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STRATEGIC PLAN
INTRODUCTION
Legacy to Goodwill:
“Friends of Goodwill, be dissatisfied with your work until every handicapped
and unfortunate person in your community has an opportunity to develop to
his fullest usefulness and enjoy the maximum of abundant living….The past
is prologue, the future is in your hands.”
Edgar James Helms, Goodwill Founder, 1942
MISSION STATEMENT
To provide employment and training opportunities to people with disabilities
and other barriers to employment.
VISION STATEMENT
To be a high performing, mission-integrated, enterprise-funded, not-for-profit
business.
GISD’s Definition of Mission Integration:
At GISD our mission of providing employment and training opportunities to
people with disabilities and other barriers to employment is integrated into
our business model and mission services programs. Our workplaces hire
and train people with disabilities and other barriers to employment. Our
Mission Services Programs train and provide job search assistance or
placement. Our goal is Competitive Integrated Employment (CIE) for people
with disabilities and overcoming barriers to employment for all people.
CORE VALUES
 Credibility: As individuals and an organization, we do what we say
we will do.
 Creativity: We are willing to try new ideas in order to improve any
aspect of the organization.
 Collaboration: We are different people, with different skills, who work
well together to get the job done.
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CULTURE
Definition: Organizational Culture is the personality of an
organization. The organization’s culture includes its mission, values,
ethics, beliefs, habits, expectations, goals, and work environment.
GISD’s culture contains our core values and behaviors and contributes to
the social and psychological environment of our unique organization.
Organizational culture affects the way we interact with each other, our
donors, our customers, and with our participants.
Organizational culture is the sum total of our past and current traditions,
experiences, philosophy, and values. Our culture is what holds us
together, and it is expressed in our self-image, inner workings, future goals
and objectives. It is based on shared attitudes, beliefs, customs, and
written and unwritten policies and procedures that the organization has
developed over time and that have worked well enough to be considered
effective.
Our culture is revealed in the way we conduct business and relate to the
wider community. Culture is strengthened through ambassador
commitment towards shared objectives. Whether our organizational culture
is labeled strong or weak has to do with how well and to what extent it is
spread through the organization and is authentic.
Our culture affects our morale, productivity and performance, and provides
guidelines on customer care and service; product quality and safety;
attendance and punctuality; and our concern for the environment. It
extends to our donation and retail operations, marketing and advertising
practices, and to new program creation.
Leadership Expectations:
We strive to advance all ambassadors to become leaders and provide a
work environment where their work, contribution, and ideas are valued and
appreciated.
Those given the honor and privilege of leading others are to lead with
inspiration and respect, which encourages high quality work and produces
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an engaged workforce. We believe that harsh criticism, rude or hostile
behavior, and heavy-handed command and control leadership are
unacceptable and ineffective.
We also hold true that leaders have the responsibility to role model the
behaviors, values, and leadership style that produces a professional work
environment free from intimidation and retaliation and that earns respect.
Our credibility and trustworthiness as leaders’ lies in balancing skill and
behavior, both are essential to good leadership and the desired culture of
our organization. We strive to ensure that what we say about our culture is
reality in the lives of those we serve and that serve our organization.
From our Cultural Diversity Plan:
We believe at GISD that our diverse workforce is one of our greatest
strengths. We have a strong commitment to our mission and values and
assist all ambassadors and participants to overcome their barriers and
develop their strengths.
Our Leadership Team is in agreement that our unique differences are
essential to the culture of GISD. It is our ability to integrate individuals with
disabilities and cultural differences throughout our organization that
enables all employees to evolve. The integration of our mission into every
worksite makes Goodwill a special place to work and distinguishes us from
other organizations.
In order to best assist our participants and those we serve we must ensure
that we have the best qualified and trained staff possible, implement
effective and efficient processes, maintain clean and well equipped
facilities, and demonstrate excellent financial stewardship. Safety is a
cornerstone of all that we do. We embrace these ideals and promote
continuous improvement to enable our organization to be balanced and
strong.
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CRITICAL SUCCESS FACTORS
 Strategic planning
o Our strategic plan is developed to be a long-term plan that
governs the decisions we make as an organization. It also
sets benchmarks for success and measures our goals. The
data in the graphs will be updated regularly and used by
Senior Leadership to evaluate our organizational
performance. The evaluation of the measurements will allow
us to make decisions and course corrections in a timely
manner.
 Organizational Discipline
o Organizational discipline functions to ensure best practices
are applied across the entire organization and the
organization possesses the self-control to strictly adhere to
the principles of the strategic objectives while maintaining
flexibility to make logistical adjustments. Organizational
Discipline ensures a culture of opportunity and
accountability.
 Strong, stable Board; qualified, committed staff
o Stable Board: GISD has a long history of having Board
Members who are capable and committed to strong
governance; their long tenure gives them a unique and
valuable insight into the organization.
o Committed staff: We dedicate resources and time to
ensuring our staff is qualified to do their jobs. Committed
staff is defined as the bond ambassadors have with the
organization. Our goal is for ambassadors to feel a
connection to the organization, feel that they fit in, and feel
they understand the goals of the organization. The benefit of
a committed staff is they tend to be more determined in their
work, show relatively high productivity, are more proactive in
offering their support, and more likely to be engaged in
helping fulfill our mission.
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 Team approach – board governs and staff operates
o Board governs: The board of directors have three primary
legal duties known as the “duty of care,” “duty of loyalty,” and
“duty of obedience.” These legal duties require that our
board members:
• Take care of GISD by ensuring prudent use of all
assets, including facility, people, and good will; and
provide oversight for all activities that advance our
effectiveness and sustainability. (Duty of care)
• Make decisions in the best interest of GISD; not in his
or her self-interest. (Duty of loyalty)
• Ensure GISD obeys applicable laws and acts in
accordance with ethical practices; that we adhere to
our stated corporate purposes, and that our activities
advance our mission. (Duty of obedience)
The Board of Directors approves and monitors the
implementation of real estate transactions, new programs,
budget (including capital), strategic plan, organizational
policy, borrowing money or incurring indebtedness, hiring
and if necessary replacing the President/CEO.
o Staff operates: Staff makes logistical decisions to achieve
the organization’s plan and program goals within the
guidelines of budget and policy. Staff is also charged with
identifying, analyzing, and recommending alternative
solutions for “challenges’ to the organization in its efforts to
achieve its strategic objectives.
 Clear Mission, Vision and Core Values
o GISD’s Mission and Vision are consistent with our 501(c)3
non-profit charter (our commitment to the community we
serve) and the actions of the organization. Our Core Values
exemplify the best of our organizational characteristics and
behaviors we demonstrate on a daily basis.
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 Mission clarity – “We are one”
o Although we are a multifaceted organization with many
departments and individual objectives our mission remains
the same. “We are one” organization, with one mission, that
together we strive to achieve.
 Change management capacity
o We have the capacity to change processes, systems,
organizational structure, and job roles to improve the
organization. Change management capacity ensures we are
able to act quickly to specific problems or opportunities the
organization is facing based on internal or external stimuli.
 Capital development strategies
o We are committed to developing funding strategies to ensure
the future of GISD. An Employment Development
Foundation will allow us to expand our mission services to
the communities we serve.
 Market analysis – data centric; collection, production, sales,
community needs
o Invest in a comprehensive market analysis every 3 to 5
years, use data to make decisions regarding mission
services, daily operations, and expansion.
 Efficient facility model and decentralization
o Whenever possible GISD is committed to building or
acquiring efficient facilities based on our decentralized model
of operation.
 Commitment to continuous quality improvement – Kaizen
o In order to provide jobs and fulfill our mission we are
committed to continuous improvement and dedicated to
improving our systems, processes, and services, with the
aim of staying competitive and in business.
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 Responsive collection programs
o Be receptive to donors’ requests, while understanding our
limited resources.
 Donor convenience: Top-of-mind and mission awareness
o We make it as convenient (easy) as possible for the donor.
Top-of-mind means Goodwill is the first place people in the
community think of when they have something to donate.
Mission awareness: Donors have a clear understanding of
Goodwill’s mission and are inspired to give.
 Brand integrity
o What we say we do is consistent with the customer
experience. Relates to our Core Value of Credibility: We do
what we say we will do.
 Consistent messaging
o Both internally and externally our messages are consistent.
Throughout the organization and the community all leaders
speak as one voice and what is said externally is reflected
internally.
 Mission integration
o Our mission is integrated into our business model: Measured
by 51% of our employees having a disability or other barrier
to employment.
 Customer satisfaction
o We are customer centric, meaning we are focused on doing
what it takes to satisfy the customer. Customer-centric is an
approach to doing business that focuses on providing a
positive customer experience both at the point of sale and
after the sale in order to drive profit and gain competitive
advantage.
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 Upscale retail presentation
o Our stores are attractive, clean, and friendly; providing an
engaging, pleasant, shopping experience for our customers
and a good working environment for our ambassadors.
 Employee safety, security, and morale
o GISD is committed to continually evaluating the safety,
security, and morale of its ambassadors through annual
employee satisfaction surveys, safety audits, and personal
feedback. We are interested in the emotions, attitudes,
satisfaction, and overall outlook of our ambassadors during
their time with GISD. We believe that happy and positive
workers are more productive and engaged in helping us
achieve our goals.
 Competitive compensation plan – employee benefits
o GISD designs its compensation plan to include competitive
wages (based on market research, the value of the job to the
organization and the skills, education, and experience
necessary to do the work), interesting work (our work
environment encourages creativity and the resources to
learn new skills), benefits (we have a competitive benefit
structure including health, dental and life insurance, free
employee assistance program (EAP), tuition reimbursement,
employee discount, sick leave for all employees, and
vacation for all full-time employees) and increases in pay
based on performance. We design our competitive plan to
encourage the best talent to join GISD and encourage
employees to remain loyal due to job growth.
 Succession planning− Comprehensive succession plan for all key
positions.
o GISD is a unique and multifaceted organization that is unlike
any other. Therefore, it is imperative we implement a
succession plan that develops ambassadors from within to
take on ever increasing roles and responsibilities. To ensure
our future and avoid business interruption we must prepare
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for succession in key positions. In 2017, we will begin to
develop and implement a comprehensive succession plan
for all key positions, Assistant Manager through CEO.
(Assistant Manager through VP’s will have staff involvement;
CEO will have Board and CEO involvement)

STRATEGIC OBJECTIVES
1. Develop, expand, and diversify GISD’s employment and training
services independent of outside funding.
2. Foster and invest in a culture of employee growth by providing
professional and personal development.
3. Collaborate and assist other Goodwills and other not-for-profits to
maximize the benefit of sound management and mission-integrated
enterprise through consultation, training, and inspiration.
4. Provide other forms of community assistance consistent with our role
as a model corporate citizen.
5. Meet GISD’s Mission Services objectives by effective and efficient
growth strategy and cost containment, generating a net gain of at
least 5% of annual revenues.
6. Operate a safety program that contains workers compensation*
claims at less than 2% of payroll.
7. Maximize Goodwill's resources, growth, and success through
professional marketing, consistent brand, public relations, and
development.
8. Build out a profitable and efficient (purpose designed) retail
infrastructure ensuring all of our facilities are safe, branded, clean,
friendly, accessible training centers with appropriate technology.
9. Assure the future of GISD's employment and training services and
programs through strategic financial planning.
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PERFORMANCE MEASURES





Mission Fulfillment
Maintain Financial Strength
Infrastructure Development
Assure the Future of Goodwill’s Mission

MISSION FULFILLMENT
STRATEGIC OBJECTIVES:
1. Develop, expand, and diversify GISD’s employment and training
services independent of outside funding.
2. Foster and invest in a culture of employee growth by providing
professional and personal development.
3. Collaborate and assist other Goodwills and other not-for-profits to
maximize the benefit of sound management and mission-integrated
enterprise through consultation, training, and inspiration.
4. Provide other forms of community assistance consistent with our role
as a model corporate citizen.
PERFORMANCE MEASURES – MISSION FULFILLMENT
Long-Term Goal: Provide Mission Services Independent of
Outside Funding
Measure: Mission Funded by GISD and Outside Agencies
Long-Term Goal: Mission Eligible Payroll
Measure: GISD Wages, Taxes and Benefits paid to People with
Disabilities or other Barriers to Employment.
Long-Term Goal: Persons Served through Face-to-Face Services
Measure: Total # of Employment Services Program Participants
Measure: Total # of Workforce Development Program
Participants
Long-Term Goal: Persons Served through Employment and
Programs
Measure: Community Employment Centers – total people
served in CEC, # of job seekers and # securing jobs.
Measure: Customized Services – total people served in
Programs, # of job seekers and # securing jobs.
Long-Term Goal: Investment in ambassadors’ development
Measure: Learning and Development Annual Expense
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Long-Term Goal: 51% of our ambassadors have a disability or
other barrier to employment.
Measure: % of Ambassadors with a disability or other barrier to
employment
Long-Term Goal: Assist Other Goodwills, not-for-profits and our
community.
Measure: # of collaborations or partnerships
Long-Term Goal: Invest in our community
Measure: Resources given to the community
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Note: Disabilities or other barriers (only): Calculated as 37.76% of total
labor expense. The majority of people with disabilities and other significant
barriers to employment are part-time.
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People Served: Is the number of people active in each program in the
year. One person may be enrolled in multiple programs.
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GISD ACTIVITIES WITH PEOPLE FROM OUR COMMUNITY
AND THE GREATER GOODWILL MOVEMENT:
Measure: # of collaborations or partnerships – quid pro quo
ACTIVITIES:

PRESENTATIONS:

Facility Tours
Zero Waste Conferences and Support
Local Elementary School Donation Drives
Local High Schools: Game of the week,
Reuse, Recycle Project, Fashion Shows.
Repair Fair at San Diego City Library
Earth Day Events

Community Events
Goodwill International Events
City and County Events
Zero Waste Conference
Local Non-Profit Agencies
Local Chamber of Commerce Associations

COLLABORATION:

ENVIRONMENT FRIENDLY:

Veteran agencies
San Diego Workforce Partnership
Community Colleges
San Diego County and City municipalities

Skylights in our owned facilities, whenever
possible.
Recycling bins at all facilities
LED lighting in all locations
Energy star refrigerators
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Landfill diversion plan

COMMUNITY PARTNERS:
o Newmark Merril - Donation Drives
o Repair Fair - Reuse
o CSU, San Marcos - Donations
o Thursday Club - Donations/Grant
o Zero Waste Symposium - Collaborator
o National University - Veterans Program
o PATH - Shelter for homeless Veterans
o REBOOT - Veterans Program
o Easter Seals - Child care services for Veterans
o PsychArmor - Veterans Program
o Dept of Rehabilitation - Referrals and funding
o San Diego Regional Center - Referrals and funding
o Social Security Administration Referrals to Ticket to Work
o Walmart - GoodJobs Grant for Veterans Program
o County of San Diego - Space in 2 Military Veterans Resource Centers
o TRACE – Referrals to GISD
o Dreams for Change - Administration of VITA free tax prep services
o Job Corps - Referrals to Young Adults program
o Cal Conservation Corp - Young Adults program
o Urban Corps - Young Adults program
o Mental Health America - Certification training (Recognizing mental illness)
o Veterans Community Services - Referrals to Veterans Program
o Veterans Village of SD - Assists Vets with money, clothing, training
o Interfaith Community Services Shelter - Veteran's Program
o Zero8Hundred - Referrals to Veterans Program
o Sempra Energy (SDG & E) - Funded energy efficiency training/certification
o Allied Barton, US Security - Security Guard Program
o Universal Protection - Hire qualified Veterans in GISD Security Training
o KRA and Rescare - Referrals to ES Programs
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o International Rescue Committee - Referrals to ES Programs
o San Diego Veterans Coalition - Veterans Program
o Veterans Association of North County - Veterans Program
o San Diego Military Advisory Council - Veterans Program
o San Diego Military family Collaborative meetings - Veterans Program
o Job Developers Network - a North County association for job developers
o SDRC and DOR TASK Force - meetings for service providers
o Point of Transition –transitioning youth with disabilities (outside the school system)
o San Diego Committee on Employment for People with Disabilities - Jobtoberfest
o Workforce Partnership - federally funded one stop career centers
o Local and US Chambers of Commerce- access to other San Diego businesses
o Operation Connect through North County Business Chamber - Research Sub-committee
o University of San Diego - Employee Referrals
o Rescare Workforce Services - Employee Referrals and Job Fairs
o County of San Diego – Wellness Program
o University of California San Diego – Wellness Program
o
o
o
o
o

WM - Curb Up Program
EDCO -UDC's at buyback centers
City of San Diego- UDC's/ Annual Community Clean-up
City of Chula Vista - CLEAN business
Arco – Tesoro Corporation – Fundraising

o San Diego Regional Airport Authority – Donations
o AMC Theaters – Donations
o City of San Diego – Donations
o Kaiser – Donations
o Fed-Ex – Donations
o Legoland – Donations
o Santaluz Housing Community – Donations
o Operation Hope – Donations
o San Diego Housing Commission
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MAINTAIN FINANCIAL STRENGTH
STRATEGIC OBJECTIVES:
5. Meet GISD’s Mission Services objectives by effective and efficient
growth strategy and cost containment, generating a net gain of at
least 5% of annual revenues.
6. Operate a safety program that contains workers compensation*
claims at less than 2% of payroll.
7. Maximize Goodwill's resources, growth, and success through
professional marketing, consistent brand, public relations, and
development.
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PERFORMANCE MEASURES – MAINTAIN FINANCIAL
STRENGTH
Long-Term Goal: No higher than 95% Expense to Revenue
Measure: Annual Expense to Revenue
Long-Term Goal: Earned Operating Revenue
Measure: Total Earned Annual Operating Revenue
Measure: Used Goods Revenue
Measure: Fees for Service Revenue
Measure: Document Destruction Revenue
Measure: Debt to Equity
Measure: Net Worth
Long-Term Goal: Used Goods Revenue
Measure: Annual Used Goods Revenue
Long-Term Goal: Merchandise Sufficiency
Measure: Annual # of Donations
Measure: # of Storefront and Donation Sites
Long-Term Goal: Maximize Goodwill’s Resources
Measure: Sales per Household
Measure: Donations per Household
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INFRASTRUCTURE DEVELOPMENT
STRATEGIC OBJECTIVES:
8. Build out a profitable and efficient (purpose designed) retail
infrastructure ensuring all of our facilities are safe, branded, clean,
friendly, accessible training centers with appropriate technology.
PERFORMANCE MEASURES – INFRASTRUCTURE
DEVELOPMENT
Long-Term Goal: Purpose Designed Facilities
Measure: # of Purpose Designed Facilities
Measure: # of Owned vs Leased Selling Space
Measure: # of Retail and Storefront Locations
Long-Term Goal: All Facilities are safe, accessible, and efficient.
Measure: Meet related Commission on Accreditation of
Rehabilitation Facilities (CARF) standards by way of 3 year
accreditation.
Long-Term Goal: Acquire UBIT Free Tenant Opportunities.
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ASSURE THE FUTURE OF GOODWILL’S MISSION
STRATEGIC OBJECTIVES:
9. Assure the future of GISD's employment and training services and
programs through strategic financial planning.
PERFORMANCE MEASURES – ASSURE THE FUTURE OF
GOODWILL’S MISSION
Long-Term Goal: Create a Foundation or Endowment Fund to
assure the future of GISD's employment and training services.
Note: We will define a Measure once a plan is established.
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