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Community Outreach Program EID/CAB Kim Durand, x1317 

Program 

Purpose 

Empower newly arrived and/or low-income County residents to obtain resources 
for self-sufficiency. 

Program 

Information 

• The Community Outreach Program (COP) is a community-based program 

strategically located in five community centers and apartment complexes in 
neighborhoods with a high concentration of low income and newly-arrived 

County residents. During COVID, only operated out of Sequoia, Arlington Mill, 
and Gates of Ballston. 

• COP uses the Efforts to Outcomes (ETO) data tracking system to record an 

assessment for clients at intake that measures the status of clients in key 
areas of need: 

o Food 
o Housing 
o Immigration 

o Medical 
o Employment 

o Education 
• Based on the results of the assessment, clients receive appropriate 

interventions to improve their self-sufficiency, including (but not limited to): 

o Information about and referral to internal and external resources 
o Individualized assistance (e.g. assistance with benefits’ applications, 

family reunification, counseling) 
o Programming (e.g. food assistance, citizenship classes, quarterly 

community workshops) 

• Partners include nonprofit agencies, health care providers, faith-based 
organizations, immigrant-service organizations, affordable housing 

development organizations, and volunteers. 
• During COVID-19, all client services were provided remotely and included 

emergency rental and utility assistance. During FY 2021, program services 

were refocused on emergency needs including eviction prevention, utility 
assistance, food security, and diaper distribution. Clients also received 

counseling to address the stress caused by the pandemic. Some program 
offerings moved to an online format, and others were suspended. 

PM1: How much did we do?  

Staff • Total 6.75 FTEs: 

o 1 FTE Supervisor  
o 5.75 FTEs Human Services Specialists 

Customers 

and 

Service  

Data 

 

Fiscal Year FY 2019 FY 2020 FY 2021 

Total Information and Referral 
Requests  

5,111 6,777 5,043 

Total Requests for Individualized 
Assistance  

6,412 6,268 4,208 

Total Individuals Served 
(unduplicated) 

1,709 1,829 2,468 

Total Number of Program Offerings 1,264 928 573 

Impact of COVID-19 on data metrics: 
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Total Information and Referral Requests numbers declined after the initial impact 

of COVID-19 in FY 2020, to numbers that are more in-line with previous years.  
Total Requests for Individualized Assistance decreased significantly due the fact 

that staff were focused on emergency assistance and therefore not able to 
provide some of the individualize assistance they used to be able to provide. The 
number of requests per client decreased in FY 2021. 

Total Individuals Served increased because of the increased number of residents 
that needed assistance with eviction prevention and/or other emergency 

services. 

PM2: How well did we do it? 

2.1 Accuracy and consistency of client case records 

2.2 Identified needs addressed with a service 

PM3: Is anyone better off? 

3.1 Resolution of client needs 

3.2 Passed naturalization interview 
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Community Outreach Program 

Measure  2.1 Accuracy and consistency of client case records 

Data  

 
 

 
Data  

Summary 

• In FY 2021, 90% (on average) of records reviewed met audit criteria. 

• Supervisor evaluates five ETO records, selected at random, per Human 
Services Specialist once per quarter. Evaluation consists of 14 items per 
record.  

• The specific criteria (derived from the record review) which are used to 
calculate the overall accuracy and consistency of client records include: (1) 

whether or not the staff provided a service to meet the client’s need(s), (2) 
clarity regarding the Outreach Worker’s action to address the service 
requested, and (3) the client’s ownership of the problem to address his own 

self-sustainability.  
• In FY 2021, data collection was conducted by several different people.  

     What is the story behind the data? Recommendations 

• The overall consistency of client records ranged 

from a high of 93% in Q2 to 88% in Q3, with 
the average being 90% over FY 2021. 

• Results on specific domains included: 
o Staff provided a service to meet the 

client’s need(s): 93%, consistent with FY 

2020. 
o Clarity of the Outreach Worker’s action to 

address the service requested: 91%, 
consistent with FY 2020. 

o Client’s ownership of the problem: 88%, 

improved from 63% in FY 2020. In FY 
2021, the urgency of COVID-related 

• Using staff input, develop a list of 

criteria/scenarios which help staff 
determine when clients are able to 

use their own strengths/skills to 
empower themselves by FY 2022 
Q3.  

• Ensure staff continue to use 
financial coaching skills to support 

clients, and meet bi-annual 
certification requirements. 

• Provide staff training on coaching 

to help clients with self-
empowerment in Fall 2021. 
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emergency needs resulted in higher level 

of client ownership.  In addition, 
streamlined documentation requirements 

for many programs during the pandemic 
reduced barriers to vulnerable clients, 
resulting in improved engagement.  

• Revisit the mission of COP with 

the team, which includes the 
empowerment of underserved 

residents in October 2021.  
• Revise tool for FY 2023 to ensure 

alignment with program’s current 

mission and model by FY 2022 
Q4. 

Forecast 

• FY 2022: anticipate 90% of records will meet audit criteria for accuracy and consistency.  
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Community Outreach Program 

Measure  2.2 Identified needs addressed with a service 

Data   

 

 
Data  
Summary 

• In FY 2021, 93% of identified client needs were addressed with a service.   

• Data is based on supervisory review of ETO records. Staff record the specific 
services provided for each need, and supervisor reviews case notes to 
confirm that services fully addressed the need.  

• Data collection methodology is otherwise identical to PM 2.1.    

What is the story behind the data? Recommendations 

• The percentage of records in which staff 
documented a service to meet the client’s 

need(s) varied in FY 2021 from 90% in Q2 
to 96% in Q1 and Q3.  

• During FY 2021, COVID-19 had a high 
impact on work.  Emergency rental and 
utility assistance were the principal areas 

of client assistance for staff.   
• During the COVID pandemic, increased 

availability of emergency assistance 
resources facilitated connection to services 
for many clients.  However, particular 

populations – such as older home-bound 
residents, or individuals with 

documentation challenges – had difficulty 
accessing these resources.   

• When clients were not connected to a 
service to address their needs, 
contributing factors included: declining to 

• Provide targeted training to individual 
staff, as needed, to coincide with 

quarterly record reviews. 
• Ensure staff are kept abreast of changes 

in immigration policy, continue to attend 
community trainings conducted by non-
profit organizations providing legal 

assistance.  
• With the re-opening of facilities on a 

limited basis, staff will continue to make 
appointments for all in-person 
assistance. 

93% 96% 93% 95%
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access resources they would otherwise be 

entitled to for fear of changes in 
immigration policy (i.e. public charge 

rule), insufficient documentation provided 
during the visit, or ineligibility for services.  

Forecast 

• FY 2022: anticipate a score of 95% in the review of client records for this measure.  
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Community Outreach Program 

Measure  3.1 Resolution of client needs 

Data  

 
FY 2021 Detail Resolved Ongoing Not Resolved 

Food/Clothing 95% (1311/1385) 3% (42/1385) 2% (32/1385) 

Medical 80% (289/365) 20% (74/365) 0.6% (2/365) 

Immigration 87% (322/371) 12% (44/371) 1% (44/371) 

Other 88% (740/843) 12% (98/843) 0.6% (5/843) 
 

 
Data 

Summary 

• In FY 2021, clients’ needs were resolved as follows: Food/Clothing 95%, 

Medical 80%, Immigration 87%, and Other 88%.  
• Additional categories not shown above include Education 80% (45/56), 

Housing 76% (1,805/2,364), and Employment 89% (167/188). 

• Overall, 84% (4,679/5,572) of needs were resolved.  
• Data is taken from the CAB Service Summary Touchpoint Report in the ETO 

data system. 

What is the story behind the data? Recommendations 

• Staff collectively and consistently address a broad 
spectrum of client needs including food and clothing, 
immigration, and financial challenges.  

• FY 2021 percentages are below the targets set for this 
year. During the FY 2021, staff were re-assigned to 

emergency rental assistance to meet the 
overwhelming need of the community to avoid 

eviction. The majority of individualized assistance 
during this time was focused on emergency rental and 
utility assistance. 

• As we are able to safely 
return to in-person services, 
increase ability to resolve 

client needs, utilizing in-
person and virtual options 

as appropriate.  
• Develop a multilingual 

electronic survey in FY 2022 
Q3, and survey a sample of 
clients at least 30 days after 

services, to identify and 
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• For FY 2021, resolution of client needs was highest in 

areas related to food: 
• The Arlington Food Assistance Center (AFAC) 

continued to be the most common resource 
which clients are connected to through Gates of 
Ballston Community Center and the Arlington 

Mill Community Center, both serving 75-100 
families per week. 

• During FY 2021, the number of Housing requests 
increased from 1,478 in FY 2020 to 2,364 in FY 2021, 
due to the high need for rental assistance and the 

eviction prevention efforts during the COVID 
pandemic. 

• During FY 2021, staff continued to provide 
individualized virtual assistance to undocumented 
clients, including emergency rental assistance. 

Undocumented clients pose unique challenges: 
➢ Low rates of literacy in their native languages 

➢ Do not qualify for many public benefits 
➢ Lack of availability of internet access.  

• In FY 2021, COP continued its partnership with the DC 

Diaper Bank and CFSD distribute diapers at the 
Arlington Mill Community Center. 

address barriers to 

accessing resources. 
• As pandemic requirements 

allow, COP staff will shift its 
focus from emergency 
rental and utility assistance 

to holistic case management 
beginning FY 2022 Q1. 

• Review and update the data 
collection plan in FY 2022 
Q3 to ensure alignment with 

current program practices.   

Forecast 

• For FY 2022, anticipate a score of 98% for food/clothing, 91% for medical, 94% for 
immigration and 95% for other areas of focus.   
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Community Outreach Program 

Measure  3.2 Passed naturalization interview 

Data 

 

 
Data 

Summary 

• Data is from ETO, which calculates the number of people who passed the 

naturalization interview divided by the number of people who completed the 
naturalization interview.  

• For FY 2021, all but one student who completed the naturalization interview 

passed, an annual average passage rate of 98%. 
• The number of students interviewed in FY 2021 decreased from FY 2020.   

What is the story behind the data? Recommendations 

• Due to COVID-19, the citizenship classes shifted 

from in-person to a virtual with individual tutoring 
and one group class per week.  

• USCIS suspended naturalization interviews, mid-
March – early June 20. As a result, students whose 
interviews had been scheduled were postponed, 

many until FY 2021. 
• In FY 2021, Arlington County, through the 

Community Outreach Program, awarded a total of 7 
naturalization scholarships to assist applicants with 
the cost of the N-400 application.  

• In FY 2021, the naturalization application fee 
increased from $725 to $1,160.  In addition, USCIS 

introduced a longer and more challenging civics test 
in November 2020. These changes likely resulted in 
fewer students participating in the classes and 

taking their interviews. 

• Develop a schedule incorporating 

virtual and in-person classes 
beginning in FY 2022 Q2 as staff 

and volunteers allow, using new 
dedicated class space at 
Arlington Mill Community Center. 

• In FY 2022 Q2, develop a plan 
for outreach to community 

members to inform them of 
interview process, in-person 
classes, and scholarship 

opportunities. 
 

Forecast 

• For FY 2022, anticipate a score of 98% for this measure. 
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