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London Cares’ new strategic plan is informed 
by stakeholders who generously participated in 
our consultation. We were purposeful to hear 
the voices of program participants, people with 
lived experience of homelessness, community 
partners, funders, staff, our Leadership Team, 
and Board of Directors. We are grateful to the 
many people who shared their insights, wisdom, 
and time with us. We especially honour our 
program participants and people who have 
experienced or are experiencing homelessness 
for authentically sharing their stories. Your 
views have shaped our decision-making. 

This strategic plan is better because of your 
contributions. Thank you.
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Home. It’s a powerful word, evoking memories of places and spaces, people, and events. 
But what if you didn’t have a place to call home? What would home mean then?

London Cares is a champion with and for people experiencing homelessness, particularly 
persons with the most complex needs and greatest barriers. We work with people to be well 
in stable, safe housing, helping to build a compassionate, inclusive community where no one is 
left behind. This vision and mission are vital because we believe home is an essential element of 
wellness that means much more than four walls or an address. Home also means belonging.

Like many of the people we serve, London Cares is on a journey to home. We were formed 
in 2012 through a partnership of Addiction Services of Thames Valley, Regional HIV/AIDS 
Connection, and Unity Project, and funded by the City of London. Over the years, we have 
evolved both structurally and programmatically to become a more integrated and coordinated 
response to chronic homelessness in our city. We support individuals experiencing homelessness 
through street outreach, housing selection, and housing stability services, including supports for 
veterans experiencing homelessness. In 2018, what began as a pilot project under the auspices 
of several organizations was formalized as a separate entity. This is London Cares’ first strategic 
plan as an independent organization.

Over the past year, we have engaged program participants, persons of lived/living experience 
of homelessness, system partners, funders, and members of our staff, Board of Directors, and 
Leadership Team to hear their thoughts about our organization and the needs of our community. 
Much has changed since we began our planning, particularly in light of the release of the City 
of London’s Housing Stability Action Plan and Core Area Action Plan, and the global coronavirus 
pandemic. New ideas have come to the forefront, new needs have emerged in our community, 
and incredible changes have happened in our world. 

The COVID-19 pandemic has underscored the great need and the great resilience of our 
community. As the world slowed down, the marginalization of persons experiencing 
homelessness was more deeply revealed, particularly for those with complex needs and 
significant barriers. As organizations moved into lockdown, the crucial nature of basic needs 
such as food, physical warmth, shelter, washroom and shower facilities, appropriate clothing, 
and social connection became apparent. At home self-isolating was a privilege not afforded to 
everyone. The inequity of our systems and the compassion of our community were magnified  
in tandem. 

“I’m worried it’s too late for 
anyone to help me.”

~ Jonathan1

1 Although consent has been provided for all images and quotes used in this document, names of individuals have been changed. 
Further, quotes should not necessarily be attributed to the individual in the image.

A Message from London 
Cares’ Executive Director 
and Board Chair
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Vision, Mission, and Values
We saw even more clearly how persons experiencing homelessness 
live on the edges, and we also saw the compassion of community 
members who offered food, kindness, and generosity of heart. 

Here at London Cares, the pandemic crystallised the importance of 
what we do and the niche population of vulnerable persons with 
whom we work: those experiencing homelessness who have the 
greatest needs and barriers. This is ‘our lane’ and the aspect of 
the wider system where we can most effectively support change 
and work toward better outcomes for those we serve. In focusing 
our work in this area, we align with our system partners, advance 
system goals, champion the needs of this vulnerable population, 
and contribute our unique experience and expertise for a stronger 
collective impact.

As we do our part to address London’s homelessness and housing 
crisis, we acknowledge the challenges of homelessness are many,  
and the needs of our community are varied, complex, and extensive. 
We cannot do everything, nor be all things to all people. Through 
this strategic plan, we are placing our stake in the ground and 
focusing our efforts.

As an organization, we believe homelessness is a solvable problem 
that requires nuanced, multi-faceted system solutions. Equity is 
our starting point for interactions and relationships. We respect the 
individual and their journey, adapt to meet changing needs, always 
show up, and never give up. We are a strong, resilient organization 
that catalyzes change through the power of relationship. 

These essential beliefs and the insights of our stakeholders shaped 
this strategic plan. We honour your experiences and stories. 
Thank you to all who gave their time to this planning process. And 
welcome to those whom we will collaborate with in the years to 
come. We look forward to creating a shared sense of belonging as 
we journey to home together. 

Sincerely,

Anne Armstrong    Scott Courtice
Executive Director    Board President

Vision, mission, and values are bedrock elements of an 
organization.

These cornerstones guide an organization’s decision-making and action. They shape the 
organization’s goals and plans; determine the fit of program, partner, and collaboration 
opportunities; attract and retain employees; support funding applications; identify benchmarks 
for achievement; and ensure internal alignment of leadership, strategy, vision, and culture for 
optimal performance. Clear and articulate vision, mission, and value statements capture the 
essence of the organization and steer it towards its desired future.

In developing this strategic plan, London Cares defined:

Our Values: 

Our Vision: 
A compassionate, inclusive community where 
no one is left behind.

Our Mission: 
Champions with and for people experiencing 
homelessness to be well in stable, safe housing.

Home is a stable 
sanctuary of belonging 
where hope can live 
and dreams can begin.

Individuality
Honouring the 
dignity and 
uniqueness of 
each person.

Advocacy
Championing 
equity, inclusion, 
and systems 
change.

Relationships
Collaborating 
to create 
meaningful 
solutions.

Agility
Adapting 
quickly to 
dynamic needs.

InteGRITy
Always showing 
up, never giving 
up, and being 
accountable to see 
things through.
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London Cares’ strategic plan identifies the priorities, goals, and strategies it will advance to 
become a more compassionate, inclusive community where no one is left behind. This is our 
vision of the future, a future we believe is achievable and proudly dedicate ourselves to building, 
inchstone by inchstone, milestone by milestone. 

In the next three years, we will forge this bold vision by focusing our time, attention, and 
resources on:

• Communicating the complexity of homelessness
• Championing innovation through action
• Building our organizational strength for robust, need-fulfilling service

Strategic  
Priorities 2020-2024

Priority:

Communicating 
the Complexity 
of Homelessness

A compassionate, 
inclusive London where 

no one is left behind

Communicating 
the Complexity of 

Homelessness

Championing 
Innovation through 

Action

Building 
Organizational 

Strength

“Unless you’ve lived on the streets, 
you don’t know what it’s like.”

~ Martha
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The Challenge:

London’s homelessness crisis is grave and 
has been exacerbated by other systemic 
emergencies: a housing crisis including a 
dire lack of safe, stable, affordable housing 
and no specialized housing with a harm 
reduction, low barrier approach; the opioid 
crisis; poverty; and untreated mental 
health often as a result of personal trauma. 
Systemically, there are discrimination barriers, 
structural inequities, and under-resourced 
or inaccessible community supports and 
policy barriers. Additionally, there is a lack of 
public understanding, stigma, the challenges 
of working with hard-to-serve marginalized 
populations, and, now, the challenge of a 
global pandemic.

The coronavirus pandemic exposed our 
vulnerability and stratified the community 
as we came to more clearly see the impacts 
of homelessness and the privilege of home. 
We recognized the inequitable access to basic 

needs, who in our community was without 
shelter, food, and access to washrooms 
or showers as many of the supports in 
our community went into lockdown. The 
pandemic also revealed our compassion as 
we came to see one another as individuals, 
shifting from an attitude of ‘We’re all in the 
same boat’ to recognizing not everyone’s 
boat was the same and, in fact, some in our 
community struggled to find a boat. This 
challenge continues: to see there is not 
one face of homelessness in London, but 
many - the veteran haunted by memories of 
combat; couples who cannot find work; single 
parents caring for their children; individuals 
struggling with untreated mental health 
and addiction; persons who are new to the 
streets and persons who have lived there for 
years. The stories of homelessness are multi-
faceted, requiring community connection and 
community action.

The Difference We Will Make:

Developing our new strategic plan during 
the pandemic highlighted the importance 
of communicating the complexity of 
homelessness. It can happen to anyone. 
We recognize many people do not 
understand what it means to experience 
homelessness, how the daily experiences 
of violence when living on the streets 
compounds existing trauma, and what it 
takes to achieve safe, stable, supportive, 
affordable housing. This is especially true 
of persons experiencing homelessness 
who have complex needs, such as serious 
physical or mental health concerns, 
addiction, and trauma. That is our niche 
as an organization: to work with persons 
experiencing homelessness who have 
underlying trauma, the most complex 
needs and experience the greatest degree 
of marginalization.

Working in our niche is not just about 
providing appropriate services and 
supports. It is also about shining a 
light on homelessness and helping 
to build widespread support to solve 
homelessness. This means doing our part 
to support the City’s initiatives to solve 
homelessness and championing a broader 
understanding of the challenges and 
diversity of homelessness in London.

Communicating the complexity of 
homelessness requires curiosity, care, and 
vulnerability. It asks us to see the person 
experiencing homelessness instead of 
pretending they are invisible, to sit in the 
discomfort of privilege as we learn from 
people with diverse life experiences. It 
requires data and the perspective of lived 
experiences to inform discussions, and it 

invites us to build empathy as we connect 
beyond the issues to the people. It helps 
us see that offering a bottle of water to 
someone living on the street is more 
than nourishing the body; it is initiating 
relationship. The coronavirus pandemic 
reminds us of the importance of human 
connection. Sometimes those connections 
start when we say ‘Hello’, offer a small 
kindness, and begin a conversation. In 
those moments, we are humanized and 
become visible to one another.

These community conversations about 
homelessness are vital, fostering a 
powerful virtuous cycle: sparking 
community support for sustainable 
action; encouraging a shift to seeing 
homelessness as a failure of systems 
rather than individuals; decreasing the 
stigma of homelessness; helping to move 
persons experiencing homelessness from 
the margins of society and re-membering 
them as part of the wider community; 
and mobilizing our community for action. 
Through these generative conversations, 
we will catalyze our community’s work to 
solve homelessness in London, Ontario.

The Goal:  Increased community mobilization to solve 
homelessness in London, Ontario
To achieve this goal, London Cares will:

1. Amplify and integrate lived experiences of homelessness.
2. Develop and implement a communications strategy 

to increase understanding about the complexity of 
reaching the most marginalized persons experiencing 
homelessness, the lived experiences of homelessness in 
our community, and London Cares’ response.

3. Enhance our ability to gather and use data about 
homelessness in London.
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“London Cares has a role to help 
us understand their population, 
and what will or will not work. 
They have a role to influence and 
educate the rest of the system.”

~ Community partner
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Priority:

Championing 
Innovation 
through Action

“When you’re on the street, it’s 
hard to get back on your feet 
without money, a cellphone, and 
housing. People need help. It’s your 
responsibility to get back on your 
feet, and it’s hard to do. People need 
a helping hand to get back up.”

~ Cheryl

The Challenge:

It’s hard to turn a corner when you live on 
the street. And, the longer you experience 
homelessness, the more you are marginalized, 
the more invisible you become, and the more 
difficult it can be to access support, especially 
if that support crosses multiple organizations 
and systems. At the micro and macro levels, 
homelessness interventions do more than 
‘get people off the streets.’ They identify and 
address the interwoven issues that prevent 
someone from being or staying housed. 

Our current systems struggle to provide 
coordinated responses for persons 
experiencing homelessness, especially 

individuals with the highest acuity (i.e., 
persons with the most complex needs and 
greatest degree of marginalization). While 
many organizations are working to solve 
homelessness in different ways, our challenge 
to effectively and efficiently coordinate means 
individuals can fall through the gaps. As we 
work to reduce system duplications and 
provide effective and efficient supports, we 
must take a population-based approach to 
solving homelessness, reducing inequalities in 
health status between population groups and 
generating equitable solutions with respect to 
housing, safe spaces, and basic needs.

The Goal:  Integrated services that seamlessly support 
persons from homelessness to home
To achieve this goal, London Cares will:

1. Create safe spaces and services for those who are most 
marginalized.

2. Continue to develop and implement promising practices for 
working with the most marginalized persons experiencing 
homelessness.
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The Difference We Will Make:

Collaboration and coordination are 
essential to build sustainable systemic 
solutions. Finding such solutions requires 
creative thinking, a willingness to innovate, 
and deep listening and dialogue among 
all actors in the system – community 
leaders, service providers, persons with 
lived or living experience of homelessness, 
community members, and allies. 

At London Cares, we will continue to 
explore promising practices to better 
assist persons experiencing homelessness 
with high acuity (i.e., most complex needs 
and barriers). We compassionately meet 
people ‘where they’re at’, adapting with 
agility to provide responsive service 
delivery with imagination, resilience, and 
grit. We are committed to helping persons 
who cannot access services elsewhere 

by developing safe spaces to meet basic 
needs, such as resting space, shelter, food, 
and washrooms. And we are committed to 
being strong systems partners, focusing 
on the population we serve, advocating 
for their needs, and being part of and 
championing a systems response to 
homelessness.

As we seamlessly integrate supports 
and services, we will continue to work 
across systems and sectors, to dialogue 
with partners, and amplify the voices of 
persons on the margins of our community. 
In building seamless supports from 
homelessness to home, we will foster 
greater equity for persons experiencing 
homelessness who are highly marginalized 
so they, too, have choices, supports, and 
belong.

Priority:

Building 
Organizational 
Strength

“London Cares saved my life. I was on 
the street 14 ½ years. They helped me 
get off the street.”

~  Steve
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“Homelessness is a complex issue. It’s about 
economics, partnerships with developers, 
municipal leadership, supports for persons 
experiencing mental illness or addictions, things 
that complicate the state of homelessness. We 
need to work together to become a better city, a 
better place for people who are hurting so much”

~ Community partner
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The Challenge:

Homelessness response services is tough 
work. It requires dedication, patience, 
flexibility, compassion, skill, and resilience 
to accompany persons experiencing 
homelessness and stand with community 
partners, allies, and leaders. The work is high 
pressure, high stakes, and hard, lacking the 
perks of other jobs. There is no quiet office, 
desk, or chair. For outreach workers, their 
office is the streets, and their equipment is a 
backpack and cell phone. 

Like other agencies, we work with a mantra 
of ‘do more with less,’ and we recognize the 
inherent tension of limited resources coupled 
with increasing demands for service. We 
must balance being responsive to the needs 
of the people we serve and our staff, with the 
necessity of responsible budget management 
in a time of fiscal constraint. This is not 
viable in the long run. Robust financial 
resources are needed to better balance our 
agility in responding to the needs of program 
participants with recognizing the impact 
this dexterity has on our staff. Sustained 

agile responses require more sustained 
resources. The work we do is vital and often 
arduous, increasing the risk of staff turnover 
and burnout. This, in turn, is difficult for the 
people we serve, who crave stability and 
consistency in an environment that is ever-
changing, ever-challenging, and increasingly 
complicated.

Our work requires an empowered and 
supported team that is ready to serve. We are 
grateful for the skill, dedication, and passion 
our team members demonstrated during 
the COVID-19 pandemic. We honour their 
commitment to our program participants 
and community and want to contribute 
to their continued wellness. We recognize 
the stronger we are as an organization, the 
better we can affect change in the lives of 
individuals, systems, and our community. 
To do this, we need to invest in skilled, 
engaged employees, a positive culture, 
diverse financial resources, and clear policies, 
procedures, and practices that support our 
day-to-day operations.

The Difference We Will Make:

Building our internal strength allows 
London Cares to serve our clients 
and community with excellence. In 
strengthening our organization, we 
will provide outstanding service and 
partnership now and in the future. Equity 
and inclusion are foundational to who 
we are. We recognize the uniqueness 
and dignity of program participants and 
staff, and champion diverse, welcoming, 
accepting, and just environments. As 
we live these values and build our 
organizational strength, we more fully 
become servant leaders focused on the 
growth and wellbeing of the people and 
communities to which we belong.

Diversifying and expanding our revenue 
streams equips us with more stable 
funding to deliver essential functions and 

exceptional services. Becoming a more 
agile and resilient agency with a positive 
organizational culture will help us attract, 
retain, and support competent, committed 
staff, and invest in our people as leaders for 
today and tomorrow. Refining our policies, 
procedures, and practices helps clarify our 
operations. It supports consistency, role 
stability, effective leadership development, 
training, mentoring, coaching, and 
supervision. In building our internal 
capacity, we will more effectively complete 
our core work and demonstrate to our 
community, funders, and partners the value 
we provide for their investment.  

The stronger we are as an organization, the 
more likely we will achieve our vision of a 
compassionate, inclusive London where no 
one is left behind.

The Goal:  A healthier, stronger London Cares marked by 
skilled, experienced staff and robust resources
To achieve this goal, London Cares will:

1. Sustain staff engagement and diversity.
2. Diversify and grow our financial resources.
3. Strengthen our day-to-day operations.
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“If it wasn’t for London Cares, I wouldn’t be here; 
I’d still be out on the streets. The kindness they 
have shown is amazing. It’s made a difference in 
my life. Maybe it won’t work for everyone. But, 
hey, if there are even a few people who get help, 
then it’s worth it.”

~  Tim
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In developing our strategic plan, we focused on hearing 
the wisdom of stakeholders. We wanted our planning to 
be an opportunity to map paths to our desired future, 
and cultivate relationships with program participants, 
persons with lived experience of homelessness, partners, 
funders, and members of our staff, Board of Directors, 
and Leadership Team. 

This plan articulates our organizational cornerstones of 
vision, mission, and values, and the three-year priorities and 
goals we will focus on to bring them to life. These elements 
root us in our vision of the future and position us to shift 
from dreaming to action to impact.

Our collaborative planning included:

Our Strategic  
Planning Process 

Listen to our People
We met with more than 100 people from different areas 
of London Cares’ operations, hearing their views on 
homelessness, our organization, and its future. Stakeholders 
participated through interviews, focus groups, and online 
surveys. These methodologies brought forth diverse 
perspectives and gave stakeholders a voice in developing 
our plan.

PHASE 1

Listen

Develop the Plan
Having identified the long-term impact we desire and the 
priorities and paths that will get us there, we communicated 
our decisions in this strategic plan document.

Shift to Action
We are primed and ready for action! London Cares will 
vigorously operationalize this plan, shifting from dreaming 
to action, evaluating our successes, and learning from 
our experiences. We look forward to strengthening our 
relationships and sharing our progress with you. We are 
eager to collaborate so it is more likely persons experiencing 
homelessness will have opportunities to journey to home.

PHASE 3

Develop

PHASE 4

ACT

Map the Future we Desire
Reflecting on what our stakeholders said, London Cares’ 
staff, Leadership Team, and Board of Directors articulated 
the organization’s vision, mission, and values, and three-year 
priorities, goals, and strategies. These facilitated sessions 
developed a shared understanding of London Cares’ desired 
future and the paths we will take to move forward.

PHASE 2

MAP
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