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we want to tell you how you can...

Sharpen a story

Destigmatize an issue

Shift organizational culture

Implement modern techniques

Break new ground

Level silos

Empower teams



We are social entrepreneurs 
who champion inclusive communities 

where people access an 
interconnected system of supports.

We provide services and adapt 
systems to enhance livability for all.



We are a center for social impact.

We partner with changemakers 
nationally and internationally to solve 

complex global issues.

Society forward.
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summary

1. Identify your catalyst
2. Develop your methodology
3. Deliver on your brand 
4. Build for the people (by the people)
5. Design for impact
6. Q&A



1. Identify your catalyst
WHY CHANGE NOW?



why change? // outcome continuum

OPERATIONS IMPACTAWARENESS

cokyk pz ¡v|y vyngup¢g{pvu̸̯



Reframing aging Ͻ
in action

Apply innovation to destigmatize 
and empower.

why change? //



Private sector threats Ͻ
robust response

Use technology, storytelling, and 
marketing strategies to remain 
relevant and resonant.

why change? //



Person-centered Ͻ
human-centered 
design

21st Century, empathy-driven human 
services.

why change? //



Delivering services Ͻ
driving a mission

Achieving outcomes beyond funding 
requirements.

why change? //



Step 1:

DEFINE THE 
CHALLENGE



2. Develop your methodology
ARE YOU READY TO CONDUCT

AN HONEST SELF-ASSESSMENT?



develop your methodology //

To start:
Invite the right people 
to the table

A cross-section of roles & tenure

Є Division leadership
Є Comms team
Є Program subject matter experts



develop your methodology //

To find the answer:
Define the question

Connect the dots between symptoms:

Є Surveys
Є Interviews
Є Activities



develop your methodology //

Who we are Who they think we are

Internal & external self -awareness



Research design

Where are we 
today?

Where should we 
be tomorrow?



toMISSION-
DRIVEN

GOVERNMENT-
DIRECTED



toBEHIND-
THE-SCENES

PUBLIC-
FACING



MISSION-DRIVEN

GOVERNMENT-DIRECTED

BEHIND-THE-SCENES PUBLIC-FACING

as is

to be



3. Deliver on your brand
WHAT IS YOUR PROMISE?



A brand is not a logo.



sources of fragmentation
(by design)



Funding
Ujku{p{¡̰ ̾ck gyk l|ujkj h¡ {ok̯̿



Operations
Ujku{p{¡̰ ̾Y¡ {kgt y|uz {ok̯̿



Services
Ujku{p{¡̰ ̾ck vllky̯̿



points of alignment
(that level silos)



Step 2:

DEFINE THE 
CHALLENGE

DEVELOP THE 
STRATEGY



TO BUILD A BRAND...

1. Define a unifying promise



logo

verbal systems visual systems

landscape

audiences

attributes

core purpose

positioning

promise

ANATOMY OF A BRAND

WHAT WE SEE //

WHAT WE FEEL //



Behavioral 

Health

Care Consultation

Seniorsô farmers market

RSVP

HCBS

HST

CDSM

Resource management

MFP

SOURCE

SGT

ADRC

CCSP

Intensive 

Support

Services

AAA

LLC

ARCHI

PICH

Aging

Disability

Planning (future)Services (today)

WHAT DOES ARC DO?



ARC

AAA

PROGRAM PROGRAMPROGRAM PROGRAM

PUBLIC

perception //



WELL - DESIGNED

WELL - BEING



TO BUILD A BRAND...

2. Establish a strategy based 
on your promise





4. Build for the people
(by the people)

ARE YOU PUTTING PEOPLE BEFORE PROGRAMS?



Easy

customer-centric =



21st century =
cross-sector disruption



cross-sector disruption //

Disruption in:

Retail



̾`ok okgs{oigyk z¡z{kt pz ivtwsk ̱ guj ~k ku{ky 

into this challenge open-eyed about the degree of 

jpllpi|s{¡̮̿Amazon CEO Jeff Bezos said. ̾ Tgyj gz 

it might be, ykj|ipun okgs{oigyk͂z h|yjku vu {ok 

economy while improving outcomes for 

employees and their families would be worth the 

effort.̿

JEFF BEZOS WARREN BUFFETJAMIE DIMON

cross-sector disruption //

Disruption in:

Healthcare



JAMIE DIMON

cross-sector disruption //

Disruption in:

Education

Funneling $2b into schools 
~okyk ̾The child will be 
the customer.̿



audience ecosystem //

Who is your priority audience?

FUNDERS PARTNERS BENEFICIARIES



Step 3:

DEFINE THE 
CHALLENGE

DEVELOP THE 
STRATEGY

CRAFT A 
STORY



Q. How do we put people first?



A. Get to know them.



personas //

DEMOGRAPHIC

GOALS

OBSTACLES

MOTIVATIONS

DECISIONS



SERVICES
(Lists)

STORIES
(Themes)

to



characters













setting





5. Design for impact
USE INTUITIVE AND INTENTIONAL TACTICS.



Step 4:

DEFINE THE 
CHALLENGE

DEVELOP THE 
STRATEGY

CRAFT A 
STORY

LAUNCH AND
MANAGE



If services exists but no one 
knows, does it have an impact?

(+/-)



design technology

special forces





How can we build impactful tools?



INTERNET

the pace of progress //

1960s TODAY



INTERNET

CHAT ROOMS

the pace of progress //

1960s TODAY



INTERNET

CHAT ROOMS

SEARCH 
ENGINES

the pace of progress //

1960s TODAY
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MEDIA

INTERNET OF THINGS
(ASSISTIVE TECHNOLOGY)
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INTERNET

CHAT ROOMS

SEARCH 
ENGINES

EMAIL

E-COMMERCE

VIDEO
PLATFORMS

SOCIAL 
MEDIA

INTERNET OF THINGS
(ASSISTIVE TECHNOLOGY)

AI

?

the pace of progress //

1960s TODAY



ñEnsure that each website or digital service contains a 

search function that allows users to easily search content 

intended for public use;ò

December 5, 2018



How?



activity



�0�X�M�\�6

be found //

�8�O���0�X�M�\�6���Y�\���R�S�]���O�J�W�S�V�c���a�N�\�N��
to search for help with...

CCSP
Kinship care
Respite care

What would they type?


