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Communication With a Results Orientation



WORKSHOP TOPICS
• Consider the elements of the PEAAK Performance Management 

Framework as it has to do with accessibility and knowledge.
• Discuss the purpose of your communication strategies. 
• We have too often focused on listing the services our agencies 

provide without connecting them to the outcomes our customers 
have achieved.  How can we change that?

• Review examples of communications 
• Do they make the CSBG Story Available? 

How well do you know (and Share!) your CSBG Story?

NASCSP 2024 Winter Training Conference | www.nascsp.org



ELEMENTS OF ROMA
Opportunit ies for Communicat ion

“Why are we here, who are we helping, what are we helping them to become, and how 
will we know and describe success, both theirs and ours?” Information Memorandum (IM) 49, 
February 2001



ROMA NEXT GENERATION
ENHANCEMENTS TO ROMA

National Theory of Change (TOC)

Local Theories of Change

CSBG Annual Report 

Increased focus on community level work

Increased focus on analysis and use of data 

Emphasis on the integration of all phases of the ROMA cycle 
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PEAAK

Performance

• Community 
Needs 
Assessment

• ACSI
• Organizational 

Standards
• Accountability 

Measures*
• ROMA Next Gen

Evaluation

• Organizational 
Standards

• Accountability 
Measures

• ROMA Next Gen
• Monitoring
• Oversight

Accountability

• Monitoring
• Oversight
• CSBG State 

Plan
• CSBG Annual 

Report

Accessibility

• Making the 
CSBG Story 
available
✔OCS Annual 

Report
✔ Congressional 

Report
✔ CSBG 

Performance 
Management 
website

Knowledge

• How well do 
you know your 
CSBG Story?
✔CSBG State 

Plan
✔CSBG 

Annual 
Report

✔CSBG 
Performance 
Management 
website 
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Purpose of communication



Why are you 
communicat ing? 
▪ To gather data for Community 
Assessment
▪ To share information on programs 
that are available 
▪ To recruit customers (participants)
▪ To report to funders and 
stakeholders
▪ To share success!!!
▪ To advocate – help to shape public 
opinion and public policy 
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Three Components to Telling Your 
Story

• Raw data
• Narrative
• Visualization

• Also consider:
• Who is the audience? 
• What is your purpose for 

telling the story?
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USE YOUR DATA…  BUT WHAT DO YOU 
WANT TO COMMUNICATE?

Consider you have been asked to speak with the 
state-wide Head Start Association and with the 
Chamber of Commerce.
What might be some differences in what you would 
want to tell these two groups?

What kind of data would you need that would be of 
interest to Head Start representatives (including 
Parent reps)?

What kind of data would you want to share with the  
Chamber of Commerce?

How would you plan for those different types of 
audiences?
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PERFORMANCE DATA

What data elements from your local agencies CSBG Annual 
Reports are important to “know” and share?

How many were served?
Who are they?
What service/s did they get?
What happened to them because of the service?
What did it cost?
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Identification of Needs and 
Resources
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ASSESSMENT OF NEEDS AND 
RESOURCES

As a part of Org Standards and legislative mandate, 
each community action agency is to identify needs 

and resources that relate to the geographic area they 
are designated to serve. 

This process is an opportunity for 
communication!!
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Asking Questions is a Form of 
Communication!
Qualitative Data produced from the following is 

really a two-way process! 
Consider:
• Focus groups
• Key informant
• Community Forum
• Surveys

When agencies are engaged in these 
activities, they are sharing information as well 

as gathering data.
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USING SURVEYS:  
Are your agencies asking t he right  quest ions?

If survey questions 
are about services, 
you will get data 
about services, not 
about needs!!

Being Results 
Oriented means that 
you want to find out 
what can be changed 
(IMPROVED)



Identifying domain areas only
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If the focus is on the service…



What is missing in the community?
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State office perspective

Are the surveys sent out by your agency focused on identification of services or on the 
condition/status of need?

When you survey your agencies, do your questions identify strategies, or are they focused on 
identifying the condition/status of need?
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State Office Perspective



Reporting Community 
Assessment  dat a can promote 
new kinds of communicat ion. 

The way agencies share what 
they learned will have an impact 

on how they prioritize needs 
within the community.
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CMCA Data Walk hears 
input about county needs

• Central Missouri Community Action 
hosted a Data Walk on Thursday, 
allowing people from across Callaway 
County an opportunity to provide 
input to what issues need addressed 
in the community.

• The Data Walk was held in place of 
the April CRN meeting. The event 
was held at the Callaway Electric 
Cooperative. This was the fourth of 
eight Data Walks across the eight 
counties CMCA serves.
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ASSESSMENT OF NEEDS AND RESOURCES
Gather:  The Community Needs Assessment includes a variety of data from reliable sources

• Qualitative, Quantitative, Customer Satisfaction, Community Resources, Agency Report
• CNA identifies population in need

Make Useful:  Does the local agency have a clear process for making meaning out of all the 
assessment data?

When you look at the data or the report of the data that they present, can you see needs on these 
different levels?

• family, community, agency levels of need

• What agency staff/Board are involved in the analysis of the data?  What state staff read/review 
the reports? 

• When you look at the assessment data (or the report), is it clear how priorities are identified?  
Are items the agency can’t address included in the priority list? 

Agency meets Org Standards 3.1- 3.5  
• CATEGORY THREE: Community Assessment
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Sharing who we 
are and what 

we do!
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We do not want our agencies to be the 
best  kept  secret !

Do your agencies clearly 
communicate:
• Hours of operation
• Location
• Services available
• Eligibility criteria
• What the service is designed to do?

How do they communicate?
• Website
• Social media
• Newsletters
• Brochures/rack cards
• Print or visual advertisements
• Reports
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Websites:
Local Agencies
State Offices
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The Office of Economic Opportunity helps low-income individuals and families at or below 200% of the federal 
poverty level achieve self-sufficiency. We work to improve the social and economic wellbeing of individuals, 
families and communities across North Carolina.
Our agencies help individuals find jobs, locate housing, obtain shelter, have food, obtain access to health care 
and take care of children. We help low-income individuals and families become self-sufficient through the 
provision of financial resources to Community Action Agencies, and Limited Purposes Agencies, for programs 
that will substantially reduce the number of citizens in our state who are living in poverty.
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Community Services Block Grant 
(CSBG)
Disclaimer:
The Georgia Division of Family 
and Children Services (DFCS) is 
committed to ensuring that 
persons with low income, 
especially those who are senior 
citizens or are medically 
homebound, have meaningful 
access to all programs and 
activities conducted or supported 
by local Community Action 
Agencies (CAA).
All energy and water assistance –
as well as any interpreter services 
needed for applicants that 
experience communications 
barriers – are always provided at 
NO COST to customers.
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“Our office is discussing plans to update 
our website to include highlights and 
showcasing the impact of AZ CAA’s.”



State Office 
Perspect ive

Your website might be the first place someone has the 
opportunity to learn about Community Action.

• Is the information current and accurate?
• Do links work?
• Is it clear to visitors what is expected to change, or has 

changed, for families and the community because of services 
provided by CAAs?

• What is your ‘first impression’ of your agency website? 
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Social Media:
Local Agencies
State Offices NASCSP 2024 Winter Training Conference | www.nascsp.org
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INSTAGRAM/MESSENGER

People are getting messages through their Instagram or 
Facebook Messenger. The scammer typically asks, “Hey. 
How are you doing? and then asks if you have heard about 
some program. Here is an actual message that originated 
from a local person’s Instagram account.

“Good to hear from you. I’m doing pretty good and just 
wondering if you received any notifications about the CSBG 
program? The Community Service Block Grant 
program. They offer help to workers, retired, young, 
winded, disabled, employed and older. Do you get any 
money from them?”

There really is a Community Service Block Grant program. 
In Wyoming it is given to the Wyoming Department of 
Health. It is passed to a representative in each of the 
counties for administration.
The scammer will ask for your name, phone number and 
address. Then ask for you to purchase a money order for a 
processing fee. In reality, if you are required to spend 
money to get money, it’s a scam.
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State Office 
Perspect ive

• Make sure that web sites (yours and local agencies) have 
current information.  

• Are there policies for “friending” or accepting “follow 
requests”? 

• What kind of content gets posted? 
• Can you, or your agencies, measure the impact of sharing 

on social media?  
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Newsletters:
Local Agencies
State Offices
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In every issue: 
• Update from Agency 

Executive Director
• Celebration of the work of 

one of our employees
• New initiatives 
• Community partners

Shared by: 
• Sending to agency 

distribution list
• Posting on agency website
• Posting on social media 

pages
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State Office 
Perspect ive

Regular communication is important.
• Is the community interested in knowing what you are 

doing and what you are accomplishing?
• How much is too much information to share?
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REPORTS:
Local Agencies
Stat e Offices
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So what?!
If you and your local agencies 
only report on the services 
provided, does that 
communicate the full impact of 
community action? 

• We gave out 1,500 food boxes
• 1,500 seniors in our community 

reported they no longer go hungry at 
the end of the month

• We paid rent for 500 individuals
• 500 individuals maintained housing 

and avoided eviction
• 630 children attended Head Start
• 630 children demonstrated improved 

literacy and attention skills





Salary, $240,018

Fringe, $83,169

Indirect Cost, 
$57,204

Other, $31,763

Direct Assistance, 
$29,673

Supplies, $11,364 Space , $10,500
Travel, $1,177

Communications, 
$500

LET’S GET TO WORK EXPENDITURES FY 21/22
TOTAL = $465,368
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Let's Get to Work! 
Performance Measures FY 21/22 
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From Community 
Action Partnership 
of Utah 2021 
Impact Report
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State Office 
Perspect ive 

Graphic presentations can be useful, if they are 
thoughtful!
• Do the visuals used in reports make sense?
• Is the data you are sharing timely?
• Does the data in the reports focus on results?
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TO IMPROVE 
SUPPORT FOR OUR 
WORK, WE MUST 
ENCOURAGE A 
GROWTH MINDSET 
IN OUR 
STAKEHOLDERS. 
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Concho Valley Community Action Agency
https://youtu.be/6EB1o1kdTmk
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State Office 
Perspect ive 

Stories can be powerful!
How do you and your local agencies define 
success?
• Do your stories answer the “So What?” question?
• Can community members “see” themselves in the 

examples of success that are shared? 
• How can these stories be used to cultivate partnerships 

and relationships?
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CLOSING 
THOUGHTS

NASCSP 2024 Winter Training Conference | www.nascsp.org



Next steps? 
• Review your communications with a 

ROMA lens?
• Explore ways you can focus more on 

results?
• Something as simple as adding one 

or two sentences to existing text that 
highlights the outcomes that can 
occur as a result of Community 
Action

• Consider adding a link to the State 
Association webpage if you partner 
with them to be the primary 
‘communicator’ of results
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CONTACTS

Barbara Mooney, Ed. D., NCRP
Director, Association of Nationally 
Certified ROMA Professionals
barbaramooney@windstream.net

Carey Gibson, MSW, NCRP, CCAP
Deputy Director, Association of 
Nationally Certified ROMA 
Professionals
careylgibson@gmail.com

For more information

NASCSP 2024 Winter Training Conference | www.nascsp.org

mailto:barbaramooney@windstream.net
mailto:careylgibson@gmail.com


NASCSP 2024 Winter Training Conference |www. nascsp.org

Please scan 
here to 

complete the 
evaluation for 
this session! 
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