence in the support it provides to potential property 

agents when presented with the option of housing an outgoing resident.  

MHO:RS will not seek to expand its own operations to include transitional living accommodations for the 

period of this strategic plan. 


