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Mission 
To deliver effective policing services while embracing collaborative partnerships 
and community engagement that strengthen public safety and community wellbeing. 

Vision 
Every person in Waterloo Region is safe and feels safe. 

Values 
PEOPLE AND PARTNERSHIPS: We are people focused and care about everyone. 
We value inclusion and the diversity of our members and our community. 
Through ongoing engagement, we are committed to listening and understanding. 
We foster strong relationships and collaborations. 

INTEGRITY AND RESPECT: Building trust is essential. To do so, we conduct 
ourselves ethically, honestly and professionally. In everything we do, we respect others. 
We demonstrate equality and consistency while upholding the principles of justice. 

CONTINUOUS IMPROVEMENT: We strive to achieve excellence in every aspect of policing. 
We further develop and grow through ongoing learning, education and innovation. 

ACCOUNTABILITY: We are transparent and take responsibility for all that we do. 
We take pride in our work. 
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On behalf of the Waterloo Regional Police 
Services Board, I am pleased to introduce 
our 2021-2023 Strategic Business Plan. 

As the civilian governance body for 
the Waterloo Regional Police Service, 
the Police Services Board provides 
governance, oversight and guidance 
to ensure effective service delivery to 
the community in accordance with the 
Ontario Police Services Act. 

This in-depth business plan has identifed 
fve key areas of focus: collaboration, 
innovation, operational excellence, 
people, and trust. Within these areas, a 
number of priorities have been identifed 
to ensure growth, progress, and success 
within the Waterloo Regional Police 
Service and within the community. 

As we move forward with this plan, it 
will be the Police Services Board’s role 
to provide guidance while actively 
measuring success in each of the 

identifed areas. It will be the role of 
the Waterloo Regional Police Service — 
under the leadership of Police Chief 
Bryan Larkin and the Executive 
Leadership Team — to ensure the 
priorities and initiatives outlined within 
the plan are implemented to improve 
effectiveness and effciency as it relates 
to public safety within Waterloo Region. 

I would like to thank my colleagues on 
the Board for their commitment and 
dedication to governance. As well, I 
would like to extend my thanks and 
appreciation to Chief Larkin and all 
members of the Waterloo Regional Police 
Service for their ongoing vision to build a 
better, stronger, safer and more equitable 
Waterloo Region for all citizens. 
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On behalf of the Waterloo Regional Police 
Service, we are proud to present the 2021-
2023 Strategic Business Plan — a plan, we 
believe, outlines a path forward to ensure 
our organization continues to meet the 
evolving needs of the community. 

Development of this plan included an 
engagement and planning process that 
allowed us to hear from our members, 
community stakeholders, and citizens of 
Waterloo Region. The voices we heard 
helped shape this future blueprint and 
allowed us to focus on fve key areas: 
collaboration, innovation, operational 
excellence, people, and trust. As always, 
we look forward to continued input and 
suggestions from the community as we 
work on implementing the 20 goals and 
84 objectives that have been identifed 
in this document. 

Our vision that, “Every person in 
Waterloo Region is safe and feels safe” 
— is at the heart of what we do each 
and every day and will help guide the 
initiatives highlighted in this plan. 

Our members remain committed 
to serving the diverse and vibrant 
neighborhoods of Waterloo Region and 
will continue working towards enhancing 
the public’s trust and confdence 
through education, communication, 

and community engagement. We will 
continue recruiting and hiring qualifed 
members who are refective of the 
community we serve and who share  
the same dedication and vision to public 
safety and wellness. 

As an organization, we will continue 
our efforts around equity, inclusion, and 
diversity, as well as employee wellness, 
succession planning, innovation, and 
professional development. 

But we can’t do it alone. This plan 
involves a shared responsibility among 
our governance authority, our members, 
our community partners, and you — 
the citizens of Waterloo Region. We hope 
you will take the time to review this plan 
and work alongside us as we strive for 
a future that is safer, stronger, and more 
equitable for all. 

We would like to thank everyone 
who provided input, thoughts, and 
suggestions during the development 
of this strategic business plan. We 
encourage you to stay connected as 
we move forward on our actions over  
the next several years. 

O
ffice of T
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m
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Methodology Background 
Since 2001, the Ministry of the Solicitor General (formerly the 
Ministry of Community Safety and Corrections) has required that all 
Police Services Boards (PSB) in Ontario prepare a business plan every 
three years. 

The Police Services Act states that plans should cover ten fundamental 
areas of policing: 

1. Community Patrol 
2. Community Satisfaction 
3. Assistance to Victims 
4. Property Crime 
5. Emergency Calls for Service 
6. Youth Crime 
7. Violent Crime 
8. Road Safety 
9. Criminal Investigations 

10. Crime Prevention 

The first step in building a plan and setting our priorities 
for our next three years is hearing from Our Community 
and Our Members. 
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HOW WE HEARD 

Our Community 
q Focus Groups 

Waterloo Regional Police Service (WRPS) held a series of 22 hour-
long virtual dialogue sessions across Fall 2020 – more than any other 
planning cycle. We wanted to hear from populations that had less 
trust and confidence in police based on a deep dive of the Region’s 
Community Index of Wellbeing survey (2018) with additional group 
sessions scheduled upon community request. We reached out to 
community leaders, encouraged snowball recruitment, and advertised through WRPS’s website and social 
media. Group sizes ranged from 0-28 attendees (average about 7). These small group conversations enabled 
Board members, WRPS Executive, Inclusivity Unit representatives, and other invested WRPS members to 
meaningfully engage with the public firsthand. Additional feedback was obtained from one-on-one interviews, 
e-mail submissions, Region sponsored townhalls, and through community representatives with existing trusted 
relationships gathering responses on WRPS’ behalf. 

q Online Survey 
In addition, a sample of the community (1053) provided their opinions on perceptions of crime, feelings 
of safety, policing priorities, police visibility, and police performance through an online survey that ran for 
approximately one month across September and October 2020. This is the highest number of participants ever 
achieved among open surveys managed by WRPS (no imposed quotas based on being proportionate to the 
Region’s demographics) at the same time elevating diverse voices with 69% (728) self-identifying with one or 
more identity pieces traditionally underrepresented in survey research (ethnicities, cultures, socio-economic 
statuses, orientations, abilities, etc.). 

q Results 
For results, please visit www.wrps.on.ca to search for Community Surveys. 
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HOW WE HEARD 

Our Members 
WRPS contracted Ipsos to conduct “What’s Your 100?” – a single data 
collection that combined two distinct parts in the form of a census and 
a survey. Over 500 members from every area and level of the Service 
participated across October and November 2020. 

q Member Census 
The Census was a voluntary, non-anonymous collection of data meant 
to discover and document who we are as an organization to advance 
part of the WRPS Equity, Inclusion, and Diversity Strategic Plan. The 
Census was meant to assess whether certain demographic groups are 
under-represented in our organization compared to their availability 
for development and opportunities, and for WRPS to better reflect the 
Region and adopt practices to become an employer of choice. 

q Member Survey 
The survey was a voluntary, anonymous pulse check on our internal 
current state. Members provided opinions on a variety of topics 
such as our Mission/Vision/Values, organizational culture, wellness, 
communication, training and education, emergency operations, and 
our data. Opinions expressed were meant to help us assess where the 
Service is doing well, where it can improve, and whether priorities need to 
be refocused. Some comparisons to 2014 were possible. 

q Results 
For results, please visit www.wrps.on.ca to search for Members Survey. 
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HOW YOUR VOICES HAVE 

Influenced the Plan 
The Strategic Business Planning Process 

Step 1 

Step 2 

Step 3 

Step 4 

Step 5 

Plan → Our goals, objectives, performance 
indicators, timelines and positions 
accountable are drafted into a proposed plan. 

Scan → Our environmental scanning 
process includes community surveys, 
dialogue sessions, and a member survey to 
identify policing needs and priorities. 

Prioritize → Our priorities for the plan are 
identified based on the environmental scan, 
local, provincial, and national trends, as well 
as the vision of the Chief. 

Consult → Our stakeholders and our Police 
Services Board review the draft plan to 
ensure it meets our community’s needs now 
and for the future. 

Take Action → The approved plan is 
communicated internally and externally and 
action is taken to achieve our goals. Regular 
reports are made to our community through 
the Police Services Board and our website. 

Your voices provided feedback to help shape the PSB’s Strategic Framework, 
update our Mission/Vision/Values, as well as form the goals (the general intentions 
towards positive change) and the objectives (the more specific actions) that now 
appear in this 2021-2023 WRPS Strategic Business Plan. The process is repeated 
over time, but the contributions are unique to each cycle. 

We started in the first step: Scanning. 
As a member of the public, you raised some 
specific public safety concerns, recognized 
needs in the context of 2020 while forecasting 
ahead, and discussed how WRPS could better 
work with you. Relationship building infused 
every discussion. Towards building trust and 
confidence in police you are looking for the 
same quality of service for all and for us to 
deal with issues that matter to you in your 
community. As a member of our Service, you 
shared a variety of thoughts and opinions that 
let us identify ten key findings and focus areas 
for the future. Ideas mentioned multiple times 
and across groups sent a strong message that 
helped us advance through the prioritizing, 
planning, and consulting stages. Now we are 
in the last step: Taking Action. 

To create the kind of impact you want to see, 
it is our task to do “x” because we expect it will 
lead to “y” so that “n” will change for the better. 
You have expressed that if WRPS makes 
progress to reduce these crimes and issues 
over the next 3 years, our Region will be a 
safer, healthier, more connected community 
with a greater sense of wellbeing and 
belonging. We share this sentiment and look 
forward to updating you with our progress. 
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 The Police Services Board provides direction to the Waterloo Regional 
Police Service. The Strategic Business Plan is a Board document, 
and during its development the Board members brought their own

Framework experiences and knowledge of the external environment as well as 

Strategic 

2021-2023Tr
us

t

Innovation 

Operatio
nalPeople 

Excellence 

Goals

Collaboration 

Goals 

engaged with the community and WRPS members about 
policing priorities in order to set a high-level course 

for the next three years. At the same time, the 
Board has ensured that the plan meets the 

legislative requirements of the Police 
Services Act and covers the provision of 

core functions and services. The plan 
is structured under five pillars, with 
accompanying phrases to describe 
the “strategic architecture” in a more 
publicly inviting and accessible way. 
This is the framework for how the 
WRPS will deliver on its obligations 
and aspirations. 

Sorting WRPS goals under PSB 
pillars is a mapping exercise that 

ensures we are covering all aspects 
of the direction the PSB is setting. 

We recognize that each goal (and the 
objectives that comprise them, described 

hereafter) may fulfill the spirit of more than 
one pillar. 

Mapping was based on each goal’s primary purpose 
for simplicity. 

10 



    

    

   
 

   

   

   

    

    

   

   

   

   

    

   

   

     

     

    

    

    

    

     

 

    

    

    
 

     

    

     

Collaboration 
q Further developing co-response models and 

identifying where police are secondary responders 
q Authentically consulting and engaging with the 

community 
q Partnering with other police services as 

appropriate and supporting Wellbeing 
Waterloo Region 

Innovation 
q Leading in building safer communities 
q Exploring new and effective approaches 
q Upstream and systems change thinking 
q Being agile 
q Incorporating evaluation and evidence-based 

strategies 

Operational Excellence 
q Addressing crime 

q Focusing on core functions of policing 
q Meeting legislative requirements 
q Maintaining efficiencies 

q Continuing work on financial strategies 
(e.g. long term thinking, sustainable, priority-
focused, alternative/additional funding models) 

q Establishing clear outcomes 
q Aligning resources with needs 

People 
q Maintaining and building relationships, 

maximizing dialogue 
q Supporting the wellness of our members 
q Training, developing our people, continuing to 

grow; cultural competency, trauma-informed 
responses, managing mental heath 

q Recognizing and celebrating diversity 
q Being inclusive of all voices 

Trust 
q Ensuring that people are safe and feel safe 
q Clearly and sincerely establishing that the 

WRPS cares about and is part of the community 
(being responsive, being alert and sympathetic 
to the needs of the community) 

q Upholding accountability and transparency 
q Being bold 
q Advocating purposefully and intentionally and 

taking part in outreach at the local, provincial, 
and national levels 

q Communicating the narrative of policing 
(what we do, why we do it, who we do it for) 

q Educating the public 
q Aligning with national recommendations 

(including Truth and Reconciliation) 

SEE GOALS ON FOLLOWING PAGES 

G
uiding Phrases 
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To invest in enhanced upstream 
community safety and wellbeing 
and crime prevention initiatives. 
• By establishing a Community Safety and Wellbeing 

Branch as a primary community contact that partners 
to educate, support, redirect, refer, divert 

• By pairing Neighbourhood Policing mid-leaders with 
the community they serve 

• By collaborating with youth in the development of 
youth programming 

Co
lla

bo
ra

tio
n 
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WATERLOO
WATERLOO

Contact us:

Contact us:
 

طوارئ 2
 911

الطوارئ الطبيةالحرائق •
جرائم مستمرة أثناء المحادثة

قف خطر/ غير آمنطوارئ • 
بالشرطة  911 • 

 االتصال
• 

حاالت غير طارئة

 مو

519-570-9777
 

عند حدوث جريمة تتطلب
استدعاء الشرطة. ولكن الجريمة انتهت

حاالت غير طارئة
 • 

519-570-9777 
للحصول على معلومات/ نصيحة منبالفعل 

 • لإلبالغ عن شيء ما

اإلقليمية في واترلو•  

للوصول 
أفراد أحد إلى 

الشرطة•  الشرطة خدمات 
 أجهزة التواصل الخاصة بالصم

أجهزة التواصل الخاصة بالصم
1-888-420-17771-888-420-1777

سيصلك هذا الرقم بالشرطة إذا ما كنت
تستخدم أجهزة التواصل الخاصة بالصم

 TIPS (8477)-222-800-1 الجرائم منع 
إلجراء المكالمات 

 

TIPS (8477)-222-800-1ئمالجرا منع
يزودك قسم منع الجرائمتصلا

على  WWATAT EE RR LL OO OO بطريقة اإلدالء بالمعلومات بدون
POLPOLIICCEE 

RREEGGIIOONALNAL  
عرض أو تعقب للمكالمة ولن ذكر االسم للشرطة. ال يوجد 

 خدمات الشرطة اإلقليمية في واترلو
يُطلب منك تحديد هويتك. يقدم

مابل جروف رود
 200 

 ماذا يرى عامل 911

 عندما أقوم
  

قسم منع الجرائم مكافآت مالية
3070 صندوق بريد   تصل إلى 2000.00 دوالر. 

 
  باالتصال؟

N3H5M1كامبردج، أونتاريو
www.wrps.on.ca

 
الناس تساعد بعضها البعض
 

الهاتف األرضي التواصل النصي مع 911

تزود الهواتف األرضية عامل  
 911

بأرقام الهواتف والعناوين واالسم

 
 

تتوافر خدمة الرسائل النصية لرقم
الهواتف النقالة

تزود الهواتف النقالة رقم الهاتف واسم

911 (T911) ألعضاء مجتمعنا من
شركة الهواتف النقالة وأحيانًا الموقع

التقريبي. لن يعرف عامل الصم وضعاف السمع ومن يعانون 
 911 

من إعاقة الكالم والتواصل غير   مكانك

911 
الكالمي. اتصل بمزود الخدمة لهاتفك  
ما لم تخبره أنت بذلك 

  

  

النقال أو سجل هاتفك النقال بدون
ما األسئلة التي سيطرحها عامل 911؟ 

 
الصوت عبر بروتوكول االنترنتأي تكلفة إضافية.

برغم ذلك ستحتاج لالتصال برقم
 ولكن لن تحتاج إلى التحدث.

أكد ما إذا كانت تقنية الصوت عبر
بروتوكول االنترنت مزودة بخاصية  بضرورة استخدام 

 911 ماذا يحدث؟911 سيُبَّلغ عامل  911  
التواصل النصي. للحصول على

  (e911). وتأكد من تحديث
المعززة  ما اسمك وتاريخ ميالدك؟ ما هو عنوانك؟

 •
أين أنت؟ •  المزيد من المعلومات، قم بزيارة

 ،e911 بياناتك. إذا كنت تمتلك خاصية 
إذن سيتمكن هاتفك من تزويد عامل  

ما هو رقم هاتفك؟ • 
.Textwith911.ca

 
 باالسم والعنوان ورقم الهاتف

 •  
911 ماذا لو لم أكن أتحدث االنجليزية؟

 ،e911 إذا لم تكن تمتلك خاصية
ستُحول إلى مركز استقبال المكالمات

  

حاول قول ما هي اللغة التي تتحدث بها. عندئذ

والذي سيربط مكالمتك بنا. إننا نعتمد
 إيصالك بمترجم

عليك وعلى مركز تلقي مكالمات 
يمكن لعامل 
الصوت عبر برتوكول االنترنت في  911 

  

تزويدنا بالمعلومات عن موقعك ورقم

 
ماذا لو قمت باالتصال برقم 911 

 الهاتف
 

بالخطأ؟
اخبر العامل أنه اتصال بالخطأ، وقل سبب

 • ابق على الخط
أكد اسمك وتاريخ ميالد وعنوانك ورقم الهاتف• 

حدوث هذا الخطأ
 

 • 

To adapt our public communication 
on policing topics to meet 
community needs. 
• By utilizing a variety of communication mediums to 

increase reach across all communities 

•  By publishing multi-lingual content 

• By leveraging connections with community contacts 
to share information and to explore topics of interest 

• By actively monitoring and engaging with the  
community via direct messaging and social media 

• By sharing public safety trends and statistics  
in a timely and meaningful way 

• By providing educational and 
public safety opportunities 
for the community 

2021-2023 G
oals 
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To develop organizational 
resilience and maximize capacity. 
• By developing a Continuity of Operations (COOP) 

framework 

• By creating a Mass Casualty/Mass Violence 
response plan 

• By delivering increased major events and state 
of emergency training Service-wide 

• By developing investigative expertise on the 
front line 

• By exploring opportunities for alternative service 
delivery in all areas 

• By expanding the types of incidents and 
investigations handled via the 
Frontline Support Unit 

• By evaluating the Duty 
Sergeant Office pilot 

• By evaluating the 
Investigative Services 
shift schedule 

• By centralizing the 
Volunteer Unit 

• By reviewing all civilian 
professional roles for best fit with 
potential, skillsets, and workload 

• By centralizing the Crown disclosure process 

4 
To leverage 
technology 
and adopt 
innovative 
practices to 
provide modernized 
and effective service delivery. 
• By implementing NG911 

• By implementing a new Human Resource 
Information System 

• By implementing additional cloud-based 
technologies 

• By providing new tools and capabilities to 
support our front-line officers 

• By continuing to explore innovation 
opportunities with community partners 

• By exploring modernized Computer Aided 
Dispatch and Record Management Systems for 
future efficiencies 

• By automating internal financial processes 

• By implementing a digital inventory 
management system 
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5 
To use timely, accurate, and relevant 
information to support informed decision-
making and accountability across the 
organization. 
• By implementing a Business Intelligence platform designed for 

specific end users with information that drives daily practices 

• By launching a 24/7 Real Time Operations Centre 

6 
To evaluate 
operational and 
investigative 
initiatives. 
• By incorporating evaluation in the 

development stages of new initiatives 

• By reviewing the offender management strategy 

• By reviewing technologies that could assist 
with investigations 

• By standardizing risk identification and controls 
to mitigate privacy breaches 

• By reviewing our rural deployment model 

• By increasing our academic partnerships 

7 
To cultivate an organization 
that coordinates projects, 
resources, and 
initiatives for 
effective change 
management. 
• By providing ongoing 

training on project 
management best 
practices at the Senior 
Leader and Mid Leader levels 

• By forming a Continuous Improvement 
Committee further supporting a culture of 
innovation 
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To enhance road safety. 
• By creating an annual 

comprehensive road safety action 
plan that identifies trends, risks, 
and priorities 

• By creating a streamlined 
system for managing road safety 
complaints from the community 

• By deploying monthly road 
safety teams 

To reduce incidents and support victims 
of intimate partner violence, sexual 
assault, and human trafficking. 
• By developing an enhanced early intervention strategy with 

our partners 

• By providing outreach education to assist the 
most frequent and at-risk individuals 

• By continuing our work with the Sexual 
Assault Task Force 

• By offering wraparound services 
to victims and survivors of 
human trafficking through the 
joint Waterloo-Guelph Human 
Trafficking initiative 

10 
To decrease violent and property crime. 
• By implementing intelligence-led proactive strategies to reduce 

violent crime, organized crime, and criminal gang activity 

• By implementing a cross-functional Shooting Investigation 
Framework 

• By holding an annual firearms amnesty 

• By establishing an enhanced Property and Financial Crime unit 
16 
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To enhance data 
governance 
initiatives. 
• By implementing a 

data management 
strategy 

• By furthering the 
accountability of WRPS 
data management 

 11 

 12 
To improve member understanding 
and accountability of organizational 
policies and procedures. 
• By increasing involvement and ownership of 

responsible areas’ procedural requirements 

• By developing increased accountability for all members 
to read and understand procedures 

• By improving the procedural process to mitigate risk 
and ensure timely responses to legislative changes 
and requirements 

13 
To provide safe, 
accessible, and 
welcoming facilities 
that meet operational 
needs. 
• By completing the renovation of the 

new Central Division 

• By completing a needs assessment 
and long term project plan for all 
facilities 

2021-2023 G
oals 
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 14 
To help our members thrive at work. 
• By reviewing the attendance management program 

• By using the results of the Member Survey to shift 
organizational culture 

• By creating a Respect in the Workplace portfolio 

• By encouraging healthy, inclusive, and respectful team 
culture through Branch leadership and team driven 
culture initiatives 

• By developing standard operational training for 
Investigative Services incoming 
members 

15 
To keep our 
members 
psychologically and 
physically well. 
• By implementing a physical health 

and fitness strategy 

• By implementing a suicide prevention strategyPe
op

le
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 16 
To promote a culture of learning and 
nurture potential. 
• By implementing the Training and Education Strategic Plan 

• By implementing a Leadership Development strategy 

• By regularly delivering training content in a variety of formats 
to reinforce the core values of the Service 

• By making pathways for career advancement known and 
accessible to our members 

• By initiating a Branch mentorship program to support the acting 
supervisor process 

2021-2023 G
oals 
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To advance the goals of the 
Equity, Inclusion, and Diversity 
Strategic Plan. 
• By supporting Total Community Engagement 

• By fostering Diversity Competent Members 

• By empowering a Diverse Workforce 

• By building Leadership that Reflects the 
Community 

• By nurturing Members to Feel Secure and 
Supported 

18 
To offer a consistent, quality 
customer service experience. 
• By adopting the “30+” call response model 

• By improving call answer times with an emphasis 
on emergency calls 

• By becoming more approachable and visible 

• By implementing an enhanced online self-serve 
platform for the most frequent publically requested 
administrative requests 

Tr
us
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 19 
To enhance transparent and timely 
communication with our members. 
• By implementing the Strategic Communication Plan 

initiatives 

• By using the results of the Member Survey to tailor the 
messaging and the mediums to all work areas 

• By exploring new methods of dissemination and 
engagement 

© 2021 Ipsos. All rights reserved. Contains Ipsos' Confidential and 
Proprietary information and may not be disclosed or reproduced 
without the prior written consent of Ipsos.

Waterloo Regional Police Service

MEMBER CENSUS 
AND SURVEY 2020

Ipsos Presentation
2021-02-03

20 
To increase transparency and 
community trust using data and 
technology. 
• By analyzing patterns and trends to predict and prevent 

professional standards complaints 

• By deploying Digital Evidence Management and piloting and 
evaluating Body Worn Video and In-Car Video technology 

• By implementing advanced e-learning access to information 
and privacy training 

• By implementing a Race-Based Data Collection strategy 

2021-2023 G
oals 

21 



22 

 

 

Waterloo Regional
Police Service 

200 Maple Grove Road 
PO Box 3070 

Cambridge, ON 
N3H 5M1 

Telephone 519-570-9777
TTY 519-650-8541 
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