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The TVCCA Head Start/Early Head Start program conducted a thorough Community Needs 
Assessment during the fall of 2013 with a report being produced in December 2013.  That 
document is attached to the Plan. 
 
In addition, TVCCA utilizes Community Surveys completed by local area hospitals, Backus and L 
& M Hospital and the United Way.  All of this data assists us in keeping our Strategic plan and 
framework “fresh”. 
 
Annually in October, TVCCA surveys our customers in the variety of programs we administer. 
While many of the customers are very complimentary of the services that TVCCA offers, we 
utilize the feedback in our strategic planning updates.  This data is available from the 
Development Office to all. 
 
Every two years the Employee Relations Committee of TVCCA staff conducts an employee 
survey around a variety of agency areas.  The 2013 Employee Survey was done via “survey 
monkey” and the data provided was invaluable to the agency.  Overall, employees are satisfied 
with the way things work at TVCCA.  There were areas, such as communication that were 
highlighted as needing continual improvement.  The Employee Survey results are on file at the 
agency for review. 
 
TVCCA’s primary service area is New London County, with some programming conducted in 
Windham and Tolland counties.  One of our metropolitan areas, Norwich-New London labor 
market has seen a VERY slow recovery in job creation.  While most areas in the country have 
begun recovery and jobs have been created, the Norwich-New London labor market is fourth 
worse in the country.  We have a lot of people still unemployed or underemployed and needing 
our services.  This was demonstrated in our most recent energy season when again we are 
seeing more clients for the first time.  
 
The Board of Trustees reviewed the Community Needs Assessment and affirmed that the 
current strategic framework was appropriate.  We continue to review that data coming in from 
our community and ensure that our current programming is meeting the needs of the people in 
our service area.   
TVCCA offers programming in early childhood development (Early Head Start/Head Start and 
Little Learners state funded child development/care), housing assistance (Section 8, Rapid 
Rehousing, Eviction and Foreclosure Prevention, Supportive Housing, A Place to Stay,) and job 
training and placement with support for skills enhancement.  These programs are the basis of 
much needed support for our families and for those coming to TVCCA for services.  
 
Our Strategic Plan framework is: 
 
Our Preferred Future 
 
People are thriving. All people are valued, contributing and empowered members of society.  
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TVCCA is a respected, results-oriented, innovative, leader for anti-poverty solutions and a 
catalyst for community change.  
 
Communities and their leaders recognize the value of all people. Communities are healthy, 
thriving, safe, affordable places for ALL people to live, work, grow and play.  
 
Our Strategies 

• Become an innovative, respected and inspiring leader in building our community’s 
capacity.  

• Develop community and agency capacity to assure all people have the education and 
skills to achieve future success.  

• Build a diverse group of leaders from within the community who are committed to 
ending poverty.  

• Build relationships across all sectors of the community to facilitate ending poverty.  
• Build Community capacity so that all people have sufficient resources for a healthy, 

active life including access to living wage jobs.  
 
The Board reviews the above referenced strategies and program progress towards fulfilling 
these strategies on a regular basis.  Programs report out to the Board at least annually on what 
their outcomes were for the past year, what issues they are working on and what they envision 
for the coming year.  Our strategic framework is flexible and enables us to be responsive to 
emerging community needs.   
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Section 2. Description of Service Delivery System 
 
• Overview of Service delivery system and role that the CAA plays within that system 
• HSI’s functional and operational process (combined below) 
 
Social Service programs in the State of Connecticut are provided through a service delivery 
system that supports a strengthened network of state, community action and other local 
community programs. This service delivery system, known as the Human Services Infrastructure 
(HSI) was created to simplify service access for low income individuals and families in the State 
of Connecticut. Through the partnership of key stakeholders including the Department of Social 
Services, Infoline, and Connecticut’s CAA network, many barriers to service access have been 
minimized to ensure Connecticut’s low income population can access comprehensive services 
efficiently and effectively. HSI requires that Community Action Agencies meet certain service 
standards to ensure service delivery is provided holistically to support a client’s progress 
towards self-sufficiency.  
 
Community Action Agencies have implemented essential components into their day to day 
operations to ensure HSI concepts are integrated into service delivery. For instance, Community 
Action Agencies provide comprehensive needs assessments and a single point of entry for the 
majority of their essential programming. This supports the comprehensive bundling of CAA, 
State, and other local support services which simplifies access to programs while increasing the 
beneficial impact of services. In addition, Universal Intakes and confidential data sharing 
decreases the number of times the client has to give their essential information to access 
services. The adoption and integration of Results Oriented Management Accountability with 
client management software allows for greater outcome reporting to reflect the impact of 
agency services.   
 
TVCCA meets the mandates of the Human Services Infrastructure through the implementation 
of its No Wrong Door philosophy. With No Wrong Door, TVCCA established an infrastructure 
that embraced comprehensive service delivery ensuring that clients were able to access the full 
array of agency and community services regardless of the program point of entry. With the 
inception of HSI, TVCCA formed a general case management team to provide comprehensive 
case management services to individuals accessing the agency with general inquiries. In 
addition, TVCCA identified key programs that already provided case management services in 
order to ensure HSI and No Wrong Door concepts were integrated into their service delivery. 
These case management services are designed to offer the full array of services available to the 
client including TVCCA services, state benefits and local resources and support programs.   
 
A cornerstone to our HSI integration is our universal client management system, KeyWare. This 
software system, developed by TVCCA’s Information and Technology Department, provides a 
universal intake process that captures client information and demographics, limiting the 
number of times clients have to give their information to access agency-wide services. In 
addition, the software integrates Pre and Full Assessments, and the CAFCA endorsed 
Automated Benefits Calculator to capture detailed information on client needs and program 
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eligibility. These processes are integral to developing a detailed service plan to support and 
measure a client’s progress towards self-sufficiency.  
 
HSI services are also documented fully in KeyWare’s Case Notes section, providing confidential 
and detailed narratives on the services provided to the client. ROMA, or Results Oriented 
Management and Accountability, are fully integrated in the KeyWare program through the use 
of Program Goals. ROMA outcomes are seamlessly mapped to Program Goal Steps. As TVCCA 
staff identifies the services provided through the selection of Goal Steps, ROMA outcomes are 
recorded and maintained for reporting, monitoring, and planning purposes.   
 
Since the inception of HSI, TVCCA has advanced its service strategy in order to further embrace 
and integrate HSI and No Wrong Door. Through a successful partnership between TVCCA, the 
Eastern Connecticut Workforce Investment Board, and the Department of Labor, we have 
integrated key HSI concepts into our Employment and Training component through the 
placement of HSI Specialists at CTWorks sites. Their role is to meet the additional, non-
employment related needs faced by the unemployed. TVCCA’s Energy and Support Services 
Department is increasing its HSI capacity by training its core group of Energy Intake Workers to 
provide basic-level referrals (food pantries, clothing closets and agency program contact 
information) while also developing an infrastructure that provides direct links to our general 
case management team for more intensive client needs.     
 
TVCCA also has developed Cross Agency Case Management Meetings that provide training and 
support opportunities to all of the Case Management staff in the agency. These meetings 
support HSI integration by building relationships and partnerships between agency case 
managers and fostering inter-agency communication around community service programs. 
These Meetings have provided training opportunities from DSS, local community resources, 
agency-wide program orientations, and financial literacy based skill building opportunities.    
 
• Roles and responsibilities of key CAA personnel (senior management and program 
directors, whether or not funded with CSBG resources). 
 
Deborah Monahan – Named Executive Director in October 1998, Mrs. Monahan has since been 
responsible for the overall direction and operations of TVCCA. She works very closely and in 
accordance with the policies formulated by the agency’s Board of Trustees. She is responsible 
for meeting with federal, state and local officials to keep them informed of what TVCCA 
provides to the communities that it serves and to secure funding for the agency. Furthermore, 
she meets with various funding sources to advocate for the programs and to ensure that TVCCA 
has the resources necessary to meet the goals of the programs and to serve those who are in 
need of the agency’s services.  
 
Brian Vanasse – As Chief Financial Officer of TVCCA, Mr. Vanasse is responsible for the overall 
financial direction of the agency. He is responsible for meeting federal, state and local audit 
compliance standards and internal control over financial reporting guidelines to secure funding 
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for the agency. Additionally, he oversees the agency budget to ensure that the agency has the 
necessary resources to meet the needs of the many programs that TVCCA operates.  
 
Mary Lou Underwood – Named Chief Operations Officer in January 1999, Mrs. Underwood is 
responsible to oversee daily operations of the agency’s programs and client services. She works 
directly with program directors as they direct and implement the contracts/programs that they 
are responsible for. Mrs. Underwood also serves as the Program Director for the agency’s 
Retired and Senior Volunteer Program and its $497,000 budget this fiscal year.  
 
Janine Dunn – As Senior Director of Human Resources, Mrs. Dunn is responsible for all aspects 
of human resources as they relate to all TVCCA employees. Responsibilities include: employee 
relations, performance management, compensation and benefits, strategic HR, legal 
compliance, training and policies and procedures. She is a certified Senior Professional in 
Human Resources (SPHR). 
 
Tom Sullivan – As Senior Director of Finance, Mr. Sullivan reports directly to the Chief Financial 
Officer and is responsible for the daily financial operations of TVCCA. He provides leadership; 
direct assistance to Program Directors; oversight of grants management; and, direct support for 
the agency’s financial activities in his role to ensure funds are available for the agency to carry 
out its work.  
 
Sharon Burelle – As Senior Director of Support Services, Ms. Burelle is responsible for oversight 
and management of all agency facilities (offices and child care centers) including, but not 
limited to, purchasing, construction, renovations, maintenance, leasing, space planning and 
licensing of child care centers. She reports directly to the Chief Operations Officer. 
 
Roger Mason – As Regional Director of Employment Services, Mr. Mason’s roles and 
responsibilities are to coordinate daily administration of TVCCA / Eastern Workforce Investment 
Board (EWIB) Employment Services Contracts totaling nearly $2.1 million in the current fiscal 
year; initiate objectives, policies and procedures governing day-to-day performance of 
TVCCA/EWIB partners within four regional American Job Centers East One Stop Career Centers; 
prepare and implement regional budgets for employment services divisions of three 
community agencies involved in partnership; liaise between TVCCA/EWIB contract partners and 
other American Job Centers East community partners to ensure seamless operations, improve 
delivery of services and provide greater collaboration on programs; coordinate American Job 
Centers East education and informational outreach within regional communities. TVCCA’s 
Employment Services Program is the lead operator and fiduciary for both New London and 
Windham Counties. 
 
Chris Sardo – As Program Director of Energy and Support Services, Mr. Sardo’s 
roles/responsibilities involve directing, overseeing and managing all aspects of the 
department’s nearly $11.8 million budget this fiscal year covering programs which include Low 
Income Heating Assistance Program (LIHEAP), CSBG/SSBG Case Management utilizing the 
Human Services Infrastructure (H.S.I.), , the Senior  Community Services Employment Program 
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(SCSEP), Financial Literacy Programming and the  Volunteer Income Tax Preparation Assistance 
Program/Earned Income Tax Credit (VITA). Mr. Sardo is also responsible for maintaining 
positive relationships with all vendors that supply fuel, services or materials to all agency 
clients, programs and facilities as well as sub-contractors employed to provide services for all 
programs. 
He has expanded the department’s scope of services by establishing unique relationships with 
Connecticut Light and Power and Norwich Public Utilities. 
    
Lisa Shippee - As Program Director of Housing Services, Ms. Shippee is directly responsible for 
the oversight and active delivery of services of our spectrum housing programs totaling nearly 
$2 million and including the Eviction/Foreclosure Prevention Program, the Security Deposit 
Guarantee Program, the TVCCA Home Again Project, HUD Housing Choice Vouchers and the 
State of Connecticut Rental Assistance Program, the Connecticut Rapid Re-housing Program, 
Next Steps Supportive Housing and HUD Permanent Supportive Housing. TVCCA’s housing 
programs operate in both New London and Windham Counties.  
 
Debra Poirier – In her role as Program Director of Little Learner Early Education Program, Mrs. 
Poirier is directly responsible for the program’s overall fiscal and programmatic operations 
totaling nearly $4.3 million this fiscal year. This role requires implementation and adherence to 
all the policies, procedures and regulations in accordance with the NAEYC-accredited program, 
the agency and funding sources. This program serves 320 children in New London and 
Windham County.   
 
Mary Guertin – As Program Director of the Head Start/Early Head Start Program, Mrs. Guertin, 
oversees all the day to day programmatic operations with $4.3 million resources this fiscal year 
from the Federal Department of Health and Human Resources. Over 500 children receive Head 
Start services throughout New London County.   
 
Sarah Drake - As Program Director of WIC, Mrs. Drake oversees the day to day operations of 
the program and is responsible for overseeing a budget of $715,000 this fiscal year serving over 
4500 pregnant women, infants and children throughout New London County.  She writes and 
submits the annual program plan; monitors progress on outcome objectives and initiatives to 
improve service; and, is certified in Lactation Counseling (CLC). 
 
Timothy Grills – As Program Director of Nutrition Services, Mr. Grills is responsible for the day 
to day operations of the Senior Nutrition Program (Meals on Wheels and Community Cafe) for 
New London County, Windham County and part of Tolland county; the Child and Adult Care 
Food Program (CACFP) for New London County; and, the management of nutrition services for 
two assisted living facilities. Resources for this fiscal year total over $3 million.  
 
• Alliances with key community partners and other providers  
 
Thames Valley Council for Community Action, Inc. (TVCCA) has been Southeastern 
Connecticut’s private, non-profit Community Action Agency since 1965. When first 
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incorporated, TVCCA operated one program. The agency has expanded its array of quality 
programming to a point where it currently operates 28 major service programs evidencing that 
TVCCA is one of the major local providers of social services. Also, while TVCCA mainly serves the 
New London County region, several of its programs also provide services in Windham and 
Tolland Counties. In some service areas and/or at certain times, TVCCA is the only provider of 
certain services. But TVCCA prefers and has attained recognition throughout Eastern 
Connecticut for its participation – often as lead agency and fiduciary – in collaborative efforts.  
 
TVCCA has and continues to diligently seek positive working relationships with area 
municipalities, churches, all state agencies (Education, Labor, Mental Health, Public Health, 
Social Services, etc.), foundations, educational institutions, senior centers, businesses, etc. 
TVCCA managers and staff are/have been active members and participants in various capacities 
and activities on numerous local boards and advisory councils including  Norwich Rotary; 
Norwich, Groton and New London School Readiness Councils; Eastern Connecticut Workforce 
Board of Directors and Youth Council; Norwich Housing Partnership; Federal Emergency 
Management Agency Local Board; Alliance for Substance Abuse; Connecticut Association for 
Community Action; United Way of Southeastern Connecticut Community Task Force; 
Interagency Homeless Case Review Team; American Red Cross; Connecticut Association of Non-
Profits;  Connecticut Housing Coalition; Connecticut Coalition to End Homeless; Southeastern 
Connecticut Council to End Homelessness; Northeastern Connecticut Council to End 
Homelessness; Children’s First Initiative Councils; Children’s Action Team of Southeastern 
Connecticut; Southeastern CT Council of Government Regional Human Services Steering 
Committee, Greater Norwich Area Chamber of Commerce. 
 
Subsequently, over the years, TVCCA has played an instrumental role in the development of 
programming with independent area providers (or representatives) such as:  
 

• Private Industry Council Regional Workforce Development Board as sponsored by the 
jobTraining Partnership Act 

• Eastern Connecticut Workforce Investment Board 
• Southeast and Northeast Councils of Government 
• United Community and Family Services 
• Alliance for Substance Abuse Prevention 
• ACCESS Community Action Agency 
• EASTCONN 
• Windham Regional Community Council 
• Connecticut Coalition to End Homeless 
• Southeastern Connecticut Council to End Homelessness 
• Northeastern Connecticut Council to End Homelessness 
• New London County Citizens’ Task Force on Substance Abuse 
• Mental Health Catchment Area Council 
• Connecticut Association for Community Action 
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• State Departments of Social Services, Children and Family Services, Mental Health and 
Addiction Services, Bureau of Rehabilitation Services, and Criminal Justice 

• New London County Continuum of Care 
• Three Rivers Community College 
• Norwich and New London School Districts 
• United Way of Southeastern Connecticut 
• Alliance for Living  

 
Perhaps a couple examples of TVCCA’s successes in collaborative efforts will highlight the 
agency’s capabilities and experience leading successful collaborative efforts. The Employment 
and Training Services Program is one program that TVCCA  has successfully operated the for 
over thirty years. We have contracted with the Eastern Connecticut Workforce Investment 
Board to lead a collaboration in New London and Windham Counties that now provides nearly 
$2,000,000 per year of employment and training services for low-income WIA and JFES clients.  
 
From 2009 until expiration of ARRA funding in 2012, TVCCA was contracted by Connecticut’s 
Department of Social Services with over $1,289,498 of HUD funding to be lead operator and 
fiduciary of a ten-agency collaboration for the provision of Homelessness Prevention and Rapid 
Re-housing (HPRP) services, including the financial assistance component, throughout Eastern 
Connecticut. Although originally contracted to provide services for 113 households, the 
collaboration ultimately provided financial assistance and support services to 420 households.  
 
TVCCA’s operational and fiscal prowess, understanding and efficiency in performing the HPRP 
contract ultimately led to our selection to contract with the CT Department of Social Services as 
lead agency and fiduciary in Region III of the CT Rapid Re-housing Program 11/2/2012. 
Ultimately, this programming has led TVCCA to be a strong participant of five New London 
County agencies efficiently and ethically distributing Rapid Re-housing rental assistance funding 
from the United Way New London County fund. This year that funding totaled $250,000. And, 
TVCCA is the only community action agency in Connecticut to manage a HUD Housing Choice 
Voucher program. For the upcoming fiscal year, we have been informed that the number of 
vouchers for which we will be responsible and accountable for will double. 
 
We would suggest that our success operating these programs over so very many years clearly 
demonstrates that delivering employment services and housing services to at-risk families and 
individuals are two of several TVCCA core competencies. 
 
TVCCA’s tripartite Board of Trustees currently includes representatives of seven different 
municipalities in its service area; employees from seven local private or public organizations; 
and seven representatives of the low to mid- income clientele that TVCCA serves. This 
composition of TVCCA’s Board of Trustees further demonstrates the diversity of the agency’s 
efforts; the breadth of support that it receives from its communities; and, TVCCA’s familiarity 
with local services and agencies. 
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HSI Case Management staff members are well informed about community programs and are 
available to assist with participants’ emergency needs as well as to identify chronic needs that 
must be addressed. Frequent collaborators for this population include United Community and 
Family Services (UCFS), INFOLINE, local Adult Education, Catholic Charities and other service 
programs operated by TVCCA, EASTCONN, ACCESS and the Social Security Administration. 
TVCCA and its partners enjoy strong relationships with health, mental health, literacy, and 
other social service agencies. We will continue to strengthen these collaborations in the future.  
 
• Location of services / Identification of CSBG catchment area 
 
Administrative Office – TVCCA, Inc., One Sylvandale Road, Jewett City, CT 06351 
Norwich Office – TVCCA, Inc., 401 West Thames Street, Unit 201, Norwich, CT 06351  
New London Office – 83 Huntington Street, New London, CT 06360 
Taftville Child Care Center (Early Education & Head Start), 380Taftville/Occum Road, Taftville, 
CT 06380 
New London Child Care Center (Early Education & Head Start), 387 Bayonet Street, N. London, 
CT 06320 
Groton Early Education Child Care Center, 40 Central Avenue, Groton, CT 06340 
Groton Head Start/Early Head Start Child Care Center, 36 Central Avenue, Groton, CT 06340 
Griswold Early Education Child Care Center,267 Slater Avenue, Griswold, CT 06351 
Griswold Early Head Start, United Community Family Services, 70 Main Street, Jewett City, CT 
06351 
Montville Head Start, Charles Murphy School, 500 Chesterfield Road, Oakdale, CT 06370 
Stonington Head Start, West Broad Street School, 131 West Broad Street, Pawcatuck, CT 06379 
Colchester Head Start/Early Head Start, Colchester Elem School, 315 Halls Hill Rd, Colchester, CT 
06415  
Head Start Collaborative Classes @ Bishop School, 528 Main Street, Norwich, CT 06360 
Head Start Collaborative Classes @ Friendship School, 24 Rope Ferry Road, Waterford, CT 
06385 
Uncas Early Head Start, TVCCA, Inc., 401 West Thames Street, Unit 201, Norwich, CT 06351   
Norwich CTWorks, 113 Salem Turnpike, North Building, Suite 200, Norwich, CT 06360 
New London CTWorks Center, Shaw’s Cove Six, New London, CT 06320 
Willimantic CTWorks Center (as fiduciary), 1320 Main Street, Tyler Square, Willimantic, CT 
06226 
Danielson CTWorks Center (as fiduciary), 95 Westcott Road, Danielson, CT 06239 
TVCCA Food Services Commissary, 81 Stockhouse Road, Bozrah, CT 06334 
 
While TVCCA mainly serves the New London County region, several of its programs also provide 
services in Windham and part of Tolland Counties. TVCCA’s Bozrah-based Senior Nutrition 
Program also provides Meals on Wheels and Congregate Meal (mainly at senior centers and 
community living centers) services in Windham and parts of Tolland Counties. The Retired and 
Senior Volunteer Program also provides services in Windham County. The Housing Services 
Department also provides services Section 8 services in Windham County. 
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Housing Services also performs services as lead operator and fiduciary of several other 
collaborative programs spanning New London County and Windham County including: 
Homeless Prevention and Rapid Re-housing, Scattered Housing Support and Eviction & 
Foreclosure Prevention Programs. And, TVCCA is the only Community Action Agency in 
Connecticut to manage a HUD Housing Choice Voucher program. This is also a service that 
spans both New London and Windham Counties. 
 
TVCCA is also the long-time lead operator and fiduciary providing Employment and Training 
services in both New London and Windham Counties under contract with the Eastern 
Connecticut Workforce Investment Board; in collaboration with EASTCONN; and, operating out 
of four CTWorks Centers located in Norwich, New London, Willimantic and Danielson.  
 
• Ongoing staff training 
 
Employment Services 
Assisting Customers Living with Mental Illness   
Child Abuse / Neglect Awareness & Poverty in CT   
Domestic Violence Awareness & Impacts   
JFES Program Knowledge Training  
Parents with Cognitive Limitations and Effects on Employment   
Professional Ethics and Case Notes Training   
Substance Abuse Awareness Training   
Transitioning the Ex Offender from Welfare to Work   
Financial Education Training  
Navigating Employment: Roadmap to Connecting Resources  
De-Escalation Training  
Ageism & the Mature Worker  
Generations in the Workplace  
Vision for STEM Education  
Bio Science  
Labor Market Information/TEPS Skills & Occupations Matchup   
Violence in the Workplace Training  
QVCC Advanced Manufacturing Opportunities 
TVCCA Core Values Training                                  
TVCCA Diversity Training                           
 
Energy and Support Services 
CAFCA Training Conference 
Chamber of Commerce Leadership  
ROMA Train the Trainer  
TVCCA Core Values Training 
TVCCA Diversity Training                             
TVCCA Energy Assistance Training  
Affordable Care Act Assistor Training  
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National Energy Conference   
CL&P Matching Payment Program Training   
VITA Preparer Training  
Below Budget Worksheet Management  
Financial Literacy & Energy Costs  
 
Housing Services 
MSDS Training                            
TVCCA Core Values Training                                  
TVCCA Diversity Training                           
Section 8 Transfer from DSS to DOH    
Security Deposit Guarantee Training Program      
Rent Reasonable Training                       
Inspection Training-                                  
Empowered Case Management Training             
Financial Avenue                                      
CTRRH Trainings                                     
Eviction & Foreclosure Prevention Program Training                                                                                                    
Child & Adult Food Care Program              
Blood Borne Pathogens                           
Fire Drill & Safety      
Financial Literacy /  Budget training 
Tenant 101 Training                              
 
Little Learners (Early Child Education) 
Interview/Hiring Training 
Performance Appraisal/Documentation 
TVCCA Diversity Training 
TVCCA Core Values Training                                  
First Aid/CPR 
OSHA/Bloodborne Pathogens 
Food Safety and Sanitation 
CACFP & Civil Rights Training 
DCF Mandated Reporter Training 
De-escalation Training 
Facility Security Training 
Special Education and IDEA Law 
Program Policy and Procedure Review 
Social-Emotional/Challenging Behaviors 
Child Plus Training 
Medication Administration and Epi-Pen 
Classroom Transitions 
Scaffolding Children's Learning 
Observation and Assessment 
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Head Start 
Scaffolding Children's Learning 
Engaging in Meaningful Conversations 
Math and Science Symposium at St. Joseph's College 
Together We Will Conference on Technology in Early Childhood 
CLASS 
Challenging Behavior 
Child Plus Software Class 
Autism – Early Identification 
Autism – Learn the Signs, Act Early 
Core Values 
Relationship-Based Competencies 
Observations in the Classroom 
Relationship Building 
Medication Administration and Epi-Pen 
CT ELDS 
ROMA 
Digging Deeper Into Data 
Appreciative Inquiry 
De-Escalation Training 
Facility Security Training 
CACFP Training 
OSHA Training 
DCF Training 
Content Area Training 
Follow-Up OAE Webinar for EHS programs 
Infant/Child CPR & Pediatric First Aid 
Administration of Medication for Day Care Providers 
Bloodborne Pathogens 
H.E.A.T Training( Healthy Eating Advocate Training Program) 
Understanding Toxic Stress in Young Children 
Making the Link Between Health & School Readiness 
ECO – Healthy Child Care 
 
WIC 
Safety Data Sheets 
“Baby Behaviors “ review and use in clinic setting. 
Income verification training/State Plan 
Outreach strategy training 
DPH Dental Partnership Perinatal and Infant Oral Health Improvement Project 
Local Agency Self Assessment/ Audit training 
CT DPH Agency Plan training 
Reading Data Reports 
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Self assessment training 
LeLeche League Training: Building Community Breastfeeding partnership 
Impact of Government Policy on Breastfeeding 
Lactation in Neonatal Intensive Care 
Use of Social Media as Outreach in the WIC Program  
Nutrition and Breastfeeding Webinars 
Making an Impact with Food Insecure Populations 
Using the Obesity Ruler in the WIC clinic 
DPH New WIC Staff Orientation 
Peer Counselor Training at DPH 
Sexual Harassment Training for Management 
LATCH training: Using texting to support breastfeeding messages 
Breastfeeding Visual Aides Review 
International Lactation Consultant Association conference: Breastfeeding in the Real World: 
Meeting the Challenges 
National WIC Association Breastfeeding Conference  
Core Values Training 
 
Services for Older Americans 
Atlantic Regional Training for the Corporation for National & Community Service  
 
Food Services   
Importance of time and temperatures 
HACCP 
Foodservice updates 
Self monitoring check for sites 
Safety reminders for the winter 
Driver Safety Training 
Sanitation and Food Safety 
Food Handling/Hand Washing/Glove Use 
Food Service/Cooking Review 
Menu Review 
Basic First Aid and Fire Safety 
Agency Procedures for Handling Emergencies 
Communication: Drivers Directions; Reconstructing Routes 
Communication: Customer Service; Volunteer Recognition; Farmers Market 
Food Safety: Reminders for the warmer months 
Agency Policies and Procedures 
Working Safely / Safety Updates 
Café Inventory System 
Meals on Wheels Delivery Schedule 
Sexual Harassment 
State Topic for “Best Practices” 
Diversity Training 
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• Identify governance structure (board list by sector represented) 
 
Board of Trustees 2013-2014 Officers 
Chairman - Audrey Leone, CPA 
First Vice Chairman – Tony Madeira 
Second Vice Chairman – Vicki Anderson 
Secretary -  Leanne Theodore 
Treasurer – Steven Kelley 
 
Group I: Public Officials and Their Representatives 
Gayle Jones – Town of Groton 
Steven Kelley – Town of East Lyme 
Kathleen McCarty – Town of Waterford 
Kathleen Peck – Town of Montville 
Eleanor Phillips – Town of Colchester 
Emmett Riley – City of Norwich 
Leanne Theodore – Town of Stonington 
 
Group II: Representatives of the Groups to be Served 
Vicki Anderson – Senior Nutrition Program 
Cindy Bryte – Head Start Program 
Tammie Hullivan, Esq. – Little Learners  Program 
Debbie Kievits – United Community and Family Services 
Frederick Riccioli – Senior Corp Programs 
Sharon Stackpole – Head Start Program 
Wendy Yagarich – Madonna Place 
 
Group III: Other Groups and Interests 
Jennifer Blanco – Hispanic Alliance 
Franco Cristofaro – Northeast Utilities 
Aaron Daniels – Norwich NAACP 
Jessie Hyslop – New London NAACP 
Audrey Leone, CPA – Doherty, Beals and Banks 
Tony Madeira – Center for Financial Training 
*Position to be filled - Representative from Backus Hospital  
 
Members Emeritus 
Olive J. Buddington 
Thurston Fields 
Ronnie Krug 
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Thomas Manning 
William Powers 
Eunice M. Waller 
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Employment and Training Services 
Public transportation (mainly buses) in TVCCA’s main service area - New London County - is 
limited, time inefficient and constantly under pressure of funding reductions that would further 
diminish reliability and effectiveness of the service for many of TVCCA’s clients. Public 
transportation in Windham County – where several TVCCA programs also provide services – is 
at least as (and likely more) unreliable and limited as in New London County.  
 
In many cases, the low-income population segments that we serve cannot afford reliable, 
private transportation means – their own vehicles. The majority of clients – even those with 
access to public transit are still reliant on alternative transportation options (i.e. taxi, dial-a-ride, 
carpooling, etc.) due to limited bus hours, no weekend or holiday bus service, and dispersed 
locations of important destinations, such as various employers and service providers. 
 
Geography and demographics of these two counties comprising all of Eastern Connecticut make 
scheduling, funding and building effective transportation systems near impossible. The region 
covers over 1,400 square miles and represents 27% of the entire state’s territory. Population 
densities vary dramatically ranging from 5022 people per square mile in the “City” of New 
London to only 30 people per square mile in the Town of Union in Windham County. 
  
The most populous municipalities – New London, Norwich, Willimantic and Killingly/Danielson – 
are not really considered urban especially from Federal funding perspective which undermines 
opportunities, if not eligibility, for governmental funding for infrastructure. On the other hand, 
least populous municipalities – such as Union and many other towns – are not considered rural 
under definitions by the USDA and others, thus, minimizing/eliminating opportunities for 
governmental funding.  
 
Frankly, the transportation service gap is not one that TVCCA can be expected to close on its 
own although we do provide advocacy for improvements along with our broker - the Eastern 
Connecticut Transportation Consortium (ECTC), The Eastern CT Workforce Investment Board 
(EWIB), three regional transit districts, Rideshare, and numerous human service providers. We 
simply do not have funding and resources available to us in the magnitude needed to operate 
transportation services.  
 
The gap hinders successful operation of all the programs that we provide, but likely none more 
than Employment and Training Services – a key pathway to self-sufficiency for the less 
fortunate residents of Eastern CT. TVCCA is lead operating agency and fiduciary contracting 
with the Eastern CT Workforce Investment Board (EWIB) to operate four American Job Centers-
East Career Centers in Eastern CT which were visited by over 16,000 Eastern Connecticut 
residents last year seeking employment.  
 
Disparities in population density coupled with limited public transportation options make it 
easy to understand why transportation to work is the #1 barrier to employment for low-income 
individuals getting back into the workforce. Without the ability to get to work and hang on to 

19



the job, the expenditures of the training and instruction that the program provides to help the 
unemployed secure employment become wasted.  
 
Then, in fiscal year 2013 the funding for this program, Transportation for Employment 
Independence was dramatically reduced for the budget. The reduction of DSS Transportation to 
Work funding for our expansive workforce region has strained our capacity to assist clients in 
securing adequate transportation to and from the workplace. The importance of this program 
to remain fully funded is to assist our region as it attempts to emerge from the massive 
economic downturn we experienced that placed Eastern Connecticut among the Top 10 
hardest hit regions in the country.  
 
Despite these funding reductions, the EWIB’s integrated DSS/DOT planning and TVCCA service 
delivery combined to serve nearly 4000 customers last year helping them get to training, work, 
and day care each week.  
    
Energy and Support Services 
The Need for Discretionary Funds 
 
The economic  impact of the recent recession is still taking its toll on those individuals and 
families that have the greatest need. Many individuals and families are finding themselves on 
the precipice of crisis facing economic obstacles that are becoming increasingly more difficult to 
avoid and overcome. These obstacles threaten to impede their pathway to self-sufficiency, and, 
if they remain insurmountable, these obstacles will most certainly cast a household into the 
depths of a crisis that could have been avoided if the necessary supports were readily in place 
to help them.   
 
It is increasingly evident that there is a growing gap between the impact of common support 
services and the needs of those facing a looming economic crisis. The mainstay services that 
case managers utilize are essential to the well-being of the low income population, yet are 
often only enough to maintain a very basic level of client need (housing, food and heat). With 
the exception of Eviction & Foreclosure Prevention, Rapid Re-housing and Connecticut Energy 
Assistance, most programs are not funded sufficiently to provide a timely infusion of monetary 
assistance to help a household with an impending crisis.  
 
Even with programs that can offer a larger impact, necessary eligibility limitations and service 
specificity limit programs’ capacity to cover many of the emergency expenditures that can 
cause a catastrophic regression in a household’s ability to maintain a healthy level of self-
sufficiency. Because of this gap between available services and comprehensive needs, there is a 
growing demand for the coordination of discretionary, flexible funding that would provide 
timely monetary assistance for a greater number of emergency situations that arise. We 
suggest that more availability of flexible monetary assistance would enable case managers to 
assist clients to more quickly overcome their emergencies and, thus, avoid longer-term 
dependency on support programs. 
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Discretionary, flexible funded-type programs would greatly augment delivery of HSI bundled 
services. While these monetary-based programs are essential to alleviating singular client 
crises, often times it is necessary for case managers to coordinate multiple programs in order to 
fully eliminate the risks of financial crises. A client who has lost work hours due to difficulty 
paying for car repairs is also going to be facing shortfalls for rent and possibly utilities. While 
one fund may cover car repairs, this client may also need Eviction Prevention and Energy 
Assistance to fully stabilize their situation. What have we leveraged? 
 
Discretionary funds could also be utilized more comprehensively to cover complete gaps in 
service. For example, a single adult needs to repair his car so he can maintain employment. In 
this case, as a single adult, he cannot access transportation assistance through the regional 
provider. Discretionary funds, however, could be deployed to contribute to the car repair; thus, 
eliminating the impending crisis; and, avoiding loss of wages or even complete loss of 
employment.   
 
TVCCA currently operates a handful of these monetary-based programs.  In partnership with 
the City of New London, TVCCA manages the COIT Fund which provides discretionary dollars to 
residents of the City to overcome financial emergencies and hardships. TVCCA’s Housing 
Department has various funds to assist those who are homeless or at risk of being homeless 
including the Connecticut Rapid Re-Housing Fund, the United Way New London County Fund, 
Eviction & Foreclosure Prevention Program; CDBG funding from the City of Norwich; and, 
private foundation funding – most especially from the Frank Loomis Palmer Fund. 
 
In addition to in-house  programs, TVCCA recognizes that there is also a core group of 
stakeholders in the community that operate these flexible, discretionary-type funds that have 
the capacity to provide timely financial assistance to clients in emergencies. New London’s 
Lawrence Memorial Hospital - a key stakeholder and agency partner - manages the Starfish 
Fund which provides financial assistance to eliminate medical related financial barriers.    
Another key partner - the Eastern Connecticut Transportation Consortium - which coordinates 
public transportation in our region, provides funds to assist with car repairs for families with 
children. In addition, there are a limited number of small pockets of funding being utilized by 
faith-based organizations, municipalities, and other community groups that provide this 
assistance. TVCCA case managers try to tap into these resources whenever possible and 
appropriate. 
 
TVCCA’s goal is to better coordinate its own discretionary funds with those in the community to 
close the gap between client financial hardships and the programmatic impact of social service 
programs. TVCCA will propose to establish a community network composed of key stakeholders 
noted above and otherwise to better communicate the discretionary fund/monetary-related 
services that are available in the community. This network could also ensure that eligibility 
guidelines, program goals and application/referral processes are clearly communicated and 
understood. In the truest form of HSI, such a network would foster partnerships and multi-
programmatic coordination throughout the community to assist with client hardships and 
emergencies.    
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Another looming potential service gap in delivering case management services likely will occur 
if TVCCA is asked to provide staff member(s) to again deliver significant hours without a more 
suitable compensation level than we were this past YEAR in delivering Assistor services to enroll 
individuals and families in health insurance plans under the Affordable Care Act. We were only 
able to “lend” one case manager to this effort because we can only hire so many case managers 
with the normal government funding that we receive. And, we are under-staffed as it is 
compared to the growing demand for many services from our communities. We are thankful 
that one of our top case managers was able to absorb so much information that she can pass 
along to other staff. However, when the staff member that we contributed was in service to the 
Healthcare Exchange, other case managers struggled but mostly kept up with the demand for 
service as best they could. Unfortunately, we did have deploy a waiting list for service and, 
ingeneral, work around the demands of the Healthcare Exchange.      
 
Head Start 
Head Start’s recent and comprehensive Community Needs Assessment identified a service gap - 
high need for healthy food access for New London County residents. New London County has 
long been ranked an area that has high food insecurity with six towns at greatest risk: Griswold, 
Groton, New London, Norwich, Preston and Sprague.  Corresponding closely to the healthy 
food service gap, the program’s assessment noted another burgeoning service gap. In the 
program year 2012-2013, 25% of Head Start 3-5 year olds were either overweight or obese. 
With findings like these, it was/is imperative that our staff members that work closely with 
families be provided with additional training tools in health education and nutrition instruction 
that they can utilize in the classrooms and parent meetings.   
 
The H.E.A.T. (Healthy Eating Advocate Training) Program was introduced to approximately 30 
Head Start staff in January-March 2014 over a period of eight weeks. The training was given by 
Jennifer Fetterly, Registered Dietician who is employed by TVCCA with funding from Backus 
Hospital. Staff is able to expand on their knowledge of nutrition and share food education in 
order to further empower families to choose healthier foods; learn to navigate food labels; plan 
meals; learn cooking basics; and, learn how to navigate the grocery store.  It is our goal to have 
this invaluable training given directly to our agency families and allow for greater access to 
nutrition education. See Section 6. Innovation for further discussion.  
 
Similarly, TVCCA envisions additional need to work with Backus Hospital, if at all possible 
especially from a funding standpoint, to expand the roll-out of this H.E.A.T. Program to at least 
include the agency’s Little Learners (ECE) and WIC Programs.  
 
Housing Services 
Evidenced by its lead role delivering federal stimulus Homelessness Prevention and Rapid Re-
housing Program and the ensuing Connecticut Rapid Re-housing Program, TVCCA Housing 
Services has demonstrated significant success in quickly re-housing singles and families as well 
as providing diversion services which help households that are on the verge of losing their 
housing to remain housed and out of homeless shelters. These rapid re-housing and diversion 
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strategies are very much in line with the new direction to end homelessness that has evolved 
over the last five or so years.  
 
Further in line with this new direction over the next couple of years, TVCCA plans to deploy this 
alternative strategy to wind down and, ultimately, eliminate our shelter and just provide rapid 
re-housing and diversion services. However, we are trying to proceed cautiously especially 
going as far as to totally eliminate our shelter now and inadvertently create a service gap. 
Having operated a Shelter for Homeless Families since 1989, we can still envision the potential 
need of shelter facilities for short emergency housing situations for some time to come. For 
instance, we are watching carefully how alternative housing solutions – such as utilizing motels 
for “short” term stays – being tried in other states, like Massachusetts, is working. Recent news 
articles from the Springfield (MA) Republican indicate that that State has incurred problems not 
being able to permanently house families quickly enough while State housing and 
transportation expenses spiral out of control.   
 
Retired and Senior Volunteer Program 
TVCCA has operated the Senior Nutrition Congregate Meal Program for more than the past 30 
years in senior centers throughout New London and Windham Counties. Over that time, 
attendance level of seniors has dwindled due to a variety of factors. During the decline of 
congregate participation, TVCCA has observed increasing food insecurities among the aging 
population. In a recently released study “The Health Consequence of Senior Hunger in the 
United States” published by the National Foundation to End Senior Hunger in February 2014, 
national statistics of seniors experiencing food insecurities continues to rise. 
 
To address the continuing rise of food insecurities for seniors living at or below 200% of poverty  
TVCCA is launching Diners Clubs and Supper Clubs - similar program alternatives to the well-
established congregate setting at senior centers. These alternatives are intended for seniors to 
decrease social isolation; increase the ability to be in a group; allow participants to eat socially; 
improve/maintain nutritional status; and, provide a forum for seniors to receive information 
that will help them age in place. These program alternatives also provide the opportunity for 
seniors to be in more control of the time of day that they choose to eat; who their eating 
partners are; nutritional choices; and, menu options. 
 
The Diners Club brings together groups of 4 – 6 individuals who form a “Club” to help address 
the issues of isolation and food insecurity among seniors. The formation of the group is 
determined by the individuals living in senior housing who want to participate. Groups meet 
with TVCCA staff to discuss the meeting time; participant expectations, individual 
responsibilities; and, address any issues that arise. Participants agree to meet and eat together 
at least once a week, but the group can meet for up to seven meals a week. Meals are selected 
from the Meals on Wheels Bistro Menu based upon group preferences, and ordered based on 
specific days/times agreed on by the group. TVCCA Meals on Wheels drivers deliver the meals 
on the designated days.   
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All the components of the meal are delivered cold and heated by the participants before the 
meal. Prior to starting the program, demonstrations on appropriate heating of the meals is 
provided in the common room of the facility. All participants must agree to participate once a 
month in a group meeting to include dinner (evening meal) where TVCCA will offer workshops 
and guest speakers to ensure pertinent and relevant information is being provided to the 
seniors. We currently have one Diners Club group meeting and another one in the process of 
starting at Williams Park apartments. Plans are underway to start “Clubs” at 202 Coleman 
Street apartments. 
 
The Supper Club format is similar to the Diners Club. The weekly meal of the Supper Club is 
determined, purchased and prepared by the group based upon group preferences taking 
schedules, medication and dietary restrictions into account. The pooling of financial resources 
allows the group to buy more nutritious food items that they might not have had eating by 
themselves. Each participant must agree to be involved in the meal preparation whether it is 
preparing the food; setting the table; or, washing the dishes. There is currently one Supper Club 
group meeting at the AHEPA facility in Waterford, CT. 
 
Senior Nutrition 
The Nutrition Services budget is made up of a combination of fee-for-service contracts and 
state vendor contracts. Over the past three years, the fee-for-service budget has gone through 
a cut in funding. The vendor contracts with the state have not seen an increase for over seven 
years. Because of this, the Senior Nutrition program has gone through two program 
reorganizations.  
 
The first reorganization involved cutting café and meals-on-wheel services by one day a week. 
The second reorganization necessitated laying off twelve Meals-on-Wheels drivers and cutting 
Meals-on-Wheels service in most towns to just two days a week from five days a week. These 
service gaps directly affected the well-being of the elderly clients intended to be served.  
 
Due to funding gaps, the drivers cannot deliver and check on the clients five days a week like in 
years past. This puts a greater burden on the clients and drivers. The clients now have to heat 
their own meals on the days there is no delivery or no contact from the drivers. The frailest of 
the clients may not be able to heat the meal properly or not eat at all. Additionally, for some of 
the clients the Meals-on-Wheels drivers are the only contact that the homebound seniors have. 
Since the drivers are not delivering daily, the program is not positioned to check on the well-
being of the clients on a daily basis. Without this daily contact or wellness check, some of the 
seniors could become prematurely hospitalized whereas the drivers could have diverted the 
necessity of hospitalization if making daily deliveries.  
 
Fewer delivery days also place the extra burden on our drivers to deliver heavier crates of 
multiple meals instead of the conventional delivery each of five days of a hot lunch meal and a   
supper meal for later in the day. Carrying more meals at a time for one client means that the 
program will be delivering to fewer clients per trip which is inefficient and costly. As a result, 
the program will likely have to put clients on waiting lists to receive needed meals because 
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delivery routes will take longer to complete. Alternatively, the program will need to acquire 
additional expensive hot and cold delivery vehicles which are quite expensive; not provided for 
in the programs’ funding source budgets; and, difficult for which to find other funding sources.   
 
Going forward, there is some light at the end of the tunnel. At the close of latest legislative 
session, a bill was passed to increase the Connecticut Home Care Program (vendor contract) by 
1% on January 1, 2015 as well as to maintain an open line of communication with the Agency 
on Aging committing to funding needs throughout the year for planned increases to cover the 
shortfalls. The proposed sequestration that cut the Senior Nutrition Program by 4.5% was 
rescinded and the program will have the opportunity to reclaim the loss in the FY 2014–2015 
budget. The other bright spot resulting from all the cuts that have been levied on the Senior 
Nutrition Program is the notoriety through the press that brought the needs of the seniors to 
the forefront.  
 
Over this past year, TVCCA’s Planning Department and/or staff of the Senior Nutrition Program 
have submitted a total of 14 grants proposals and has received funding from just about all 
applied for except for one which is still pending. Likely, we would not have realized such success 
without bringing the dire situation that homebound seniors faced out into the open. The Senior 
Nutrition Program has also established community partners such as Secor Subaru – Share the 
Love Campaign, Church of the Holy Family, The Darden Restaurant Group, EB Employees and 
the Lions Club of Colchester and Taftville. The on-going support that these businesses and 
groups have shown has helped our cause monetarily and physically. The program intends to 
build on these relationships in hopes of receiving this support year after year. 
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In any given year, TVCCA receives 85% - 88% of its total funding from Federal and State sources. 
We believe that, at least in part, such a high percentage attests to the excellent record of 
reliability, accountability and respect that the agency has demonstrated over and over again 
through its 49 years of delivering quality programming and leading successful collaborative 
efforts in New London County and all of Eastern Connecticut in some programming. As a result, 
frequently our contracts with various governmental agencies are simply renewed. However, as 
time has marched on, unfortunately the levels of funding that we receive do not usually keep 
pace with inflationary pressures and increasing demand for our services from individuals and 
families in the communities that we serve.  
    
Thus, TVCCA has for many years worked with local agencies and funders to leverage resources 
from the private sector (ie: local foundations, local banks, local employers’ community service 
funds and local municipal CDBG funds) to complement and supplement Federal and State 
funding for the work that our programs do throughout New London County and throughout 
Eastern Connecticut in some programs.  
 
TVCCA has employed a small but efficient and productive Development and Planning (D&P) 
staff that has been a key driver of many successful funding proposals and relationships. Beyond 
D&P efforts, Senior Administrators and Program Directors have augmented funding efforts by 
relaying funding opportunities to D&P; sometimes preparing applications themselves; and, 
importantly, appealing directly to local officials and other funding source decision makers to 
open their funding gates .   
 
These combined efforts have proven very successful in leveraging hundreds of thousands of 
dollars throughout the years from these local sources. Following are some notable examples 
that demonstrate TVCCA’s resourcefulness and capacity to leverage funding. For our Little 
Learners Child Development program, significant funding to reimburse staff with educational 
assistance in Early Childhood Education courses required by Federal and State funding sources 
was raised. Despite Federal and State requirements, funding for tuition and books/materials 
was not forthcoming at the time from those same governmental entities.  
 
In support of our Housing Services Department’s Homelessness Prevention, Rapid Re-housing 
and Home Again programming, TVCCA’s ongoing local grant requests have secured several 
hundred thousand dollars of client rental assistance funding over the last five years. This 
funding leverages and augments limited Federal/State funding to assist low-income and 
homeless families to pay rents, security deposits, utility arrearages, etc., so they can remain in 
their current housing or regain housing after being in shelters and/or “in the street”. TVCCA’s 
capability and initiative to secure its own grant funding as well as TVCCA’s reputation as a 
proven operator and fiduciary of Housing Services programming positioned the agency to be 
selected during the past two years as one of the United Way of Southeastern Connecticut’s key 
partners in the implementation and distribution of client rental assistance funding from the 
State-funded New London County Fund to End Homelessness. On its own initiative and in 
partnership with the United Way and four other agencies, TVCCA has helped to assist hundreds 
of families to remain or become suitably housed. 

27



 
Over the next six to twelve months, in partnership with __ D’Amelia Associates, TVCCA’s 
Section 8 Program will expand from 900 units to 1800 units of housing assistance 
 
 
The senior volunteers to our Retired and Senior Volunteer Program (RSVP) have provided 
numerous unsung, but valuable, services in Eastern Connecticut’s hospitals, nursing homes, 
schools, libraries, municipal offices, etc. since 1990. For the last 18 years, the RSVP has annually 
sponsored and staffed a wonderful Holiday season event – the Santa Anonymous Winter Boot 
project – to provide children from low-income and poor families with new winter boots as well 
as mittens, caps and socks - many of which have been knitted by volunteers of the RSVP. In 
addition to leveraging these in-kind contributions, we have raised sufficient funding from 
grants, community donations, staff donations and especially corporate/organizational sponsors 
to expand this assistance to a record 992 children last December.  
 
Our Senior Nutrition Program (SNP) – especially the Meals of Wheels (MOW) component which 
serves homebound seniors throughout New London, Windham and parts of Tolland County (a 
1400 square mile territory) – had faced funding reductions in real terms over an eight year 
period resulting from continued shortfalls in requested client donations because seniors’ 
income is often fixed at a very low level; limited monetary donations from Eastern Connecticut 
municipalities served; food and fuel inflationary pressures; and, an actual reallocation of 
Federal and State funding to other parts of Connecticut two years ago. 
 
Ultimately last year, potential Federal sequestration cuts of 5.3% and gridlock in Washington, 
DC. threatened to result in actual funding cuts to the program of a combined average 4.5% 
every year for the next ten years. After implementing many cost savings and efficiency boosting 
measures over the previous eight years in order to maintain five days per week service, our 
MOW had little alternative but to reluctantly lay off 12 of 23 delivery drivers in October 2013 in 
order to reduce wage and benefits costs. These layoffs necessitated reducing deliveries in all 
municipalities to two days per week and to one day per week in a few municipalities that 
contributed little or no monetary funding to support our MOW service to their homebound 
senior residents.  
 
In a true team effort, Planning & Development; Senior Administration; and, the Program 
Director rallied efforts together under direction from the agency’s Executive Director to 
essentially restore the program’s services to four days per week through a combination of 
grants from local foundations and banks; a $70,000 grant from the Connecticut Health and 
Education Financing Authority to purchase two new hot/cold delivery trucks replacing two old, 
inefficient and costly vehicles; successful appeals to municipalities for increased CDBG financial 
support in proportion to the number of their citizens served; a profitable fundraising 
relationship with a local Subaru car dealership; and, a successful fourth annual Carnevale 
fundraising event,  highlighting some of the area’s best chef’s cuisine (including TVCCA’s Food 
Services Director).    
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During this past year, we leveraged $50,000. from W.W. Backus Hospital to initiate the Healthy 
Eating Advocate Training Program (H.E.A.T.). The H.E.A.T Program is a pilot initiative designed 
to instruct volunteers in the basic principles of healthy eating and to foster understanding the 
elementary mechanics of nutrition on meal planning and grocery shopping. Upon completing a 
seven week program, the advocates will be qualified to spread their knowledge throughout the 
community. Core components of H.E.A.T. include teaching basic nutrition; scientific principles 
of nutrition; reading food labels; meal planning; basic cooking skills; food safety; physical 
activity; and, MyPlate- an initiative from the U.S. Department of Agriculture that visually 
illustrates the five food groups for a healthy diet. 
  
In future courses of H.E.A.T, anyone from the community will be able to volunteer to become a 
healthy eating advocate.  Professionals and clinicians employed in health and human services 
are especially encouraged to participate as they have regular contact with the families and 
individuals who are at risk for obesity. Access to H.E.A.T training sessions have been provided to 
TVCCA programs this past year, and we will continue to outreach in our programs and the 
general community. Sessions have been offered to targeted communities and to the local high 
schools as well. We will be renewing the collaborative for this coming year with an additional 
$60,000 from Backus Hospital.  
 
Sometimes, leveraging involves providing or receiving in-kind services (space, sharing 
opportunities and curricula, materials, food, etc.), and TVCCA is always attuned to these 
potential assets. For instance, in the TVCCA Early Head Start Program, we provided services to 
families by partnering with Collaborative for Colchester’s Children (C3) at Colchester 
Elementary School. C3 has received State Department of Education School Readiness Grant 
funding since 2005. Over the course of eight weeks, area families were offered to attend Circle 
of Security workshops which focus on relationship-based early intervention and work to ensure 
that attachment security between parents and children are at its optimal. It is known that 
secure children exhibit an increased sense of empathy; have higher self-esteem; are able to 
handle their emotions more effectively; and, are better prepared for enhanced school 
readiness.  
 
Approximately five Colchester families whose children attend Early Head Start attended this 
eight week workshop. Our program’s behavioral health consultant gave a workshop at Otis 
Library in Norwich to twenty Early Head Start families titled “Managing Transitions” in March 
2014. Another workshop was conducted for another twenty Early Head Start families called 
“Understanding Challenging Behaviors in Young Children” through the Connecticut Parent 
Advocacy Center (CPAC). Upcoming workshops are being scheduled to further empower and 
educate families with young children. 
 
TVCCA’s two child development programs, Head Start and Little Learners, offered two four-
week Conscious Discipline workshops - a comprehensive social-emotional learning and 
managing behaviors in classrooms program - throughout this program year to address parent 
engagement. Two Head Start managers took the initiative to apply for a grant through a 
collaborative of the Head Start Association; the Connecticut Head Start Training and Technical 
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Assistance Center; the Connecticut Head Start State Collaboration Office; and, the Office of 
Early Childhood to provide resources to children and families about coping with various life 
events through “Bucket Building.” This program gives information and education on developing 
coping skills to increase resilience. Every classroom was provided with several copies of the “Fill 
Your Bucket” books, and families were encouraged to sign them out because the content is/will 
be expanded on in the classroom with the children. Staff have found that families are working 
with resilience building as they develop their skills of addressing stress and coping. Meals and 
childcare services were provided, and approximately thirty families attended.  
 
Family Fun Night - an annual collaborative event of Head Start and Little Learners, showcases 
the learning techniques of every classroom and offers activities for children birth to five years.   
This year was again well attended in April 2014. Over 330 families came to enjoy the math and 
science-based night that includes a focus on literacy. Literacy is a large focus of our child 
development programs as families are encouraged to read to their children every day to 
promote school readiness. All children were given a book to share with their family.  
 
For the past nine years, TVCCA has been administering the COIT Fund for the City of New 
London after that City eliminated their Health and Human Services Department and 
approached TVCCA to oversee the administration of the Fund to benefit New London residents.  
This fund assists New London residents by providing small amounts of money to help get them 
through their immediate crisis. Maintaining administration of the Fund has proven invaluable in 
emergency situations and prevented many New London residents from more serious 
consequences.   
 
Over the past ten years, TVCCA has been building a very strong relationship with one of the 
municipal utility companies in our region - Norwich Public Utilities (NPU). This relationship has 
positioned TVCCA to leverage additional resources and sites for its Energy Assistance staff to 
intake and process energy assistance application during the heating season. Then, with many 
more people facing shut-offs in the greater Norwich area, NPU approached TVCCA to work 
collaboratively to develop a variety of options to offer NPU customers facing shutoffs. NPU will 
be paying for TVCCA to conduct financial literacy workshops, the ABCs of Energy Budgeting, at 
the utility site in the coming months. NPU will also be paying for additional staffing of TVCCA 
employees at the NPU office to begin working with the utility’s low-income customers before 
the winter season is upon us. We will also be piloting a Below Budget Plan for a select group of 
customers. This TVCCA – NPU relationship is discussed in more depth in Section 6. Innovation. 
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Through the use of our client management and reporting system, KeyWare, TVCCA is able to 
effectively capture a good amount of unduplicated client and household data including 
essential demographics, services provided and ROMA/NPI outcomes. Client and household data 
is first captured at the initial appointment when a universal intake and assessment is completed 
for the first time.  Client and household data is then maintained and updated throughout the 
time the client is involved with TVCCA, ensuring the information remains current.   
 
TVCCA’s goal from the inception of the KeyWare system was to provide a reliable 
documentation system that captured and reported out on ROMA Outcome Indicators without 
taxing the front line staff with intensive use of the full ROMA Outcome Catalogue.  ROMA 
Outcomes and Indicators are captured through the use of Program Goals, which are tools 
designed in KeyWare to document services and outcomes specific to individual TVCCA 
Programs. Within each Program Goal, ROMA Outcome Indicators are mapped to pre-
established Goal Steps. When a particular service is provided based on client enrollment or 
assessed needs, staff mark the corresponding Goal Step with the date it was completed or 
when it was exited. The associated Outcome indicators are then counted and classified as 
progressing, complete, or exited on reports. This format makes it seamless for front line staff to 
document services along with their associated ROMA outcomes by simply selecting a Goal Step 
and entering the corresponding date.   
 
NPI indicators will be fully integrated into the KeyWare system by August 1, 2014 when 
Program Goals will concurrently report both ROMA Outcomes and NPI Indicators. Reports with 
NPI indicator information will be available from that time forward.    
 
TVCCA’s goals  to concurrently minimize  programmatic silos while  ensuring  universal use of 
the KeyWare client management system is an ongoing process, resulting in much success as 
well as ongoing challenges. These goals go hand in hand to ensure agency programs adopt a 
certain level of commonality regarding the use of the client management system while also 
balancing a level of autonomy necessary to meet specific program mandates.    
 
While the majority of TVCCA programs are able to comply with the utilization of KeyWare to 
capture client, household, and activity data, not all agency programs are compliant at this 
juncture. WIC, Head Start and Meals on Wheels face challenges at this point that truly limit 
their capacity to use KeyWare in an effective manner. The biggest challenge faced by these 
programs remains the fact that their funding sources require a specific data management and 
tracking system. The use of KeyWare concurrent with their already mandated system would 
require resources and funding that is not available at this time.   
 
TVCCA will be implementing the KeyWare client management and reporting system with our 
sub delegate agency, Centro de la Comunidad, effective July 1, 2014, for data collection to 
further support our DSS Hispanic Human Development contract. 
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In July of 2013, TVCCA contracted with our independent auditing firm - Mahoney, Sabol - for 
the services of Alexander, Aronson, Finning and Co. to conduct an Information Technology 
Assessment.   
 
The scope of the Assessment was to look at the following areas:  

• Applications portfolio for the administrative operations as well as the programs and 
services; 

• IT Infrastructure supporting applications, 
• IT General Controls for access to programs and data, change management , program 

development and computer operations 
• IT Organization 

 
The Assessment provided TVCCA with general recommendations and suggestions that would 
strengthen the information technology platform at TVCCA for the next few years.  In addition, 
the assessment provided findings and recommended strategies to ensure that programs were 
utilizing the technology available to streamline processes and to make sure that technology was 
assisting staff to better provide services to the clients.  Data collection reliability was key in the 
assessment and strategic conversations that took place to better position the I/T Department 
for the future to best serve TVCCA. 
 
We are continuing to work with the consultants during this year to follow-up on the assessment 
recommendations and ensure that TVCCA meets business and regulatory requirements while 
meeting the daily challenges of overseeing hundreds of computer, printer, iPad, etc. 
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• Employment and Training Services 
The program added an HSI Case Management position - Chinese/American Community 
Engagement Navigator – and hired a Chinese/American to staff the position. The design of the 
innovation is to engage the Asian-American community - primarily dislocated workers from 
New London County’s two large casino operations - to the extent that they are aware of and 
utilize the services offered by TVCCA/American Job Center East and the community at large. 
This new employee will convert written materials - including forms, communications, and 
website materials - from Mandarin/Cantonese (Simplified Chinese) to English and from English 
to Mandarin/Cantonese; process and assist with the processing and referral of mainly Asian-
American customers; provide universal intakes, assessments and assistance with accessing 
TVCCA/American Job Center East programs; provide application assistance for DSS programs; 
and, provide information and referral services to clients in need of general case management 
services.  
 

• Energy and Support Services 
During a February 20, 2014 public hearing of the General Assembly’s Energy and Technology 
Committee, serious concerns regarding the negative impact that utility shut-offs would have on 
disadvantaged members of our community were voiced. Subsequently, Norwich Public Utilities 
(NPU) - one of the largest municipally owned utilities in the State – initiated discussions with 
TVCCA in an effort to discuss how/if the issue and potential impact of utility shut-offs could best 
be addressed in the NPU service area. Drawing on knowledge acquired through our many 
public/private partnerships including LIHEAP, Assurance 16, Operation Fuel partner agency and 
CL&P/Yankee Gas partner agency, TVCCA coordinated meetings with NPU and Norwich Social 
Services to review NPU shut off policies and to increase the recognition of and accessibility to 
home heating resources in the community. During discussions some exciting new partnership 
opportunities arose including shut-off intervention; budgeting workshops; below budget 
payment options; and, a matching payment program.  
 
Immediately following the first meetings, all NPU customers who were pending shutoff were 
contacted directly by the utility company and advised to contact TVCCA for counseling and 
enrollment in the LIHEAP program. TVCCA expanded its presence in NPU offices to 
accommodate this influx by completing on-site Energy Assistance applications for 668 
customers and registering individuals for heat security based budgeting workshops. TVCCA will 
continue to maintain a presence at NPU offices. NPU will provide resources to offset staff costs 
incurred as well as offer access to a variety of options to assure that customers avail themselves 
of remedies against shut-off. 
 
For many years, TVCCA’s Financial Education program has developed financial literacy 
workshops in partnership with the Eastern Connecticut Workforce Investment Board and the 
Department of Labor for presentation at the CTWorks One-Stop Centers. Recognizing an 
emerging need, staff created an innovative workshop entitled, “The ABC’s of Heating 
Affordability - Analyze, Budget, Conserve”. The workshop merges the principles of basic 
budgeting with energy conservation tips in order to prepare customers to reduce energy 
usage/costs and budget appropriately to meet their energy costs. NPU will begin advertising 
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this workshop to customers and offer it in their offices. The utility may also decide to make this 
workshop mandatory for customers entering into payment agreements.  
 
In addition, TVCCA staff introduced Norwich Public Utilities to some valuable budgeting options 
currently offered by CL&P/Yankee Gas. The Matching Payment Program (MPP) and Low Budget 
Worksheet Programs offer Northeast Utilities customer’s options to ensure that payments align 
with their income and, in the case of MPP, increase the value of their payments with matching 
funds; thus, allowing customers an additional option to meet their home heating obligations. 
Currently no such programs exist at Norwich Public Utilities, but NPU has a strong interest in 
this. Discussions are underway to pilot this innovation for the coming heating season.  
 

• Head Start 
TVCCA’s Head Start program has entered into a new collaboration with the Bishop Public School 
in Norwich whereby one Family Liaison from Head Start works with a caseload of twenty 
children/families making monthly home visits and helping track child development and school 
readiness skills. Services provided are comprehensive, multi-disciplinary and seamless. Space is 
provided at the school for the worker to meet with families, keep records, do follow up, etc.   

 
Our Head Start program was awarded special State Head Start funding – Link Grant - from the 
State of Connecticut this year. This funding is for a two year period. The grant funding has 
enabled the program to develop a collaborative initiative between Head Start and three local 
homeless shelters. The purpose of the grant is to observe educational and social emotional 
impact on and the needs of children age 3 to 5 years that are living in the shelters resulting in 
the development of programming aimed at closing the achievement gap of these children so 
that they will be better ready to succeed in school. 
 

• Housing Services 
TVCCA recently began transitioning its Shelter for Homeless Families into a rapid re-housing 
center. The focus of this Home Again program is aimed at returning families to stable, 
affordable housing in their community as quickly as possible. This transition involved many 
programmatic changes including reducing the number of shelter beds from 45 to 25 and 
striving to have families re-housed within 30 days rather than our old time limit of 90 days. To 
date, this initiative has been very successful. Shelter residents are offered workshops in 
Budgeting and Financial Literacy; Tenant 101; and, Being a Good and Responsible Tenant in 
addition to job counseling and housing search assistance. Although we have 20 fewer beds in 
our Shelter, we have served approximately the same number of families year-to-date as we did 
during the same period in previous years. TVCCA was the first shelter to use Emergency Shelter 
Grant funding to make this change. Our project outline is now being shared with other agencies 
across the state. 
 

• Senior Nutrition Program 
TVCCA’s Senior Nutrition Meals on Wheels Program (SNP MOW) has initiated a pilot program 
funded by the Agency on Aging to add delivery of meals monthly to senior living facilities where 
there may be need for this service. Previously, Meals on Wheels has only served seniors 
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homebound in their own homes. Initial results of this pilot program have shown that there is 
some need. The program has served at least 30 seniors a meal each month from the start of the 
budget period. The pilot initiative has been successful; additional facilities are showing interest; 
and, this service will be added into the budget for this coming fiscal year.  
 
Also, the Senior Nutrition Program (SNP) has begun preliminary discussions with the Mohegan 
Tribal Nation to potentially assist them to prepare and deliver meals to homebound Native 
American seniors and congregate meal sites for Native Americans in our service area. The 
Mohegan Tribe has secured a grant from the Administration on Aging under Title VI of the 
Older Americans Act, and one of the tribal elders has approached TVCCA to collaborate on 
delivering these services.     
 
The SNP has also embarked on a Bistro initiative to replace the closing of the café sites one day 
a week and bring revenue into the program. The Bistro service provides a menu that the café 
site can choose from and for which the seniors or the café site can pay for directly. The meals 
are priced at $3.00, $5.00 and $7.00 whereby a minimal profit is made to help offset the 
shortfall in the donations requested from the seniors. The Bistro initiative has blossomed as a 
result of the Norwich Housing Authority obtaining a grant and contracting for preparation and 
delivery of lunch meals bi- monthly through TVCCA. This arrangement has generated additional 
revenue of $7,900 yearly for the SNP. We have also expanded the Bistro outside of regular meal 
sites to now include the towns of Hampton, Canterbury and Coventry. Also the SNP prepares 
and delivers  a monthly dinner for the Lions Club of Taftville. 
 
TVCCA’s SNP is on the move and consistently coming up with innovative ways to make sure that 
no senior in its service area goes hungry. The program continues to build community 
relationships by working together with community partners to support the seniors in the 
community.  
 

• Services for Older Americans Program 
 
TVCCA has operated the Senior Nutrition Congregate Meal Program for more than the past 30 
years in senior centers throughout New London and Windham Counties. Over that time, 
attendance level of seniors has dwindled due to a variety of factors. During the decline of 
congregate participation, TVCCA has observed increasing food insecurities among the aging 
population. In a recently released study “The Health Consequence of Senior Hunger in the 
United States” published by the National Foundation to End Senior Hunger in February 2014, 
national statistics of seniors experiencing food insecurities continues to rise. 
 
To address the continuing rise of food insecurities for seniors living at or below 200% of poverty  
TVCCA is launching Diners Clubs and Supper Clubs - similar program alternatives to the well-
established congregate setting at senior centers. These alternatives are intended for seniors to 
decrease social isolation; increase the ability to be in a group; allow participants to eat socially; 
improve/maintain nutritional status; and, provide a forum for seniors to receive information 
that will help them age in place. These program alternatives also provide the opportunity for 
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seniors to be in more control of the time of day that they choose to eat; who their eating 
partners are; nutritional choices; and, menu options. 
 
The Diners Club brings together groups of 4 – 6 individuals who form a “Club” to help address 
the issues of isolation and food insecurity among seniors. The formation of the group is 
determined by the individuals living in senior housing who want to participate. Groups meet 
with TVCCA staff to discuss the meeting time; participant expectations, individual 
responsibilities; and, address any issues that arise. Participants agree to meet and eat together 
at least once a week, but the group can meet for up to seven meals a week. Meals are selected 
from the Meals on Wheels Bistro Menu based upon group preferences, and ordered based on 
specific days/times agreed on by the group. TVCCA Meals on Wheels drivers deliver the meals 
on the designated days.   
 
All the components of the meal are delivered cold and heated by the participants before the 
meal. Prior to starting the program, demonstrations on appropriate heating of the meals is 
provided in the common room of the facility. All participants must agree to participate once a 
month in a group meeting to include dinner (evening meal) where TVCCA will offer workshops 
and guest speakers to ensure pertinent and relevant information is being provided to the 
seniors. We currently have one Diners Club group meeting and another one in the process of 
starting at Williams Park apartments. Plans are underway to start “Clubs” at 202 Coleman 
Street apartments. 
 
The Supper Club format is similar to the Diners Club. The weekly meal of the Supper Club is 
determined, purchased and prepared by the group based upon group preferences taking 
schedules, medication and dietary restrictions into account. The pooling of financial resources 
allows the group to buy more nutritious food items that they might not have had eating by 
themselves. Each participant must agree to be involved in the meal preparation whether it is 
preparing the food; setting the table; or, washing the dishes. There is currently one Supper Club 
group meeting at the AHEPA facility in Waterford, CT. 
 

• WIC 
Innovations include: 
Motivation Interviewing style of counseling and innovative training techniques that the WIC 
program has incorporated and now employs. The CT Department of Public Health has 
recognized the program for its outstanding performance resulting from this initiative. The 
program brought in trainers from Connecticut Children’s to assist with this initiative resulting in 
individual staff goals being tailored to target areas of individual development needed. Video 
taping was used to illustrate strengths and weaknesses of the counselor.  
 
The program has scheduled its first annual “Building Community Support for Breastfeeding” for 
August 15, 2014 to promote this initiative as a best practice; to model the state’s recent call for 
local agencies to celebrate World Breastfeeding Month with their community partners; and, to 
together identify gaps in WIC’s system of support. Previously, World Breastfeeding celebrations 
were used to recognize moms that had duration rates of six months or more. 
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Staff members recently “went WIC shopping” to identify barriers clients encounter while using 
their WIC checks. This was an area identified as a reason why participants leave the program. 
The program followed up this experience by making changes in its orientation to new clients 
and supporting existing clients with a community outreach to local WIC-approved stores in 
order to encourage more client confidence in using all their benefits. 
 
TVCCA’s WIC Program utilizes a Peer Breastfeeding Counselor initiative whereby a WIC client 
who has breastfed their infant for at least six months serves as the Counselor. TVCCA’s WIC is 
one of four programs in the state utilizing this initiative. The program is also involved in a 
research study through Yale University of how texting can improve initiation and duration of 
breastfeeding rates.  
 
TVCCA Incorporated the Nutrition Aide model into the counseling service to best meet ongoing 
and future budget constraints. The Nutrition Aide position has a scope of service that frees up 
the Nutritionist to handle high risk clients that require more expertise and time in developing 
client strategies to meet their individual health goals. We will be piloting an expansion in the 
scope of service sometime in 2015 when the State approves the training plan for this initiative. 
We also incorporated more group educations using the “facilitated” group model that mirrors 
motivational interviewing in style. 
 
A dental health initiative - Healthy Moms, Healthy Smile - continues to be part of the referral 
process for WIC’s prenatal clients. As Nutritionists conduct the initial assessment of pregnant 
women as they first enter the program, they quickly assess for the women’s access to dental 
services and any updates and provide encouragement/support of seeing a dentist during 
pregnancy. TVCCA continues to partner with United Family and Community Service and CT 
Dental Partnership  in this vital referral process. The other partner involved in the referral 
system is Norwich OB-GYN Services, PC and Healthy Start.   
    
A representative of TVCCA’s WIC Program sits on the Advisory Committee of the Nurse Family 
Partnership (NFP) which meets quarterly. Furthermore, TVCCA’s WIC is the primary recruitment 
ground for the partnership. The program further assists the NFP by providing them a head’s up 
if first time mothers are scheduled for one of four certification groups in both the Norwich and 
New London clinics. Of course, confidentiality is maintained, and the NFP nurses recruit through 
having random conversations with the participants in the waiting room. 
  
TVCCA’s WIC Program frequently provides opportunities for interns and volunteers. This past 
year, the program we had four students from the University of Connecticut doing their 
community rotation requirements. Clients seem to enjoy the food demonstration and handouts 
because we observe them carry them into their appointments with the nutritionists. The fresh 
approach of the interns is also a welcome addition to our clinic, and we plan on sustaining this 
practice. The program also had an intern for three months that assisted in creating many 
nutrition education materials and contributed a great deal of footwork in our supermarket 
shopping project.   
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• Other Initiatives 

H.E.A.T. – Healthy Eating Advocate Training Program 
 
Since the late 1970’s, TVCCA and the Backus Hospital have worked together on a variety of 
programs aimed at improving the health and well-being of individuals in our community. 
Increasingly pervasive worldwide, the most recent Community Needs Assessment conducted by 
Backus Hospital indicated that obesity was also a very prevalent health problem in our 
communities. Obesity and the co-morbidities that are associated with it result in high usage of 
the health care system. As a result of the survey, TVCCA and Backus Hospital began discussions 
focused around what could be done across our mutual communities to address obesity and its 
related illnesses.   
 
What resulted was a collaborative between Backus Hospital and TVCCA. The Healthy Eating 
Advocate Training Program (H.E.A.T) is a pilot initiative designed to instruct volunteers in the 
basic principles of healthy eating and to foster understanding the elementary mechanics of 
nutrition on meal planning and grocery shopping. Upon completing a seven week program, the 
advocates will be qualified to spread their knowledge throughout the community. Core 
components of H.E.A.T. include teaching basic nutrition; scientific principles of nutrition; 
reading food labels; meal planning; basic cooking skills; food safety; physical activity; and, 
MyPlate- an initiative from the U.S. Department of Agriculture that visually illustrates the five 
food groups for a healthy diet. 
  
In future courses of H.E.A.T, anyone from the community will be able to volunteer to become a 
healthy eating advocate.  Professionals and clinicians employed in health and human services 
are especially encouraged to participate as they have regular contact with the families and 
individuals who are at risk for obesity. Access to H.E.A.T training sessions have been provided to 
TVCCA programs this past year, and we will continue to outreach in our programs and the 
general community. Sessions have been offered to targeted communities and to the local high 
schools as well.  
 
Finally, TVCCA contracts with Cyracom - a multi-language translation service - to provide 
information, instruction and assistance to new residents from other countries who have not yet 
developed English skills. This telephone system provides staff members and clients the 
capability to communicate in over 30 languages. 
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TVCCA has embraced the implementation of the Human Services Infrastructure in our No 
Wrong Door philosophy. With No Wrong Door, TVCCA established an infrastructure that 
supported comprehensive service delivery by ensuring that clients were able to access the full 
array of agency and community services regardless of the program point of entry. With the 
beginning of HSI, TVCCA formed a general case management team to provide comprehensive 
case management services to individuals accessing the agency with general inquiries. In 
addition, TVCCA identified key programs that already provided case management services in 
order to ensure HSI and No Wrong Door concepts were integrated into their service delivery. 
These case management services are designed to offer the full array of services available to the 
client including TVCCA services, state benefits and local resources and support programs.   
 
A cornerstone to our HSI integration is our universal client management and reporting system, 
KeyWare. This software system was developed by TVCCA’s Information and Technology 
Department; provides a universal intake process that captures client information and 
demographics; and, limits the number of times clients have to give their information to access 
agency-wide services. In addition, the software integrates Pre and Full Assessment information 
with the CAFCA-endorsed Automated Benefits Calculator to capture detailed information on 
client needs and program eligibility. These processes are integral to developing a detailed 
service plan to support and measure a client’s progress towards self-sufficiency.  
 
HSI services are also documented fully in KeyWare’s Case Notes section, providing confidential 
and detailed narratives on the services provided to the client. ROMA, or Results Oriented 
Management and Accountability, are fully integrated in the KeyWare program through the use 
of Program Goals. ROMA outcomes are seamlessly mapped to Program Goal Steps. As TVCCA 
staff identifies the services provided through the selection of Goal Steps, ROMA outcomes are 
recorded and maintained for reporting, monitoring, and planning purposes.   
 
Since the inception of HSI, TVCCA has advanced its service strategy in order to further embrace 
and integrate HSI and No Wrong Door. Through a successful partnership between TVCCA, the 
Eastern Connecticut Workforce Investment Board, and the Department of Labor, we have 
integrated key HSI concepts into our Employment and Training component through the 
placement of HSI Specialists at CTWorks sites. Their role is to meet the additional, non-
employment related needs faced by the unemployed. TVCCA’s Energy and Support Services 
Department is increasing its HSI capacity by training its core group of Energy Intake Workers to 
provide basic-level referrals (food pantries, clothing closets and agency program contact 
information) while also developing an infrastructure that provides direct links to our general 
case management team for more intensive client needs.     
 
HSI Case Management staff members are well informed about community programs and are 
available to assist with participants’ emergency needs as well as to identify chronic needs that 
must be addressed. In order to share best practices and coordinate service levels among all 
TVCCA Case Managers (HSI or otherwise), TVCCA also has developed Cross Agency Case 
Management Meetings that provide training and support opportunities to all of the Case 
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Management staff in the agency. These quarterly meetings support HSI integration by building 
relationships and partnerships between agency case managers and fostering inter-agency 
communication around community service programs. These Meetings have provided training 
opportunities from DSS, local community resources, agency-wide program orientations, and 
financial literacy based skill building opportunities. 
 
Again, through the use of our KeyWare, TVCCA is able to effectively capture a good amount of 
unduplicated client and household data including essential demographics; services provided; 
and, ROMA/NPI outcomes. Client and household data is first captured at the initial 
appointment when a universal intake and assessment is completed for the first time. Client and 
household data is then maintained and updated throughout the time the client is involved with 
TVCCA, ensuring the information remains current.   
 
TVCCA’s goal from the inception of the KeyWare system was to provide a reliable 
documentation system that captured and reported out on ROMA Outcome Indicators without 
taxing the front line staff with intensive use of the full ROMA Outcome Catalogue.  ROMA 
Outcomes and Indicators are captured through the use of Program Goals which are tools 
designed in KeyWare to document services and outcomes specific to individual TVCCA 
Programs.  
 
Within each Program Goal, ROMA Outcome Indicators are mapped to pre-established Goal 
Steps. When a particular service is provided based on client enrollment or assessed needs, staff 
mark the corresponding Goal Step with the date it was completed or when it was exited. The 
associated Outcome indicators are then counted and classified as progressing, complete, or 
exited on reports. This format makes it seamless for front line staff to document services along 
with their associated ROMA outcomes by simply selecting a Goal Step and entering the 
corresponding date.   
 
NPI indicators will be fully integrated into the KeyWare system by August 1, 2014 when 
Program Goals will concurrently report both ROMA Outcomes and NPI Indicators. Reports with 
NPI indicator information will be available from that time forward.    
 
TVCCA’s goals  to concurrently minimize  programmatic silos while  ensuring  universal use of 
the KeyWare system is an ongoing process, resulting in much success as well as ongoing 
challenges. These goals go hand in hand to ensure agency programs adopt a certain level of 
commonality regarding the use of the client management system while also balancing a level of 
autonomy necessary to meet specific program mandates.    
 
While the majority of TVCCA programs are able to comply with the utilization of KeyWare to 
capture client, household, and activity data, not all agency programs are compliant at this 
juncture. WIC, Head Start and Meals on Wheels face challenges at this point that truly limit 
their capacity to use KeyWare in an effective manner. The biggest challenge faced by these 
programs remains the fact that their funding sources require a specific data management and 
tracking system. The use of KeyWare in combination with various tracking and reporting 
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proprietary State-agency systems that are mandated to be used by several of our programs 
would require resources and funding that are not available at this time.   
 
TVCCA will be implementing the KeyWare client management and reporting system with our 
sub delegate agency - Centro de la Comunidad – to be effective July 1, 2014 for data collection 
to further support our DSS Hispanic Human Development contract. This will further extend the 
integration of HSI across interagency relationships. It will also facilitate referrals and services for 
clients who come from Centro to TVCCA. 
 
Through the HSI system and with the assistance of Keyware, individuals and families that are at-
risk throughout the communities that TVCCA serves receive access to critical basic programs in 
their time of need. The time saved by case workers through their utilization of the Keyware 
system enables our case workers to spend more time personally working with the client to 
make sure that they are receiving everything they need to be economically stable.   
 
We recognize that our HSI service delivery system must be “cared” for, and TVCCA fosters inter-
program collaboration and cooperation with the staff. Emerging staff leaders have taken this 
task very seriously and promote open and ongoing communications. 
 
The community recognizes that TVCCA stands ready to work with them to address the needs 
that are arising in our service area. We are called upon frequently to work with other agencies, 
businesses and the hospitals to explore ways of making sure the most vulnerable in our midst 
do not “fall through the cracks”. The Keyware-fueled HSI system that we utilize has been, is and 
hopefully can be both an important tool and a philosophy by which we can enhance delivery of 
vital services that we deliver throughout all of the programs that we operate.   
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