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Customer 
Satisfaction 
Survey      



W"3$.&"8.
&(
Benchmar
ks 

Income Employment Housing Education Transportation Childcare 

KL%"#".Q(
(9-10) 

> 200% of poverty adjusted for family 
size. (10) 

Full-time work above minimum wage 
with employer-provided benefits. (10)  

Home Ownership (10A) 
Condominium Ownership (10B)  
Co-Op Home Ownership 10C) 
Non-subsidized rental housing (10D) 

Post-Secondary degree:  
masters or doctorate.  (10) 
Post-Secondary degree: bachelors, 
associates. (9) 

Family members always have 
transportation needs met through public 
transportation, a car, or a regular ride. (10) 

Child enrolled in unsubsidized, licensed childcare 
setting of own choice. (10) 

Aug. 2 

5-?$(
(7-8) 

Between 176%-200% of poverty 
adjusted for family size. (8) 

Full-time work above minimum wage 
without employer benefits. (8) 

Safe and secure non-subsidized housing, choices limited due to 
moderate income, homeowner. (8A) 
Safe and secure non-subsidized housing, choices limited due to 
moderate income, renter. (8B) 

Post high school vocational 
education, non-college business, 
or technical or professional 
training, or some college credits. 
(8) 

Family members have most transportation 
needs met through public transportation, a 
car , or a regular ride. (8) 

Child enrolled in licensed, subsidized child care of own 
choice.  (8) 
Child enrolled in licensed, subsidized childcare, 
limited choice.  (7) 

Aug. 2 Aug. 2 May 1 

Stable 
(5-6) 

Between 126%-175% of poverty 
adjusted for family size. (4) 

Full-time work at minimum wage with 
employer-provided benefits. (6) 
Full-time work at minimum wage without 
employer provided- benefits. (5) 

Safe and secure subsidized Section 8 housing.  (6A) 
Safe and secure subsidized rental apartment.  (6B) 
Safe and secure subsidized public housing.  (6C) 

High school diploma or G.E.D. 
(6) 

Family members have some transportation 
needs met through public transportation, a 
car, or a regular ride. (6) 

Child provided childcare by a family member or friend. 
(6) 

Aug. 2 Aug. 2 Feb. 1 May 1 Aug. 2 May 1 

((((((((((((((((((((((((((((((((((((((((((((((((((((((((+%$#$.;8.(A".$(((((((((((((((((((((((((((((((((((((((((((((((((((((((+%$#$.;8.(A".$(((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((((+%$#$.;8.(A".$(
UF6.$%-V6$(
(3-4) 

Between 100%-125% of poverty 
adjusted for family size. (4) 

Part-time employment with benefits. (4) 
Part-time employment without 
benefits. (3) 

Safe and secure transitional housing.  (4) 
Unaffordable home (3A) 
Unaffordable non-subsidized rental (3B) 
Unaffordable subsidized rental (3C) 
Temporary shelter (3D) 

Reading, writing, and basic math 
skills present, possible TABE, no 
high school diploma or G.E.D. (4) 

Family members rarely have transportation 
needs met through public transportation, a 
car, or a regular ride. (3) 

Child on waiting list for enrollment in childcare. (3) 

May 1 Feb. 1 May 1 Feb. 1 May 1 Feb. 1 Feb. 1 

7.C)%"&"&(
(0-2) 

Between 50%-100% of poverty (by 
family size.) (2) 
Between 0% - 49% of poverty (by family 
size) 0 

Unemployed with work history and 
skills. (2) 
Unemployed without work history or 
skills(0) 

Living with relatives (2) 
Substandard or unsafe housing (1) 
Homeless (0) 

Reading, writing, and basic math 
skills absent. (0) 

Family members do not have public 
transportation, a car, or regular ride. (0) 

Child not enrolled in childcare. (2)  
Child enrolled in unregulated or unlicensed childcare 
facility. (0) 

Feb. 1 

Sample Family Outcome Matrix – Initial Assessment-Feb. 1, 
Second Assessment-May 1, Third Assessment-Aug. 2 
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Goal Result Grade 

Agency Funding 
• Value of agency contracts (Goal: $25 million) 
Value of in-kind support (Goal: $3.5 million) 

                                                                           [ROMA #5] 

$30,383,553 
$  4,973,836 A+ 

1,500 people participate in low-income advocacy efforts 
(Community Declarations, Poverty Summit, etc) 
                                                                           [ROMA #3] 

1,733 

A 

1,500 low-income people increase their income by participating in the Earned Income 
Tax Credit Program 
(Includes EITC tax, federal, state, other taxes saved) 
                                                                          [ROMA # 1] 

1,833 A 

Volunteers support low-income programs 
• Number of volunteer hours (Goal: 42,000 hours) 
Value of volunteer hours (Goal: $806,800) 

                                                                           [ROMA # 4] 

57,172 
$ 1,115,426 A+ 

Educate low-income people in financial management and energy conservation to reduce 
energy dependency as noted in Board Policy.(LIHEAP, SoCal Gas, Edison ) 
(Goal: 14,000)                                                    [ROMA # 2] 

14,925 A 
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Trend 
Report Card 
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