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Friendship House Strategic Plan 
2019 – 2023 

 
Executive Summary 
After successful and on-going implementation of Friendship House’s 2012-2017 Strategic Plan, this new 
Strategic Plan, covering 2019-2023, states critical steps Friendship House will take to ensure its mission 
is fulfilled.  Its basic strategy remains unchanged, which is to a focus on client empowerment through the 
ministries of Transitional Housing, Day Ministries, and the Friendship House Clothing Bank.  New and/or 
greater strategic emphasis will be placed on reaching and serving clients not engaged by traditional service 
agencies. Key plan elements include the following: 

• Expanded services and impact:   
o continue expanding services to suburban areas of New Castle County 
o improve permanent job opportunities for job trainees and residents 
o increase the number of residents entering stage 2 and stage 3 
o communicate with graduates up to 5 years after graduation 

• Volunteers:  provide in depth training and an enhanced experience; manage volunteers via our 
New Org database 

• Management Team 
o restructure senior leadership, combined with succession planning for top positions 

• Marketing 
o brand clarification and communication 

• Income 
o add staff position to increase church participation and strengthen our church coalition 
o implement explicit Donor Management Strategy 

Vision 
Offer empowerment services to anyone experiencing homelessness or displacement in all parts of New 
Castle County with dignity, love, grace and compassion. 
 
Mission 
Friendship House is a non-profit, faith-based corporation in service to those individuals and families that 
are experiencing or are at risk of experiencing homelessness or displacement. Welcoming to all, 
Friendship House strives to serve as a sanctuary and a stepping stone to each person in need through the 
traditional spiritual ministries of hospitality, education, empowerment and community. 
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Introduction 
The previous strategic plan’s vision was to transform Friendship House to fit the emerging needs of 
younger clients, increase capabilities of mid-level staff as part of succession planning for current directors, 
and diversify its income stream. The plan added a focus on transitioning to a new executive director when 
previous director Bill Perkins announced his decision to step down by late 2017. The timeframe took 
Friendship House to the point of transition when Kim Eppehimer became the new Executive Director. 
During this ensuing phase, a one-year (2018) short term plan was put into place to maintain relationships 
among constituents - including staff, board, and church partners.   
 
This new strategic plan covers 2019 – 2023 and will continue the focus on serving an ever-changing 
community.  Friendship House plans to maintain its core method of ministry, foster continued success for 
Friendship House clients and staff, develop greater financial stability, and communicate enhanced brand 
recognition and understanding. 
 
Part I focuses on expanding service to suburban areas and improving service by setting up goals to reach 

and serve clients missed by traditional service agencies. In terms of ministry goals, Day Ministry will 
focus on assessing and filling the need in suburban areas. The Friendship House Clothing Bank will 
improve permanent job opportunities for job trainees by creating a Job Readiness Coach position. 
Transitional Housing’s goal is to increase the number of residents entering stage 2 and 3, improve 
their employment options, and increase communication with graduates up to 5 years after graduation. 

 
Part II focuses on restructuring senior leadership positions with added training to ensure the smooth 

replacement of each ministry’s director as the time arrives. We will be offering in-depth volunteer 
training to engage current and new volunteers, enhancing volunteer experience using the 
“Empowerment Best Practice” template, and managing volunteers through the New Org database. 
Friendship House will also provide staff training on volunteerism, improve volunteer recognition and 
collaborate with Latino organizations to better serve the Latino community. 

 
Part III focuses on income and marketing strategy, the implementation of which will include hiring an 

Outreach and Development Coordinator to foster relationship with faith communities and businesses 
and development of a “donor management strategy” to increase fundraising from both organizations 
and individuals. In addition, in order to more fully share the strategic vision for Friendship House, we 
will develop a “brand” which is consistent with direction of the next generation of Friendship House 
and reflects all ministries in the one organization. 
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Part I: Friendship House Ministries 

Friendship House will continue to serve any individual from any ethnic background, gender, religious 
preference, economic situation, or geographical location within New Castle County experiencing 
homelessness or displacement. This openness differentiates Friendship House from agencies with 
restrictions for various reasons and allows flexibility to serve those who may not meet federal or state 
financial assistance requirements (i.e. because they may make a little too much money or live in an 
unsupported zip code), and flexibility on program timing and program admission.   
 
Fundamental to this ministry is the belief every individual is a child of God and is worthy of achieving 
and maintaining a life of self-sufficiency pleasing to God, and to themselves.   
 
Friendship House has three core ministries to serve New Castle County, Delaware:  

• Day Ministry (which includes Sunday Breakfast and Winter Ministries)  
• The Clothing Bank 
• Transitional Housing 

 
Each ministry, comprised of various programming to meet the needs of the community, utilizes the 
Friendship House six-stage empowerment strategy.  
 
Stage 0: Survival – Minimize struggle of individual so he or she can direct time and energy to recovery 
Stage 1: Plan Development – Identify causes of their situation within their control and develop short term 
strategies for resolving issues 
Stage 2: Strategic Problem Solving – Help motivated men and women implement short term strategies 
they developed by providing assistance with necessary resources and appropriate living environments 
Stage 3: Strategic Living – Provide adequate living conditions for individuals to expand their problem 
solving strategies into a new life style enabling them to plan and execute on long range goals 
Stage 4: Independent Living – Support individuals as they continue to implement their life strategies in 
an independent setting 
Stage 5: Strategic Crisis Management -  Help individuals incorporate change and choice into their life 
strategies so they are able to weather life crisis 
 
Friendship House collaborates with many other agencies in each of our ministries in various ways when 
it means improving the effectiveness of the delivery of service to the population Friendship House serves. 
This important effort will continue to be a focus in every ministry. 
 
Friendship House Day Ministry 
The Day Ministry program includes empowerment centers, suburban empowerment ministries, the 
Financial Assistance program and a Weekend and Winter Hospitality program. 
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Empowerment Centers and Suburban Empowerment Ministry: Friendship House has three empowerment 
centers: Wilmington Empowerment Center, Newark Empowerment Center, MOT (Middletown-Odessa-
Townsend) Empowerment Center. In addition, there are Friendship House suburban empowerment 
ministries located in Millcreek/Pike Creek, Richardson Park, and Talleyville/ Fairfax. 
 
The purpose of empowerment centers and ministries is to: 
• Connect people in need with existing social services 
• Create emergency assistance to fill gaps in the local human service network 
• Provide strategic planning services and program support to move individuals and families towards 

self-sufficient living 
• Create an ecumenical pathway for faith-based organizations to serve a common community 
 
Friendship House has found, and will continue to find, geographical areas where human service agencies 
do not provide services or have physical locations and will create a presence in those underserved areas 
in order for the Friendship House services to be more accessible. Friendship House will continue to 
collaborate with local churches and businesses to find donated space and volunteers to train in order to 
meet with clients. Friendship House plans to rely on churches and other social service and human service 
agencies to collaborate and share where they are finding the most need they are unable or unwilling to 
serve. For details on suburban areas to be reached and the funding plan, see Appendix B. 
 
Financial Assistance:  Friendship House Day Ministries operate a Financial Assistance program, with a 
goal of assisting clients to prevent displacement or homelessness, and to empower an individual or family 
to improve their current situation. Friendship House provides this service in partnership with churches to 
eliminate church staff and volunteers from having to engage in potentially awkward or difficult financial 
decisions with those they minister - especially if it involves members of their church.  
 
The Financial Assistance program will be evaluated for effectiveness and current policies may need to be 
changed to reflect the needs of clients and to improve budget (cash) controls. 
 
Winter Ministry & Breakfast on Sundays: Hospitality/ Sanctuary will continue to play an important role 
as the gateway for clients to enter case management programs, housing, and eventual employment and 
self-sufficiency. In addition, the Sunday Breakfast and Winter ministry programs continue to be 
educational and often eye-opening volunteer experiences to those experiencing homelessness and 
displacement.  
 
As Friendship House grows its ministry to suburbanized locations throughout New Castle County, it will 
need to discern the need to have hospitality, food ministries and even winter programming beyond 
Wilmington and Newark, where these programs currently exist. The methods of discerning the need 
involve listening to Friendship House’s staff who work directly with clients and talking with other human 
service agencies about requests they receive. The Friendship House Assessment Committee, comprised 
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of members from its Board of Directors, will assess information collected by Friendship House and make 
suggestions of program additions or changes. 
 
Friendship House Clothing Bank 
The Friendship House Clothing Bank (formally known as Clothing Bank of Delaware) celebrated its 
twentieth year of ministry in the year 2018. There are three missions at the FH Clothing Bank:  

• Prepare and empower women for reentry to the work force 
• Provide free donated clothing to all in need through the collaboration of other human and social 

service agencies 
• Offer volunteer opportunities for all levels of interest and age 
 

Clothing Distribution 
The FH Clothing Bank works with over 150 agencies to provide clothing to clients county-wide. This 
collaboration has been a hallmark of the FH Clothing Bank’s ability to reach so many people each year. 
This list will be reviewed to ensure maximized efficiency and professionalism is met. In addition, this list 
will be reviewed to seek potential exposure to additional partners and possible funding opportunities. 
 
Job Readiness 
In almost any job market, most job trainees from Friendship House find it hard to secure full time 
employment providing benefits and a living wage due to the challenging history the job trainees bring. 
The poor choices that got them into these situations are being addressed and the trainees are better 
positioned for success after going through the FH Clothing Bank’s job readiness program. Although the 
women are able to graduate into permanent employment, Friendship House wants to see each woman 
graduate into employment with growth potential, skill development, and potential of affordable health 
benefits in order to sustain her recovery and achieve her dreams.  

 
Friendship House plans to enhance the FH Clothing Bank Job Readiness program through a Job Readiness 
Coach position at the FH Clothing Bank. This person will enhance the effectiveness of the current program 
by spending more one on one time with each trainee, working with and recruiting Job Readiness volunteers 
to help with the program, working with local businesses for internships and permanent job placement, and 
developing more formalized workshops. For further details on funding and first year goals, see Appendix 
B. 
 
Friendship House Transitional Housing 
The Friendship House Transitional Housing Program assists employable displaced adults that have 
already demonstrated a commitment to addressing their life issues in a holistic manner. This multi-stage 
program provides residents with up to one year of subsidized housing in a communal living environment 
and an aftercare program with no time limit. During their residency in the program, participants engage 
with FH staff and volunteers to: 

• Find and maintain employment 



6 
 

• Learn to budget their money 
• Get credit counseling and strive to eliminate their outstanding debt 
• Improve their relationship and decision-making skill 
• Receive parenting training and when possible are re-united with their children 
• Address any issues threatening their long-term strategic recovery. 

 
Stage Progression 
The stages of the program include: 
• Stage 1: Entry level shelter where new residents find jobs and begin intensive life-recovery 

counseling 
• Stage 2: Residents learn financial literacy, develop stronger life skills, work on professional issues 

and advance their professional careers 
• Stage 3: Residents receive their own dedicated living space and begin implementing their acquired 

life skills 
 
In light of the opiate crisis and challenges of recovering from the economic crash in 2008 for many lower 
income families, Friendship House has recently acknowledged its need to pilot different programming 
changes and finding ways to collaborate with more agencies, churches and organizations in its housing 
program. Friendship House has been and will continue to strategize ways to meet the needs of those 
working on a recovery plan in an environment where there are fewer long-term rehabilitation centers and 
fewer transitional programs focusing on dual diagnosis. This program will continue to rely on holistic and 
individualized strategies in response to each resident’s need. Friendship House will continue its successful 
process of collaborating with additional agencies to ensure every treatment needed for the resident is met.  
 
Friendship House residents have a far greater chance of staying out of prison and avoiding relapse when 
committing to a long term (greater than six months) program, and even greater success when the individual 
stays in contact with the organization for several years after completing the program by giving regular 
updates to staff, volunteering, or even possible employment. For this reason, Friendship House encourages 
residents to commit to moving into stage 2 and then stage 3. 
 
Ways in which Friendship House will encourage and promote residents to stay in the program longer 
include: 

• Provide additional peer support workshops at stages 1 and 2 
o This will include collaborating with current partners and agencies 
o Remain in contact with more graduates for a longer time period 

• Increase beds available to women’s housing to have more stage 1 residents to move up to stage 2 
• Utilize Job Training Coach approach from the Friendship House Clothing Bank (see Appendix B 

for further details.) 
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Graduate Engagement 
Friendship House believes in the importance and value of remaining in contact with graduates to continue 
helping and to have data to understand effectiveness of the program long term. Friendship House has 
always kept an open communication with residents who graduated from the housing program the its 
escrow program, graduate social events held at Friendship House, and word of mouth or chance meetings. 
Many graduates, especially male graduates, are not heard from except by word of mouth or chance 
meetings after the first year of graduation. Further formal opportunities for communication would benefit 
both Friendship House and the graduates. Relapses into drug use are still possible at any stage of recovery. 
In addition, accidents and crisis occur to everyone at any time. When a graduate has remained in contact 
with Friendship House, then he or she can utilize services to prevent a return to displacement or 
homelessness. 
 
To do this effectively, Friendship House will: 

• Revise the graduation process to ensure emphasis on desire to stay in touch is made 
• Provide other outlets of communication for graduates to stay in touch (social media, closed 

Facebook page, etc.) 
 
Part II: Organization and Operations 
 
Director Succession Planning 
Friendship House successfully transitioned from a long-term Executive Director of 30 years to a new 
director by first identifying the role of Executive Director, the needs of the organization, and expectations 
in order for the prior director to remain active in the ministry. This process will be repeated for the 
transition of the directors of the current ministries as they identify when they will retire or when they will 
want to step away as director. It will be crucial to identify leadership who want or need to step away from 
their current role and want to remain involved with the Friendship House organization. Each director’s 
succession plan may be handled uniquely depending on the needs of the ministry and of the director. 
However, a transition follow plan will be followed in each case. (see Appendix C for further details.) 
 
Volunteer Management and Training 
Friendship House is able to serve over 4,500 unique people each year due to its large number of volunteers. 
Experience shows, volunteers may become donors. Volunteerism is a way to answer God’s call to serve, 
especially in the Christian faith. Therefore, Friendship House will continue to focus resources on engaging 
new volunteers and existing volunteers. This will be accomplished with  

• additional and robust volunteer training 
• additional volunteer tracking mechanisms 
• staff training on managing and working with volunteers. 

 
Friendship House works alongside volunteers to train them as individuals or with onsite training and 
mentoring. As volunteers are identified who are interested in volunteering on a regular basis (monthly, 
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weekly), Friendship House will offer additional training focusing on identifying poverty, defining 
homelessness and displacement, what it means to empower, and how to work with clients or residents in 
the context of its six-stage empowerment strategy. This training will be defined as “Phase Two: Volunteer 
Training”. Phase Two Volunteer training will use an existing template based on the white paper written 
by Bill Perkins entitled, “Empowerment Best Practices.” (See appendix C for further details.) 
 
In 2018, Friendship House started to track volunteers across the ministries in order to identify how many 
hours a volunteer offers throughout Friendship House, what church or organization a volunteer is 
associated with, and which volunteers are active donors. This tracking system is hosted in the New Org 
online database. This process, although critical, is time consuming and incomplete. New Org developers 
are able to create a system where volunteers can check in every time they are onsite at a ministry to 
volunteer through an online portal which New Org developers have drafted. The Volunteer Coordinator 
will begin piloting this process at the Newark Empowerment Center and the MOT Empowerment Center 
beginning Winter 2018. This process will be rolled out to each ministry starting in the spring of 2019. 
(See appendix C for further details.) 
 
Staff Training in Managing Volunteers 
There will be on going staff training and development in the importance of volunteers, in terms of why 
they are a life line for Friendship House and a connection to the community at large, and how to work 
with volunteers to avoid inefficiencies or additional stress. This will be done as an ongoing discussion at 
staff retreats and meetings. Also, Friendship House will host workshops where volunteers will be asked 
to come and share their stories with the staff. In addition, Friendship House will continue to host volunteer 
recognition opportunities (annual picnic, thank you holiday meals, letters and cards) where the staff will 
be asked and encouraged to play a part in thanking the volunteers.  
 
Program Language Diversity 
Friendship House believes in being able and willing to serve all of God’s children regardless of who the 
person is or what they may believe and is not equipped to serve those who speak a language other than 
English. Although staff have been creative and accepting in light of language barriers, Friendship House 
will look for more opportunities to engage with and provide interpreters. The most common language 
barrier is with those of the Latino community. Friendship House will continue to seek volunteers who 
speak Spanish, train staff on technology providing interpreting, and provide marketing literature in English 
as well as in Spanish. 
 
Part III: Income & Marketing Strategies 
 
Income Strategy 
Friendship House has historically been supported by: Faith Communities, Individuals, Foundations, and 
Businesses, which diversify and increase the income streams. 
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As part of its fundamental philosophy to fill the gaps for human service needs, Friendship House will 
continue its policy of not seeking or accepting government funding. This allows Friendship House to stay 
true to its mission, the flexibility of changing its programs to meet current needs and fill in the gaps unmet 
by other service providers. The demographics of aging donors, combined with declining income from 
traditional church support base, is requiring Friendship House to aggressively look at maximizing the 
funding from its traditional funding sources as well as securing funding from new community support.  
 
Through the analysis of trends and support from the Board, Friendship House has begun to assess each 
category to determine how to maximize potential support from existing partners and also from new ones. 
This process began in 2018 with a board retreat focusing on changes in individual donors as well as a one-
year strategic strategy involving two board committees to assess the current churches who partner with 
Friendship House. The goal was to learn about the churches’ missions, their current financial situation, 
and likelihood of any major changes affecting their ability to continue support to Friendship House. (See 
Appendix D for a more thorough description of the income strategy.) 
 
Outreach & Development Coordinator 
Friendship House will begin the process to hire an Outreach and Development Coordinator to ensure 
Friendship House can implement this strategy. This role of the Outreach and Development Coordinator 
will focus on increasing funding by fostering existing and new relationships with the faith community, 
businesses and organizations, and on communications from Friendship House to constituents including 
providing stories to and from supporters for newsletters, social media, and the website. (see Appendix D.) 
 
Volunteer Coordinator 
In addition, Friendship House will continue to ensure one person is in the role of Volunteer Coordinator. 
Often this role is combined with other roles, such as a case worker, office administration or developer. 
This will continue to suffice especially as Friendship House continues to rely on technology for volunteer 
management. 
 
Role of the Board of Directors 
The Board of Directors will assist in the developing and implementing of a fundraising strategy for the 
organization by working with the Executive Director and Outreach Coordinator. In addition, each Board 
Member will be expected to assume leadership roles at their churches, community agencies or businesses 
which they represent in the implementation of key fundraising events. 
 
Marketing Strategy 
Friendship House is unique and does so much it is often hard to identify which bucket of services it belongs 
when funders compare it to other organizations. Therefore, marketing and brand recognition will be an 
important focus as Friendship House continues to meet the needs of a changing landscape, differentiates 
itself from other service providers, and responds to the emphasis on collaboration by funders.  
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Brand recognition will include: 
• Having staff, board and other key constituents in the Friendship House family consistently use 

“Friendship House” when naming and describing the program and ministry. For example, 
“Friendship House Clothing Bank,” “Friendship House Andrew’s Place,” or “Friendship House 
Newark Empowerment Center.” 

• Reviewing signage at each Friendship House location to ensure the logo is pronounced. 
• Reviewing literature to ensure it contains the Friendship House logo and name are present. 
 
Staff training will be provided to explain the purpose and need for this marketing and brand recognition. 
In addition, staff will participate in a workshop with case studies and role playing to understand and 
practice the terminology change. 
 
Collaboration: 
Friendship House is uniquely positioned for collaboration because it: 
• Has a strong history and is well respected in the community 
• Does not accept government funding 
• Can quickly respond to emerging needs 
• Is relationally focused on the client and its partners 
• Does not compete for clients 
 
With a desire to serve holistically and efficiently, collaboration has been a key method of Friendship 
House’s ability to serve over 10,000 people every year through all of its ministries (including its clothing 
distribution.) As funders and the community continue to question the validity of each nonprofit mission 
and use of resources, Friendship House acknowledges the call to collaboration is getting louder. 
Friendship House believes it is uniquely positioned to leverage existing collaborations to further serve the 
community and be a strong steward of a decreasing pool of resources. Therefore, Friendship House will 
seek potential partnerships with other nonprofits with the same desire to make a positive impact on those 
experiencing homelessness or displacement.  
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Appendix A: Board of Directors Committee Responsibilities 
 
There are five sub committees that collectively perform the work of the Board of Directors. The 
committees meet regularly and report back to the Board of Directors at the quarterly directors meeting. 
The summary of the committees is described below (excerpt from Friendship House Policy Manual, 
Part B “Committees.”) 
 
Executive Committee (Chairperson: President) 
Members: Shall consist of the officers of the Board, the Executive Director and the chairs of all standing 
committees.  
Duties: Set the agenda for Board meetings.  Assign tasks to committees in preparation for board 
meetings.  Evaluate grievances. Call special board meetings.  
 
Resource Committee (Chairperson: Treasurer) 
Members: Shall consist of the Treasurer, the Executive Director and at least three other members of the 
Board of Trustees.   
Duties: Shall establish all financial policies subject to the approval of a majority vote of the Board of 
Trustees. It shall coordinate all fundraising efforts of the corporation.  It shall also assist the Treasurer 
and the Executive Director in the administration of their financial duties.  
 
Assessment Committee (Chairperson: Vice-President) 
Members: Shall consist of the Vice-President and at least three other board members in consultation 
with the Executive Director, program coordinators and/or professional advisors.  
Duties:  Shall review and assess annually the organizational performance of Friendship House. Shall 
evaluate staff and program performance with regard to Ends Policies and compliance with regard to 
Executive limitations shall prepare assessment reports for Board discussion and action.  
 
Strategic Planning Committee (Chairperson: President) 
Members: Shall consist of the President, the Executive Director and at least three other board members. 
Program coordinators and professional advisors may also serve on the committee at the request of the 
Board. 
Duties: Shall assist the Executive Director in short-term and long-term planning. 
 
Nominating Committee (Chairperson: Secretary) 
Members: Shall consist of not more than five members of the Board of Trustees that reflect the variety 
of the Board's membership.   
Duties: Shall consist of providing a slate of officers biannually and recommend a new slate of board 
members in a timely manner by receiving nominations from Member Organizations when Board seats 
are to become vacant. 
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Appendix B: Ministries 
 
Day Ministry 
The following areas have already been targeted for the following: 

• Grow Millcreek ministry into a fully functioning empowerment center open at least 3 days a week 
with the support of local faith-based organizations 

• Seek additional local community support for the MOT Center to secure recently expanded hours 
• Continue to work with churches in and around Talleyville and Fairfax to provide additional 

services to community to fill gaps and lack of traditional social services 
• Assess gaps in service and level of need of community and interest of support from community in 

other suburban areas such as Bear and New Castle 
 
Funding to grow into these areas will first come from available grants, with the expectation that a new 
position - Outreach and Development Coordinator (see appendix D) - will be established to focus on 
engaging church financial involvement as well as in-kind support such as space, items and volunteer 
involvement.  
 
Clothing Bank 
Clothing Bank Job Readiness Coordinator first year goals include: 

• Increase job trainee graduation rate to permanent employment to 80% 
• Decrease the average length of successful completion of the program to 14 weeks 
• Increase the total annual job trainees served 
• Help each job trainee with an annual goal for herself with an action plan 
• Offer two additional on-site workshops a month 
• Increase collaboration with potential employers 

 
This will require additional funding. The Job Coach position will be first funded by grants. As the program 
gains success and traction, it will be marketed to Friendship House Clothing Bank volunteers and donors 
for support. In addition, as the Friendship House Clothing Bank grows its relationships with additional 
employers who are nationally tied there will be opportunities to receive ongoing business grants and 
donations. 
 
Transitional Housing 
Although New Castle County, Delaware is currently exhibiting a strong job market, most jobs are under 
30 hours, do not provide benefits, are seasonal, and/ or are low paying (economist have called this 
economy a “gig” economy). Most individuals need two incomes to live self-sufficiently. The second 
income is either a second job or a partner/ shared living expense. When in recovery from addiction, either 
or both of these can be destructive. Therefore, Friendship House will encourage and promote each resident 
to secure jobs with growth potential and benefits with sufficient salary for self-sufficient living. To do this, 
Friendship House will implement a company-wide job readiness and empowerment strategy to improve 
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resources and training for staff, volunteers and clients/ residents. The first stage will involve a full-time 
staff person at the Clothing Bank who will create a program for the job trainees improving upon current 
strategy (see Clothing Bank Ministry Goals), many of which are in the women’s stage 1 housing program. 
The second stage will include either stretching this person or hiring a second person to implement this 
strategy to Friendship House’s other programs and therefore available to housing residents. 
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Appendix C: Organization and Operations 
 
Succession Planning for Directors 
As directors or key staff relinquish his or her duties, a thorough examination of the organization’s needs 
will be discussed to ensure any voids will be filled and the ministry the person is exiting will be left well 
managed. This process will be done in three steps, which could span as much as 12 months after the 
director or key employee announce his or her intentions. 
 
1. Identify the expected date a director wants to step aside from being in a director or leadership role. 

a. This step will be handled and a timeframe for the following steps will be implemented. If the 
director or key employee wish to leave immediately, another director will step into the role 
temporarily until the timeframe can be fulfilled. 

2. Create a temporary transition team comprised of board members and other members of Friendship 
House who have the skill and understanding of the needs of the ministry. 

a. The transition team will serve to assess the needs of the ministry and organization as this 
individual exits from his or her role. This will include an assessment of the tasks required to 
fulfill the job, the additional talents and gifts the individual brought which may not be easily 
replaced, and a communication strategy to supporters and clients. 

3. Provide exit strategy or transition strategy to board and with staff as needed. 
a. The director or key employee likely have created strong bonds with many Friendship House 

constituents. In addition, the person leaving likely has been with Friendship House for many 
years. Therefore, his or her departure will have an emotional effect on all involved. This should 
be strongly considered during the exit strategy. 

 
Friendship House will assess leadership structure for the organization by restructuring senior leadership 
positions as current directors step aside from their roles. This will require additional staff development 
and leadership training. Friendship House will assess compensation levels for all staff and levels to remain 
competitive, minimize turn over, and maintain a sustainable salary expense. 
 
Volunteer Management 
Friendship House believes in education as a form of empowerment. This extends to all those that work 
for, with, and in any Friendship House ministry. Therefore, Friendship House will ensure training and 
education will be available to volunteers who wish to deepen their experience. This will be done as a 
Phase Two Volunteer Training using an existing template born out of a white paper written by Bill Perkins 
and will be a seminar broken into three main parts: Poverty, Empowerment, and Best Practices. During 
this three-part seminar, volunteers will learn: 
 
• How to perform in takes 
• Follow up with clients 
• Confidentiality 
• Importance of boundaries 
• The power of relational ministry 
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• Employment training 
• Empowerment 

 
As part of the strategy to engage volunteers, Friendship House will utilize the existing New Org database 
to track volunteerism throughout the organization. 
 
In 2018, Friendship House started to track volunteers across the ministries in order to identify how many 
hours a volunteer offers throughout Friendship House, what church or organization a volunteer is 
associated with, and which volunteers are also active donors. This tracking system is hosted in the New 
Org online database. This process, although critical, is time consuming and incomplete. New Org 
developers are able to create a system where volunteers can check in every time they are onsite at a 
ministry to volunteer through an online portal which New Org developers have drafted. The Volunteer 
Coordinator will begin piloting and overseeing this process at the Newark Empowerment Center and the 
MOT Empowerment Center beginning Winter 2018. This process will be rolled out to each ministry 
starting in the spring of 2019. 
 
The process would be as follows: whenever a volunteer shows up at any location, they will check in 
through a designated online portal which gets immediately logged into the database. The database is 
continually monitored by the Volunteer Coordinator. In order to ensure accuracy and completion, this 
process will need to be adopted at each ministry and by all staff. In addition, each ministry will need an 
accessible laptop or tablet which is connected to the internet and kept safe.  
 
There is no additional cost to use this feature through New Org. Instead, there is a cost to staff hours in 
order to train the staff and the volunteers. However, this is expected to be minimal. It may also be more 
efficient to have dedicated devices, like laptops or tablets, for volunteer entry. 
 
In addition, annual “thank you” letters will be sent out to volunteers, churches, and businesses with 
exceptional volunteer hours donated to Friendship House signed by the Executive Director and the 
President of the Board. The total hours and total people served will be pulled from the database. 
 
Additional volunteer acknowledgement will be discussed by the board on an annual basis. 
 
Staff training will happen on a recurring basis to understand the database entry process as well as the 
importance of volunteerism. This will be done through various workshops, some of which will be 
designed for volunteers and staff.  
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Appendix D: Income & Marketing 

Friendship House currently receives income through the following groups: Individuals, Faith Based and 
Community Organizations, Foundation Grants, and Businesses. Each one will require a unique strategy 
to build or create relationships in order to foster financial support to the Friendship House mission. 
Friendship House relies mostly on social media, printed newsletters, electronic mail, and word of mouth 
for marketing to these various groups. 

Faith Community:  Friendship House is a faith-based organization and therefore continues to rely heavily 
on the faith community for support through a mutual desire to serve God’s people. Although primarily a 
coalition of Christian churches, Friendship House will continue to look for additional faith organizations 
of various faiths, denominations, or non-denominational faith institutions. Friendship House will take a 
multi-staged approach to continue this important support through:  
• Outreach – With the assistance of a hired Outreach and Development Coordinator (see description 

below) and the Board of Directors, Friendship House will get churches involved by pursuing more 
outreach opportunities. This may include invitations for small presentations at Friendship House 
ministries, requesting regular meetings, and seeking speaking engagements, particularly in the 
suburban areas where growth has the highest potential 

• Assessment - With the assistance of a hired Outreach and Development Coordinator, Friendship 
House will strive to understand the missions of churches and ministries they feel called to support 

• Research – Through the support of the Board of Director committees, Friendship House will 
attempt to understand where church giving is going, both statewide and nationally 

• Evaluate “nontraditional” faith communities – It is important Friendship House continue to be 
inclusive to those called to serve God. Although Friendship House chooses to do this through the 
examples of love and grace shown by Jesus of Nazareth, leaders of Friendship House recognize 
and appreciate there are many ways to honor and follow God. Therefore, it is important to be 
accessible to any person or organization wanting to be involved with the Friendship House mission 
through monetary support, in kind donations and volunteerism. The Friendship House Board will 
evaluate these options. 

 
Individuals:  Friendship House will develop a “Donor management Strategy” to understand how, when 
and why its donors give monetarily. This will also involve looking for opportunities to turn volunteers 
into donors. The current donor management process responds to the dollar amount received from the 
individual. For example, every person will receive a thank you from Friendship House. If someone donates 
$500 or more, this will be done in the form a hand signed form letter from the Executive Director. If 
someone donates under $500, they receive a printed note card. Some additional strategies are being tested, 
like a personal thank you phone call from the Executive Director when Friendship House receives an 
extraordinary giftIn addition, there will need be a strategy for engaging potentially large donors, 
facilitating conversations in how to give through estates and wills, how to engage groups in different age 
groups, etc. This will be put into a Donor Management Strategy through the collaborative efforts of the 
Board of Directors and the Outreach and Development Coordinator. 
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Foundations: Foundation giving has been successful and remains an important funding source. As several 
family foundations transition to new generations, Friendship House will need to foster new relationships 
and continue to seek new foundations and relationships that believe in its mission. 
 
Businesses: Friendship House will develop a strategy for growing business support, especially as it grows 
the suburban outreach.  
 
A critical part of the success of increased community support will come from the Friendship House Board 
of Directors. The income and marketing strategies will affect and direct each of the committees’ tasks 
starting in 2019. Each chair will be required to take a part of the income strategy and deem how they will 
implement. As the key representative to their church congregations and communities, board members will 
be asked to create an engagement plan to encourage individual and church donations and to strengthen 
their base of volunteers supporting the ministries of Friendship House.  

Outreach and Development Coordinator Description 

Starting in January 2019, Friendship House will hire a part time staff member to fill this new role. The 
Outreach and Development Coordinator will be expected to understand and showcase in his or her 
performance the culture and mission of Friendship House. This individual should be able to demonstrate 
a clear sense of the four core ministries of Friendship House (Day Ministry, Housing Ministry, Clothing 
Ministry, and Weekend/ Winter Hospitality). He or she should also be able to explain the history and 
strategic vision of Friendship House as well as its empowerment philosophy and income strategies. He or 
she will be instrumental in creating a donor management policy with direct assistance in input from the 
Board of Directors and Executive Director as well as a marketing strategy. 

Specific expectations for this role include: 

• Be a liaison to faith community 
• Assist with grants 
• Increase Funding by 4% by year end 2019 as compared to 2018 
• Attend committee meetings when asked to attend 
• Grow suburban empowerment ministries by 
• Communications 
• Create and implement a new donor management strategy and policy to be adhered to by all staff 

and board 
• Work closely with the volunteer coordinator to manage volunteers, improve volunteer to donor 

ratio, and engage with new volunteers 
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Appendix E: Timeline 

 


