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The Promise of 
Community Action

Community Action 

changes people’s lives, 

embodies the spirit of 

hope, improves 

communities, and makes 

America a better place to 

live. We care about the 

entire community, and we 

are dedicated to helping 

people help themselves 

and each other.
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Wayne Metropolitan CAA

• Founded in 1971, with over 700 staff members

• Serve approximately 35,000 low-and moderate-income residents 

throughout Wayne County (SE Michigan) to help address their most 

critical needs.

• Over 75 programs including educational, housing and emergency 

services.
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COVID-19
Assess

• Internal remote working capabilities

• Systems and processes to deliver client services

• Contractual/external requirements (board/committee 
meetings, systems)

• Key services immediately needed by clients in this crisis

Respond

• Moved workforce to 100% remote

• Obtained exemptions for systems and other requirements

• Developed universal application and direct service delivery

• Partnered with other agencies for extended services

• Leveraged multiple sources of funds
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CARES Services

Initially 

targeted six 

critical areas 

of assistance 
for residents 

of Wayne 

County
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Universal Application
• Quick development: focused on ease 

of client completion

• 5 minutes to complete application

• Flexible staffing: 1 team => 5 teams 

processing

• Continuous tech development

• Data driven: using dashboard to help 

guide changes and improvement

• Simple tools for implementation: 

Google Forms and Google Sheets
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CARES Dashboard

• Food, Utility and Rent 
support  are top needs

• Water and 
Diapers/Formula next 

two

• Over 4,000 applications 
in first week (compared 

to 2,000 applications 

annually for MEAP)

• In 3 months, received 

over 43,000 requests, 5x 

average volume
(average 35,000 a year)



• Connect Center

• Educational webinars

• Digital divide

• Virtual Income Tax preparation

• Online food marketplace with home delivery
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Advocacy Through Data

• Data guided us to who needed, what help and where

• Shared data with policy makers, funders, administrators

• Resulted in better understanding of challenges and 

needs on the ground

• Channel new resources as they became available 



Ver 1

Google Forms

Google Sheets

Ver 2

Form Assembly

Google Sheets

Ver 3

Form Assembly

Caspio Database

Ver 4

Integrated 
Caspio 
Forms and 
Database
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The WM Universal

Application Journey
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Converting Challenges into Opportunities
• System and Process changes

– Developed new systems (Universal app) to meet needs

– Modified processes as situation evolved

• Staff changes
– Cross trained and rotated available staff into areas of greatest 

need

– Moved from 1 team to multiple teams to process applications

• Partnered with other agencies through sub-grants to 
expedite service delivery
– Food 

– Rent & Mortgage 
– Digital Divide
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Leaping Forward

• Ongoing services
– New ways of service delivery to clients

– New ways for staff to work – remote and cross-trained

• Leverage new processes and systems
– Streamline and automate applications

– Data driven services

• Leverage new partnerships
– Specialization of services

– New sources of funding




