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Abstract

Community Bridges Nonprofit serves thousands of Santa Cruz County residents through its ten

programs across the life course. One of these is the Family Resource Collective (FRC), in which

four centers deliver a variety of services aimed at meeting the basic needs of local families. The

rising national cost of living and barriers to public benefit support are causing families across the

United States to struggle to meet their families’ basic needs. Locally, many families are facing

threats of displacement and need greater access to social support services. This project involved

a comparative analysis of the four FRC programs between 2021-2022 survey years, closure of

the survey feedback loop with participants using the Listen4Good approach, and creation of an

updated services chart to increase awareness of available programs offered at each site. Next

steps include the implementation of participant feedback within the FRC and the distribution of

the 2023 survey.
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Agency & Communities Served

Community Bridges has over 44 years of experience providing essential resources,

services, and programs to meet the needs of the residents of Santa Cruz County. This mission is

realized through 10 vital programs across 20 sites throughout the county, serving local children,

individuals, families, and seniors. All programs are grounded in evidence-based practices and

include a rigorous evaluation of effectiveness (Community Bridges, 2022).

Community Bridges serves over 17,000 children, families, and seniors annually across

locations in Santa Cruz, Monterey, and San Benito Counties through diverse programs that

provide essential services for individuals’ abilities to grow and thrive. The Community Bridges

family of programs include the Early Education Division, Child & Adult Care Food Program,

Elderday Adult Day Health Care, Lift Line, Meals on Wheels for Santa Cruz County, Women,

Infants & Children (WIC), La Manzana Community Resources (LMCR), Live Oak Community

Resources (LOCR), Mountain Community Resources (MCR), and Nueva Vista Community

Resources (NVCR). LMCR, LOCR, MCR, and NVCR make up the Family Resource Collective

(FRC)- four programs that work with families in Santa Cruz County and the Pajaro Valley to

meet their basic needs through education, resources, and advocacy. A variety of services are

offered, including food distribution, mental health counseling, parent education, assistance with

public benefit enrollments, translation services, youth tutoring, and more (Community Bridges,

2022). In 2022, the FRC saw a 500% increase in requests for personal assistance and provided

6,500 hours of advocacy services to program participants (Community Bridges, 2022).

While those in all different life stages are served through the programs Community

Bridges offers, the 2020 annual report stated that 89% of the families served through the FRC

make less than $26,400 annually for a family of four, 63% of program participants identify as



female, and 69% of program participants are Spanish speakers (Community Bridges, 2020). All

publications from Community Bridges are offered in both English and Spanish as many of the

program participants are primarily Spanish speakers.

Problem Model Background and Literature Review

Problem Statement

Low-income families in Santa Cruz County face a challenging environment, where

meeting basic needs such as housing, food, healthcare, and education becomes a daily struggle.

The cost of living in Santa Cruz County is higher than in surrounding regions and adjusted state

income shows that those making under $80,000/year in Santa Cruz County are living in poverty

(DHCD, 2023). The majority of the families served through the FRC make under $26,400/year

(Community Bridges, 2022). Addressing the issue of families struggling to meet their basic

needs often requires a multifaceted approach that involves government policies, community

organizations, and economic development efforts aimed at reducing income inequality and

providing support for low-income families. Social safety nets, affordable housing initiatives, job

training programs, and accessible healthcare services are some of the potential solutions to

mitigate this social problem (Masten et al, 2021). It is essential for nonprofits like Community

Bridges to consider the unique circumstances and challenges faced by families in Santa Cruz

County and tailor interventions accordingly.

Contributing Factors

One of the primary reasons families in Santa Cruz County struggle to meet their basic

needs is the high cost of living. This includes expenses related to housing, transportation,

healthcare, and childcare. In areas with a high cost of living like Santa Cruz County, housing

costs can be particularly burdensome, leading to a significant portion of income being allocated



to rent or mortgages (USDHUD, 2019). In regions with high housing costs like Santa Cruz

County, housing insecurity is a common issue (Kathan, 2021). Families also struggle to find

affordable and stable housing, leading to the risk of homelessness or frequent moves.

Income inequality can exacerbate the problem of families struggling to meet basic needs.

While some residents in Santa Cruz County may have high-paying jobs, many others work in

low-wage sectors, such as service or agriculture. This disparity in income levels can lead to a

lack of access to essential resources and services for lower-income families.

Availability and accessibility of social services and support programs, such as food

assistance, childcare subsidies, and mental health services, can significantly impact families'

ability to meet their basic needs. Limited access to these resources can leave families more

vulnerable to their basic needs going unmet.

Families facing language barriers may also have difficulty accessing vital information

about available services, resources, and opportunities. They may struggle to understand

government forms, educational materials, or healthcare instructions, making it challenging to

access the support they need. Additionally, accessing social services like food assistance,

housing support, or childcare subsidies can be challenging for families with limited English

proficiency. Understanding application procedures and eligibility requirements can be

complicated and language barriers/literacy gaps increase difficulty in completing necessary

forms. Additionally, there is a paradox in California in which 25% of low-income immigrant

individuals avoided public benefit programs (Babey et al, 2021).

Consequences

Unmet basic needs and low income may result in delayed or inadequate healthcare, worsening

health conditions over time. Unmet healthcare needs can result in untreated chronic conditions,



which can lead to long-term health problems and higher healthcare costs. Lack of access to

nutritious food can lead to hunger and malnutrition, affecting physical and cognitive

development, especially in children.

Inability to pay rent or mortgages can result in eviction, where families may end up without

stable housing and face either homelessness or forced relocation. One of the most visible and

immediate consequences of families struggling to make ends meet is the increase in

homelessness. When families cannot afford stable housing, they may end up living in

overcrowded, substandard conditions, or even on the streets. Homelessness is associated with

numerous health risks, including exposure to harsh weather, violence, substance abuse, and

mental health issues. Families, especially children, experiencing homelessness are more

vulnerable to physical and emotional health problems.

Families struggling to meet basic needs may be forced to relocate to more affordable areas, often

far from their jobs, support networks, and schools. This displacement can disrupt stability in their

lives. Children may have to change schools frequently due to forced relocations, leading to

disruptions in their education. Relocation can also disrupt social and community ties, making it

difficult for families to access support systems and find new opportunities in new places.

Low-income families may struggle to afford nutritious food, leading to malnutrition and poor

dietary habits. Malnutrition can have serious health consequences, particularly for children's

physical and cognitive development. Long-term exposure to poor living conditions and

inadequate healthcare due to financial constraints can result in persistent chronic health

conditions. Malnutrition can hinder children's ability to learn, potentially leading to lower

educational attainment and reduced future earning potential. Additionally, chronic health issues

can limit adults' ability to work and support their families.



Contributing Factors Problem Consequences

Rising cost of living Too many low-income

families in Santa Cruz County

struggle to meet their

families’ basic needs (food,

water, shelter, clothing).

Homelessness

Lack of knowledge of

available public benefits

Forced relocation

Language barriers & literacy

gaps

Malnutrition/ long-term

health effects

Project Description

Project Description

Throughout this 1.5-year internship, the implementation of agency-wide participant

surveys utilizing the Listen4Good approach across Community Bridges’ ten individual programs

has been the central focus. Listen4Good feedback loops are a system of gathering program

feedback in which a five-step process is followed for continuous, sustainable feedback (Twersky

& Reichheld, 2019). This ongoing process of surveying focused on improvement follows the

steps of (1) design, (2) collect, (3) interpret, (4) respond, and (5) close the loop before beginning

again with the design step (Listen4Good, 2022). After the design, distribution, and collection of

surveys through Survey Monkey, a comparative analysis between survey years was completed

for each program (see Appendix B). These analyses are then used to develop action plans for

improving programs based on participant feedback. Lastly, a Listen4Good feedback loop



document (see Appendix C) is generated to distribute to program participants in an effort to close

the feedback loop and communicate to clients “what we heard” and “what we will do about it.”

This capstone project focuses on the comparative analysis of the four Family Resource

Collective programs between 2021-2022 survey years, the development of a Listen4Good

feedback loop document to distribute to program participants, and the creation of an updated

services chart (see Appendix D) for each center to increase awareness of available programs

offered at each site.

Project Justification

Conducting a comparative analysis of the program data from 2021-2022 allows for a

thorough evaluation of the effectiveness of the Family Resource Collective programs during this

period. This analysis can identify what worked well and what areas require improvement,

enabling the organization to enhance its services based on real data and participant feedback.

This project directly responds to contributing factors of the lack of knowledge of available public

benefits and addresses language barriers to obtaining services.

Creating a feedback loop document using the Listen4Good method (Listen4Good, 2023)

facilitates open communication with program participants. By actively seeking and valuing

participant feedback, the organization demonstrates a commitment to meeting the needs and

expectations of those it serves. This can lead to increased participant satisfaction and engagement

with the programs.

An updated services chart for each center provides clear and transparent information

about the available programs and services. This can help build trust within the community and

hold the organization accountable for delivering on its promises. A services chart can serve as a

valuable resource for both program participants and the broader community. It can increase



awareness of the range of services offered by the Family Resource Collective, ensuring that those

in need are fully informed about the support available to them.

Implementing this project demonstrates a commitment to a culture of continuous

improvement within the Family Resource Collective. By analyzing data, collecting feedback, and

updating service charts, the organization can adapt and evolve its programs to better serve the

changing needs of the community. Ultimately, this project can lead to more effective and

responsive programs, which will have a positive impact on the well-being of families and

individuals in the community. By optimizing services and engagement, the Family Resource

Collective can contribute to improved health outcomes for its participants.

Benefits

This project is essential for fostering program improvement, enhancing participant

satisfaction, increasing transparency, and ensuring that the Family Resource Collective's services

align with the evolving needs of the communities they serve. It supports the organization's

mission of providing vital support to families and individuals, ultimately leading to a stronger,

more resilient community.

Implementation Process

This project began with a comparative analysis of survey results between 2021-2022

from participants at the four FRC centers- LMCR, LOCR, MCR, and NVCR. This analysis

compares center specific responses to the previous year in addition to a comparative analysis

across all four centers as a collective. Comparative analysis was conducted using survey monkey

data downloaded to both excel and google sheets. After completing the five comparative analysis

spreadsheets, presentations for key agency leadership were designed using Canva to share the

findings from the survey and analysis. After each presentation was completed, they would be



sent to each program lead 24 hours before scheduled meetings. The student intern lead two

scheduled presentation meetings with FRC leadership to discuss the survey findings and plan for

possible changes to be implemented based on participant feedback. In these meetings, a

discussion about the feedback loop document preparation occurred, where program leads

provided detailed explanations for participant feedback and collaboratively brainstormed

creative, SMART goals for the feedback loop documents. After designing the feedback loop

documents in English and Spanish, they were distributed via email to program administrators to

print and post at each center in addition to uploading them to the Community Bridges website.

The same distribution tactic was used for the updated FRC Services Chart (See Appendix A for

full implementation chart with timeline).

Assessment Plan & Expected Outcomes

To assess the effectiveness of the surveys, comparative data was used to measure the

differences in responses between 2021-2022 survey years. One desire of this project was an

increase in responses in 2022. Another desired outcome was qualitative suggestions that the FRC

would be able to implement this year to improve programs to better serve their program

participants. This was measured through qualitative analysis and development of an

implementation plan to better meet the needs of program participants. A goal of this project is

that the agency accepts research and evaluation report and continues to implement changes to

programs based on research and evaluation findings.

The success of this project was also measured by conducting interviews with key agency

personnel to assess the project’s impact on the agency’s ability to better serve the community.

Questions asked to three Community Bridges personnel included: (1) “How is this work going to

be used?” (2) “What worked best about this project?” and (3) “Will this project impact the



agency in the future?”

To aid in the success of this project for years to come, recording the digital survey in the

shared Community Bridges Survey Monkey account made it possible for the agency to easily

add and remove questions and adapt future surveys in response to emerging needs without

significant future time investment. Saving all created feedback loop documents and comparative

analysis spreadsheets in shared agency folders makes review and use of data easy among agency

leadership. Long term effectiveness of this agency-wide project can be continually measured by

survey response rates and the implementation of program changes based on participant feedback.

Project Results

The goal of this ongoing participant survey and Listen4Good feedback loop process is to

involve participants in the continual improvement of the FRC programs. One desired outcome

was an increase in responses between the 2021-2022 survey years. The 2021 FRC survey had

153 responses and 2022 had 364 responses, a 2.3x increase in respondents between 2021-2022.

Each individual center also had an increase in survey respondents.

Another desired outcome was qualitative suggestions that the FRC would be able to

implement this year to improve programs to better serve their program participants. One action

step already taken as a result of participant suggestions was the development of a chart showing

all services offered at each center. Another desired service among all four centers were more

computer, literacy, and English classes. A new grant this year will allow the FRC to develop

literacy classes and English classes at some of the centers. Additionally, hygiene services are

now being offered at multiple centers. There are also plans for this year to send a program lead

from each center to become a certified notary as a result of qualitative responses seeking this

service. Additional future projects as a result of this survey include expanding pop-up



community health services, increasing community events, and developing social meet-up groups

for parents.

The Listen4Good model hinges on the completion of a feedback loop, in which

participants are told what the result of their feedback has done. This project involved the creation

of one FRC feedback loop document as a whole and four center-specific feedback loop

documents to be distributed to participants. Each center has posted the feedback loop document

in a visible place and has copies available for program participants to take. Additionally, these

documents have been uploaded to the Community Bridges website. All documents have been

translated into Spanish to improve the accessibility of the Listen4Good feedback loop closure.

The success of this project was also measured by conducting interviews with key agency

personnel to assess the project’s impact on the agency’s ability to better serve the community.

Questions asked to three Community Bridges personnel included: (1) “How is this work going to

be used?” (2) “What worked best about this project?” (3) “Will this project impact the agency in

the future?” One agency lead said that the results from this project will be used to present to key

stakeholders and donors to demonstrate continued need and “hopefully receive more funding for

our programs.” All three agency leads noted that the thing that works best about this project is

that they are able to trust that it is getting done without their direct involvement until the point of

generating new ideas and solutions to meet the needs of their program participants. One noted

that “the short answer questions give us more clarity on what our clients actually need.” Another

mentioned that over time, this project has “continued to show what our community wants and

needs” and that they have been able to use this ongoing project to enact change within the

program. They each expressed hope that this project would continue for years to come, so the

organization can continually improve based on the needs of the communities they serve.



Conclusion & Recommendations

In order to address the lack of knowledge of available public benefits offered at each FRC

site, a services chart was created and distributed on the Community Bridges website and at each

center. To address language barriers, each document created was translated into Spanish in

addition to English, and translation services are provided at each FRC center to assist

participants in understanding important documents or forms. My ongoing participation in this

project has helped improve ten programs over the course of the three-semester internship. I

recommend continuing this project in future years to further improve programs and continue

relationships between Community Bridges staff and participants. An improvement I would

suggest would be a faster turn-around between surveying, analysis, and feedback loop

distribution. This could be achieved by outsourcing this project to a research team or dividing the

work between multiple future interns. I believe this work is vital in optimizing services and

engagement, and continuing this surveying for the Family Resource Collective can contribute to

improved health outcomes for its participants.
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Appendix A

Task Timeline Parties
Involved

Materials/
Services
Needed

Deliverables

Collect survey
data from 2022
FRC survey and
organize data

August 1st-30th Mentor, Student Computer,
google sheets,
excel, survey
monkey

Organized,
downloaded
spreadsheets
with labeled
questions ready
for analysis

Collect survey
data from 2022
FRC survey and
organize data

August 30th Mentor, Student Computer,
google sheets,
excel, survey
monkey

Organized,
downloaded
spreadsheets
with labeled
questions ready
for analysis

Conduct
Comparative
Analysis
Between 2021 &
2022 FRC
Survey

September 4th Mentor, Student Computer,
google sheets,
excel, survey
monkey data

Meeting
minutes, Task
assignments,
completed
comparative
analysis
spreadsheet

Conduct
Comparative
Analysis
Between 2021 &
2022 Surveys
for each center
individually

September 8th Mentor, Student Computer,
google sheets,
excel, survey
monkey data

Meeting
minutes, Task
assignments,
completed 4
comparative
analysis
spreadsheets

Create graphs
and figures from
comparative data

September 8th Mentor, Student Computer,
google sheets,
excel, canva

Graphs added to
comparative
analysis
spreadsheets



Create word
clouds utilizing
qualitative
research
questions

September 11th Mentor, Student Computer,
google sheets,
excel, wordart

Word clouds
added to FRC
analysis
presentations

Design analysis
presentations for
agency
leadership

September 11th
& September
18th

Mentor, Student Computer,
Canva software,
completed
analysis
spreadsheets and
graphs

Presentation
materials
prepared and
sent to meeting
attendees 24 hrs
before meetings

Lead meetings
to present and
discuss results
and plan for
future agency
changes

September 12th
& September
19th

Mentor, Student,
Program Leads

Zoom link setup,
Task list,
Meeting agenda,
completed
presentation

Task
assignments,
editing notes for
final analysis
document and
L4G document

Design
Feedback loop
documents based
on participant
feedback &
program lead
meeting

September 15th
- October 5th
(weekly check
ins about
progress)

Mentor, Student Computer, Zoom
link setup, Task
list, Canva
software, google
sheets, excel,
survey monkey
data

5 FRC feedback
loop documents:
One for each
center (4) and
one for the FRC
as a whole

Translate each
document into
preliminary
Spanish
translation

By October 13th Mentor, Student Computer, canva
software, google
translation

5 FRC feedback
loop documents
translated into
Spanish for
review by
program leads

Send final
feedback loop
documents to
program leads

By October 13th Mentor, Student,
Family Resource
Center
administrators

Computer, email PDF sent to
program leads
for final review

Post feedback
loops at FRC
centers

By October 18th Mentor, Student,
Family Resource
Center
administrators

Computer,
email, printer

Physical copies
of documents
posted

Upload feedback By October 18th Mentor, Student, Computer, Digital copies



loops to
Community
Bridges Website

Family Resource
Center
administrators

email, printer,
website link
setup

uploaded to
website

Adjust and
distribute
updated FRC
services chart

By October 18th Mentor, Student,
Family Resource
Center
administrators

Computer,
email, printer,
website link
setup

Physical copies
of documents
posted & digital
copies uploaded
to website
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