ACSI Promising Practices --

Linkages
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= Learn how to create successful
linkages from states that have

done it.
Presentation = Understand the key elements for
Goals creating successful linkages.

= Hear some examples of
successful linkages from across
the CSBG Network.

The PPWG

‘Who We Are
‘What We Did
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= Beverly Buchanan AR
= Jaimi Clifford ME
= Matt Fitzgerald VA
= Meagan Meadows OH
Work Group = Karen Quackenbush uT
Members * Jen Underwood NJ
= Lauren Johnson NASCSP
= Hugh Poole NASCSP
= Kate Blunt NASCSP

Identify and document

promising practices

‘Write up the

P (V] rpose undertaken by states promising practices
to improve “linkages” identified and share
with the goal of with State CSBG
improving this score Directors at the
in the next ACSI NASCSP Annual
survey of eligible Conference.
entities.

ACSI Promising Practices Work Group.

State CSBG Offices connect, collaborate,
and communicate with other State

departments and external organizations to
better leverage resources, enhance
information-sharing, and jump-start joint

Definition of

Linkages planning between those entities and the
local CSBG agencies resulting in a
strengthened State Network better

positioned to reduce poverty in the state.
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SPOTLIGHT:
INNOVATIVE PARTNERSHIP

HEALTHY HOMES INITIATIVE IN ILLINOIS

Healthy Home Project - IL

Where to start:
> Create Partnerships
- State Level
« Local Level
- Private Entities
> Talk about Partnerships during
quarterly calls
> Plan
> Analyze Annual Report data

Identify the Create the Create the

Analyze the

Results

Need Relationships Process




Healthy Homes Project

Goal: To a

in y room usage by families with children or pregnant

mothers

Relationships: Analysis:

+ Families were « State * Hospital Identifies « Is less time spent
using the « Local Hospital families with in ERs by families
Emergency ROOm . Upiversity of children and/or with children,
as a primary care inois pregnant women pregnant mothers?
facility .« CAA + University of + Are there fewer

Illinois completes missed school
a Healthy Homes days or workdays?
Assessment
* Provides CAA
“work order”

+ CAA completes
work order and
establishes longer
term case
management

2/1/2023
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LINKAGES

Why Engage in This
Work?

= Better serve individuals and
families of low-income

= Create Efficiencies

= It’s required

ACSI Promising Practi
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Creating linkages
benefits individuals

and communities of
low-income.

“Linkages” is high on the list of what local agencies want
from the state CSBG offices to better serve their clients.

“While the i are I
provided from the State CSBG LeadAgem:y within their Department,
there are many other fragmented services w:thm State government
that are n
and shanng of data and is absent in any i way.
Universal data sharing for and ing, and
referrais would 1 improve low-income individuals’ ability to be
screened for all eligible services not only CSBG.”

“I would like additional information and the opportunity to enga;
with state agencies lhal serve our clients.We could be more effective if
there was state-I dination for i i sharmq and for the

could pmwde xmproved e[[xczency, access, and overall e!{ectweness for
the households we serve.

“There should be a regular, consistent, flow of information. If they are
working to provide partnerships for us, I would love to know about it.
We should know these partners and how to work thh them. As far as I
know; that is up to the CAA to develop and maintain.”

ACS! Promising Practices Work Grou -— 2
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* The statewide database is a bridge for other
federally funded (Ex. LIHEAP) programs to
reduce duplicate data entry for CAA (ME).

Create Linkages to « Consistent income verification method,
Create Efficiencies

documentation requirements, etc. are helpful
(only one calculation needed).

« Coordination for specific efforts, such as '
outreach.

The COVID crisis posed many challenges for
state CSBG offices. One critical challenge was
coordinating all the available funds in a
systemic way that allowed the maximum benefit
for the client. This required close coordination
with a variety of state agencies and strongly
advocating for the local agencies to avoid
Create Linkages to confusion, duplication of services and funding,
Create Efficiencies and delays in implementation.

There are numerous examples of collaborative
efforts at the state level that resulted in
improved problem-solving, better utilization of ,
CARES funding, and an increased awareness at
the state level of the CSBG network and the
important work that they do.

P4
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, What new partnerships or linkages were developed at the state level in response to COVID?

20%
26%
2%
% 18% 18% 18% 18% 18%
] I I I I I I
o I I
ate
tion re office

state Low state ste StateHead  Statepublic Stateeducation  State  Statebudget Supplemental Statechild  State housing Other (please
Income Energy Weatherization Temporary  Startoffice healthoffice ~department  Worklorce office Nutrition  welfa office specify)
Assistance office  Assistance for Innovation and Assistance
(LIHEAP) office Needy Families ‘Opportunity Program
(TANF) office. Act (WI0A) (sNAP)
agency.
S
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CSBG Act, Section 6765§b) (8) an assurance that the State and the
eligible entities in the State will coordinate, and establish linkages
between, governmental and other social services {amgrams to
_ascshpx_ed thﬁ effective delivery of such services to low-income
individuals...

State Accountability Measure
7Sa. The State provided both quantitative data and examples of

how the State CSBG office maintained and created linkages
The CSBG Act and the State within State government to assure the effective delivery o
Accountability Measures services to people and
require states to establish
linkay ges Model State Plan Language

9.1. State Linkages and Coordination at the State

Level: Describe the linkages and coordination at the state level
that the state intends to create or maintain to ensure increased
access to CSBG services to low-income people and
communities under this State Plan and avoid duplication of '
services (as require 1(3; the assurance under Section
676(b2l£k5|) . Describe additional information, as needed.

Note: This will link to the corresponding )
assurance, Item 14.8. In addition, this information is associated
‘with State Accountability Measure 7Sa and pre-populates the
Annual Report, Module 1, Item G.1.

ik Group - 15

ACS! Promising
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= What is it?
The American
Customer = Why we use it?
Satisfaction
Index (ACSI)
\ 4

= What did we learn from it?

ing Practices Work Group.

17

VNS WA 1 51 tho only moasurs of ustomor stifaction whose prodictiv ko
results are confirmed by third party independent peer review.

American Customer.
Satisfaction Index®

v

A quarterly measure of the national economy’s health; complementary to measures such as
inflation and unemployment; more than 200 companies, 41 industries in 7 economic sectors,
accounting for roughly one-third of the total U.S. GDP.

Since 1999, the ACSI is the only standardized, cross-agency measure of customer satisfaction in
the federal government; measured annually.

200+ departments, agencies, programs and websites of the U.S. Federal Government; used by
OCS programs (AFI, LIHEAP, CED, CSBG) over the past ten years.

Utilizes a cause-and-effect methodology to generate actionable recommendations to improve
performance.

= Recognized by academia, media and business as the gold standard for measuring customer
satisfaction; credible and reliable data.

www.theacsi.org for more information.

Y

v

v
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CONTINUOUS

IMPROVEMENT

SINCE 2015

20

Continuous Improvement Since 2015

* Colorado

* Georgia

* Idaho

+ Maine

+ Massachusetts
* Montana

« New Mexico

+ Ohio

+ Oregon

* South Carolina
* Texas

« Utah

« Virginia

+ Washington

* Wyoming

Significant Improvement in
“Linkages” ACSI Score:

2019 to 2021

* Illinois *+ Colorado
* Iowa * Iowa
« Kentucky « Rentucky
* Montana * Maine
« New Jersey + Maryland
* Ohio * Minnesota
+ Oregon + New Hampshire
* South Carolina + Ohio
+ Utah + Utah
* Virginia * Vermont
*+ Virginia
+ Washington

+ Wisconsin

21




PROMISING PRACTICES
Key Elements

2/1/2023

Grow
Relationships

FOUR KEY
ELEMENTS TO
DEVELOPING

LINKAGES

Communicate
to Connect

Engage and
Do the
Homework

Learn and
Teach

SPOTLIGHT:
INNOVATIVE PARTNERSHIP

Transitional Homeless Shelter with Wrap-
Around Services (ME)

24




Transitional

Homeless Shelter
with Wraparound
Services

ACSI Promising Prctices Work Group.

* Why? At the beginning of the ic, we ized that
indi and families ienci needed shelter
during the day to effectively quarantine given the time of year. This
work provided strong evidence that ongoing support and additional
supportive housing was needed.

= What? Assist those experiencing homelessness and going beyond the
need of shelter and providing access to additional services
beyond a safe place to live.

* When? Beginning of the Pandemic--2020

Where? Aroostook County

* Who? State Office CSBG, ACAP Leadership and Staff, University of
Maine Presque Isle, City of Presque Isle, MaineHousing and Dovetail
Consulting LLC, BRSmith Associates and Aroostook County Homeless
Stakeholder group (which includes community partners from Homeless
Services of Aroostook, Hope and Justice Project, Presque Isle Housing

Authority, United Way of Adult and C
local faith-based izati local medical i law
and several of the i

along with individuals with lived experience.)

2/1/2023
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Transitional
Homeless Shelter

with Wraparound
Services

1 Promising Piactices W

= How? This project is funded through multiple funding streams including
CSBG, Private Donations, in-kind donations and HUD funds.
* Initial funds and p have
been supported with CSBG CARES and CSBG funds.
= Building purchase and construction have been secured with Maine
Housing, CDBG, and private foundation funding.

* Hope and Prosperity Construction is funded by a private foundation.

= igating the hanging envi of COVID 19
and serving those who were experiencing homelessness during such a

challenging time while ensuring the safety of all involved.

= This is the first project of this kind taken on by the agency. They
experienced a learning curve as they navigated the world of property
development and supportive housing. ACAP had to learn HUD rules and
regulations, navigating building codes and addressing the ongoing
stigma about homelessness in their community.

26

Transitional

Homeless Shelter
with Wraparound
Services

= Outcomes: One of a kind program - a daytime and long-term wrap
around services for people experiencing homelessness to have the
opportunity to be housed, to work on life goals as such to obtain
affordable and safe housing. #housed? #moved out of shelters?

On-Going: The supportive housing units will be sustained through
rent from tenants. The Hope and Prosperity Center will be sustained
through our newly MaineCare billing for

and potential funding through the
Continuum of Care as well as staffing salaries through CSBG.

Community partners support the work of the Hope and Prosperity
Center by offering programming to customers that utilize the center
daily.
= Many community partners donate meals (through a meal train)
and or support the center in other ways.
= Many business owners have supported our efforts by helping
to connect job seekers at the center with employers looking for
help.
= In addition, we are helping to address the housing shortage by
developing 13 new housing units in the community.

27




/ o gt Define what “linkages” means in the State and what success looks
/- . like (mission/vision).

Bssess office capacity; view linkages as a strategic, mandatory.
tion; pir ssary.

function; pivot, as nece:

Commit to spending time now to develop relationships to expend
less effort in the future. Designate your time or staft time to this
effort.

—

Build a greater knowledge of other resources available at the

State level.
Engage
Research oth r—— £
and Research similar types of funding and projects at both the local and State
level.

Do the

Identify existing partnerships and build on these. Bring in the
Identify State Association and find natural linkages within the State to
build upon.
Cor " ‘Communicate early and often with State leadership about the
™ ' A important work of CSBG.
' ' . e e

Build into the contracts with the local agencies.

Homework

ACSI Pripising Rraitices Work Group R

2/1/2023
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SPOTLIGHT:
INNOVATIVE PARTNERSHIP

Refugee Services (WI)

ACSI Promising Practices Work G

29

Refugee Services (WI)

* Refugee Services—Linkage between the
State CSBG Office and the Bureau of Refugee
Services

« Purpose: Offer community support to
refugees entering the state (Ex. housing
services, personal supplies, diapers,
toiletries, etc., workforce skills/jobs).

* Method: Formed a consortium with other

local organizations and together applied to
one of the national resettlement agencies

ACS! Promising Practices Work Group

30

10



Engage and do

CSBG State Administrator was
committed to developing the
relationship

Bureau of Refugee Services is a
resource at the State Office —
Resource was shared during a
monthly “spotlight” webinar
hosted by the State

Natural linkages between the
State and agencies

ACS! Promi

ik Group

your homework

31
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g Pricitces Work Group

Initiative Take the initiative: start the conversations.

Learn what linkages would be most helpful: would add value
(resources, information, planning).

sk the local agencies—what is needed now? _Begin by using the
Ask ACSI d to teach
ACST link

Identify Gaps y i t

Hone-in on the opportunities/resources available at the State level
)9S EE T fhat would meet the needs identiied.

ies ab its strengths,
reach, capacity, knowledge.

32

Develop Linkages

ACS! Promising Practices Work Group.

« Develop i ips with other ies to
send information when our agencies need
something, or receive information our agencies
need to know.

« Develop relationships with agencies that have
funding/connections to the types of projects our
agencies do (CDBG, TANF).

' Project/Funding Linkages —

« Develop workgroups, serving on the
workgroups of other offices, divisions, agencies
of state government.

Planning Linkages —

33

11



Develop Linkages

Based on Network
Needs

ACSI Promisini Practices Work Group

+ Develop relationships with agencies that have State level
and local level offices (VDH-local health departments,
DHCD-local continuums of care, VDSS-local Dept. of Social
Services).

Training and Technical Assistance Linkages SRR,

« Utilize and develop the resources of the State and the
Network through shared trainings:
+ Conduct webinars together on hyper-rel topics;
« Bring experts in from other fields to talk about
emerging topics;
« Share the key resources of other agencies with the
network.

2/1/2023
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Know The Work of

and Advocate for
Your Agencies

ACS! Promising Prattices Work Group.

Present information on the work of CAA’s
at state conferences, interagency
meetings.

Be an advocate for the work of your
network at local, state, and national
forums.

35

of and Advocate
Your Agencies

~ACSI Promisinig Practices Work Group

Know The Work

Serve on National Task Forces, Work
Groups, Focus Groups, Organizations

© Promote and share the work of the network
o Support the work of community action broadly.

o Encourage CAA leaders to do the same, to
energize the network through connectivity and
purpose.

36
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SPOTLIGHT:
INNOVATIVE PARTNERSHIP

Jail Diversion Project (VA)

2/1/2023
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Virginia Community Action Network members
have been working to address issues around
public safety, but from a human services lens
rather than just criminal justice.

Jail Diversion

. . Some state agencies have worked with community

Pro Ject (VA) partners on initiatives around community criminal
justice reform (expungement, sentencing,

Ba C kg roun d balancing policing with understanding of trauma).

One Virginia agency f irely on
supportive services for returning citizens.

ACS! Promiing Prac
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+ The State Association (VACAP) advocated for a General
Assembly project to create a task force led by the CSBG
State Office.

+ The CSBG State Office took on the administration of the Task
Force.

+ Multiple partners from various agency perspectives were
brought together: Department of Criminal Justice Services,
D

Jail Diversion

of C i District s, D of
: Housing and Community Development, VDSS, and
ProJeCt (VA) Community Action agencies.

+ The project: identify planning needs at the community level
around pre-arrest Diversion; then, identify potential
implementation projects to pilot ways to address pre-arrest
Diversion.

« The result: key stakeholders with different primary

jecti a ive report and plan for a
topic that has very different meanings and importance to all
these partners.

ACSI Promising Pract

39

13



Jail Diversion

Project (VA):
Key Takeaways

Agencies invested time, energy, money, and
heart into a topic they felt was important to
advancing trauma-informed care in
communities.

State Association and CSBG State Office were
included in finding a way to address this
interest.

Multiple stakeholders/partners came together
to develop a comprehensive plan that goes
beyond any one interest.

The connections from that workgroup continue
to bear fruit in informal and formal
conversations following.

2/1/2023
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Grow
Relationships

Be and i it in i
relationships across the state and with other
external organizations.

Develop two-way, transparent relationships. Be
interested in other organizations, know their work,
be helpful to them, push their interests. Roll up your
sleeves to assist them.

Utilize Utilize any immediate, internal coordination.

Advocate for the local agencies with the state; and
advocate for other state agencies, when needed.

~ACSI Promising Practices Work Group

41

ke Advantage of

Any Immediate,
Internal
Coordination

ACSI Pronising Practicés Work Group

Utah Team oversees LIHEAP, LINWAP, and state emergency food
assistance and tax credit programs
© Example - the capacity of food pantries to provide services and.
manage grants varied widely through the state. CSBG discretionary
was used to provide statewide T/TA to help build capacity.

The priority was identified with support from the CAAs.
© Division -- CDBG, HOME funds, Rural Planning, Navajo Revitalization,
and until recently—homeless programs (now its own division)
Example---Landlord/Tenant mediation training provided statewide to
support housing assistance efforts—funded by Olene Walker Housing
Loan Fund (oversees HOME) with some support provided via CSBG—
supportive work provided by the state association.

--WIOR,
TANF, SNAP, General

) Example-- Closer coordination and warm referrals to/from required
partners are key to Utah's unified WIOA state plan. In addition to
regional meetings held to bring all the stakeholders together and.
review purpose and process, an electronic platform for the referrals
was created. To remind CAAs about the link and process, WIOA staff
have joined the state office’s meetings with the network to provide
T/TA on the process.

42
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SPOTLIGHT:

INNOVATIVE PARTNERSHIP

Rental Assistance (

ACS! Promising Practices W

2/1/2023
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Emergency Rental Assistance (UT)

- E y Rental Assi (ERA) -
Linkage between State CSBG Office and
Housing Community & Development Division
management and leaders administering ERA

« Purpose: Facilitate communication on
challenges and efficiencies identified in the
administration of the program

« Method: Virtual meetings, phone
conversations

ACS! Promising Practices Work Group.

44

Engage...Learn... ,
Communicate...Grow /.

Challenges:

Building
Feder:

RA Mana ers--Expenence with
brick/morfar rather than services

CAAs—new paxmers

P

new Federal program with lirited
‘guidan

CAAs—c!
benefits as opposed to moving o self-
sufficiency

e ] dehvery of services
supplemented by CAA support

Backlogs—further threatened housing

hallenge to mission of pushing

L
tends to be siloed

ACS! Promising Practices Work Group

to program

45
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2/1/2023

Engage...Learn.
Communicate...Grow

Success:

« Tighter coordination within division

* Better ion for new
CSBG facilitated until ERA created own
meetings

CSBG kept within loop—nimble response
when backlogs occurred

* Imp ionships and imp;
customer service
Utah —Emergency Rental Assistance ‘
Executive Directs Sotion -

"] it a state there is ali lhe State CSBG Office, State
A i d all Community Action A The State Associati i innovations and increased

\pacity during th pri ly assistance

i : # e e v e e ot gt
‘magnified Community Action’s impact!
In Maxch 2020, the Comm\lmty Action i 1 iy i by
covil i idi assistance. Prior to Lhe pandemlc‘ Comm\mltv Action
Agencles in Utah d.\!\zlhmed xo\lqh.ly illi year for a state with 3.
increased during th
Jomed innew ted by i the jation, th
State CSBG Office, and other pannen The sﬂalegy la! ilizi pe by June 2020.
By the end of 2020, C n $20,000, DODmlema.l assistance.
To say this was a1 ing is an was i i the state and local level.
However, as i ide of the Assist: P (ERA), the
key rol i i $59,169,434. Thi 11d not h: i the
State CSBG Offic intai i ith local i for the peer support of the network. Through
i tat iati ti d informal networki em,med by new lechnulogy
platforms, Community Acti i i ther with p 5t
acrcan h - fone fof mproving .

database practices, treach, and

‘ommunity Action Ag

The drastic increase in rental assistance is not the only outcome to come from the statewide rental programs. As a
result of the landlord in belng axpanded intewide, the Uah
Network i y Action A
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Share what is being done by the State from the
start—be transparent.

Regular meetings with the network and other
partners - Roundtables, Work Groups, Monthly
Meetings with the network, bring in other state
agencies.

Communicate to
Connect

Share state’s efforts to create linkages - Newsletters,
webinars. Use the State Association.

Follow-up with the network.

omising Practioes Work Group

48
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Newsletter articles that highlight partners

Ways to Ensure
the Network

E Report-outs regularly at State Association
meetings

Knows
‘5‘ Briqging CAA leaders into the workgroups and
projects with you

Round Table discussions

ACS! Promising Praciices Work Group

2/1/2023
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SPOTLIGHT:

INNOVATIVE PARTNERSHIP

LIWAP-LIHEAP Crossover Eligibility (KY)

ACSI Promising Practices

50

LIHEAP-LIWAP Crossover Eligibility (KY)

LIHEAP-LIWAP Crossover Eligibility — Linkage
between the CSBG Office, LIHEAP Office, and
LIWAP state offices

« Purpose: Reduce duplicate efforts (eligibility
determinations, documentation, etc.) for
customers, LIHEAP, and LIWAP staff. — One
application for LIHEAP-LIWAP.

* Method: Meet with CSBG, LIHEAP, and LIWAP
state staff to determine crossover data and
federal eligibility requirements. Create an
application based on shared information.

ACSI Promising Practices Work Group

51
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Communicate to
Connect - KY

Linkage added value to the
Network

Required a coordinated effort
between the CSBG, LIHEAP, and
LIWAP state offices

Increased communication
between the CSBG, LIHEAP,
LIWAP, and local agencies

ACS! Promising Practices Work Group
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Be purposeful and intentional

Develop two-way, transparent
relationships with ofher state
agencies/ external partners
Be interested in other organizations,
Know their work, be helpful to them,
be an advocate for their interests.
Utilize any existing inter:
connections.

Advocate for the CAAs

Engage and
Grow . Do the
Relationships Homework

- & s beitiy done by the S Communicate Learn and
are what is being done by the State
from the start—be transparent [elCer et e

Regular meetings with the network

+ Work Groups
+ Monthly meetings of network:
bring in other state agencies

Share state’s efforts to create linkages
+ Newsletters
+ Use the State Association

Follow-up with the network

* Define what "linkages" means; what:

M
5
g
2
H
3
g
H

7
H
g
H
g
H

contracts/structure and work
Identify existing partnerships, build on
these. Bring in the State Association.
+ Communicate early,often with State
leadership about the important work of
G.

B
+ Just say “yes." Be flexible.
+ Build into the contracts with CAAs

* Take the initiative: start the conversation
+ Begin by using the ACSI

g
g
a
£
g
]
g
&
@

Learn from the CAAs what linkages are

needed now; would add value

+ Identify where there are gaps in
services/resources

- Hone-in on the opportunities, resources

available at the State level to meet the

needs identified. Share these.

Teach other State agencies about the

CSBG petprorki iis ssnatRaciing

capacity, and knowledge.
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ACSI Pros

Questions

54
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