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This report provides an analysis and evaluation of the theories of strategic management within policing, specifically looking at the development of a strategic plan for the specialist area of policing within the Public Service Centre (PSC). The report highlights how the theories of strategic management relate to the development of that plan, exploring the difficulties and limitations of effectively implementing the plan through critical evaluation.

The report outlines the theoretical aspects of strategic management and the importance of a clear, strategy, mission, vision and purpose that is underpinned by clear objectives and goals. It highlights the importance of stakeholder engagement and communication throughout the process and of utilising management tools to support decision making. 

The report also highlights the need for clear strategic management and the correlation between planning and performance management. 

The report concludes with 12 recommendations for the development of a strategic plan specific to the PSC. 

Introduction
Policing during recent years has gone through unprecedented change. Undoubtedly with such significant changes to practice, the public landscape and policing accountability, the importance of an effective Strategic Management Plan has never been greater. 

Policing demand and calls for service remain both high and complex. Public expectation has changed; post the pandemic, communities have become more dependent on technology and therefore expect the police service to be as easily accessible as any other online or police-based service. As identified by Whittingon (2020) it is important to determine what type of change is being considered, is it adaptation, reconstruction, revolution, or evolution. The change to the PSC strategy aims to reflect the growing technological advancements and the societal changes in respect of how communities wish to engage with SWP. 

The strategic plan seeks to identify the PSC mission and vision. It aims to reflect the Force’s aims and values and considers the theory of strategic management at a national level. The Public Service Centre is unique in nature, with a range of dynamic and emergent threats often identified at First Point of contact. This causes challenges with determining the most appropriate strategy, as often it can interchange depending on the circumstance presented. 

The aim of this paper is to look at the design and development of a department plan, being cognisant of the force plan and of external stakeholders. Bryson (2010) highlights the importance of adding public value by having a clear strategy. He also identified the importance of understanding the interdependencies that exist. The plan will identify key areas required to meet the National and Force plan of improving community engagement. 

The strategy will offer clarity around core business. Policing does not exist in isolation and learning from past decisions is important. According to Mintzberg (1998) strategic planning involves identifying the strengths, weaknesses, opportunities and threats which then allows for a structured and focused plan to be created. 

It has been identified by Cook (2022) that strategy is at the centre of an effective decision made by managers and that it will provide direction that can inform what actions the employees of an organisation need to take.

Strategists often refer to three levels of strategy. The corporate strategy tends to be wider and spans over a longer period. This sets the scene from which to develop both the business-level and functional-level strategies. All decisions made should contribute to the corporate objectives. 

Within South Wales Police (SWP) the corporate strategy is that which is set at Chief Officer level. It is acknowledged that due to the breadth of departments which exist within SWP there is a need for a specific departmental business level strategy. This strategy links to the functional strategy, which aligns activities and the challenges unique to the department. 
It has also been argued that there is a fourth strategy level identified as ‘Operational Strategy’. This sits at ‘the lowest tier of the strategic hierarchy. It’s the boots-on-the-ground’ aspect of strategy, ensuring that plans are translated into tangible actions and results’ (Cascade Team, 2023) It could however, be argued that this fourth level is excessive, as long as the business level and functional strategy is communicated effectively, this additional level could lead to duplication. 

There are many schools of thought around the strategic framework. The three-element stage focuses on the strategic position, assessing strategic choices and managing strategy in action. Understanding the strategic position of SWP, there is a need to take into consideration the political environment, the social environment and technological developments. There is a need to consider the strategic capability of the department, i.e., the resources and competences. It is important to identify how the department wishes to compete. Are they looking to drive innovation or build on existing structures. 

[bookmark: _Toc157577132]Main Findings  
Strategy in action, looks at how strategies are formed and how they are implemented. It is important that the department is structured effectively to support the strategy. Part of this process looks at evaluating what analytical data there is to support this strategic plan, and how the department can prioritise and organise effectively. 
It is well documented that there are different approaches to strategy. Stobierski (2020) highlighted that a deliberate strategy is a conscious process supported with data and experience that allows an organisation to have confidence that they can create a long-term strategy.  

This strategy doesn’t come without drawbacks. It is important that individual contributors are aware of how they contribute to achieving goals, that it only works effectively when everybody understands what is trying to be accomplished. Within the PSC a deliberate strategy is favoured. The department often tends to devise strategies based on historic analytical data, which allows the department to baseline projections, aligned to the national direction. 

The author recognises that there are also benefits of having an emergent strategy. In contrast this development theory, considers that ‘corporate strategy as more experimental in nature and developed over time by adapting to changes, it has no long-term plan and is therefore unstructured in form’ (Jeffs, 2008, pg12). At a middle management level, there are numerous innovative projects underway which may be far more aligned to daily prioritisation and changes. This approach would be far more flexible and fluid. 

Stobierski (2020) notes that when a company is trying to implement a deliberate strategy, they’re focused on their original goal, but because of that focus they do not see what is within peripheral view and that in doing so there lies a risk of missing emerging opportunities. 

The PSC plan is a deliberate strategy, founded on analytical data and created as a direct result of gathering stakeholders together to understand all the competing demands and to interrogate past decisions and strategies to identify future options. However, Stobierski’s concerns are valid, the time dedicated to formulating a deliberate strategy could quite easily result in the strategy becoming outdated within the fast-paced environment in which policing operates. Therefore, it is important that key milestones are factored into the plan, as feedback plays a significant part in defining and redefining strategy. 

It is important that managers are conscious of strategic drift, which can be defined as ‘a gradual deterioration of competitive action that results in the failure of an organisation to acknowledge and respond to changes in the business environment’ (Sammut-Bonnici, 2020). As a department employees need to be engaged to ensure that they have the confidence and motivation to strive for improvement. It is quite clear that there are critical choices to be made throughout the process. Matigoni (2020) identified the need to ‘unlearn failure beliefs’. 

Whilst the issues highlighted above with rigid planning are noted, such as a detachment from reality and paralysis by analysis etc, there are still clear benefits to this approach, such as defining ownership and accountability, providing security to employees and providing clear direction. 

Mitchell (1997) identified stakeholders as any individual or group that has a legitimate interest. In contrast, Freeman (1984) has a far broader view that it is in fact anyone who can have an impact on or be impacted by an organisation’s objectives. Stakeholder mapping can be an extremely useful tool and it is proposed that this should be undertaken at the initial planning stage. 

Rogers & McIntyre (2019) identified that an effective strategic plan should support senior managers to have confidence that their plan is representative of the expectations of their stakeholders, hence meeting the requirements of police accountability and transparency.  

Strategies may be viewed differently by different stakeholders at different levels. It has been identified that managers who are more involved in strategy not only see the process in a more favourable way but also act in ways that make the process more effective. It highlights that involvement ‘strengthens vision, increases rationality and improves adaptiveness in strategy-making’. (Collier, et al., 2004) This returns to the earlier point around the importance of stakeholder engagement in strategy. Floyd (1992) highlights that there is a strong relationship between middle managers and organisational performance. The strategists involved, must have the skills to ensure they have legitimacy and respect of those poised to take the plan forward. 

Throughout the strategic process it is important to recognise any factors that could  influence the decision making process. Kahnemann identified 5 common biases; confirmation bias, anchoring bias, saliency bias, affect bias and risk bias. Hayes (2021) identified bias as an irrational assumption that impacts the ability to make a decision.

It is clear to see how each can and often are reflective within the PSC and the importance of managers being alive to this. Often, data is sought to reinforce management decisions and progress long standing plans which are archaic. Often, SWP are risk averse and for many the priority is to minimise the risk to the force at the expense of driving innovation. 

Strategists such as Forbes (2023) have raised the concept of ‘bubbles’ identifying that employees tend to form groups with likeminded people. There can be risks with this approach in that views become distorted. That actually stepping outside of one’s own bubble to experience and understand the opinions of all can be highly beneficial.  

It is important to consider strategy within different contexts. Within the PSC the environment in which it operates, continues to be influenced by external factors, which there is limited control over. In contrast, there is the ability to map demand, scrutinising past year-on-year trends to provide future forecasting. This must be relied upon with caution as there is always the potential for unforeseen environmental threats that make the strategic planning uncertain. 

The PSC Purpose and Mission (see Appendix 1) outlines the strategic purpose of the department, the direction in which it wishes the department to travel and how this can be achieved. It is vitally important that when that ‘purpose’ is defined that leaders support and work towards its effective communication, checking and testing that everyone from senior to operational level understand the direction. Whilst it is accepted that it needs to be flexible to prevailing and emerging issues it still needs to be underpinned with a core purpose. 

A clear strategy allows for the creation of a one forward-focused vision. However, research conducted by Cote (2020) identified that 48 percent of all organisation’s fail to meet at least half of their targets. This clearly reinforces that it is essential that all employees understand the strategy as it is critical to success. Wieder (2017) reinforced this message by identifying that the passion and commitment of employees is key. 


It is important to understand that there are different academic disciplines underpinning strategy. Johnson (2022) identified that solely taking one view can be misleading but by gaining different insights can result in differing options being explored and greater solutions to strategic problems being identified. 

Within strategic management issues can be commonly analysed through different lenses, identified as strategy as design, strategy as experience, strategy as ideas and strategy as discourse. Within the PSC, strategy as design is clearly identifiable and visible. That strategy design is based on analysis and data. Supporting this, is the experience of those involved, which brings knowledge and corporate memory. 

The PSC is subject to unprecedented change, therefore how innovative ideas are supported and viewed are important. The evidence shows that innovation comes, not from the top, but from lower down. ‘People interpret issues in different ways according to their experience. The greater the variety of experience, the more likely there will be innovation’ (MBA Knowledge Base, 2021).

Finally, strategy as discourse, identifies that strategy involves a high level of discourse, shaping understanding to motivate staff, looking at how those involved grasp and understand strategy and how they interpret all of the ‘lenses’ are important and are required to collectively make strategy effective. 

‘Strategic Planning is an organisation’s processes of defining its strategy and making decisions on allocating its resources to pursue this strategy,’ Culp, 2013, pg84). Strategic planning can be described as ‘a deliberative, disciplined approach to producing fundamental decisions and actions that shape and guide what an organisation or other entity is, what it does, and why’ (Bryson, 2020, pg255-267).

There are benefits in developing a firm strategic plan, such as ‘promoting’ strategic thinking. However, others, such as Mintzberg (1994) argues that strategic planning often impedes strategic thinking. It can be argued that there is the need for a level of planning as the foundation but then this mustn’t be so rigid that it impedes innovation. 

In contrast, it has been highlighted by Jeffs (2008) that there is evidence to show that organisations which undertake strategic planning do tend to perform better than those organisations that don’t.

A management tool often used is the SWOT analysis. This lays the foundation for setting priorities and helps identify the strengths and opportunities to overcome or minimise weaknesses and threats. See Appendix 2, SWOT (Bojic, 2020). The SWOT model is used with internal focus and is often analysed in terms of resources and capabilities. 

PESTLE is also another management tool. This tool also supports an organisation to navigate the external environmental factors to allow for informed decisions. See Appendix 3- PESTLE Bojic (2020).

Both SWOT and PESTLE frameworks should be applied. Van Der Heijden (2005) described this process as ‘scenario-based planning’. Many of these discussions within the PSC take the form of workshops or task and finish groups. These discussions shape the plan, drawing on the knowledge, skills and experience of attendees.

Combining SWOT/PESTLE and scenario planning will provide a comprehensive understanding of the department’s position in terms of its current and future capabilities and its ability or scope to improve, through the understanding of both internal and external factors that influence. 

The increase in the speed of environmental change, is often difficult to anticipate. Bojic (2020) identified that environmental scanning can provide vital detail to the planning process. That this process should be ongoing, and that events both internal and external should be continually assessed in order that adjustments to the plan can be made..  See Appendix 4, Bojic (2020) which illustrates the basic concepts of understanding both the internal and external business environment. 

The PSC has developed an overarching strategy, See Appendix 5. In addition to identifying the ‘plan’ it is important that there is effective strategic management overseeing the process. Strategic Management is a ‘complex web of differing theories and approaches, it continuously emerges and evolves. More intuitive than rational, it offers significant benefits if done well, potentially catastrophic results if done badly’ (White, 2004, pg71). 

Having reviewed the horizon model and looked at the three stages, the PSC can be recognised at each level. Horizon 1 is the core business of the PSC, as the department progresses to Horizon level 2 it looks to build upon / and develop targets that enhance core function. As it reaches Horizon 3 the department has exhausted all core functions and maximised performance, the department are then looking more broadly at innovative and expansive ways to enhance service delivery. ‘The horizon model helps you manage the varying visions and guide conversations by showing your team the grand innovation plan and the goals for that plan over time’ (Board of Innovation , 2024)

Drucker (2018) identifies that having a clear mission and purpose makes possible clear and realistic business objectives. The mission statement for the PSC outlines the core role and how the department contributes to the overall policing mission of ‘Keeping South Wales Safe’. The mission statement links to the priorities and objectives of the department. ‘To some extent, the mission can act as cultural ‘glue’ that permits an organisation to work as a collective unit’ (Drucker, 2018, pp456-473). Once the mission of the department is understood, it is vitally important to make sure that this is supported by a clear vision, See Appendix 6 – PSC Vision. 

It has been identified that once a vision statement has been identified ‘further steps such as aligning the strategies with the vision statement and a communication concept must follow’ (Laser, 2021, pp145-147). How the vision is consulted on, interpreted and marketed is hugely important. Having a vision statement is irrelevant if it unknown or there is no buy-in from staff.

 It is clear from literary research that a ‘vision’ is important however a survey conducted by Kantabutram found little agreement as to what managers thought “vision” was and that ‘in the corporate world today there is no commonly agreed definition for a vision’ (Kantabutram & Avery, 2010, pg37-45). This is important, who and how the vision is agreed requires consultation and engagement at all levels. 

The culture of a department can influence the success of a strategy. The concept of ‘policing culture’ has emerged over time, Chan (1997) identified informal occupational norms and values within a hierarchical police structure.  

Other researchers refer to three levels of culture, namely ‘artifacts’ (ceremonies, language, stories), ‘espoused beliefs and values’ (conscious and observable) and ‘underlying assumptions’ (internalized, embedded and unconscious) Cockcroft, 2019, pg218-229). The former viewed as top down whilst the latter viewed as bottom up. 

Underpinning the vision must be the core values. Research has shown there is a link between organisational values and ethical behaviour. Urbany (2005) identified that value statements should be an internal guide for daily decision making. 

However, in contrast Jackson et. Al (2008) stated that there is little agreement about whether value statements are related to the effectiveness of an organisation’ (Allison, 2019, pg666-689). Whilst the latter opinion is noted, it is still believed by many that core values must be the foundation from which any strategy is developed, see Appendix 7, PSC Values.  

The values of South Wales Police are quite simply to be ‘Proud, Professional and Positive’. The force values are transferable and relevant to all employees of SWP, and therefore reinforced within the PSC Plan. Rogers & McIntyre (2019) confers that values are the foundation of the planning process and that there is a correlation between personal values and organisational values and that if aligned then success is far more likely.  

Once the Mission, Vision and Values are in place it is important that the objectives are clearly set. Scott (2023) identified that there should be a clear objective statement so that stakeholders are cleat as to what the organisation is seeking to achieve. The PSC have clear strategic objectives and goals, see Appendix 8.

Whilst strategic planning has been explored it is also important to understand performance management, and how they align to each other. Performance management focuses on employees and ensuring that they align to the strategic plan. As a PSC there are dedicated and purposefully designed performance metrics that align to the organisational objectives, this ensures that all teams are aware of the metrics and contribute to achieving the set targets. Careful consideration is given to the targets, to make sure they are attainable and that they are line with National metrics. Chatterjee (2023) identified that targets provide a clear benchmark which keeps employees motivated to achieve targets set. 

It is important that performance is continually monitored. The Call Management Support Team within the PSC, provide timely feedback and recognition to staff. This team supports the strategic plan and focuses on team performance. To support this team, it is important that the data can be relied upon to provide consistency and accuracy within the measurement framework. Chatterjee (2023) identified that performance management bridges the gap between visionary goals and practical execution.

Rogers et al (2019) emphasized the need for Performance Indicators to assess success. He identified that performance indicators that were aligned to goals were far more effective. The performance framework must be in place to ensure that managers can monitor if the plan is being successfully delivered. This will allow managers to identify opportunities and to support further investment if appropriate. Aguilar (1967) identified that the key purpose of managing performance was to align employees and gain support of the department to turn the plan into action. This can be achieved by involving and empowering employees throughout the process.   

Kroll (2013) identified that having vague goals that don’t add any value is a risk. Interestingly, others namely Abdallah & Langley (2012) believe that the goals themselves don’t have to be absolutely clear. Here the concept of ‘strategic ambiguity’ is explored, where it is believed that having an element of ambiguity allows individuals to interpret objectives and goals with flexibility and creativity, which in turn can support change. 

Segars (1998) identified four approaches to assessing the effectiveness of the strategic plan, “goal-centred judgement, comparative judgement, normative judgement and improvement judgement’ Within the PSC it is very goal driven, therefore goal-centred judgement, where the plan is evaluated based on targets is clearly the preferred option. 

[bookmark: _Hlk163585749][bookmark: _Hlk162978075]Whereas the balanced scorecard concept, by Kaplan (1996) sits outside of this school of thought. The scorecard is used as a learning and a communication tool and will focus on the vision and future improvements. A balanced scorecard will contain both outcome measures and performance drivers. 
[bookmark: _Toc157577133]Conclusions  
The aim of this report was to provide an analysis and evaluation of the theories of strategic management within policing and to specifically design a strategic plan for the specialist area of policing within the PSC. 

The setting of a strategic plan within the PSC provides the opportunity to understand and define key priorities and to ensure that the objectives and goals respond to the public and national obligations. Police forces are expected to have clear plans that identify their commitment to national metrics. With multiple competing demands setting a plan allows for greater focus.  Clearly, leaders will benefit from identifying the strengths, weaknesses, opportunities and threats within the department. This will facilitate greater decision-making. 

The report has also highlighted the need for effective stakeholder engagement. Stakeholder mapping can be an extremely useful tool to achieve this. The strategists who develop and oversee the policy must possess the skills necessary to ensure they have legitimacy. How we communicate the strategy and achieve ‘buy in’ is extremely important. 

Once the key individuals are engaged, identifying a clear and defined, mission, vision and purpose is significant which must be underpinned by values. Once the mission of the department is understood, it is vitally important to make sure that this is supported by a clear vision. How the vision is consulted on interpreted and marketed is hugely important. Having a vision statement is irrelevant if it is unknown or there is no ‘buy-in from staff.

Monitoring progress through quantitative and qualitative performance measures, identifying key response times, reviewing contact resolution at first point of contact and reviewing victim satisfaction will all help to assess the effectiveness of the objectives within the strategy.
 
It has widely been recognised that implementing strategic performance management has its challenges, such as alignment to goals, resource constraints etc. all of which are evidently apparent within the PSC. ‘Strategic planning serves as a roadmap that guides the entire workforce towards a common vision, facilitating efficient execution,  measurement, and continuous performance improvement.’ (Chatterjee, 2023). There is clearly a direct and important relationship between planning and performance. 

[bookmark: _Toc157577134]Recommendations  
The report concludes with 12 recommendations for the development of a strategic plan specific to the PSC, see Appendix 9.  
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Appendices 
Appendix 1 – PSC Purpose and Mission
Safeguarding our communities through effective contact management and deployment of resources at first point of contact.

Appendix 2 – SWOT Analysis (Bojic, 2020)
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Appendix 3 – PESTLE (Bojic, 2020)
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Appendix 4 – Illustrates Basic Concept of Internal and External Business Environment (Bojic, 2020)
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Appendix 5 – PSC Strategy 
To deliver a highly effective and efficient service to the public

Appendix 6 – PSC Vision
At first point of contact to have a clear understanding of our community’s needs.

Appendix 7 – PSC Values 
Proud, Professional and Positive

Appendix 8 – PSC Strategic Objectives and Goals
[bookmark: _Hlk158726522][bookmark: _Hlk158726263]Strategic Objectives:
· To be available and respond quicky when there is a risk of serious or immediate harm.
· To provide the right information to the right person, at the right time through the right channel. 
· To be public focused, designing and delivering our services, to meet the changing needs of the communities we serve. 




Our goals are to:

· To be public focused and committed to delivering the service that the public expect from us. 
· To have a range of contact channels that meet the needs of the communities but that enable us to manage and deal with our demand, in a way that is consistent nationally.
· Contact where there is real and immediate risk to life is prioritised without fail. 
· Contact will, be resolved at the earliest opportunity without the need to deploy officers or staff. 
· To achieve our aim of being the best at understanding and responding to the needs of our communities. 
· To maximise the public confidence in South Wales Police.

Appendix 9 – PSC Recommendations

1. Adopting a prescriptive approach to strategic planning at a departmental level.

2. Importance of understanding the strategic position and capability of SWP and specifically the PSC when designing the plan. 
3. Recognising that a deliberate strategy is the preferred choice, however having the ability to flex is key. 
4. A clear need to engage with stakeholders both internally and externally. 
5. The importance of understanding how ‘biases’ within the strategic planning process can impact upon decision making. 
6. The importance of developing a Purpose and Mission statement, which is supported by a long-term clear vision for the department. 
7. The importance of developing a clear communication strategy.
8. Identifying the importance of the strategic management role necessary to oversee the strategic plan.  

9. Completion of PESTLE analysis to incorporate horizon scanning. 

10. Underpin the strategic plan with clear objectives and goals that are relatable and attainable. 

11. Understand the relationship between strategic planning and performance management to effectively optimise performance.  
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organizational capability and capacity to deliver
the highest quality of patient care

» State-of-the-art diagnostic imaging technology

» Proactive, synchronized and systematic approach
to risk management

» A world-class facility for integrated patient care,
clinical research and evidence-based medicine

» Performance-based reward and recognition
program for all employees

Opportunities

» Ineffective interdepartmental communication and
coordination of patient care

» Unstable or insufficient funding for collaborative
innovation projects and research infrastructure

» Lack of robust processes to systematically identify
and eliminate operational inefficiencies

» Limited physical space and inadequate staffing
levels to support projected growth

» Unclear roles and responsibilities within the
equipment obsolescence management system

» Long wait times for elective procedures

» Inconsistent access to reliable, responsive and
valid performance indicators

» Deficient environmental management system in
the area of energy conservation

» Utilization of multiple but not necessarily
compatible information technology systems

» Lack of transparency and employee involvement
in the decision-making processes

Threats

» Leverage artificial intelligence, integrate big data
and expand precision medicine applications

» Create seamless patient and family experience
across departmental boundaries

» Accelerate the transfer of research knowledge into
clinical practice and explore international
opportunities for revenue generation

» Support translational research collaborations
between basic and clinical researchers

» Implement enterprise-wide information system

» Integrate new technologies across the healthcare
system and enable easy access to information

» Create strategic partnerships with external
stakeholders to develop innovative treatments

» Disseminate institutional knowledge and actively
engage in improving global health

» Introduce eco-friendly products and services, use
sustainable practices and promote social
responsibility in the workplace

» Deteriorating global, national and local economic:
outiook including unfavourable political climate

» Significant changes in monetary exchange rates
resulting in higher prices of medical equipment,
supplies and pharmaceuticals

» The impact of antibiotic resistance on our ability to
treat common diseases

» National healthcare system reform and anticipated
changes to the funding formula

» New and potentially onerous legal, regulatory and
accreditation requirements

» Possible effects of regional healthcare system
consolidation on the quality of care

» Unexpected social and demographic changes that
affect demand for services

» Challenges in recruitment and retention of highly
skilled employees across all disciplines

» Mergers, acquisitions and increasing bargaining
power of critical suppliers
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OBJECTIVES

* To be available and respond quicky

when there is a risk of serious or
immediate harm.

To provide the right information to
the right person, at the right time
through the right channel.

To be public focused, designing and
delivering our services, to meet the
changing needs of the communities
we serve.

Deliver a
Highly Effective
& Efficient
Service to the
Public

Proud
Professional
Positive

=Y
|

Public focused and committed to
delivering the service that the public
expect.

To have a range of contact channels
that meet the needs of the
communities.

Contact where there is real and
immediate risk to life is prioritized.

Contact will, be resolved at the
earliest opportunity without the need
to deploy officers or staff.
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                                 Deliver a Highly Effective & Efficient Service to the Public PURPOSE & MISSION OBJECTIVES & GOALS VISION VALUES Proud Professional Positive Have a Clear Understanding of Community Needs Safeguarding Communities at First Point of Contact    Public focused and committed to delivering the service that the public expect.  To have a range of contact channels that meet the needs of the communities.  Contact where there is real and immediate risk to life is prioritized.  Contact will, be resolved at the earliest opportunity without the need to deploy officers or staff. • To be available and respond quicky when there is a risk of serious or immediate harm .  To provide the right information to the right person, at the right time through the right channel .  To be public focused, designing and delivering our services, to meet the changing needs of the communities we serve .            
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