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Strategic Plan
Fiscal Years 2011-2015
Adopted by the Board of Directors on June 15, 2011
Tim Jackson – FY2011 Chairman of the Board

Lucy S. Beauchamp (N) – FY2012 Chairman of the Board

Pete Dolan (N) - FY2013 Chairman Elect Designee

Sheri Winesett – FY2011 Vice Chair, Strategic Planning
Robert H. Clapper, II – President and CEO
This Strategic Plan was developed by the Prince William Chamber of Commerce, in its first year of existence, to lay the foundation for future operations.  This Plan is intended to focus on those strategic priorities necessary to move the organization forward to serve our membership through the 2014-2015 operating year.
This Plan was created through a series of strategic focus groups which were comprised of members of the 2010-2011 Chamber Executive Committee, key Chamber staff, along with contributions from the Board of Directors.
A critical goal in developing this Plan was to ensure the strategic priorities presented herein are an accurate representation of the vision under which the Chamber was founded, the principles and requirements of the Merger Agreement, as well as the fundamental tenants of providing quality support to the membership.

While the Strategic Priorities are accompanied by action items, it is anticipated that refinements will occur during implementation.  To that end, and to ensure that progress is monitored, this Plan will be augmented by a Strategic Plan Metrics document that delineates the following elements:

· Staff Responsibility – Lead Chamber Staff member with the responsibility for oversight of the implementation of the Strategic Priority

· Implementation Status – A narrative description of the progress toward implementation to include refinements, deviations, additional actions necessary to meet the goal.

· Percent of Implementation – A running assessment of the implementation progress

· Date of Implementation – Final completion of the Strategic Priority

This Strategic Plan is organized into the following major functional areas:

· Membership (MB)

· Business & Education (BE)

· Government Relations (GR)

· Community & Strategic Partnerships (SP)

· Economic Development (ED)

· Communications & Marketing (CM)

· Administration (AD)

· Finance (FN)

Each functional area contains related Strategic Priorities, numbered sequentially, that address the fulfillment of the particular area, along with Action Items that are germane to the implementation of the Strategic Priority.  The organizational structure is:


Functional Area



Strategic Priority – XX-#




Action Items



Strategic Priority – XX-#




Action Items
The order of presentation of the functional areas and the Strategic Priorities within each area do not necessarily imply an order of precedence or importance.
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Strategic Priority – MB-1:
Promote and expand volunteer and educational opportunities offered to members. 
Action Items:

· Business & Education Seminars;

· Post volunteer opportunities on the website and provide an online volunteer form;

· Develop survey to assess the individual interests of members and engage them in Chamber programs i.e. Young Professionals of Northern Virginia (YPNOVA), Economic Development, Governmental, Leadership Prince William;

· Promote and increase the Ambassador Program.
Strategic Priority – MB-2:
Provide advertising/sponsorship opportunities to increase member’s recognition and visibility in areas best suited to meet their marketing needs. 
Action Items:

· New member information packet; Membership Directory;

· Move To initiative;

· Quarterly Membership Update;

· Weekly Email Blast;

· PW Business;

· Chamber Website Banner Ads;

· Table Sponsorships for Leadership Series, Business Building Series, and Annual Awards;

· Chamber-PAK;

· Affinity Programs;

· Special Events:  Ribbon Cuttings,  Chamber Return on Investment (ROI), Grand Openings and Ground Breakings, Parades;

· Chamber programs such as YPNOVA, Leadership Prince William, and Governmental Activities.

Strategic Priority – MB-3:
Identify member needs and expectations in order to provide programming that enhances membership value. 
Action Items:

· Expand Affinity partnerships with businesses in the region;

· Develop a more effective referral program;

· Conduct an annual survey of the entire membership to gather needed input; 

· Conduct a survey at the one-year anniversary of membership to assess the impact of the first year membership.

Strategic Priority – MB-4:
Enhance membership recruitment efforts to build a stronger membership base and increase member visibility in the local community. 
Action Items:  

· Visit potential member businesses and communicate the benefits of membership; Implement “Be Our Guest” post card program;

· Generate mailing list of potential members for letters of encouragement to join the Chamber sent by the President & CEO;

· Effectively target under-represented segments of the business community to grow membership base and to provide beneficial programs;

· Develop an online new member referral program;

· Enhance new member recognition to maximize the benefit of membership;

· Introduction at the monthly Business Briefing;

· Listing in Weekly Email;

· Listing in Chamber "Voice" printed and included monthly in the PW Business;

· Listing in Quarterly Membership Update with the possibility of photo inclusion. 
Strategic Priority – MB-5:
Establish a Retention Plan to strengthen the renewal rate of current membership.
Action Items:

· Implement Member Mentoring Program to encourage new or non-active members to attend an event with another member, Ambassador, or staff person;

· Develop “Email the Board” where members can ask questions, post complaints, concerns, or tell us what we are doing right;

· Thank You notes written by Board Members to new members and Top Tier members;
· Implement a process of retention by selecting an existing member(s) to contact non-renewing members personally. 
· Notes and addresses available at monthly Board meeting;

· Develop Surveys for Membership;

· New Member Survey sent at 90 days;

· General Membership Survey sent annually;

· Explore the possibility of Automated Voice Reminders;

· Explore the possibility of WebCam messages from President & CEO at renewal date;

· Implement business segmented roundtable discussions;

· Explore “Tiered Dues” or Participation Level Dues Structure.

Strategic Priority – MB-6:
Recruit and Retain Top Level Members/Investors. 
Action Items:

· Enhance Major Sponsors brochure to use as a recruitment/retention piece for Vision & Cornerstone Members/Investors highlighting benefits of investment; 

· Maximize Exposure of Major Sponsor Members/Investors at events and in publications; 

· Listed in signature events program; 

· Banner displayed at events and in Chamber lobby; 

· Major Sponsor table available at signature events; 

· Highlight individual top tier sponsor businesses in weekly email;

· Organize opportunities for annual Vision/Cornerstone visits by Ambassadors, Board Members, or Staff;

· Develop target list of potential Vision/Cornerstone members to be invited to a Major Sponsor breakfast;

· Provide opportunities for representative to be seated at head table or second table (whether it is the company’s Vision event or not).
Strategic Priority – MB-7:
Increase Communication between Members, Chamber Staff, and Board of Directors. 
Action Items:

· Develop “Email the President” where members can ask questions, post complaints, concerns, or tell us what we are doing right; 

· Thank You notes written by Board Members to new members and top tier sponsors.
Strategic Priority – BE-1:
Promote communication and awareness among area businesses and industries. 
Action Items:
· Conduct workshops/seminars to discuss, teach and inform attendees on business issues and trends;
· Indentify workshop topics to meet training needs;
· Explore collaboration that would leverage resources for a healthy workforce. 

Strategic Priority – BE-2:
Continue to develop the Prince William Business Academy.
Action Items:

· Develop a marketing plan for Prince William Business Academy to include a detailed description of the purpose, structure and goals of the Academy;

· Recruit additional service providers;

· Define and collect measurable data for Prince William Business Academy; 

· Provide services and training opportunities for business owners to ensure viable business climate.

Strategic Priority – BE-3:
Assist employers who wish to recruit and retain the best quality employees in a changing labor market. 
Action Items:

· Educate chamber members on job training programs available through higher education centers; 

· Work collaboratively with regional Workforce Investment Boards and the Alliance for Business and Training to inform industry of available grants and training for incumbent or displaced workers;

· Work cooperatively with Technology Councils to support strategies that will result in high-wage jobs, formation of technology-based companies, and insure a technology based workforce;

· Encourage a culture of innovation and entrepreneurship. 

Strategic Priority – BE-4:
Advocate the improvement of small business development and entrepreneurism in Prince William County.
Action Items:  

· Work to develop a robust small business support system and center for Chamber members; 

· Review opportunities for partnership and collaboration with the Flory Business Center; 

· Explore opportunities to partner with the Prince William County Economic Development Department and other economic development activates to develop a Regional entrepreneur network.

Strategic Priority – BE-5:
Promote relationship between business and education. 
Action Items:

· Work with school systems to increase high school graduation rates and raise test scores; 
· Maintain Workforce Development Program between eighth grade students and local businesses and industries promoting Science, Technology, Engineering, and Math; 
· Align education goals with those of state and federal curriculums, mandates and governance;
· Support community colleges and technology centers to have the flexibility and funding to provide training programs that meet job demands; 
· Increase business support of K-12; Encourage leadership (schools and business community) to improve performance of at-risk children; 
· Coalescing education and business to achieve a unifying vision for our school systems; 

· Encourage increased collaboration among regions higher education institutions to create effective partnerships in research, innovation and technology; 

· Participate in regional initiatives that address education and workforce results; 

· Develop Partnerships in Education (PIE) to provide parents and industries with the latest information on education reform, scholarships and educations assistance programs for students and adults; 

· Coordinating and implementing Commonwealth Scholars programs to develop a more qualified workforce; 

· Encourage post-secondary education to increase number of adult learners and bring the region up to national average.

Strategic Priority – GR-1:
Represent the interests of business at the local, state and federal levels. 
Action Items:
· Hire a Director to focus on Public Policy and State Issues;

· Visit Richmond legislative offices;

· Identify and focus on long-term permanent issues that affect the business community; 

· Attend Prince William County Board meetings; 

· Manassas and Manassas Park City Council meetings; 

· Advocate for pro-business legislation.
· Explore the options for forming a Political Action Committee.

· Be the GO TO organization for business in the region;

· Ensure effective and timely communications of legislative agenda with the membership and elected representatives.

Strategic Priority – GR-2:
Conduct governmental relations meetings to discuss and review legislative issues that affect Prince William businesses. 
Action Items:

· Invite legislators and elected officials to attend governmental relations meetings to provide current information of pending legislation;

· Ensure members are afforded the opportunity to discuss and provide input to legislative issues.
Strategic Priority – GR-3:
Effectively communicate governmental issues to membership base. 
Action Items:

· Distribute governmental related e-mails from the U. S. Chamber,

· Virginia Chamber of Commerce to members of the Governmental Relations Council and Board of Directors;
· Continue an annual legislative agenda with general public policies to improve the response time to pending legislation; 

· Provide governmental up-dates at routine Chamber events, and provide end of the legislative session wrap-up briefings. 

Strategic Priority – GR-4:
Maintain communications with elected officials. 
Action Items:

· Utilize conference calls and legislative visits to stay abreast of current issues and concerns; 

· Coordinate and host candidate forums and events to provide the community and chamber membership with current legislative information; 

· Effectively voice the chamber’s position on legislative issues, needs, and concerns to elected officials; 

· Involve Board of Directors and members, as appropriate, in discussion of issues that may be influenced by government entities; 

· Participate with other chambers in regional legislative events; 

· Poll members on legislation pertinent to business; 

· Position the chamber as a leader in building consensus and mobilizing resources for the purpose of strengthening businesses’ influence on public policy;

· Develop a grassroots communication network emphasizing the chamber’s position on legislative issues and mobilize the membership.
Strategic Priority – GR-5:
Educate membership on the governmental process.
Action Items:  

· Define and create a Government 101 education program to be held at least annually;

· Promote advancement of regional issues that support the Chamber’s legislative agenda;

· Identify common goals between city and county government and business sector to ensure a proactive approach at the local level.

Strategic Priority – SP-1:
Provide leadership development opportunities that motivate volunteers to become involved in community issues and needs.
Action Items:  

· Work with Leadership Prince William to establish volunteer requirements prior to acceptance into a class;
· Establish a Leadership Prince William Alumni network that connects graduates to Chamber non profits and other community volunteer leadership roles; 

· Revive “young professionals” leadership initiative that encourages community involvement in non profits and public sector.

Strategic Priority – SP-2:
Leverage the areas cultural assets to create an economic and competitive advantage in the region.
Action Item:

· Provide opportunities for public and private sector leadership to learn from peer communities that have successfully implemented an effective cultural strategy.
Strategic Priority – SP-3:
Become the leader in developing a strong economic region with a collaborative regional community.
Action Items:

· Establish an Executive Roundtable for regional Chamber executives to meet and determine issue areas to leverage and align;
· Leverage neighboring Chambers’ voices and influence when advocating for business at federal, state and local levels;
· Partner with Chambers in the region on a Women’s Business Summit and a Hispanic Business Summit.

Strategic Priority – SP-4:
Assist in the creation of a more cohesive and cooperative nonprofit community.
Action Items:

· Create a forum for non profits to find better ways to leverage the resources in the community, set common community goals and establish benchmarks within the region.
Strategic Priority – SP-5:
Unify the various Prince William area communication messages to support business success and economic development outcomes.
Action Items:

· Establish a regional partnership with multiple stakeholders throughout the county to help create, brand, and present a positive image, that  communicates a more unified message;
· Facilitate and lead the development of common messages that can be used by multiple audiences.

Strategic Priority – ED-1:
Serve as a resource partner with local economic development entities. 
Action Items:

· Provide referrals and potential prospect contacts to economic development entities; 

· List on chamber’s web site information to include demographics, vital economic data and statistics; 

· Participate in economic development functions, visits, calls and meetings as needed; 

· Support competitive tools that positively affect infrastructure, tax policies and regulations, workforce development, a clean environment and technology initiative; 

· Support prudent incentives for business attraction and expansion.

Strategic Priority – ED-2:
Promote and enhance the development and expansion of existing county-based companies. 
Action Items: 

· Support the creation and partnership of a business on-site visitation survey program, to gather data on existing Regional Prince William-based company conditions, issues, needs, and problems of local businesses and to identify potential business expansions in coordination with the Various Econ Dev Agencies of Prince William County;

· Support and increase resources available to support small Prince William, Manassas, and Manassas Park-based companies and start-up businesses through provision of management and technical assistance service, referral services, and information resource support.

Strategic Priority – ED-3:
Enhance the business-attraction and business-retention characteristics through promoting of Prince William. 
Action Items:
· Develop a marketing plan  (Maps are GREAT Promoting tools to create non dues revenue advertising opportunities) that complements the Prince William Economic Development Department, The Economic Development Activities of Manassas, Manassas Park, and Dumfries in order to create a distinct, vital, attractive, interesting, and tangible image of the Prince William Region to create brand awareness that will give a “profile identity” locally, regionally, and nationally; 

· Promote the profile by concentrating on existing strengths, such as;

· A highly educated, skilled, professional workforce and education infrastructure, such as the George Mason University and Northern Virginia Community College campuses;

· Convenient interstate highway, rail, and air access;

· Existing locations available for new targeted industries and existing County-based companies;

· An extensive system of neighborhood parks, local parks and recreation facilities, and large regional and national parks, such as Leesylvania State Park, Manassas National Battlefield Park, and Prince William Forest Park;

· Cultural/recreation amenities, such as the Hylton Performing Arts Center, Robert Trent Jones International Golf Course and other public and private courses, Potomac River marinas, Manassas Regional Airport, the Jiffy Lube Live Pavilion, Marine Corps Museum, Potomac Nationals Baseball, and the Prince William Symphony Orchestra. (The Quality of Life Equation for Prince William);
· Promoting Prince William as a “high-tech” community. Establish and maintain a public relations visibility to create interest in the County and to promote the County’s image in the media and elsewhere;

· Secure long term funding for a community wide coordinated and cohesive economic development promotion initiative.

Strategic Priority – ED-4:
Enhance business-attraction and business-retention in the county.
Action Items:

· Work with federal, state and local officials to secure workforce grants for employers to provide education and training to employees.

Strategic Priority – ED-5:
Actively support, participate, and engage the Economic Development Alliance.
Background:

Facing future challenges to our community’s growth head-on, during 2010 our Board of County Supervisors (BOCS) created the Economic Development Alliance (EDA); a body intended to advise the BOCS on economic development related policy.  The EDA consists of sixteen appointed members and four appointed alternate members.  Coordinate Branding activities for Prince William County with the EDA. Focusing on (3) basic Priorities to communicate to:
· A general awareness of the Prince William County EDA

· The citizens, business and various organizations operating in Prince William County

· The metropolitan Washington region outside the County as well as a global perspective of Prince William County

Action Items:
· Continue to attend and take a leadership role while looking to advocate for long term economic development strategies that support existing industries while preparing for the jobs of tomorrow.

Strategic Priority – ED-6:
Coordinate periodic trade missions or Inter-Community visit for Chamber members. 
Action Items:

· Examine the feasibility of co-sponsoring an annual business leadership trip to country/ community of interest to Prince William businesses;

· Seek invitations to other organization’s planned trade missions that further the interests of Prince William businesses.

Strategic Priority – ED-7:
Develop strategies and collaborations that engage all levels of the educational assets into the supporting existing industry. 
Action Items:

· Accelerate collaboration with The Economic Development Agencies of Prince William County, George Mason University, Northern Virginia Community College, other area universities and colleges and the public schools to enhance current outreach marketing efforts and existing business expansion;

· Explore ways to support the enhancement of technology transfer and the foster innovative and collaborative thinking necessary enhance the global competitiveness of the Prince William Region;
· Examine through strategic partnerships programs that will re-enforce access to breakthrough research and the continuing education component provided by a strong sciences and other research area focus.
Background:
The Communications & Marketing department works to effectively communicate the initiatives, positions, programs and accomplishments of the Prince William Chamber to its members, the media and the Prince William, Manassas, and Manassas Park communities.  The department works closely with the senior staff, event managers, and volunteer leaders to ensure consistent branding and messaging.  The messaging is focused on the member viewpoint and is constantly evaluated to ensure we meet their needs. 
Strategic Priority – CM-1:
Provide support to the Chamber organization, initiatives and affiliates to assist in achieving their objectives through strategic marketing and executing communication/promotional deliverables. 
Action Items:

· Support the communications and marketing needs of the Chamber’s Board of Directors, including event promotion, web site development, intensive PR campaign, educational excellence campaign and collateral revisions, writing opportunities, and compiling and distributing e-newsletter;
· Assist the Public Policy director in efforts to effectively influence legislative issues on the local, state and federal level by providing public relations support, promoting ChamberWatch, member communications and support materials, as well as assistance in polling the membership;
· Effectively promote Chamber events and programs to the membership and the greater business community. Promote members doing business with other members through ongoing program that promotes members doing business with other members – along with the Member to Member Discount program;
· Work with Chamber ambassadors  to strengthen their effectiveness as a marketing tool for member retention;

· Create , develop, and partner with other community organizations in order to provide a  ‘Speakers Bureau’ to further community outreach & awareness.

Strategic Priority – CM-2:
Generate maximum visibility for the Chamber through an aggressive communication and marketing plan that keeps the membership informed about our activities and elevates the understanding of the value of the Chamber.
Action Items:

· Ongoing work with Chamber Business Partners to conduct research of the Chamber’s membership and its membership prospects in an effort to determine benchmarks for measuring our members’ success – develop new practices to ensure better response rates;
· Manage a year-long mass-media image campaign aimed at setting appropriate perceptions of the Chamber and secondarily increasing membership. 
· Find innovative interactive tools for distributing messages including revenue opportunities – targeted communications, online member communities, podcast, video, etc. 
· Manage creative development of Chamber collateral to provide consistent branding – including revised membership application.
Strategic Priority – CM-3:
Develop and implement a public relations strategy that will positively influence public opinion of the Prince William Chamber of Commerce.
Action Items:

· Use the strategy to create goodwill among the Chamber’s major audiences, such as: members, non-members, and the public sector through media relationships, industry groups, writing opportunities and interactive messaging. 
· Build and maintain relationships with the area media representatives including a process to educate them on the Chamber – continue ongoing meetings with members of the media, publicity representatives from partners (school districts, Prince William Economic Development Alliance, etc.);
· Seek and enhance opportunities to further existing relationships with the media;
· Use technology options to expand publicity reach – social media and others.
Strategic Priority – CM-4:
Promote member networking events to increase member participation and retention.  Encourage information exchange between members and identify opportunities for members to enhance their success. 
Action Items:

· Provide bi-monthly Member Appreciation Events for new and renewing members;
· Promote other opportunities for members to become involved and provide personalized involvement/volunteer proposals;

· Develop a HOW TO and/or WHAT YOU NEED TO KNOW program that will encourage member participation and retention.
Strategic Priority – AD-1:
Maintain quality management controls and achieve a 5-star rating.
Action Items:

· Coordinate the Accreditations process, at five-year intervals, for the Prince William Chamber of Commerce;

· Work closely with the management team to ensure that Virginia DOL Quality Awards criteria are practiced throughout the organization;

· Encourage staff to keep important items to be utilized for reaccreditation;

· Encourage staff to look for methods, programs and communication opportunities to prepare for next reaccreditation process. 

Strategic Priority – AD-2:
Provide comprehensive coverage in the Human Resource Arena.
Action Items:

· Provide effective training to the staff on matters that pertain directly to the working environment of the Chamber;

· Ensure that the present Employee Handbook is kept up-to-date and that all personnel have a current copy;

· Implement an orientation plan for new employees;

· Evaluate and select available Chamber Executive educational courses to most efficiently use the funds in the training budget. 

Strategic Priority – AD-3:
Effectively monitor and determine appropriate salary levels, employee benefits, policies and procedures to parallel other comparable Chambers of Commerce.
Action Items:

· Evaluate the medical, dental and optional life insurance programs to provide the greatest benefits to the staff at the most reasonable possible pricing for the Chamber;

· Constantly strive to evaluate policies and procedures to ensure that they provide the needed direction;

· Review and evaluate information obtained from the U. S. Chamber of Commerce to compare all employee benefits. 

Strategic Priority – AD-4:
Organize and maintain the physical appearance and maintenance of the building and grounds.
Action Items:

· Evaluate improvements to the Chamber’s facilities which best utilize the Founding Trustee funds;

· Plan and implement office expansion if needed;

· Plan and execute improvements as necessary.

Strategic Priority – AD-5:
Maintain the quality of the Chamber’s office equipment. 
Strategic Priority – AD-6:
Maintain a Crisis Communication Plan.
Action Items:

· Tailor the plan to the needs of the local business community;

· Work with Prince William County EMS to incorporate their Crisis Community Plan.
Strategic Priority – AD-7:
Utilize a technology plan for the Chamber.
Action Items:

· Implement a rotation system for new computers to be installed; Out-dated computer equipment to be recycled; Keep abreast of technological innovations and work towards implementing these as needed. 

Strategic Priority – AD-8:
Create Chamber Internship Program.
Action Items:

· Develop an intern qualification list to provide to colleges for interns;

· Develop intern job structure agreement. 

Strategic Priority – AD-9:
Provide quality customer service.
Action Items:

· Develop and train staff to fulfill customer needs with a positive attitude;

· Collect comprehensive demographic information about Prince William;

· Investigate feasibility of a relocation fulfillment piece;

· Provide relocation information to customers. 

Strategic Priority – AD-10:
Review strategic plan on a regular basis.
Action Item:

· Establish a taskforce to review this Strategic Plan on a regular basis to ensure we are on track with the vision and mission of the Chamber.
Strategic Priority – FN-1:
Ensure the future financial stability of the Chamber as a result of conservative budgeting for all programs. 
Action Items:

· Serve as a catalyst for successful programming, through budgeting;

· Develop a comprehensive plan to implement a reserve fund;

· Encourage the staff toward achieving increased revenue and decreased expenses within the budget process;

· Create a process for accurate forecasting and budgeting;

· Prepare and present clear and concise monthly financial statements and all related worksheets;

· Review internal operations and procedures and update accordingly;

· Develop a long-term financial plan;

· Reconcile the different billing cycles into one yearly membership billing.  
Strategic Priority – FN-2:
Provide all information to ensure an unqualified opinion is obtained from an independent audit firm for the Chamber and. 
Action Items:

· Prepare all financial materials for the audit team;

· Act as a liaison between the audit team and the organization;

· Insure only a limited amount of items appear on the management letter;

· Insure that Income Tax Returns are filed in a timely manner. 

Strategic Priority – FN-3:
Continue to maintain and monitor the accounts payable and deposit systems.
Action Items:

· Ensure that all deposits are made on a timely basis and that correct accounts are posted;

· Utilize the purchase order system to track and monitor budgeted expenses verses actual expenses. 

Strategic Priority – FN-4:
Work with the Membership team on Retention System. 
Action Items:

· Review delinquent accounts monthly, President & CEO and membership staff. 

Vision Statement


To be recognized as the most influential organization in the region, creating the preferred community in which to live and conduct business.





Values Statement


We continually pursue our work with integrity and enthusiasm, fueled by a strong commitment to our Mission. 





Mission Statement


To provide a competitive advantage for members by growing the economy, advocating for pro-business public policies, and delivering innovative programs and services.








Critical Goals








Advance Region’s Economy


	Promote and enhance a vibrant, diverse and sustainable economy.





Improve Quality of Life


	Foster a high ranking quality of life for all residents.





Enhance Members’ Success


	Provide targeted products, services, events and programs.





Organization Improvement


	Position the organization and its staff for long term success.





 Organizational Image & Branding


	Create an Image and Environment worthy of unquestioned 	respect and credibility.













