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The 2018 Civic Innovation
Change Lab cohort
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What is the Civic Innovation Change Lab?
Civic Innovation Change Lab is a once-in-a-degree immersive experiential learning program. Undergraduate
students from a variety of academic disciplines come together to form interdisciplinary teams. Together, they
investigate social, economic, and environmental challenges within the City of Vancouver, build a sustainable
business model to creatively respond to it, and pitch their ideas to community influencers – all in just 13 weeks. This
course weaves together advanced knowledge in Civic Issues, Social Innovation and Social Entrepreneurship, with
the core practices of Dialogue, Design Thinking, and Business Model Development to allow students to become
capable of producing impactful social innovations in cities.
Civic Innovation Change Lab is co-hosted this semester by RADIUS SFU, CityStudio, Semester in Dialogue, and
SFU Beedie School of Business. Change Lab programs are generously supported by Scott Shaw.
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Meet the
team
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Jordan
Arnold

Jessica
Mayne

Major in Political
Science, Minor in
International Studies

Major in Business
Administration

Jordan is a 4th year student, close to
graduation. He studies human rights and
international law with a focus on women’s
rights. He enjoys reading books, endlessly
scrolling through twitter, and watching
RuPaul’s Drag Race in his spare time. In an
ideal world, he would like a career in the
foreign service or foreign policy.

Jessica is in her third year of studies in
Business Administration with a
concentration in Marketing and MIS. After
graduation Jessica plans to pursue a career
in sales. Jessica dreams of one day owning
her own all day breakfast restaurant. In her
spare time Jessica enjoys running youth
ministry at her church, skiing and baking
sweets.
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Melissa
Nelson

Rachel
Wong

Major in Communication,
Extended Minor in
Gender, Sexuality and
Women’s Studies

Major in Communication,
Minor in International
Studies

Melissa is currently working as the
Communications Assistant at the Women’s
Health Research Institute. In her spare time
she loves to read horror and graphic novels,
and has a huge love for John Hughes films.
When she graduates she’d either like to work
in social media management or pursue
further education in the area of fan studies.

Rachel is an avid writer, radio host, musician
and foodie. Her personal essays and poems
have been published in various online
publications and literary magazines. After she
graduates, Rachel’s goal is to find a career
where she can tell people’s stories. That, and
to also try every single pizza place in
Vancouver.
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Project description
Disasters of various kinds, from natural disasters to even a
small power outage, can prove to be detrimental to a
business. Despite this risk, 60% of businesses do not have
a business recovery plan in place. ThinkDisaster is a
service that helps local businesses in Vancouver to
recover faster, post-disaster.
We do this by helping to create personalized plans suited
to their business, offering one-on-one time with a
business consultant and exclusive events. This all
culminates in a certification, which holds businesses to a
standard of preparedness and commitment to safety.
The benefits of this preparedness will not only serve the
businesses, but also the community as a whole.
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A ThinkDisaster snapshot
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159

PROTOTYPES

HOURS WORKED

6

18

created

EXPERT INTERVIEWS
conducted

(approx.)

BUSINESS OWNERS
interviewed
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Project
trajectory
10

Project timeline
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Preliminary
research
As we began our research, it became clear
that learning about disaster management
for local businesses was a huge topic with
many moving parts to it.
Starting with some general search terms, our
net was cast even wider when we found
other like terms, such as business
emergency preparedness plan, disaster
management, disaster preparedness plan,
and business continuity plan. We wanted to
know if these terms were interchangeable,
or if they referred to varying processes with
different goals.
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First problem statement
Local businesses need disaster management plans because
Vancouver is predicted to face a major disaster in the next
few decades.
(February 1st)

** Through our preliminary research, we identified that local
businesses are not prepared for a disaster. We decided to pursue
this problem because we found research that stated that a major
disaster is expected to hit Vancouver soon: in fact, there is a 12%
that a magnitude 9.0 earthquake will impact Vancouver within the
next 50 years.
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First steps
ASSUMPTIONS
Businesses will have
some sort of plans in
place.
We thought that
businesses simply
needed resources to help
create plans.
We would be able to
intrigue all sorts of
businesses from small to
large
Disasters to business are
only ones that do
structural damage

WHO WE
INTERVIEWED
Katia Tynan
Meg O’Shea
Jeremy Stone
Colin Shandler
Lisa Hamilton
Other local business owners

OUR QUESTIONS

FINDINGS

What do you think
businesses need to be
prepared? What are some
of the barriers?

Businesses need access
to capital and short term
resources

What resources would
your business need in the
event of an emergency?
What strategies do you
have in the event that your
supply chain is broken?
How do you see businesses
fitting into the local
communities or
neighbourhoods?

There is a big gap in the
market, as there aren’t
many services out there
helping businesses.
In marginalized
communities, a
disruption of essential
services will have a major
impact on people
Businesses don’t fully
understand their role in
the community
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Our first
prototypes
In the first iteration of our
project, we came up with
three different prototypes: An
educational workshop to help
businesses get prepared (with
poster, left), a physical
business emergency
preparedness kit (top right),
and a consulting service (with
pamphlet, bottom right).
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The Great Midterm Disaster of 2018
The midterm period was the lowest part of our time in the
course. Leading up to the presentation, we felt very confident in
what we were doing and thought we would ace it. Little did we
know that we would receive some very critical feedback.
After sulking for the week about our performance, we used took
the feedback and completely revamped everything we were
doing. While we might have been behind compared to the rest of
the class, it wouldn’t be for long...
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Midterm problem statements

Local businesses
need a support
network to help
with continuity
after a disaster.
(February 5)

Local businesses
are not
equipped to
support their
business and
employees and
help with
continuity in the
wake of a
disaster.

A disaster can strike at any time, and yet
local businesses and the City of
Vancouver do not have the necessary
resources, plans or strategies in place to
ensure that businesses are prepared
beyond 72 hours after a disaster. Without
local businesses, the city will be
ill-equipped to respond to the various
needs of the community, and will be
unable to survive post-disaster.

(February 21)

(March 8)

** With each problem statement, we looked to add more specific facts
and focus into the relationship between the business itself and the
community. A community thrives when businesses are able to continue
operations post-disaster!
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Post midterm - Opps Fest
Leaving the midterm presentations with a newly
ignited fire under our team, we made sure to execute
everything with finesse to make up for lost ground.
From Feb 28th to March 22nd, we had roughly 3 weeks
to revamp our entire project in order to have
something acceptable to present to the judges
Once we got to Opps Fest, we thought we had a good
chance again just like we had before our midterm
presentation. Although, when we got into pitching to
the judges, we realized that a lot of judges did not fully
understand what we were doing. This made us go back
and evaluate how we were telling our story and
explaining what ThinkDisaster is.
19

Final problem statement

Local businesses are an integral part of a thriving community,
yet 60% of businesses do not have a plan in place to reopen
their doors after a disaster.
(March 29th)

** This final iteration of our problem statement came from the realization of
the following for our problem as a whole: Communities need local businesses
to support them post-disaster, businesses aren’t prepared and the City of
Vancouver doesn’t have plans in place to support them.
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Final prototype

Left: A screenshot of our website.
Above: an overview of our program, found on our
website.

21

Above: Our ThinkDisaster shoppable recovery kit is where business owners can buy items
that they need for their specific business. Right: Part of our survey to help business owners
think about their specific risks to their business.
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When trying to price out how much
each business would pay, we kept on
running into the problem of it being
too expensive.
With feedback from Wes Regan and
Jeremy, we decided that tiering our
system would allow for a wider
range of businesses to be potential
customers.
This gives us the opportunity to
attract businesses that might only
want to pay a little bit in order to get
access to events, as well as
businesses that have enough money
to purchase a full certification
package.
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Post Opps Fest - Final Presentation
After our disappointment at Opps Fest, we had exactly
one week to revamp everything we could to make our
presentation way better. Our main concern wasn’t
about winning the money, or having the best project,
but we simply just wanted to go up, give a solid
presentation, and not get ripped to shreds in front of
everyone again, aka our midterm presentation.
In the end, we showcased our current version of
ThinkDisaster, conveyed our idea clearly, and had a
compelling enough story. Because of our hard work in
the last half of the course, we ended up winning $500,
and only really receiving criticism on our name.
24

ThinkDisaster at
Hubbub 10
25

Pivots
The original 3 prototypes were not
going to be an inclusive solution
on their own, so we blended all
three
together
to
create
ThinkDisaster.

The final pivot landed us at the
current ThinkDisaster program.
This includes, events, curated
items, personalized plans,
consultant time, and certification.

We received positive feedback
about the physical box, which
prompted us to have a physical
access code to get on our website.

In order to figure out the best
revenue model, we tried monthly
subscription, annual charge, tiered
prices. We finally settled on annual
charge with tiered prices.

When trying entice people to
purchase ThinkDisaster, we added a
certification aspect to our prototype.

Realizing that having everyone finish
a certification would be expensive,
we moved away from mandatory
certification.
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Ethnographic
research
27

Interviews
We started our interviews with our instructor,
Jeremy Stone. We came up with an initial guiding
set of questions to get a better understanding of the
problem we wanted to address and how we might
solve it.
Key insights from this conversation were the
differences between the terms “disaster
management” and “business continuity”, as well as
the suggestion that disasters are business-specific
and therefore can range in severity - as he put it, we
needed an “all hazards” approach. This was also the
first time we heard that businesses are too
overwhelmed to make a lot of these plans or
decisions alone, and that we needed to find a way to
bring resources to them.
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From there we looked to connections with the City of
Vancouver and other people who had connections with local
businesses. We used the same set of questions we brought to
Jeremy (with minor revisions) so that we could get a really clear
sense of the ways that the City considered the problem versus
someone who had worked on the problem in other cities.
Meg O’Shea reaffirmed that there were many gaps in this area
due to the fact that businesses are too busy trying to make
ends meet. She suggested using Business Improvement
Associations (BIAs) as a channel for our project since they
often provide resources and advice to their members.
Katia Tynan stressed a community perspective, which she was
using in her work with the Resilient Neighbourhoods project.
She also mentioned focusing our efforts in the
Grandview-Woodland or Renfrew-Collingwood
neighbourhoods since they are both made up of smaller
businesses.
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We conducted many interviews with local businesses, but
there were a few that stood out including The Tipper
Restaurant and Tap & Barrel Olympic Village.
At The Tipper Restaurant we spoke to Colin Shandler
(owner) who was incredibly passionate about preparing for
disasters and outline how important it was to plan ahead. He
told us that they would be a community hub in times of
disaster since they have food, especially since no one else on
the block was prepared. His plans helped us think about
what we should include in our program, such as items for a
kit and different disasters we should consider.
We expected to hear about corporate plans at Tap & Barrel,
but when we spoke to Lisa Hamilton (manager) she helped
us realize that even though they are part of a local chain they
still focus on the day-to-day. They had basic disaster
necessities like a first aid kit, but no plan as to whether or
not they could/would provide for their community in crisis
or how they could resume business.
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Survey responses
We created an online web survey to
receive feedback on our website.
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Overarching themes

●

Lack of preparation or thought to recovery

●

Lack of time, labour, knowledge, and funds
to prepare and implement a plan

●

Businesses are important for the
community’s recovery

●

Many types of disasters will take out a
business

●

We need to make it easy for businesses

32

Business
model
canvas
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Purpose
Communities need local businesses to reopen
post-disaster to help rebuild the local economy, provide
vital supplies and resources to community members, and
signal that the community is able to support people
again. When a business is forced to close for more than
24 hours, 1 in 4 will never reopen. Sixty percent of
businesses do not have a recovery plan in place, which
means that when a disaster strikes the community will
suffer.

Impact
When a disaster strikes businesses will be prepared to
recover and serve their community again. In turn,
communities will bounce forward post-disaster.
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Partners
INSURANCE AGENCIES
Insurance agencies can help promote our program to businesses and incentivize certification to their clients.
They could provide a discount to certified businesses since they have taken measures to prepare for disasters and
ensuing costs and issues.
CITY OF VANCOUVER
A partnership with the City will add credibility to certification, and act as advertising to local businesses.
BIAs
BIAs can promote our program to their members and could subsidize the services for their members using the
fees they collect for membership.
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Beneficiaries
CITY OF VANCOUVER
The city will benefit from a more resilient economy and for the model and standard for preparedness set through
certification. ThinkDisaster also aligns with their goals and projects under the 100 Resilient Cities program.
COMMUNITY MEMBERS
Members of ThinkDisaster certified businesses’ communities will have access to vital resources post-disaster, and will
have peace of mind that their city is ready to recover.
EMPLOYEES
Employees will have greater job security since their employers will be prepared to reopen.
INSURANCE AGENCIES
Clients are better prepared for disaster which will decrease the amount of money spent on insurance payouts.
36

Customers
BUSINESS OWNERS
We hope to return to the businesses we
spoke to during our ethnographic
research to include them in our 6 month
pilot program.
In the long term, we hope to expand
across Vancouver, with a focus on
businesses that are vital for community
resilience and recovery (like drugstores
and supermarkets).

Top, from left to right: Tap & Barrel, The
Tipper Restaurant & Review Room
Bottom, from left to right: Deep Cove
Pharmacy, The August Market,
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Activities
➔

RECRUIT local businesses - especially those that are key to community resilience (e.g.
pharmacies, grocery stores, hardware stores, etc.)

➔

ADVERTISE ThinkDisaster certified businesses to promote the program and commend
their preparation

➔

PREPARE and help implement recovery guides for clients

➔

HOST events with industry professionals for clients

➔

UPDATE curated recovery kits and resources to stay up-to-date with disaster needs
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Channels
We will use the Board of
Trade, City of Vancouver,
various BIAs, and our own
recruitment to reach
businesses.
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Resources
BUSINESS CONSULTANT
➔

Necessary to create basic program offerings (i.e. resources, kit supplies, and basic templates)

➔

Necessary to design recovery guide questions and certification process

WEB DEVELOPER
➔

Necessary to complete website for better marketing and sales
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Relationships
Our main relationship is with local business owners. To keep this relationship, we will
➔

Stay up to date with current disaster forecasts, news, and recovery resources

➔

Consultants maintain mandated professional development hours

➔

Maintain a local focus, affordable prices, and personal relationships with clients
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Project
financials
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Start-up budget
We have made the assumption that as a team, we will
contribute $1000 to fund ThinkDisaster in its first year. We also
hope to receive funding via a grant.

ThinkDisaster’s Gross Revenue is based upon annual sales of
each package option.
Consultant costs have been calculated based on how many
packages we plan to sell, multiplied by hours associated with
each package and the approximate hourly rate of $85.00

We plan to rely on online advertisements and “boosts” to market
ThinkDisaster.
We estimated costs for marketing within specific
neighbourhoods through free workshops and small events. This
will encourage communities to care that businesses are
prepared for disaster.
Quarterly events are at an estimated cost of $1000/event. This
will also serve as a marketing channel.
43

Cost of Service
Direct Costs

Package 1 - Basic

Package 2 - Advanced

Package 3 - Premium

Events

Depending on event size we
estimate that for a event size for 65
people each ticket/event would cost
approximately 40/person x 4 events
= $160

40 x 4 = $160

$40 x 4 = $160

Consultant Labour

Not needed

Used in creation of
personalized plan

10 hours of time with a
Consultant. 10 x $85/hour =
$850

Personalized Plans

Not needed

We estimate that each
personalized plan in this
package will require 3
hours of consultant time at
a cost of $85/hour. 3 x
85$ = $255

Included within in the
consultant labour above

Total Cost/ package

$160

$415

$1,010
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Sources of revenue - 6 month pilot

** Our main source of revenue is from our package sales. We plan to have a 6 month pilot in one neighbourhood in
Vancouver.
45

Sources of revenue - 1 year

** The above graph includes our 6 month pilot revenue.
We multiplied our pilot project sales by 3 as we assume to grow in sales after the success of our 6
month pilot.
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Us vs.
them
47

The competition
EMERGENCY PREPAREDNESS FOR INDUSTRY AND COMMERCE COUNCIL
Based out of White Rock, BC, EPICC is a non-profit, government endorsed society supported by and
for the benefit of businesses and institutions throughout BC. They provide resources and fill in the
blank templates for preparedness plans for their members.
KINGSBRIDGE
Based in Ontario and Vermont, Kingsbridge provides an overwhelming choice of personalized
recovery plans. Their packages start at ~ $7,000 and can include plenty of add-ons, including
mentorship, consultation, and planning. They also do data and IT recovery.
BELFOR
With an international reach, Belfor provides consultation before a disaster and recovery services
such as damage repair post-disaster. Their Red-Alert program is created to work with the
emergency response plans of a business and offer immediate assistance to them when a disaster
strikes.
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The competition chart
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Unique Value
Proposition

What makes ThinkDisaster unique is that we are an
affordable and streamlined option that will prepare your
business for Vancouver's specific geographical risks so you
can recover faster post-disaster and get back to serving your
community.
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Team
Reflections
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Jordan Arnold
WHAT I DID
●
●
●
●
●

Created the ThinkDisaster logo and colour scheme
Made the timeline, competition, survey, snapshot, and
other infographics
Created consultancy prototype
Interviewed Katia Tynan twice
Developed and created the online survey

WHAT I CONTRIBUTED TO
●
●
●
●
●

Learned inDesign to help with the Hubbub and Opps Fest
Poster
Helped create the outline, layout, trajectory, ethnographic
research, and timeline sections of the process book
Helped create the first version of our slogan
Helped with the prototype interviews with businesses
Did preliminary background research
52

I’m pretty sure every semester I say “this semester was the
hardest one yet” but I don’t think any semester could top this
one. I applied to this program on a whim, just to switch it up from
my normal political science courses, and I’m glad I did!
Throughout the course, I think I experienced every single human
emotion ever. I would say being stressed for 13 weeks straight is
not an enjoyable thing to do, but I wouldn’t change anything.
While I would change how I began the semester, I think I finished
off stronger than I would have ever believed I could.
While it is tacky and has been repeated ad nauseum the last few
days, I honestly grew a lot throughout this course. I learned a lot
about how I deal with very stressful situations, how to work well
in a team, and my self confidence has exponentially increased.
Not only have I grown personally, I had gained so many new skills
and honed my current ones. I can now confidently put on my
resume that I have basic graphic design skills and can pump out a
graphic in no time. My proudest skill that I have improved on is
that I can deliver a presentation with a lot more confidence than
I used to be able to.
Finally, I would like to say that my team has been through the
ringer, but we have all came out on the side way stronger than
before.
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Jessica Mayne
WHAT I DID
●
●
●
●
●

Created Business Disaster Preparedness Box Prototype
Prepared, revised and presented financial calculations and
assumptions
Prepared and delivered pitches at Hubbub, Opp Fest and Final
presentations
Researched and created thought provoking business questionnaire
for our final prototype
Conducted initial interviews and feedback interviews

WHAT I CONTRIBUTED TO
●
●
●
●

Process book (Cost, Revenues, and startup)
Reached out for final feedback on our final prototype via email and
in person to managers of different organizations
Created visual representation of our 3 business package options
Prototyping with local businesses
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Wow, what a roller coaster Change Lab has been! If you have asked me 6 weeks
ago how I felt about Change Lab I think I would have said “it’s a complete
disaster.” Both figuratively and literally! I would have probably told you that
after April 9th I would never think of our project “ThinkDisaster” ever again. It's
incredible for me to look back at how I felt then, and how I feel and where our
project is now.
This past 6 weeks has proven to be both challenging and exciting as I feel that
there as has been an exponential amount of growth personally, as a team and as
a project. I have just finished my 200 level classes in business this past
semester; it has been a challenge and an excitement to learn aspects of business
design ahead of what I am used to. Something that I have found particularly
challenging during the course of this semester is learning how to disagree with
my teammates, knowing when to accept that another perspective is worth
pursuing more than my own, and understanding when to push for an idea of my
own.
In my lowest points this semester my teammates were my motivation to move
forward: moments when I wanted to drop everything, cry or throw something,
my team helped me to put my best work forward, work with the goal in mind,
and sometimes just suck up the sucky parts. As these past weeks have
progressed my team is excited about moving forward with ThinkDisaster. We
want to see how far we can take this! Cheers CICL, you have given me an
experience and a business venture I am proud to be apart of!
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Melissa Nelson
WHAT I DID
●
●
●
●
●

Coded the ThinkDisaster website and created content for it
Learned InDesign and Photoshop to create our Opp Fest and Hubbub
posters
Came up with current ThinkDisaster slogan
Acted as the point of contact for communications with experts
Created the workshop prototype content and visual

WHAT I CONTRIBUTED TO
●
●
●
●
●

Process book (Interviews, Business Model Canvas, formatting and final
revisions)
Assisted with creating initial financial documents
Preliminary research on disasters and business continuity
Conducted interviews with City officials
Prototyping with local businesses
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Change Lab forced me out of my comfort zone nearly every day. From
ethnographic research to learning InDesign, this course presented an
endless stream of challenges that sometimes felt impossible to face.
However, I am so grateful to have had this opportunity to push myself to
not only set big goals, but to see them actualized in a very short period of
time.
I never thought going into University that I would work on a project like
this, or that I would ever be on a first-name basis with people from the
CoV. I am ridiculously proud of my team, and I am so glad that our hard
work paid off for our final presentation.
A large part of why I took Change Lab was because I wanted one last
chance to take another course with Jordan, and it has been such an
intense but ultimately rewarding experience getting to go through this
with my best friend. It has taught me so much about how to
communicate, maintain a work-life balance, and manage stress.
And, of course, I am so thankful that I met the lovely Rachel and Jessica
because our project and team would not have been the same without
them. <3
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Rachel Wong
WHAT I DID
●
●
●
●
●

Slide deck for midterm presentation
Slide deck for final presentation
Created user journey maps
Created Amazon list for our ThinkDisaster shoppable recovery kit
Created interview plans

WHAT I CONTRIBUTED TO
●
●
●
●
●

Preliminary research
Interviews - synthesized information, discovered main themes
Branding
Poster - writing content
Process book - put together introduction, project trajectory, us vs.
them sections, general formatting and design
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This semester has TRULY been a trip, and for all its stress, sleepless nights, and tears
shed, it was all worth it. I think Tara summed it up in our final circle when she said that
“things that are amazing are sometimes difficult things”. It’s something that I hear time
and time again, but this semester put it into a deeper perspective. Aside from the typical
resume-ish things that I will take from this course (i.e. project management,
interpersonal communication, time management, market research, and the like), I feel
that through dialogue, I have developed a deeper level of empathy and active listening. It
has furthered my conviction that everyone has a story to tell, and that everyone also
deserves to be heard. In order for social innovations to take flight, we need to listen. We
need to have empathy and we need to care. If not, then what’s the point?
Through our dialogues, group meetings, class discussions and personal reflection, I was
forced to really look into myself and see what I cared about, and what was really the
motivating factor behind why I do things. I can honestly say previously, I did it for
recognition and for my name to be said by important people. This semester challenged
me to look beyond myself, because there is so much out there beyond just me. I’m sure I
would have figured this truth out sooner or later, but I am thankful to the Civic
Innovation Change Lab for giving me a real shake and pushed me out into reality!
To my brilliant team Jordan, Jessica, and Melissa – thanks for making ThinkDisaster
happen, and here’s to a great semester and a bright future! Thank you also to Tara and
Jeremy for your wisdom and support, the teams at CityStudio and RADIUS for their
support and hospitality, and all the City of Vancouver staff and business owners for their
time and expertise! Without you all, ThinkDisaster would be a disaster. Let’s get
59
businesses prepared and ready!

What we would have done differently
I would have used the coaching time we had with Jeremy a lot better in the
beginning of the course.
I would have liked to push myself further with prototyping, and tried to go
out every week to consistently evolve our product.
Looking back on our progress I wish that we had asked ourselves “how can
we make this better?” I think this would have encouraged us to push towards
better outcomes in all aspects of our project.
I definitely would not have gotten so comfortable/confident too early. This
isn’t to say that I will never have faith in my ability or progress, but we
plateaued at the beginning due to complacency. Keep grinding it out until the
end!
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Thank you’s and acknowledgements
ThinkDisaster would not have come together without the help and feedback from the following people:
●
●
●
●
●
●

Our instructors, Tara Mahoney and Jeremy Stone
The team at CityStudio: Duane Elverum, Miriam Esquitin, Ileana Costrut, and Rochelle Heinrichs
The team at RADIUS SFU: Tamara Connell, Shawn Smith, Donovan Woollard, Nigel Mojica, and Zoya Jiwa
From the City of Vancouver: Wes Regan (Community Economic Development Planner) and Katia Tynan
(Neighbourhood Resilience Planner)
Meg O’Shea, Vancouver Economic Commission - Green Economy Community Coordinator
Community members: Colin Shandler (The Tipper Restaurant & Review Room), Lisa Hamilton (Tap and
Barrel Olympic Village) and others.
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