
C@P Appreciative Inquiry Session Overview 

Topic of Inquiry: Community Access Program (C@P) at Its Best  

June 11, 2012 

 

Background and Purpose 
 

The Community Access Program (C@P) is a highly innovative program that is currently responding to a significant 
reduction in funding. In this transition period it is important to bring stakeholders together to discuss key strategies and 
questions regarding the future of this very important program. What are the opportunities ahead? What are the 
strengths and successes to build on? What business model will ensure future success? How will key stakeholders work 
together to make this success happen?  
 
The main purpose of the strategic planning session was to engage the C@P Advisory Committee Chairs, Regional 
Coordinators and other stakeholders in a 1-day appreciative inquiry to co-create a desired future based on past and 
current successes and by designing strategies for living that future.  
 

Appreciative Inquiry (AI) is a human system (groups, organizations, 
communities...) change approach that focuses on what is working well 
(appreciative) by engaging people in asking questions and telling stories 
(inquiry). The shift in focus to the positive generates life within the system 
allowing it to move more effectively toward its goals. 
 
As well as being a process for facilitating positive change in human 
systems, AI is a way of being and seeing the world every day. Its 
assumption is simple: every human system has something that works right 
– things that give it life when it is vital, effective, and successful. AI begins 
by identifying this positive core and connecting to it in ways that heighten 
energy, sharpen vision, and inspire action for change. Since the 1980s, AI 
has been used to bring about collaborative and strengths-based change in 
communities and organizations worldwide. For more information about 
AI, go to http://appreciativeinquiry.case.edu. 
 
SOAR (Strengths, Opportunities, Aspirations and Results) is a new 
approach to strategic planning that transforms the traditional SWOT 
(Strengths, Weaknesses, Opportunities, Threats) by focusing directly on 
the elements that give energy to the organization’s future. SOAR is based 

on principles and models from AI. By focusing on Strengths and Opportunities, organizations can reach their Aspirations 
(desired outcomes) with measurable Results by: 
1. inquiring into strengths and opportunities 
2. imagining the best pathway to a preferred future 
3. innovating to create the initiatives, strategies, structure, systems, and plans: and 
4. inspiring to action-oriented activities that achieve results. 
 
Participants were engaged in this appreciative inquiry, and took away effective processes for sustaining collaborative 
relationships and strategic thinking needed in these times of constant change. The day began as the group worked as a 
whole to develop teamwork agreements, which created an appreciative climate for the day. Through a combination of 
personal input, one-on-one conversations, and group decision-making, themes and plans for C@P emerged. Intended 
outcomes are business models and capacity building as a provincial network of networks. 
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Creating an Appreciative Climate: Teamwork Agreements 

 
At the beginning of the day, small groups brainstormed what they 
believed to be the most important components of working together 
moving forward. These ideas were shared with the larger group, who 
agreed as a whole to these guiding principles of interaction. 
 
 
The agreements found value in: 
 

 Sharing - encouraging discussions, openness, and having the 
courage to speak up 

 Acceptance - partaking in active listening, respecting 
differing opinions, and staying open-minded  

 Trust and Respect - co-operation and adaptability, working 
together, maintaining confidentiality, and allowing room for 
diversity 

 Positivity - having fun and focusing on strengths 
 
 

These components are valuable ways to guide C@P teamwork and 
collaborations, and may be combined into guiding principles for the 
organization moving forward. 
 
 

 
 

 

 

Section 1 
Inquire into Strengths and Opportunities  

Discovery: Part 1, Interviews 

Groups divided into pairs to ask one another the following questions. While one individual answered, the other recorded 
notes. Those who were not directly involved with C@P answered based on their work or experience with a similar 
community project.  
 
These questions created an atmosphere of openness, and allowed members of the group an in-depth look at the 
program from an alternative point of view. For example, a Financial Coordinator for one C@P region shared an interest 
in fundraising with a participant whose ideas concerned leadership. These ideas merged into an overall discussion 
regarding possibilities for fundraising through the Summer Youth Initiative. 

 
1) Best times that you have had with C@P:  
Recall a time when you felt most alive, most involved, or most excited about your involvement. Tell me a story about 
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that time. What made it an exciting experience? Who was involved? Describe the event in detail. 
 
2) Things you value deeply: 
What do you value about yourself and your contributions to C@P? 
What do you value about C@P?  
 

3) Core life-giving factor: 
What do you think is the core value or factor that allows C@P to pull through challenging times and that we need to 
bring with us as we move into the future? 
 
4) Focus on the future: 
What opportunities do you see for C@P? 
What three hopes do you have for C@P?: 

 

 
Discovery: Part 2, Emerging Themes 

Small groups reconvened and shared several notes that stood out from their partner’s interview. As each individual 
shared, groups began to gather key themes that were similar across the interviews.  

 
Each small group recorded their high-energy themes on poster paper. All groups posted these on a wall to share with 
the larger group.  
 
Each individual was then given 5 stickers to assign to the themes they found most important, interesting, and/or 
pressing. When complete, concentrations of stickers across the papers represented high energy around a particular 
theme. 
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Energy concentrated around points of interest:  

-Long-term sustainability 

-Power of volunteers  

-C@Pacity-building 

-‘People in the community helping people in the community’ 

- Empowerment 

-Province - communities of practice; areas of strategic importance 

-Access to digitally-based government services 

-Community-building 

-Linkage to local business 

-New tech adoption 

-Training & Follow-up (all ages) 

-Innovative culture/flexibility to take on new initiatives 

-Important piece of infrastructure 

-Skills development & e-learning 

 

 

 

 

 
 

Section 2 
Imagine Your Preferred Future: Dream 

 
Small groups chose one essential theme out of all the recordings. Many of these themes were those with high ‘energy’ 
(a high number of stickers) around them. Each small group’s chosen theme was representative of their vision for ‘C@P’s 
Preferred Future.’ 
Groups then created visual representations of this preferred future by combining images together on paper. 

 
These creations were presented and explained to the larger group. After this, small groups worked to write a 
‘provocative proposition’ statement that represented their image and preferred future for the program. 
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Section 3 

Innovate to Meet Aspirations: Design  
 

Each group identified several steps/components necessary for the success of their preferred future (i.e. Delivery of 
Online Government Services). These steps/components were shared with the larger group; placed individually on a wall 
and separated into emergent categories (i.e. Marketing). 
 
Individuals volunteered to ‘lead’ high-interest categories, and every person joined the group of their choice. These new 
groups discussed and documented the possibilities of these preferred futures and the resources, people, groups, and 
actions required to make them achievable. 

 

 
Group Reports 

 
Design Group 1 

E-Government, Online Services 
 
Participants:   
Tyler Knowlton (lead), Nancy Flam, Nicole Levert, Mary-Jane Fumerton, Donald Kenny 

 

What are you proposing to make the preferred future happen (strategies, models, actions...)?: 
1) An opportunity exists for C@P to help deliver provincial programs  
2) Form a provincial government delivery entity to coordinate training requests opportunities to C@P 
3) Form a C@P entity to coordinate and distribute identified requests to C@P Sites 
4) Provide training opportunities for C@P to deliver to provincial standards and provide measurable results 
5) Future strategies for marketing 
 
Who needs to be involved?: 
Labour and Advanced Education 
PESU  
DCS 
Service Nova Scotia and Municipal Relations 
CCH 
Seniors 
Youth 
Advisory Council 
Regional Coordinators 
Chairs 
See results of asset mapping 

 
 
What resources are required?: 
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What can you offer and commit to?: 
 
Timelines: 
Step 2: 1-2 months 
Step 3: 1-2 months 
Step 4: 6 months 
 
Notes: 

 
 

 

Design Group 2 

Partnership 

Participants:   
Deborah Innes (lead), Joanne Gidney, Mike Ross, Joe Brown, Darlene (Tourism), Neil Pardy 
 
What are you proposing to make the preferred future happen (strategies, models, actions...)?: 
1) Look at best practices (what is working and also what is not working 
2) Partnerships for sustainability 
3) Think strategically about partnership development  
4) Creating an awareness of non-profit/ profit organizations – what we can do, etc. and guidelines 
5) Look to Networks for expertise (Shelia Guysborough) 
6) Adapt and partner with others (corporate sponsors) 
7) List of what we have to offer\What do they look like now and what they will look like in the future 
8) Open door to new partners – who, what we are, what we can do for you 

9)**List of existing partnerships 
10) Use existing partners to promote, leverage 
11) Leverage sectorial partners 
12) Knock on every door 
13) ISP providers – going after free services (like Guysborough with Seaside) 
14) change “attitudes” toward partnerships, positive 
15) Definition of a partner (what are the benefits to both, think about strategically) 
16)**Who are C@P Champions that can speak on C@P! 
 
Who needs to be involved?: 
Committee of: 
Regional Coordinators 
Volunteers 
Community Members 
Youth 
Champions 
MLAs 
MPs 
Municipal Councils 

 
What resources are required?: 
-Promotional package (info on program, benefits/ what we have to offer, communicate expertise) 
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-Cold calls 
-Visiting sites who have a good partnerships already in place 

What can you offer and commit to?: 
 
Timelines: 

Notes: 

 
Design Group 3 

Stories 
 
Participants:   
Dyan Perly Bader (lead), Jeff Mercer, Melanie Pauls, Lester Morgan, Jacob Deng, Ray MacNeil, Monica Marsh 

 

What are you proposing to make the preferred future happen (strategies, models, actions...)?: 
1) Engaging story tellers and collecting stories 
-recording casual conversations 
-why do we want stories: Engage volunteers, more users, make it real for funders/ partners, passionate staff, press/ 
media, improve/ efficient services 
-open house to gather stories, story capturer. Transcribe, video booth, speakers corner, audio for video 
2) Social media campaign 
-movie 
3) People on the site interview (help us to help you) 
4) List of questions to get the ball rolling 
5) Facilitated discussions with users story circles (experimental) 
6) The more stories you have the harder it is to manage 
7) Sharing and targeting stories 
-C@P Network, social media, ACALA TVC newscast, youtube 
-Templates: Brochures for business, volunteer expo, press package, annual  
-Reports for funding partners 

8) Facebook target volunteers / funders/ partners 
9) Stories from employees, youth, previous staff – Q’s why are you coming back 
-seniors stories 
10) Story repository – database, metadata, Cognitive Edge 

Who needs to be involved?: 
Step 1: Staff, Users, Volunteers 
Step 5: Facilitators 
Step 7: Staff, Users, Volunteers, Stakeholders, Graphic Designer 
 
What resources are required?: 
Step 1: Cameras, Video, Audio, Transcription, Snacks 
Step 9: Server space 

What can you offer and commit to?: 
 
Timelines: 
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Notes: 
 

Design Group 4 

Capacity Building & Asset-Mapping 
 

Participants:   
Shelley Bent(lead), Jeremy Moule, Tricia Robertson, Dhaval Joshi, Karen Parusel 
 
What are you proposing to make the preferred future happen (strategies, models, actions...)?: 
1) Figure out what we have in each community (create asset mapping) – geographical – educational – demographic  
2) Check out best practices available in other areas/ provinces? 
3) Determining what the asset map is at the end? (looks like?) Is it a database, or a visual map on a website, etc. 
4) Who do we work with? Make linkages with others i.e. resource centres. This would be done to show each network 
who is partnered with who, and give examples/ideas on who to target in their communities as partners. 
5) Testimonials 
6) Wireless sites added to site map 
 
Who needs to be involved?: 
C@P Network 
Municipalities 
Chambers of Commerce 
Youth 
Past clients 
Other NPO/NGO’s like Digital NS, Techsploration etc.  
Representatives from C@P and other provinces, partners 
Past clients 

 
What resources are required?: 
-social media/ media/ communicate the message 
-technology skills 
-social media experts (have targets) 
-information on resources 
-LAE resources on S & L side  
-Links with workforce strategy 
-stories 

What can you offer and commit to?: 
Create a template – where you’re coming from and where you’re going to – how to get there. 
 
Timelines: 
Take info from jurisdictional scan ad combine for map creation. 
 

Notes: 
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Design Group 5 

Branding/Marketing & @NS 
 
Participants:   
John Couture (lead), Dana Perry, Ross McDonald, Gerard MacNeil, Colleen Fraser, Darlene Cameron, Donnie Cameron 
 
What are you proposing to make the preferred future happen (strategies, models, actions...)?: 
1) Look at by-laws of Regional working groups – to allow the stakeholders to participate  
2) Consider private partnerships as a means to access new technology and equipment 
3) New targeted programs 
-Immigration (Language, Business) 
-Cultural (Tourism) 
-SME (onsite training, marketing online, financial management,  productivity tools) 
4) Provide space and software for e-meetings and webinar 
5) Work with CBDC to develop a partnership around their client training program 
6) Taking better stock of personal skills already within Network – utilize those skills before looking outside facilitators 
(i.e. if we have simply accounting expert – use them)  
7) Explore partnership with LAE – Become one of their consultants (either as part of the assessment process of the 
training) (workplace ed)  
8) Look at bringing back the rating system of C@P Sites (express, innovation) I like this idea, but who does it benefit? 
And if we do do this, it should come with clearly defined distinctions between them. Due to jobsHere, we should keep 
the name innovation, or maybe productivity and innovation centers. (JM) 
9) Explore a way to streamline youth applications (SEP). Need to let province know we are a program that meets 
priorities. 
10) Students in Business (IC Program) be an applicant – Needs to be specific 
11) Standardization of training across the province  

 
 

Who needs to be involved?: 
Step 1) Networks 
Step 2) NSC@P, NSERDT 
Step 3) RDAs, Municipality, SME, experts, consultants 
Step 4) Someone to develop justification and market  
Step 5) Directors of CBDC and their association, NSC@P Chairs 
Step 6) Everyone 
Step 7) LAE, NSC@P Board, local champions 
Step 8) Local networks, site surveys 

Step 9) Work with ERDT show value of program, negotiate with dept. 
Step 10) CBDC – through association, Individual members 
Step 11) Training Committee 
Step 12) Communications Committee 

 
What resources are required?: 
Step 7: Joe Brown 
Step 10: Erin Smith 
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What can you offer and commit to?: 
Step 3) Skills of Coordinators, youth, infrastructure, equipment, ability to overcome challenges, diverse partners 
Step 4) Software, experts  
Step 5) Expertise, infrastructure, technology 
 
Timelines: 
 
Notes: 
As far as notes, it seems that the province has been trying to find an electronic delivery of their service, attract tourists 
seeking information, do duties similar to access Nova Scotia centers without being a true public servant venue, but 
allowing those who would have a considerable drive to be able to get birth certificates, vehicle permits, or just the links 
to do these services online. 
 
I believe we could, until the federal dollars cease, call the C@P sites a division of @NS.  This way we are owned by the 
province and can provide services to all Nova Scotians, visitors, and those removed but still NS’ers by choice.  We could 
sell advertisement on the website to big corporations, festivals, feasts, gathering and even blogs such as one that is 
updated detailing the conditions of certain trail systems for residents or tourists.  This could become far bigger and 
accommodating than C@P ever was. 
 
I realize there will be some hesitation by Eric and other senior C@P members…however, truth be known…we are viewed 
as being dead for any new blood or corporate sponsorship since the withdrawal of industry Canada funding, 
however…the C@P idea has been dead for far longer.  We really discussed this within our own society last year on the 
idea of how to reach out, re-invent, etc.  Those who use C@P will be glad to have a “reborn” version, especially if we 
could attract that 5 year plan.  This long term contract/MOU, would take the strain off coordinators and boards so that 
time could be spent specifically on doing projects, interviews for employment, meeting with industry, municipal 
government, and business partners…rather than begging each March 31st for continued funding.  If we don’t meet the 
conditions of the contract, the funding would of course be stopped but this would be on failure to commit, not 
something I believe would be the issue with truly active sites and areas. 
 
We need to re-establish community links with all levels of government, we are a delivery system that they would prefer 
to use.  Anti-bullying, crime prevention, Capacity building…who can do better than those who have stood the test of 
time and poor budgets. 
 
The remaining notes went with the collection of data to be redistributed, but other items that were discussed such as 
the signage…seems so minor.  Yeah spend some money on the signs.  Right now, none of these blue and yellow signs 
describe anything modern such as a tweet or a BBM…just the “@” which is not sufficient.   @NS surrounded by a 
computer terminal would at least begin to sell the idea of the new initiative.  We could use it, own it, and get funding for 
and through it as it develops…but signage is important especially after the final federal dollars run through.  
 
Complaint of C@P NS owns the brand C@P...maybe but I don’t know if I want to own that…unfunded, fulfilled 
mandate…why would I look at them for assistance unless I am already using it?  We need NEW and that may mean a 
new symbol and sign.  Members of the business community here feel that we cannot survive and really…if NS doesn’t 
get into the operating mode with this…we too may be running out of time in C@Pe Breton County.  Costs remain and no 
budget…makes it difficult to survive. 
 
Sorry for the length, but since I was the person who looked at C@P from the view of a tourist and couldn’t understand 
the significance or benefit based on the blue sign with yellow print.  It isn’t even promoted on gov.ns.ca websites. 
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Section 4 

Inspire to Achieve Results: Delivery 
Ongoing Strategic and Operational Planning 

Next Steps 

On August 2, a ‘Working Group’ comprised of the five Design Group leads (or another Design Group member in the case 
that the lead is unavailable), the NSCAP Provincial Chair, ERDT Provincial C@P Coordinator, ERDT Corporate 
Strategist, ERDT Broadband Project Officer and Provincial C@P Office staff will meet with facilitator Jeanie Cockell to 
take part in a planning session focused on delivering outcomes from the June 11 session.  This next step in the planning 
process will be used to build strategic and operational plans. 

In the first weeks of July, the Design Group leads will prepare by reviewing the Appreciative Inquiry Overview document. 
In addition to providing their input into the document, they will also specifically focus on the outcomes from their 
Design Group table, connecting with their table members to take note of any additional materials or perspectives to add 
to their Design Report. These materials will be sent to Provincial Office by July 20 to be added to the document.  On 
August 2, the Working Group will meet with Jeanie Cockell in this guided process: 
 

 From June 11th Report 

o explore the themes; 

o sort and revise, if appropriate, the provocative propositions (as guiding principles, strategic goals, 
tactics, mission, vision…);  

o develop a deeper understanding of the Design conversations; 

 examine the priorities and levels for the Design strategies; 

 work with the outcomes to construct both a strategic and operational plan to guide C@P over the next year; 

 discussion may include re-design of C@P business model and governance structure etc. 

 

Leads and groups are also asked to consider the following questions in preparation for August 2: 
-Which materials produced on this day could contribute to an overall Mission, Vision, and/or Guiding Principles for 
moving forward? (i.e. provocative statements) 
-Which sections, Design Group plans, and components of plans contribute to Operational vs. Strategic plans for C@P? 
-Do we plan to redesign the whole program, or just the components of it that relate to the province?  

The Working Group planning outcomes from Aug 2 will be shared with all June 11 participants as draft models for 
moving forward. 
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Appendix 

1) Contact List of June 11 Participants and Invited Attendees 
 
 

 

 


