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ABOUT THE PLAN

The City of Victoria’s Transgender, Non-Binary and Two-Spirit + Inclusion Action Plan (TNB2S+) was 

developed through a four-phase, engagement intensive planning process that included four community 

engagement sessions of various sizes, a community survey, as well as one-on-one meetings with TNB2S+ 

serving organizations and individuals in the community. The City also had multiple touchpoints and 

working meetings with a Project Working Group, as well as an Advisory Committee of Council. This served 

to provide project updates, seek feedback on project progress and share advance information about 

community engagement sessions in an effort to broaden awareness and outreach regarding engagement 

opportunities.  

This plan prioritizes and outlines actions the City will take to enhance TNB2S+ inclusion both internally at 

the City, as a workplace, and externally for the benefit of all TNB2S+ individuals and communities who 

live, work, play, or visit Victoria. It includes actions the City will take on in collaboration with community 

or other partners, as well as direct actions for the City to implement. 

Enabling and Supporting Community-Led Action  

The actions within this plan have been organized to reflect the major themes from the City’s community 

engagement process. These major themes became the guiding directions for action over time. The City’s 

ultimate vision for the future is to foster a community that is welcoming and affirming to TNB2S+ 

communities, where everyone is treated with compassion and respect. In support of that desired future, 

the guiding directions for action are: 

 TNB2S+ Housing Solutions and Supports;  

 Intersectionality and Multiple Barriers are Addressed;  

 Poverty Reduction and Economic Inclusion;   

 TNB2S+ Personal and Community Wellbeing is Encouraged and Enabled; 

 New Approaches to Community Safety and Police Interactions;   

 Leading the Way Forward as a TNB2S+ Inclusive City and Employer; and  

 Public Spaces and City Facilities are Welcoming and Affirming. 

Community members shared ideas and suggestions for this plan that may require new partnerships or 

changes at a regional, provincial, national, or even global level. A number of these suggestions or 

considerations are outside of the City’s direct control or influence. Many other actions will require 

building new partnerships, enabling community-led action, or engaging in advocacy and awareness 

building as a City.  

Collaborative Actions with Community are distinctly highlighted to outline how the City will collaborate 

with and enable communities to lead TNB2S+ inclusion actions. Many of these actions require 
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established community connection, lived experience, peer knowledge sharing and established trust with 

TNB2S+ communities. As such, the City looks forward to engaging with community-based organizations 

and individuals who want to take on initiating or advancing these actions.  

Taking Direct Action 

In addition to community engagement input, theTNB2S+ Action Plan also reflects the City of Victoria’s 

Strategic Plan objectives, approaches and lessons learned from other jurisdictions engaged in gender 

diversity inclusion work, and input from City staff on work underway or planned which may impact or 

enhance TNB2S+ inclusion going forward. In doing so, the City has accounted for existing work or 

commitments that can be enriched or shaped to support TNB2S+ inclusion, as well as what additional 

direct action it can take as a municipality and a workplace. 

Direct Actions for the City have been segmented into priorities, work already planned or underway, and 

future actions for the City.  

Terminology  

The absence of language contributes to keeping people’s identities and experiences invisible or 

excluded. It also keeps others from acting in support of change, as they have no words for what needs 

changing.  

Within the context of the City of Victoria’s work, the terms “trans,” “non-binary,” and “Two-Spirit” are 

used to describe the communities the City is seeking to welcome and better include in civic life within 

the scope of this plan; however, there must also be ongoing consideration for how other aspects of 

identity interact with gender identity and expression to impact how individuals experience barriers and 

inclusion differently. While terminology is continuously evolving, some terminology is needed to support 

understanding of the plan’s actions. The following terms are used throughout the plan, consistent with 

definitions provided by TransCare BC and Gender Based Analysis +.  

Honouring people’s right to name and define themselves has led to a diverse and rich landscape of 

queer identity terminology over time that continues to evolve. While this plan is built around the terms 

Transgender, Non-Binary and Two-Spirit, there are many other ways in which people define their 

experience of gender and sexuality relative to other identity and social factors. The use of the “+” as part 

of TNB2S+ is intended to recognize that the field of self-determination around identity is always 

evolving. For more information on self-definition related to gender and sexual identity, visit Qmunity’s 

Queer Terminology Glossary at: https://qmunity.ca/wp-content/uploads/2019/06/Queer-

Glossary_2019_02.pdf 
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TRANS 
An umbrella term that describes a wide range of people whose gender identity 

differs from their assigned sex at birth. 

NON-BINARY 

An umbrella term that refers to a person whose gender and/or expression does not 

align with the gender-based expectations for their sex assigned at birth. Some 

individuals self-identify as non-binary, whereas others may use terms such as gender 

non-conforming, genderqueer, or agender, among others. Non-binary people may or 

may not conform to societal expectations for their gender expression and gender 

role, and they may or may not seek gender-affirming medical or surgical care.

TWO-SPIRIT 

Two-Spirit is a term used within some Indigenous communities, encompassing 

cultural, spiritual, sexual, and gender identity. Often, being Two-Spirit is connected 

to specific roles and responsibilities within the community. While some Indigenous 

people who hold diverse sexual and gender identities consider themselves Two-

Spirit, others may have terms in their own traditional languages, or identify 

themselves as LGBTQ and Indigenous. 

CISGENDER 
An umbrella term used in reference to people whose gender and sex assigned at 

birth align according to dominant social narratives; non-trans. 

INTERSECTIONALITY 

A research and policy lens that recognizes that people have multiple and diverse 

identity factors that intersect to shape their perspectives, ideologies and 

experiences. In addition to their gender identity and expression, some TNB2S+ 

individuals also experience barriers related to these other aspects of their identity 

such as race, Indigeneity, religion, age and ability. An intersectional approach 

involves working to address inequality and barriers to inclusion without isolating one 

factor from another and recognizing that inclusion is going to impact people 

differently due in part to how their many identity factors intersect to influence their 

experiences.   
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PROJECT OVERVIEW 

In developing this plan, the City focused on identifying meaningful actions related to:

 Signage and literature; 

 Public spaces; 

 Human resource training and staff policies; 

 Corporate programming; 

 Collaborative public and community partnerships; and 

 Forms, records, and instruments of data collection and management. 

The City’s aims through the planning process were to:

 Support transgender, non-binary and Two-Spirit (‘2S’) communities to represent their 
interests in policies and programs that impact their well-being; 

 Improve the City’s capacity to integrate gender wellness into strategic planning, policy and 
program development, implementation, and service delivery; 

 Understand leading practices in other jurisdictions and work with the community to gauge 
what actions or solutions may be relevant in our local context; and 

 Promote a spirit of inclusion through the planning process. 

Engagement Approach  

Engagement in the project was multi-layered and included community sessions that centered on the 

lived experience and knowledge of TNB2S+ people, as well as dialogue with community agencies that 

serve or impact TNB2S+ communities in Victoria. Efforts were made throughout the engagement 

process to provide both in-person and remote participation options, hold individual agency meetings 

and teleconferences when needed, and provide regular updates to engaged groups regarding the 

progress of the project.  

Working Group 

The project working group was composed of a broad range of community organizations that support 
and interact with TNB2S+ individuals. Working Group agencies included: 

 Agencies that provide direct supports or have regular interaction with TNB2S+ people and their 
families; 

 Indigenous-focused service providers who currently serve, or have a desire to support, 2S and 
Indigenous trans and non-binary people; and 
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 Policing and community safety partners who could share about what their agencies are doing to 
address the needs of TNB2S+ individuals and communities, as well as how to collectively address 
violence and barriers to TNB2S+ safety in the community.  

Throughout the process, Working Group members acted as key connectors, guides and interpreters to 
the project team on how to best incorporate community input into the planning process. They also 
provided insights into their experiences interacting with or serving the community through their work.  

Working Group members were also pivotal in holding space, providing on-site and advance event 
support to participants and giving the City input on what measures to put in place for safer, more 
inclusive engagement with TNB2S+ communities.  

The Working Group met regularly during each phase of the project for project updates to provide input 
on session planning and to give feedback to shape the final plan. 

Advisory Committee 

Prior to initiating this project, City Council already had an ad hoc, lived experience Advisory Committee, 

which had been instrumental in informing and developing the scope for this project. The project team 

engaged the Advisory Committee at several key milestones through both in-person and teleconference 

updates on the project’s progress and engaged with Advisory Committee members during broader 

community sessions as well. 

Community Engagement Sessions  

From May to June 2019, the City hosted four community engagement sessions to understand local 

needs and priorities and to explore potential ideas for the plan. The sessions were promoted through 

the Working Group, Advisory Committee, and the project team’s local networks, as well as through 

limited online promotion. In addition to these sessions, the project team provided discussion guides for 

local support groups and community gatherings and arranged meetings with service providers one-on-

one to collect feedback throughout the project.  

Community Survey 

During the analysis of the community engagement input, and the development of the City’s TNB2S+ 

Inclusion Action Plan, a community survey was deployed to provide an opportunity for anonymous, 

remote input on draft plan themes and ideas. The intent of the survey was to understand the level of 

importance and priority level for different themes and actions emerging in the draft plan, with particular 

focus on understanding how TNB2S+ individuals and those directly connected to them viewed the 

relative importance of different actions over time. Key results and demographic information regarding 

the survey are summarized in the What We Heard: Engagement Summary Report, provided in Appendix 

Two of this plan.   
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Inclusion Measures and Limitations 

A spirit of inclusion was critical to the project approach. As such, a number of steps were taken to make 
engagement opportunities inclusive and accessible to a wide range of people. This included providing 
honoraria, bus tickets, food, child-minding services, remote participation options, advance site 
accessibility information, gender-neutral and universal washrooms, on-site counsellors during events, 
security and safety strategies, and neurodiversity-sensitive facilitation techniques.  

Despite these inclusion measures, it is important to recognize the limitations of the engagement 
approach. Some of the potential limitations are listed here to inform how the City moves forward in 
engaging the community as part of implementing the plan. These include: 

 Hosting events primarily at City facilities. 

 A white and predominantly cisgender project team. 

 A lack of local Indigenous and 2S leadership and guidance in the process.  

 Hosting engagement in a compressed timeframe of two months in order to meet the overall 
project timeline. 

Efforts were made throughout the project to address these limitations through measures such as: 

 Hosting events and discussion opportunities in the community where possible. 

 Providing inclusion measures specifically to support remote and anonymous participation. 

 Providing opportunities for TNB2S+ individuals to have private, dedicated discussion space at 
events, without the participation of cisgender project team members or allies and caregivers 
present. 

 Providing as much advance notice and promotion of engagement opportunities as possible 
within the progression of the project schedule. 

 Inviting and centering the input of Indigenous elders at the 2S and Indigenous engagement 
session. 

 Seeking guidance from Indigenous and 2S individuals or service providers who were willing and 
available to educate the project team and inform the process. 

 Inviting First Nations representatives to be part of the project Working Group. 
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ENGAGEMENT BY THE NUMBERS

24+ 

Participants in the 
TNB2S+ Local Needs 

and Priorities Session 

5 

Community Safety 

Partners Engaged 

37 

Community 
Survey 

Participants 

7 

Remote participants integrated 
into in-person events 

19

Local Agencies Engaged in 

the Project 

10+ 

Participants in the 2S 

and Indigenous 

Perspectives Session

10+ 

Project Working Group or 

Advisory Committee 

Meetings and Tele-Update 

Sessions

52+
Participants in the 

TNB2S+ Feedback on 
Draft Plan Ideas Session 
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FOUNDATIONS FOR DECISION-MAKING 

Recognizing that co-implementing community inclusion is a long-term, complex and relational 

process, many participants in the planning process, both staff and community members, highlighted 

overarching conditions for success or foundational considerations for implementation.  

Foundations for Decision-Making summarize what has been learned from other jurisdictions, City 

staff, and community about how action items in this plan are interconnected to reduce harm, 

promote incremental and gradual community change, and build the City’s capacity to implement the 

plan over time. These foundations for decision-making are critical reference points as the City 

determines the sequencing of individual plan actions relative to each other over time. 

Training 

Training is pivotal to implementing diversity and inclusion policy and 

initiatives in the workplace and it also contributes to meaningful social change 

when employees carry that training into their daily lives. Gender diversity fits 

within a broad framework of diversity and inclusion training topics that is 

being addressed as part of the City’s Corporate Learning Program. The 

program will include diversity and inclusion training, with gender diversity 

being a particular topic of focus. 

Management 

Leadership 

Senior management engaged in the planning process noted the importance of 

demonstrating leadership to their teams regarding how to be affirming and 

inclusive of TNB2S+ gender identity and expression. Developing shared 

approaches to doing this, and learning new behaviours, are critical to 

modelling inclusion in their work and supporting employees who are TNB2S+ 

in the workplace going forward.  

Public Awareness 

and Education 

Broader public understanding of TNB2S+ identity, expression and human 

rights is still relatively limited. Making changes that support the rights of 

TNB2S+ people means ensuring people are equipped to inform and educate 

the public regarding those changes. In preparing communications materials, 

promoting the plan and implementing action items from the plan, the City will 

need to take an awareness-building approach to how it communicates these 

changes.   

Reconciliation  

Honouring 2S identity cannot be isolated from the City’s approach to 

decolonization and Reconciliation. In addition to the work the City is already 

doing to build relationships with First Nations and Indigenous people, all 

governments have a responsibility to respond to the recommendations of the 

Truth and Reconciliation Commission and the National Inquiry on Murdered 

and Missing Indigenous Women and Girls. Going forward, it will be important 

that the City looks to Indigenous trans and 2S people in community as 

knowledge leaders for this work.  
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Poverty Reduction, 

Housing, and 

Neighbourhoods  

Addressing poverty and housing was identified as important to fostering an 

inclusive city overall. With the adoption of Phase 2 of the City’s 2019-2022 

Housing Strategy and other actions related to affordable housing in the 2019-

2022 Strategic Plan, the City has acknowledged the importance of housing to 

overall personal and community well-being. The Housing Strategy commits to 

ensuring safe, accessible, stable and affordable housing throughout City 

neighbourhoods. It further commits that housing options should serve and 

acknowledge diverse needs related to age, abilities, gender, income, health 

status, Indigenous background, beliefs and ethnicity.  

Accessibility 

Another intersectional consideration in the plan is how accessibility and 

TNB2S+ inclusion are being actioned in parallel to one another. Making spaces 

more inclusive of all abilities and health status can also make them more 

inclusive to TNB2S+ communities, and vice versa. Building on approaches, 

practices and initiatives already underway in support of accessibility will not 

only support inclusion of TNB2S+ people with disabilities but will also 

demonstrate an intersectional approach to being more inclusive as a City.  

Support for 

TNB2S+ Employees 

At present the City has processes to support employees who come forward 

and identify as TNB2S+. In determining how to strengthen this process 

through formal policy, the City will need to access TNB2S+ knowledge 

leadership and best practice from other jurisdictions regarding barriers to 

coming forward and how to ensure these employees have safe access to the 

supports available to them.  



PLAN OVERVIEW: THE VISION AND GUIDING DIRECTIONS

14 

Transgender, Non-Binary and Two-Spirit + Inclusion: A City of Victoria Action Plan  

TNB2S+ Housing 

Solutions and 

Supports 

Intersectionality and 

Multiple Barriers are 

Addressed 

Poverty Reduction and 

Economic Inclusion  

TNB2S+ Personal and 

Community Wellbeing is 

Encouraged and Enabled 

New Approaches 

to Community 

Safety and Police 

Interactions 

Leading the Way 

Forward as a 

TNB2S+ Inclusive 

City and Employer

Public Spaces and City 

Facilities are Welcoming 

and Affirming

Address barriers 

TNB2S+ individuals 

face in accessing 

stable, safer, 

affordable housing 

Address the ways in 

which multiple 

identities impact on 

lived experience, 

including Indigenous 

people, people with 

disabilities and other 

marginalized 

communities 

Create economic 

opportunities where the 

skills and lived 

experiences of TNB2S+ 

individuals are recognized 

and compensated 

through the 

implementation of the 

plan; Take actions to 

demonstrate and 

advocate for TNB2S+- 

inclusion within the local 

business community 

Take steps to enhance 

recreation, community, 

and family supports 

Work with the 

community on 

new approaches 

to safety, violence 

prevention and 

engaging with 

police 

Be a visible 

advocate for 

TNB2S+ inclusion 

and take leadership 

actions in areas 

such as public 

awareness, policy, 

and training 

Create a comprehensive plan 

for updates to City facilities 

that considers and balances all 

public uses of the space, 

including TNB2S+ rights and 

safety 

Key Enablers of 

Success: 
Critical 

tasks for 

implementation

 Conduct a targeted policy and 

training review 

 Establish an internal Implementation 

Committee  

 Identify options for ongoing lived 

experience community engagement 

mechanisms, as part of City 

governance review  

 Model economic inclusion through 

equity-based workforce strategies

 Update Visual Standards and 

Communication Guidelines 

 Take gender diversity training (Senior 

Management, Mayor and Council) 

A community that is welcoming and affirming to Transgender, Non-Binary and 2S people, where 
everyone is treated with compassion and respect 

The Vision: The future state the City is striving to create over time 

Guiding Directions: How the City will realize this future, through community collaboration and direct action 
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SUMMARY OF ACTIONS

This section of the plan sets out actions that the 

City will undertake, both in collaboration with 

community and through direct action, to realize 

the vision for the future over time.  

These actions are organized according to the 

guiding direction they most closely address. 

However, most plan actions reflect and address 

multiple guiding directions.  

Collaborative Actions with Community  

What We Heard 

What the City heard on this topic from community engagement 

Future Actions with Community 

Actions that may be initiated or realized through broader community collaboration that includes engagement 
with the City.  

Direct Actions for the City  

Priorities 

Meaningful first steps the City will take in support of this guiding direction  

Work Planned or Already Underway 

Existing work or commitments where the City can, or is already, taking steps to be TNB2S+ inclusive  

Future Actions 

Work the City anticipates initiating in the longer-term, according to the following anticipated timelines.  

Legend  Initiate in 1 to 3 Years  Initiate in 3 to 5 Years  5+ Year Actions 
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Leading the Way Forward as a TNB2S+ Inclusive City and Employer 
Be a visible advocate for TNB2S+ inclusion and take leadership actions in areas such as public awareness, policy, 

and training 

Collaborative Actions with Community  

What We Heard  

 Advancing TNB2S+ inclusion as an employer is a big challenge. From parks, to customer service, to 
by-law, there are many staff who interact with TNB2S+ individuals every day and do not currently 
have the tools or knowledge to do so respectfully.  

 It will be important to consider how to put enforcement mechanisms and measurement behind any 
internal training and policy changes.  

 When screening job applicants for culture and fit, having competency or sensitivity benchmarks or 
indicators related to inclusion would help ensure successful applicants for positions of high public 
interaction are, or are willing to become more inclusive and respectful of human rights.  

 Maintaining a relational approach and demonstrating a desire to learn from community is an 
important part of demonstrating leadership as a City.  

 Existing community-based organizations working in the community are also valuable partners in 
further collaboration and ongoing engagement.  

 The library is an important collaborator and partner in advancing inclusion for many marginalized 
groups.  

 Creating a community liaison, committee, or other formal group to provide guidance and direction 
to staff and Council on an ongoing basis is needed. This group should have clear terms of reference, 
scope, and responsibilities. The City should be transparent in determining who sits on these groups 
and why they were selected.  

 Consider developing and promoting a feedback mechanism for TNB2S+ employees and members of 
the public to report negative or discriminatory interactions while using City spaces and services. This 
supports identifying barriers to inclusion through day to day lived experience knowledge.   

 Long-term engagement with TNB2S+ individuals and TNB2S+ serving organizations will be essential 
to establishing credibility and trust in this initiative.   

 Consider providing gender diversity training for all staff, including Senior Management, Mayor, and 
Council. If pursued, establish evaluation methods for this training.  
o Intervention training may be of value for front-line staff in public facilities.  
o Training could also be extended to people receiving City grants, security at public events, 

local business owners and managers, and health offices.  

 Examine ways to support TNB2S+ training for first responders, shelter staff and others working 
directly with the public.  

 Free public information sessions and awareness campaigns would support normalizing and 
celebrating gender diversity in the broader community.    

 Positive communication campaigns would also how that the City wants to normalize and reflect 
TNB2S+ individuals as part of the broader community.  

 How the City centres and highlights artists is an important cultural and economic affirmation and 
arts and culture granting is also currently under review. 

 Look for ways to amend forms and records to eliminate unnecessary gender or sex based 

information. Look also to streamline names required in systems so that legal names are not the only 

permissible way to address or identify someone. 

 34 per cent of survey respondents said that demonstrating leadership as a city and as an employer 

is very important to improving inclusion and quality of life for TNB2S+ individuals and their families. 
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Future Actions with Communities 

 Conduct further engagement with the TNB2S+ community related to their service experiences and 
interactions with City forms and procedures to identify barriers.  

 Engage TNB2S+ community serving organizations and academics to design a review of City forms, 
questionnaires and data collection processes.  

 Provide input to any TNB2S+ serving organizations that want to lead the development of a formal 
community resource guide for TNB2S+ communities. 

Direct Actions for the City  

Priorities 

 Advocate for the importance of the newly established BC Human Rights Commission to 

municipalities’ ability to advance diversity and inclusion, especially its training and public education 

functions. 

 Develop a City Inclusion Policy Statement to broadly affirm an intersectional approach to 

implementing diversity and inclusion measures and provide public and staff guidance.   

Work Planned or Already Underway  

 Update Strategic Plan Grants criteria to align with the City’s Strategic Plan supporting diversity and 

inclusion so that funding opportunities exist for community organizations seeking to lead the 

implementation of the plan actions. 

 Reflect TNB2S+ inclusion in the City’s Corporate Learning Program curriculum. 

Future Actions 

 Consider ways to incorporate TNB2S+ demographic questions into the Citizen Survey to better 

understand the size, composition and priorities of TNB2S+ communities 

 Assess and address the Citizen Survey for barriers to access and participation by marginalized 

groups. 

 Consider ways to incorporate TNB2S+ demographic questions into employee surveys to better 

understand and support diversity and inclusion in the workplace. 

 Conduct a review of internal and externals forms, questionnaires and City databases for unnecessary 

sex or gender-based questions and fields. 

 In establishing future themes for the City’s Poet Laureate, Artist in Residence or Indigenous Artist in 

Residence, consider having a TNB2S+ artist occupy one or more of these positions and making 

gender diversity an arts theme. 

Legend  Initiate in 1 to 3 Years  Initiate in 3 to 5 Years  5+ Year Actions 
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Intersectionality and Multiple Barriers are Addressed 
Address the ways in which multiple identities impact on lived experience, including Indigenous people, people 

with disabilities and other marginalized communities 

Collaborative Actions with Community  

What We Heard  

 Many TNB2S individuals are also:  

o Living in poverty; 

o Living with one or more disabilities; 

o Homeless or underhoused; 

o Street-involved; 

o Racialized; 

o Facing mental health stigma and barriers; and 

o Facing discriminatory treatment from landlords, employers and others in positions of 

economic power.  

 The City is in the early stages of unlearning colonial practicesand developing new relationships with 

Indigenous communities and local First Nations.  

 The City needs to learn more about the intertwined institutional, cultural, and systemic barriers that 

Indigenous gender-diverse people encounter. 

 Binary gender and a patriarchal social order are some of the ways that colonialism has attempted 

the erasure of 2S identity and expression. 

 A 2S and Indigenous-led initiative is needed for further dialogue on TNB2S+ inclusion in the context 

of the City’s current relationships with First Nations and Indigenous people. 

 More work is needed for the City to establish relationships, learn and follow protocols, and conduct 

culturally-informed dialogue about what matters to Indigenous communities in terms of City-

supported actions and commitments. 

 Being an Indigenous person within predominantly white workplaces, with significant colonial 

structures and institutional practices, can be emotionally taxing and challenging, especially if 

individuals are unfairly framed as the “expert” on Indigenous or 2S perspectives and are expected 

to take on all that associated labour.  

 There is a need to seek out diversity of lived experience within recruitment efforts and support the 

mentorship and hiring of more 2S and Indigenous people. 

 The City can make a difference by giving space and resources to local First Nations to provide public 

education on the histories of their people and land.  

 Engage, consult with, and hire local Black, Indigenous, and People of Colour (BIPOC) TNB2S people 

to develop culturally relevant TNB2S+ inclusion strategies. 

 Highlight and showcase the contributions of TNB2S+ in this community. Find ways to make visible, 

normalize, and celebrate TNB2S+ people of all racial identities and abilities. 

 Anti-oppression training would be beneficial for all public institutions, in recognition of 

intersectionality and overlapping identities.  

 Consider advocating to the Province for better income and employment supports for people with 

disabilities.  

 Consider implementing housing solutions locally that integrate and recognize the needs of families 

with disabilities.  



19 

Transgender, Non-Binary and Two-Spirit + Inclusion: A City of Victoria Action Plan  

 Providing online/remote access to information and engagement opportunities is critical to including 

TNB2S+ individuals with disabilities. 

 60 per cent of survey respondents said that addressing intersectionality and multiple barriers is very 

important to improving inclusion and quality of life for TNB2S+ individuals and their families.  

 41 per cent of survey respondents considered engaging with local BIPOC communities to develop 

culturally relevant TNB2S inclusion strategies to be a first priority.  

 24 per cent of survey respondents considered addressing the 2SLGBTQQIA-specific calls for justice 

from the National Inquiry into Missing and Murdered Indigenous Women and Girls to be a first 

priority.  

Future Actions with Communities 

 Engage Indigenous trans, non-binary and 2S communities to lead the development of outcomes and 

actions related to how the City can better support their inclusion and quality of life. 

 Engage TNB2S+ Indigenous, disabled and racialized people, as well as TNB2S+ sex workers and 

street involved individuals in the development of the City’s Mental Health and Addictions Strategy. 

Direct Actions for the City  

Priorities 

 Establish intersectional living or lived experience and TNB2S+ related competencies for the City’s new 

Indigenous Relations function. 

 Prioritize hiring someone from the Lekwungen territories to ensure the Indigenous Relations role is 

operationalized consistent with local protocols and culture.  

Future Actions 

 Designate a Council Townhall to Intersectionality and Diversity. 

 Explore as a Council how to develop City responses to the 2SLGBTQQIA-Specific Calls for Justice from 

the National Inquiry into Missing and Murdered Indigenous Women and Girls.   

 Appoint one or more Indigenous Elders in Residence in concert with the new Indigenous Relations 

function. 

Legend  Initiate in 1 to 3 Years  Initiate in 3 to 5 Years  5+ Year Actions 
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Poverty Reduction and Economic Inclusion  
Create economic opportunities where the skills and lived experiences of TNB2S+ individuals are recognized and 

compensated through the implementation of the plan; Take actions to demonstrate and advocate for TNB2S+- 

inclusion within the local business community 

Collaborative Actions with Community  

What We Heard  

 Businesses in Victoria have a significant impact on TNB2S+ inclusion as service providers, employers, 

and places where people gather and interact.  

 The City can promote dialogue about diversity and inclusion with the business community and 

normalizing the topic of honouring the B.C. Human Rights Code in employment practices and work 

environments.  

 The public needs ongoing education and awareness related to TNB2S+ inclusive language, 

respectful interaction, and lived experience.  

 Engage TNB2S+ individuals to deliver training, information sessions, or other facilitated meetings on 

behalf of the City or in collaboration with TNB2S+ employees of the City already in related roles. 

 If the City is going to provide further opportunities for TNB2S+ individuals to take on roles in 

implementing the Action Plan, it is important to also foster opportunities for coaching, mentorship 

and learning that can support a diversity of individuals accessing those opportunities. 

 To support the economic inclusion of TNB2S+ individuals, the City could: 

o Explicitly recruit/invite/welcome the TNB2S+ community to participate in City volunteer or 

temporary work opportunities;  

o Formally recognize TNB2S+ individuals as an equity group and implement equity measures to 

hiring/recruitment strategies to encourage TNB2S+ hiring; and  

o Offer both permanent and rotating temporary positions as a way of generating a wider reach 

or impact on job skill development for marginalized people.  

 78 per cent of survey respondents said that poverty reduction and economic inclusion is very 

important to improving inclusion and quality of life for TNB2S+ communities.  

 79 per cent of survey respondents said that new roles and economic opportunities for TNB2S+ 

individuals to advance inclusion is an important way of engaging the community going forward. 

Future Actions with Communities 

 Engage community-based organizations in dialogue about ways to provide mentorship and 

employment skills opportunities to people with living and lived experience of marginalization, 

including TNB2S+ people.  

 Look for opportunities to support and promote community-based organizations that are putting on 

TNB2S+ awareness or information sessions in community.  

 Encourage dialogue in the business community about diversity and inclusion policy and strategies.  

Direct Actions for the City  

Priorities 

 Establish a procurement mechanism to engage TNB2S+ facilitators on an as-needed basis. 

 Use the Business Hub as a central resource to assist TNB2S+ entrepreneurs and potential contractors. 

 Engage TNB2S+ facilitators who can provide internal training to key staff and leadership. 
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Work Planned or Already Underway  

 Include language in the City’s social procurement policy that speaks to including people with living or 

lived experience of marginalization or barriers to economic and social inclusion. 

Future Actions 

 Use City of Victoria Business Info Sessions and speaking opportunities with the Chamber of 

Commerce to promote dialogue and learning about TNB2S+ inclusion.  

 Provide gender diversity training for City staff in the Business Hub and other customer service roles 

supporting TNB2S+ businesses and entrepreneurs. 

 Through the City’s annual business survey, gather information from the business community on 

actions they have taken in support of TNB2S+ communities or other marginalized groups. 

Legend  Initiate in 1 to 3 Years  Initiate in 3 to 5 Years  5+ Year Actions 
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TNB2S+ Personal and Community Wellbeing is Encouraged and Enabled  
Take steps to enhance recreation, community, and family supports  

Collaborative Actions with Community  

What We Heard  

 TNB2S+ individuals face economic, social and physical barriers to safely participating in City 

recreation programming and facilities.  

 TNB2S+ recreation programming is a current gap that can be meaningfully addressed in support of 

personal and community wellness. 

 Dedicated recreation programming requires staff with specialized training as well as affirming 

facilities and supports.  

 There is currently no accessible resource centre for the TNB2S+ community in the City and most 

emerging resources appear to be geared towards seniors and youth. 

 As exists in other cities, TNB2S+ communities need a hub that can act as centre for social service 

access, system navigators and supports, and practitioners and professionals who can address 

TNB2S+ health, legal, social and community needs. 

 While the health care system is not within the City’s immediate control, the City can take 

meaningful actions to support TNB2S+ individuals improved access to health care services and 

professionals. 

 The City can impact TNB2S+ health by encouraging the incorporation of Indigenous approaches to 

healing and culturally-informed wellbeing practices in City spaces and processes, according to local 

First Nations’ protocols. 

 For the delivery of a number of actions in this plan, community-based organizations may be better 

positioned, more knowledgeable and more relevant leads to the actions that will enhance TNB2S+ 

inclusion.  

 TNB2S+ families and youth need dedicated supports in early years and as their children transition to 

young adulthood, especially when the TNB2S+ member of the family is the young adult. 

 TNB2S+ and queer families are also seeking childcare from individuals who are skilled in including all 

gender identities and expressions in their delivery of care but there is presently no resource for 

locating childcare providers with this capacity. 

 Parents would like to see the library expand on what books and resources are available to promote 

awareness of TNB2S+ family models and gender expression, including aTNB2S+/queer families or 

Sexual Orientation and Gender Identity (SOGI) oriented Kid Kit as well as gender neutral options for 

other Kid Kits (e.g. potty training).  

 47 per cent of survey respondents said that enabling TNB2S+ personal and community wellbeing is 

very important to improving inclusion and quality of life for TNB2S+ communities.  

 50 per cent of survey respondents considered advancing a dedicated TNB2S community hub for 

health, wellness, and social programming to be a first priority—this was the highest rating of 

potential first priority actions put forward for community feedback.   

Future Actions with Communities 

 Explore with community service providers how the City can facilitate the eventual establishment of 

a TNB2S+ community hub. 

 Engage TNB2S+ and queer families in the development of the City’s Childcare Strategy and in the 

Childcare Solutions Working Group. 
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 Assist TNB2S+ communities with accessing publicly available City spaces for community events and 
gatherings. 

 Advocate for the implementation of TNB2S+ resources and programming within City libraries.  

 Convene community discussions with centre operators and TNB2S+ serving organizations on the 
distinct needs of TNB2S+ youth, seniors, and families.  

 Make space for Indigenous approaches to healing and culturally-informed health and wellbeing 
programming where possible and relevant.  

Direct Actions for the City  

Priorities 

 Incorporate TNB2S+ needs in the design of the new Crystal Pool facility. 

 Create a TNB2S+ Community Liaison role to nurture partners, scope projects and generally support a 

community-led and peer-informed approach to implementing actions within this plan. 

Work Planned or Already Underway 

 Provide specialized training for recreation staff on TNB2S+ inclusion and safety.  

 As part of the City’s strategy to attract new physicians to Victoria, recruit those with experience and 

interest in providing health TNB2S+ health care.  

 Through the City’s LGBTQ2IS Taskforce, explore partnership opportunities with local TNB2S+ health 

and wellbeing focused organizations. 

 Ensure TNB2S+ youth engagement and needs are a focus of the City’s Youth Strategy. 

Future Actions 

 Revise community centre operator agreements to include diversity and inclusion policy language. 

 Ensure childcare providers running City childminding services at City Hall receive basic TNB2S+ 

inclusive childcare information and training.  

 Create a dedicated Diversity and Inclusion Recreation role and evaluate further staffing needs over 

time. 

 Develop dedicated TNB2S+ recreation program opportunities and address TNB2S+ youth needs 

within recreation programming.  

 Work to make general population programming TNB2S+ accessible and inclusive.  

 Update long-term lease agreements with third-party non-profit operators to include City-developed 

diversity and inclusion policy language. 

Legend  Initiate in 1 to 3 Years  Initiate in 3 to 5 Years  5+ Year Actions 
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TNB2S + Housing Solutions and Supports 
Address barriers TNB2S+ individuals face in accessing stable, safer, affordable housing 

Collaborative Actions with Community  

What We Heard  

 TNB2S+ individuals face discrimination and barriers to finding and maintaining stable, safer, 
affordable housing and these barriers are exacerbated for racialized, disabled, and Indigenous 
TNB2S individuals. Some of this discrimination comes directly from landlords.  

 As the City undertakes new housing related initiatives, it is important to retain anti-oppression, 
inclusion, and equity lenses in how these initiatives are implemented to ensure they engage and 
benefit marginalized or vulnerable communities. 

 Community members noted that shelter spaces in the City of Victoria are highly gendered and often 
present safety risks for unhoused TNB2S+ individuals.  

 Shelter staff need training on how to be TNB2S+ inclusive.  

 The city currently has a lack of housing options that integrate family and disability needs with 
TNB2S+ needs. 

 There is not presently enough affordable housing for people with disabilities and TNB2S+ individuals 
with disabilities face additional discrimination in seeking housing.  

 Participants expressed concern that seniors and elders do not have adequately informed and 
inclusive health care environments and there is a need to focus on how to uphold the rights of 
TNB2S+ seniors and elders.  

 75 per cent of survey respondents said housing solutions and supports for TNB2S+ is very important 
to improving inclusion and quality of life for TNB2S+ communities.  

Future Actions with Communities 

 Engage with, learn from, and support awareness buliding on TNB2S+ inclusion with social housing 

providers and shelters.  

 Advance and uphold the City Housing Strategy Guiding Principles that housing be accessible, 

inclusive, offer choice to meet diverse needs, promote wellbeing, build community capacity and 

partnerships, and feature innovation and sustainbaility considerations.  

Direct Actions for the City  

Priorities 

 In identifying available land for additional emergency shelter space, support and encourage dialogue 
with the province and community partners on the development of a TNB2S+ shelter. 

Work Planned or Already Underway  

 Establish TNB2S+ positive competencies, such as anti-oppression and trauma-informed service 

provision, for the City’s new Tenant Housing Ambassador function. 

 Refer the TNB2S+ Action Plan and What We Heard Engagement Summary Report to the City’s 

Renters’ Advisory Committee to inform discussion about how to ensure TNB2S+ lived experience 

knowledge is incorporated into the Committee’s work.  

 Conduct further community engagement and risk assessment on the Seniors and Eligible Lodgers 

pilot project. 

Future Actions 
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 Review and Update the City’s Official Community Plan to include language on inclusion and 

wellbeing for marginalized communities, including TNB2S+ communities. 

Legend  Initiate in 1 to 3 Years  Initiate in 3 to 5 Years  5+ Year Actions 

New Approaches to Community Safety and Police Interactions 
Work with the community on new approaches to safety, violence prevention and engaging with police 

Collaborative Actions with Community  

What We Heard  

 Nearly all TNB2S+ people have had some trans-specific negative experiences from family, service 

providers, police, or their broader communities. 

 TNB2S+ individuals are disproportionately experiencing violence and personal safety risks in their 

day-to-day life.  

 TNB2S+ individuals have concerns about the historic and current state of relations with police, as 

well as the ways in which police engage with TNB2S+ communities on a day-to-day basis.  

 Fear and distrust of police for many is exacerbated by a lack of knowledge about rights and police 

procedures.  

 A TNB2S+ police liaison function would be beneficial to serving TNB2S+ communities and it could be 

delivered through an existing community safety organization where TNB2S+ individuals are already 

served and supported.  

 Community service providers and TNB2S+ individuals have been instrumental in developing 

resources for police departments, providing training and policy guidance, and creating public 

awareness materials in collaboration with police departments. 

 It is problematic to position police as the authorities on safety for communities who have 

historically faced violence or fear of violence from police.  

 Anti-SOGI and transphobic events held in the community are destabilizing and dehumanizing and 

the City needs to find a way to take a stand against these events if it wants to be an ally.  

 Designating TNB2S+ safer spaces in the community is also important for affirming TNB2S 

individuals’ rights to the space and for building awareness among cis people in the general public of 

the City’s commitment to fostering TNB2S+ safety in public space. 

 There could be additional value in defining Safer Spaces as safer for people who face multiple 

system of oppression based on their identities (e.g., People of Colour, people with disabilities).  

 69 per cent of survey respondents said addressing community safety and police interactions for 

TNB2S+ is very important to improving inclusion and quality of life for TNB2S+ communities.  

Future Actions with Communities 

 Support dialogue with the Victoria Police Department and other community safety partners on a 

Police Liaison Function.  

 Engage organizations that work with survivors of sexualized violence as part of the 2019/2022 

Strategic Plan commitment to end sexual harassment and assault in Victoria. 

 Encourage and enable peer-led and peer-informed projects in the community. 

 Convene dialogue with community safety partners and TNB2S+ serving organizations to better 

understand peer-based solutions and approach to community safety. 
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 Work with community-safety partners to develop a Safer Places Program that designates places in 

the City where TNB2S+ individuals be assured that measure have been taken to support and affirm 

the space is welcoming and inclusive.  

Direct Actions for the City  

Priorities 

  Engage sex workers in the Late Night Taskforce or other aspects of the City’s approach to sexualized 

violence prevention. 

 Conduct a legal review on policy options for assessing and addressing whether a proposed use of a 

City facility will encourage, incite or promote transphobia or hate speech. 

Work Planned or Already Underway  

 Evaluate existing peer-informed engagements, such as the City’s Mental Health and Addiction 

Strategy, to develop the City’s capacity to deliver projects through peer-led approaches over time.

Future Actions 

 Establish a corporate business process to receive, review and respond to use of public space 

requests, building on the outcome of the hate speech in public spaces legal review.  

Legend  Initiate in 1 to 3 Years  Initiate in 3 to 5 Years  5+ Year Actions 
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Public Spaces and City Facilities are Welcoming and Affirming 
Create a comprehensive plan for updates to City facilities that considers and balances all public uses of the space, 

including TNB2S+ rights and safety 

Collaborative Actions with Community  

What We Heard  

 TNB2S+ individuals can experience heightened personal safety risks in accessing public restroom 

and changeroom facilities, especially in urban park settings.  

 Locks on all stall doors and locks on single stall public washrooms would enhance safety when using 

public washrooms, such as park washrooms. 

 Urinal dividers add privacy.  

 The City could involve the community in selecting design standards to adopt.  

 Consider:  

o Advocating for additional gender-neutral, multi-stall washrooms for the library and City parks

o Encouraging community centres to have more inclusive washrooms, 

o Adding change tables to all washrooms, not just those designated for women, 

o Consider providing free menstrual supplies in all City public facilities, and 

o Proposed wording for signage should be reviewed with TNB2S+ communities. 

 In Vancouver, poster campaigns with inclusive messaging, featuring TNB2S people of many 

backgrounds, have been effective when combined with facility changes. 

 When City space becomes available for lease, consider providing subsidized rates to those running 

social/community wellness programs/services. 

 Examine ways to incentivize developers to allocate space in new properties for social service 

providers. 

 Allow vacant City space to be used free or at low cost by TNB2S+ serving community organizations. 

 56 per cent of survey respondents said creating welcoming public spaces and city facilities for 

TNB2S+ is very important to improving inclusion and quality of life for TNB2S+ communities.  

 33 percent of survey respondents considered modifying City changerooms, restrooms, and signage 

for safety, accessibility, and gender diversity to be a first priority.  

Future Actions with Communities 

 Gather further community input on use of parks, personal safety in parks and the importance of 

broader social inclusion in the use of public park spaces.  

Direct Actions for the City  

Priorities 

 Incorporate all-gender and universal restrooms and change rooms in new public facilities. 

Work Planned or Already Underway  

 Include TNB2S+ inclusive measures in future facility planning and development goals and objectives, 

as part the Facilities Master Plan. 

 Review existing facilities and public restroom opportunities for all-gender conversion, renovation, or 

upgrade opportunities.

 Upgrade existing restroom signage to reflect new gender neutral sign standards where possible.
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Future Actions 

 Conduct a review of all gender renovation or conversion opportunities to internal restrooms to 

prioritize modifications ensuring all gender and universal restrooms are available across City work 

environments. 

 Develop new strategies for ensuring the safe access to park spaces by all user groups. 

 Adopt design standards that reflect TNB2S+ safety and rights in public facilities such as park and 

public restrooms and changerooms. 

Legend  Initiate in 1 to 3 Years  Initiate in 3 to 5 Years  5+ Year Actions 
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NEXT STEPS: KEY ENABLERS OF SUCCESS

Moving from planning to implementation, the City will set up the necessary structure and 

accountabilities to ensure momentum and support for the actions it has committed to taking. Further, 

there are also tasks the City must initiate to enable staff and Council to effectively lead the 

implementation of the plan in the immediate term. These tasks are identified in the Plan Overview on 

page 14 as Key Enablers of Success. 

Key Enablers of Success: Critical tasks for 

implementation

How This Helps: How this task provides the necessary 

knowledge, accountability or tools for the work ahead 

 Conduct a targeted policy and training 

review. 

Supports creating a long-term, modern internal infrastructure 

for TNB2S+ inclusion by identifying gaps and areas for new 

policy development. 

 Establish an internal Implementation 

Committee. 

Provides cross-departmental oversight to ensure progress on 

the plan’s priority actions; Acts as internal change leadership. 

 Identify options for ongoing lived 

experience community engagement 

mechanisms, as part of City governance 

review.  

Enables the creation of ongoing, regular dialogue with 

TNB2S+ communities going forward through an 

intersectional approach. 

 Model economic inclusion through 

equity based workforce strategies. 

Encourages diversity within the City’s workforce; addresses 

poverty and barriers to meaningful employment 

opportunities. 

 Update Visual Standards and 

Communication Guidelines. 

Provides City staff with the tools to acknowledge and make 

visible TNB2S+ expression in City materials.   

 Take gender diversity training: Senior 

Management, Mayor and Council. 

Builds the capacity to lead; Addresses internalized biases and 

demonstrates commitment to unlearning approaches which 

keep barriers to inclusion in place. 
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how to enable and empower community to lead.  
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APPENDIX ONE: PROJECT PLAN AND METHODOLOGY

For further understanding of the work plan and the methodology guiding the development of the plan, 

this section includes an overview of the work phase and key tasks of the project, as well as the 

methodology used to analyze plan inputs and develop the plan.  

Project Work Phases 

Phase 1: Project Initiation 

Work in Phase 1 included finalizing the project plan with the project sponsor, conducting initiation 

meetings with the Project Working Group and the Advisory Committee and preparing the approach and 

tools for the research conducted in Phase 2. It also included significant early outreach to community 

organizations and other potential stakeholders in the plan, to establish information sharing and 

engagement practices for ongoing involvement with or communication about the project.  

Phase 2: Current State and Leading Practices 

Work in Phase 2 included current state information gathering through City staff interviews and internal 

document review, as well as desk-based external research on gender inclusion initiatives and practices 

in other jurisdictions (Vancouver, Edmonton, and Toronto). This work culminated in the Current State 

Leading Practices Report, which documented key success factors for the City of Victoria’s plan, existing 

work underway at the City that may align to or support TNB2S+ inclusion, as well case studies and 

lessons learned from the other jurisdictions.  

Phase 3: Understanding Local Priorities and Solutions 

Work in Phase 3 included planning and conducting four community-based engagement sessions, as well 

as a community survey and multiple one-on-one dialogues with individuals and service providers who 

serve, interact with or otherwise impact TNB2S+ safety and quality of life in Victoria. The objective of 

Phase 3 was to understand barriers faced by TNB2S+ communities, as well as meaningful actions the City 

can take to address those barriers and foster a more welcoming and affirming community.  

This phase of work also involved developing a draft framework of inclusion plan ideas and refining that 

framework through engagement with community safety partners, service providers, City staff and 

TNB2S+ individuals and their loved ones who participated in the project’s community engagement 

sessions. Draft ideas within the framework were organized around the major themes emerging from 

community engagement and aligned, where possible, to the work already planned or underway at the 

City. Lastly, at the end of Phase 3, a community survey provided an additional remote, anonymous 

mechanism or providing input to the final plan, with a focus on identifying meaningful first steps and an 

appropriate sequencing of actions over time.  
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See the appended What We Heard: Engagement Summary Report for more details on the engagement 

approach, work steps and results.  

Phase 4: Final Report and Presentation 

The focus of Phase 4 was to conduct detailed analysis of all inputs toward the development of a 

comprehensive What We Heard Engagement Summary Report, as well as this document, the final 

TNB2S+ Action Plan. Work in this phase aimed to consolidate and integrate inputs received throughout 

the engagement process, as well as organize and sequence plan ideas. Following completion of these 

deliverables, City staff provided edits and feedback on the draft plan, as well as the presentation to 

Council. The Project Working Group and Advisory Committee also provided final comments on the plan 

through close-out meetings held following completion of the plan.  

Methodology: Inputs and Analysis  

In addition to the community engagement inputs, theTNB2S+ Action Plan also reflects the City of 

Victoria 2019/2022 Strategic Plan objectives, approaches and lessons learned from other jurisdictions 

engaged in gender diversity inclusion work, and input from City staff on work underway or planned 

which may impact or enhance TNB2S+ inclusion going forward.  

City of Victoria Strategic Plan 2019/2022 Objectives  

Where possible, TNB2S+ Action Plan commitments reflect or align to existing commitments or 

aspirations outlined in the City of Victoria’s 2019/2022 Strategic Plan. These include: 

1. Good Governance 

2. Reconciliation and Indigenous Relations 

3. Affordable Housing 

4. Prosperity and Economic Inclusion 

5. Health, Wellbeing and a Welcoming City  

These objectives, and the supporting actions within those objectives, were used to develop actions 

within the TNB2S+ Action Plan and to articulate an Ultimate Outcome and Guiding Directions for the 

plan.  

Jurisdictional Research 

The plan also incorporates considerations and learnings from other jurisdictions. In the three 

jurisdictions studied (Vancouver, Edmonton and Toronto), common approaches or lessons taken from 

their experience addressing gender diversity and inclusion included: 
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 Co-implementing policy, training and awareness campaigns across both the internal and 

external environments at once 

 Mechanisms to seek continuous input from TNB2S+ individuals and other marginalized 

communities  

 Providing space and other in-kind support to community-based service providers and 

organizations working to advance equity and quality of life for TNB2S+ people  

 Enabling community organizations through funding, partnerships and in-kind resources 

 Co-developing plans or strategies together with local agencies and providing the funding for 

those agencies to lead community-based implementation   

 TNB2S+/Lived Experience facilitators, advisors and functions within the work environment, 

contributing to both internal and external awareness building and change 

 Identifying safer spaces, people and mechanisms for TNB2S+ people to seek the supports 

and resources they need as employees or members of the public  

 Programming, events and community connections for TNB2S+ community members, which 

are promoted and supported by the municipality  

 Significant and ongoing efforts to retrofit existing facilities, create new design standards and 

adapt public infrastructure to make them more accessible, while also making them affirming 

of TNB2S+ gender identities 

 TNB2S+ liaison roles between police, community and service providers 

 TNB2S+ serving and centering organizations engaged to develop policy and training for 

police and municipalities 

Internal Assessment
City Staff engaged in developing the plan by informing the current state analysis and refining or 

providing feedback on actions within the draft plan framework. Departments and work units 

represented in these information gathering and engagement activities included: 

 Parks, Recreation and Facilities 

 By-law Services 

 Human Resources 

 Business and Community Relations 

 Finance 

 Engagement  

 Public Works 

 Strategic Real Estate  

 Sustainable Planning and Community Development   

To complement City staff input, the project team also reviewed a variety of relevant and supplementary 

background documentation including 2019/2022 Strategic Plan update reports, memorandums on 

related programs or initiatives, existing corporate policy and procedure documents, and public facing 

corporate programming materials.  
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APPENDIX TWO: WHAT WE HEARD ENGAGEMENT 

SUMMARY REPORT 
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