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Project

Background

The Northstar Residents Association

Ltd. (NSRA) is a not-for-profit

organization established under Part 9

of the Companies Act by the builder,

Genstar Canada, in 2000, to

professionally manage and operate

several features in the community of

Panorama Hills in Calgary, Alberta. This

includes the Panorama Hills

Community Centre (PHCC) and its

attached amenities. Operated by the

NSRA, the PHCC is a year-round

recreational facility. It consists of a

3,800 square foot 2- story amenity

building, a 510 square foot

maintenance building, and five and a

half-acre park. The amenity building

contains banquet hall space both

upstairs and downstairs rated for 50

people on each level, with washrooms

on each level as well. A single office,

front-desk and storage space is built

into the first level with additional

storage on the lower level. 

The park at the PHCC contains tennis

courts, basketball courts, a splash park,

playground, three gazebos, several

picnic and seating areas with BBQ’s

and an ice rink in the winter. 

 

The PHCC building and park area is

utilized to host a variety of recreational

programs, summer camps, value-add

activities, and special community

events throughout the year. In a

community of nearly 27,000 people

representing 6658 households, the

NSRA board of directors and

management team have determined

that the measurable indoor space of

the PHCC is inadequate for the

members of the community entitled to

use the Centre. Larger and more

functional indoor space is required to

better service the members, their

guests and the types of events that

would otherwise not be possible due to

current space constraints. The PHCC

also includes space for the NSRA

Maintenance team equipment and

working area, which is also limited. 



Why Create an

Expansion Action

Plan?

The Purpose
The purpose of this document is to outline key

engagement metrics, tools and resources that will

aid in developing an actionable engagement plan

for the NSRA Expansion Project. This information

will be used by the Capital Development

Committee, Community Engagement Committee,

Project Manager and Architect to create final

drawing.

The Problem
The current indoor space of the PHCC is

inadequate for servicing the needs of the NSRA

membership, through program, special events and

other value add programs.



OUR VISION
PHCC is more than a community recreation

facility. Our goal is to create a hub that

community members can use to foster a

deep sense of community. This is to be done

through environments that are holistic, open,

inviting, integrated, collaborative, interactive,

multi-generational and anchored in social

connections. To provide the maximum value

to our resident members, the NSRA requires

an upgrade of amenities so we may meet

the needs of our diverse community.

The useable indoor square footage in the

Panorama Hills Community Centre (PHCC) is

not large enough to host events for more

than 100 people, with 50 people on each

floor.

A percentage of bookings being

requested are more than 100 people and

these bookings cannot be

accommodated.

Based on the needs of the several

cultural groups, community groups and

programs, we are limited in how we can

accommodate them. Our current policies

are restrictive to users that may want to

request multiple dates, accommodate

large groups, or accommodate groups

that require cultural separation based on

demographics such as gender. Program

offerings are limited based on functional

space. We are unable to maximize class

sizes due to space and layout constraints.

OUR MISSION
To understand and provide additional value

to our members through modernization and

sustainable facilities that provide increased

accessibility to the community bringing the

facility and organization front of mind for

6658 homes. There is a desire to expand the

indoor square footage of the PHCC and

create more useable and multi-functional

spaces for members to congregate, host

events and attend programs and connect,

and for PHCC staff to have access to more

space for operational requirements.

BUSINESS CASE
The NSRA staff has inadequate space for

performing day-to-day administrative tasks

and must often utilize rentable hall space

when not in use.

Since taking on additional community

maintenance work, the NSRA maintenance

team requires additional equipment that

cannot be stored safely and securely using

the current garage facility.



Who is Involved?

Creating a space for conversation that

includes both positive and negative feedback

Community amenity modernization 

 Community development

Development of physical spaces

Development of community resources

Development of community connections

Development of community values    

Community Stakeholder identification

Being responsive to residents needs

Become a desired place to work and

volunteer

Continue to be transparent in our operations

Be a visible member of the community

Provide space for Members and Associate

members to contribute to the community in

a meaningful way.

The entire NSRA organization will be involved

with this action plan and will take commitment

for success. This includes all staff, Community

Engagement committee members, Capital

Development Committee, Audit & Finance

Committee, Governance Committee, Board of

Directors and Volunteers.

This means committees and staff involved need

to commit to:



What's Next

THE MESSAGE

THE CALL TO ACTION

THE PLAN



The

Message  

The Community Engagement and Capital Development Committees

are spearheading this initiative. These committees are comprised of

members of our Board of Directors who are elected community

members. They work to represent the best interest of the residents of

Panorama Hills.

The Capital Development Committee is responsible for engaging with

all contractors involved in the process.

The staff at the community centre offer a unique perspective on the

project because of the relationships they have with the residents that

utilize the facilities and amenities. 

THE WHO

The current indoor space of the PHCC is inadequate for servicing the needs of

the NSRA membership, through program, special events and other value add

programs.  

While our physical expansion would focus on the facility, our vision to create a

holistic experience for our members extends beyond that. Expansion would

include a growth of programs, events, and opportunities for connection as

well as additional outreach into the greater community. 

THE WHAT

It is important the messaging through the expansion initiative is clear, concise and

consistent. The message from each staff person and volunteer should be the same

and should stem from the data collection that has been completed over the course

of the last three years and from the Project Charter that was developed by the

Capital Development Committee. 

Messaging should be able to answer the five ‘W’s: Who, What, Where, When & Why

and should include a call to action. 

THE WHERE
All construction would take place at the Panorama Hills Community Centre.



We have been collecting feedback from our

community members since 2018 and with nearly

10,000 pieces of feedback, we have heard the call

for us to provide more. This means, more space,

more programs and most importantly, more

value. We collected data through a variety of

online surveys, open house’s and in person

conversations during community events. 

THE WHY

Our facility needs to expand to meet the needs of our diversity community

both now, and in the future. Our goal is to create a hub that the community

members can use to foster a deep sense of community through environments

that are holistic, open, inviting, integrated, collaborative, interactive, multi-

generational and anchored in social connections. To provide the maximum

value to our resident members, we require an upgrade of our amenities to

meet the needs of our growing community.

INFRASTRUCTURE DEFICIT. Most communities in Canada have significant

infrastructure deficits. These deficits include the need to develop walking and

cycling routes, facilities, and green spaces to meet the recreation

requirements of growing communities, and to upgrade existing facilities to

make them more functional and energy efficient. The opportunity for

recreation is to contribute to an integrated community design and

infrastructure planning process that considers what is built, and where it is

located in relation to where people live and how they move through the

community to get there. (CPRA, 2015)

This initiative began in 2020 with the

completion of the feasibility study done by

JVH Architects. Early in 2021 we engaged with

a Project Manager. Engagement will continue

through the Spring and Summer of 2021. The

NSRA is aiming to secure an Architect in Fall of

2021 and begin construction in early Spring of

2022.  Assuming we are successfully able to

reach the construction phase, construction

should only take approximately 4 months to

complete. 

THE WHEN



This call to action puts ownership on the resident, letting them understand that the

project is about them as users and not us, the organization. It instills a sense of value

and goes beyond the physical definition of the word community.

MESSAGES FOR THE MEMBERS

Your input will help drive the design of a community hub that we hope will become

an extension of your home and a gathering place for your friends and family.

By sharing your thoughts and ideas with us, you are able to engage with the NSRA in

a new and exciting way and have a direct influence on how we move forward, not

only with expansion, but with other initiatives as well. 

The Call To

Action

"HELP US BUILD YOUR COMMUNITY"

KEY LANGUAGE:

Functional

Flexible

Transformative

Holistic

Open

Inviting

Integrated

Collaborative

Interactive

Multi-Generational

Social Connection

Value

Sustainable

Community

Relevant

Modern

Future proof

Engagement

Diverse

Inclusive

Accessible

Transparent

Fiscally Responsible

Hub

Exclusivity

The language below can be used in messages to the membership and key stakeholders

to help communicate the goals and values of the expansion project.

CONSIDER THIS WHEN COMMUNICATING:
Are we assuming or telling the

membership what their values are, or are

we asking them to share their values with

us?



The Structure

of

Engagement is dynamic and for each program

or initiative, the level of involvement for each

stakeholder will vary. There are many factors to

consider when determining how much the

community can influence the final decision.

The NSRA will evaluate the level of

engagement that is required based on the

needs of the project and the stakeholders.
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ENGAGEMENT

EDUCATION
This level of engagement requires the least amount of community engagement.

It is typically top down communication where the NSRA is able to provide

Members with objective information to assist in understanding. At this level of

engagement it is the responsibility of the Members to learn only. The NSRA is to

share information on a variety of topics or generate interest in a future project. 

CONVERSATION
This is where the dialogue begins between the NSRA and the community. We

will be able to better understand the concerns of the community and gather

input. At this level it is the role of the Member to participate and the NSRA

expands from top down sharing to bottom up. The NSRA will provide appropriate

opportunities for engagement, work to reduce concern and begin incorporate

solutions. 

PARTICIPATION
Here, we will begin to work directly with the community develop solutions or

alternatives based on the aspirations and concerns. The NSRA will work diligently

to identify the preferred direction of the community for the project and the

community will have significant influence on outcome. Here our community

members become active partners in the engagement process. 

COLLABORATION
Collaboration is not just community members sitting at the same table with the

NSRA during the process. Now they are an integrated part of the team and

involved in each aspect of the decision making process. We are able to rely on

stakeholder expertise and are in search of solutions that have effects at various

levels. The NSRA will actively look to the community for recommendations and

provide opportunities for the community to influence decision making. 



ONLINE SURVEYS

The NSRA has been using surveys as a source of

reliable feedback for several years. Since the

first survey in 2017, nearly 10,000 pieces of

information have been gathered from

community members.

The NSRA has recently started utilizing the Forms tool within the Microsoft office suite.  This

tool allows targeted Topics, option for in person or virtual link. By utilizing Microsoft Forms, we

can include Board members and staff in delivery of the survey increasing the capacity of the

NSRA team. The NSRA is also utilize logic sequencing on questions for more detailed

questions and clearer responses.

MICROSOFT FORMS

SURVEY QUESTIONS REGARDING DESIGN - SPRING 2021 SURVEY

What does it mean to you to have access to a community centre?

a. A place to connect with neighbours

b. A place to host family and friends

c. A place to participate in programs and events

d. A place to access resources

e. All of the above

f. Having a community centre does not mean anything to me

g. Other:_______________________________



SURVEY QUESTIONS REGARDING DESIGN 
SPRING 2021 SURVEY CONT.

When thinking about your Panorama Hills Community

Centre, what considerations are important to you?

(Select all that apply)

a. Diversity and Inclusion

b. Community History

c. Accessibility

d. Community Connection & Support

When considering a potential facility expansion, what elements would you like to see

incorporated into a design? (Select all that apply)

a. Connection to our Landscape

b. Emphasis on open, flowing interior spaces

c. Use of glass and natural light

d. Use of sun and shade to enhance comfort

e. Energy Efficiency & Alternate Energy Sources

f. Sustainable & Recycled Materials

g. Adaptation to Climate Change

Which of the following would you value in creating a more enhanced community?

a. Yes! Enhanced Landscape Maintenance Program

b. Yes! More utilization of parks & greenspaces

c. Yes! More maintenance of pathways

d. No. The community is fine the way it is

Is there anything else you would like to share with us regarding a potential expansion at the

facility?



Engagement Methods

IN PERSON AND PHONE INTERACTIONS

Door to Door Visits

Who: The NSRA Board of Directors

Throughout the project we will reach out and target areas of Panorama hills that

are not in proximity to the community centre. We will aim to be visible in areas

that have historically had less engagement. 

Play Hubs

Who: Play Ambassadors, NSRA Management Team, NSRA Board of Directors

The NSRA will be operating 2 Play Hubs beginning in June 2021. These are

located at Panora Square and Panamount Square. Weekly events are going to be

held at each location.

Green Space Interactions

Who: NSRA Play Ambassadors, Management Team, and Board of Directors

These interactions will be planned with consideration of the Play Hubs and

mobile play opportunities taking place within the community

Through day to day operations, NSRA staff are having consistent face to face

interactions with Members and Associate Members. These interactions are often based

in basic service or information gathering for the members. These are interactions that

lend themselves to be key opportunities for Education, the first step in the NSRA

Engagement Structure. 

TYPES OF INTERACTIONS

THE GOAL
To engage as many members for feedback

on the design of the community centre as

possible and use this information, combined

with existing feedback to guide the

architect to create a concept of the

expanded community Centre.

Over the next two months we want to have

a strong and thorough process in place to

engage with has many members as

possible. 



IN PERSON AND PHONE INTERACTIONS CONT.

Pathway System

Who: NSRA Board Members, Facility Attendants & Play Ambassadors (Additional

Shifts)

We will set up an information booth at strategic locations on the Panorama Hills

Pathway system to interact with residents. The goal is to target demographics

that may not be engaged elsewhere such as seniors. 

The Panorama Hills Community Centre

Who: All NSRA Staff

Through regular, daily interactions staff interact with residents and when

appropriate they are able to ask for feedback and can complete the survey as

well as collect other relevant information

The PHCC Park

Who: NSRA Management, Facility Attendants, Maintenance and Play

Ambassadors

While completing daily monitoring and maintenance duties staff have the

opportunity to engage in meaningful conversation with residents and their

families

TYPES OF INTERACTIONS

Community Events:

Who: All PHCC staff, NSRA Board of Directors, 

Any and all events that take place throughout the 2021 season will have extra resources

available so that we may interact with residents as much as possible to gather feedback.

Ad Hoc Events

Who: NSRA Board Members, PHCC Staff

Take advantage of any and all high traffic areas throughout the community. We will

target the area around the 4 schools and will be hosting monthly Food Truck events at

the community centre.

& Volunteers



PRINT & DIRECT MAIL

Door Hangers: 

Who: Maren to Design, Committee to approve,

Board Members to distribute, an optional pay

service is available

Utilized in targeted areas throughout the

community. Approximately 2500 units to be

printed

Bulk Mail: 

Who: Maren to Design, Committee to approve

An informational tri-fold mailer will be sent to

every home in the community and will have

the 3 most used languages in the community

printed on it. This information will be based on

the most recent census data.

CURRENT TYPES OF PRINT & DIRECT MAIL

CAMPAIGNS

Direct mail campaigns are an effective way to

reach the entire community, including those in

multi-family units that are often difficult to

contact due to a lack of personal information. 

NHCA Newsletter:

Who: Maren to Design, Committee to approve for

June publication

The NHCA is currently using a digital format. The

NSRA can use a half page add to launch the

campaign and utilize quarter page ads

throughout the initiative.

Great News Publication

Who: Maren to Design, Committee to approve for

June publication

This is a free monthly newsletter distributed to

every home in the community. 



SIGNAGE
Strategically placed signage throughout the

community will aid in providing quick and relevant

information for residents and will instruct them to our

webpage for further details.

Who: Maren to Design, Committee to approve,

PHCC staff to assist with installation

Community Sign Campaign will be a 2 week

campaign with Curbex printing and installing

the signs at 12 locations throughout the

community. 

QR Codes to be posted at:

All DC Sites

Community Centre & Park

Condo Complexes

Community businesses that will allow

TYPES OF SIGNAGE



Hosted by Wix, the NSRA is able to generate and

maintain content internally and the turnover time

for updates is minimal. The site is connected to

Google Analytics and has its own insights built in

through the Wix host.

Who: Maren to design, Committee to approve, to be

completed by May

Updating the landing page to reflect the current

step of the initiative and to inform on where the

organization is at in the engagement process. This

page can be dynamic in the type of information that

can be shared, which can be done by updating

survey results, where we are at with contractors,

current conversation taking place, etc. 

WEBPAGE

It is important that we have one (1)

voice that gives consistent

messaging. All comments and

replies should be posted through

the appropriate internal channels.

Staff and volunteers should refrain

from replying but if appropriate,

they must identify themselves as a

representative of the NSRA first and

the reply should uphold the values

of the NSRA. Alternately, NSRA

Board Members are encouraged to

take the conversation into private

messages or email. 

SOCIAL MEDIA

Facebook 

Twitter

Instagram

Who: Maren to design and upload, committee to

approve, PHCC staff and board members to share

feedback to update as needed.

Regular updates are required to build awareness and

engagement. Regular weekly updates can be done

through the primary social media accounts and

more frequent updates can be provided through the

Facebook expansion group. The content will be

based on the overall message developed by the

committee and broken down into relevant taglines

and key points.

PLATFORMS:

NextDoor

Community Pages



Utilizing the Ivrnet communications module, we are able to send mandatory messages that

allow us to stay in accordance with Canadian Anti-Spam Legislation. These messages must stay

administrative in nature.

The NSRA uses the Ascend Marketing tool as the primary e-newsletter solution for the

organization. This resource is tied to the NSRA website making all brand information and

images available. This tool automatically assists with CASL. Ascend allows the NSRA to create

visually appealing, digital communications that can be sent to all subscribers. 

E-NEWSLETTERS
Who: Maren to create, design and deliver, Committee to approve

The expansion project will be included in ALL scheduled communications. This is currently set on a

bi-weekly schedule, or as needed.

DIGITAL
COMMUNICATIONS

The NSRA has access to several

platforms that allow the organization

to send general marketing emails or

targeted administrative emails to

members of the community, 

FOCUS GROUPS & OPEN HOUSES
Who: PHCC Staff and NSRA Board Members, facilitated through Zoom and/or Microsoft Teams

Focus groups will be created and scheduled based on survey and community feedback. Open

houses will be held as an opportunity to provide information and educate members on the project

and concepts as they become available. At this time, all events will be held virtually. 



Who are the

NSRA

Stakeholders

These stakeholders have been

identified as key groups to engage with

throughout the expansion project.

Who: Dan will coordinate meetings

with each group by May 30, 2021,

Committee & Board members will

participate.

Ultimately, the NSRA should move forward with all engagement initiatives with intention

of being an authentic community partner. 

Where appropriate, projects should evolve into a bottom-up process, allowing the

membership to take ownership and responsibility for the projects, initiatives and

decisions that they are passionate about and that they believe will make their community

stronger and more vibrant.

The NSRA's community engagement practice should allow the organization to take on

the role of a community hub and act as a facilitator in community development.

1.    The City of Calgary – Ward 3

2.    Alberta MLA

3.    Canada MP

4.    NHCA

5.    Vivo

6.    Adjoining neighbours

7.    All NSRA Members

8.    Program Providers

9.    Schools

10. Local Businesses



When working in the community, it is

important for staff and volunteers of

the NSRA keep their health and safety,

and that of those around them as a top

priority. It is required that all NSRA

representatives follow all Provincial and

organizational mandates in regards to

COVID-19.

if you are feeling ill, or develop

symptoms while interacting with your

community, please take immediate

action to remove yourself from the area

and notify any staff or volunteer you

may be working with.

Keeping our staff, volunteers and members safe
COVID - 19 Considerations

Masks are worn at all times

Physical distancing measures must

be taken

Hand Sanitizer used after each

interaction

The phone or tablet surface must be

wiped between each use

Do not enter any community

members home

The following measures must be taken:


