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Executive Summary  

 

People Acting in Community Endeavors, Inc. (PACE) has been providing high quality 
anti -poverty programs and services for the last 35 years , and seeks to build upon its 
track record of  effectively responding to the critical needs of th e Greater New 
Bedford community for decades to come. In order to make this happen, the agency 
has created a comprehensive three -year strat egic plan for the years 2018 -2020 with 
the help of our many constituent groups, including our customers, employees, 
partners, elected officials, and other fellow community members.  
 
In our line of work, administering our programs and responding to the cris is situations 
that arise in our clientsõ lives can be intense and time consuming. Additionally, 
seeking out and maintaining  the funding that allows us to do  this very important work 
is always a challenge, especially in what can be a trying political enviro nment. As a 
result, the day -to-day demands of our work can be extensive and without careful 
planning, executing our long -term goals would be impossible. The purpose of this 
document is to map out our future so that we may make program expansion and 
adjustment attainable, and allow ourselves the flexibility to address what our 
community tells us they need most.  
 
PACE convened a Strategic Planning Committee responsible for developing this plan, 
and they crafted a process to ensure that they would create  a productive tool for us 
to use going forward. Our committee included members of our Board of Directors, our 
Executive Director and other key managers, and direct service staff of various 
experience levels from each program of the agency. This cross -section of employees 
and community members conducted a survey of our clients and members of the 
community at -large to ask them what our community needs are, what service gaps 
exist, and what PACE can do to be a part of the solution. Likewise, they interviewed 
community leaders around these same topics, and surveyed partner agencies that may 
have valuable direct experience that can be used in solving our mutual issues.  
 
In addition to a range of demographic and contextual data, our surveys collected 
invaluable insights  into the needs of our community. We found a clear consensus 
around the communityõs need for homeless services, more affordable housing, and 
substance abuse help. Additionally, many of our survey respondents affirmed a strong 
need for programs we offer alr eady, such as Fuel Assistance and the Food Bank. These 
responses were carefully analyzed by our Committee, who agreed upon a set of goals 
and objectives that outline clear areas of focus for our next three years.  
 
While we are proud of our Community Needs  Assessment and the conclusions and 
goals we were able to draw from the process, we are also fortunate that a robust 
Internal Needs Assessment was conducted, allowing us to look at the agency 
objectively and determine our areas of internal need. We found a  myriad of 
opportunities for improvement in our systems of internal and external 
communication, our deployment and maintenance of technology, our process of 
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updating policies and procedures, developing our staff,  capital planning,  and 
transition planning f or future success. Most importantly, we can revel in the fact that 
our staff believes that their work improves peoplesõ lives and that they are part of a 
larger mission.  
 
Our Strategic Planning process, at times referred to as òRoadmap 2020,ó has 
accomplished what we intended, in that it can be used as a guide in developing our 
programs and services to meet the needs of our clients and community over the 
course of the next three years. It has affirmed the work we are already doing while 
allowing us to weigh valuable feedback, both internal and external, that will make us 
better organizationally and ultimately allow us to serve our clients and community 
better.     
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Board Authorization  
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Agency Description  
 

Thirty five years  ago, a group of concerned and committed community leaders from 
New Bedford worked with state officials to form a new Community Action Agency to 
replace the defunct agency responsible for operating programs to benefit the low 
income community of Greater Ne w Bedford. Out of this effort came a newly formed, 
grassroots-driven organization aptly named People Acting in Community Endeavors.  
On May 2, 1982, PACE, as it is known today, was incorporated. A board of directors 
was selected with the mission of establishing an organization that would advocate for 
low-income people and aggressively seek out funding to ameliorate the problems 
faced by the low -income population of the area . Meeting the needs of the clients and 
responding to funding opportunities, PA CE focused on four main areas: 
housing/homelessness, energy assistance, food programs and child care services, all 
of which  were identified by the community as areas of need.  
 
Over the years, PACE has responded to emerging community needs, including healt h 
care access, education and training of youth, and helping small grassroots 
organizations to grow. Our history demonstrates that our programs have been 
developed in direct response to community needs. Some have been a culmination  of 
activities undertaken in response to specific events. Further, for  more than three 
decades as an anti-poverty agency, PACE has enjoyed a reputation for providing 
effective, high quality services. The agency has two overall goals: to help people 
meet basic needs and to give our clients the tools  to achieve stability  for themselves 
and their families. Each of our agencyõs program goals and objectives support the 
overall mission of the agency.   
 
We have continuously sought to improve both the quality and delivery of our services.  
Presently we operate programs in several areas 
 
Childrenõs Programs ð Head Start, Child Care Works providing information and 
referral,  technical assistance for providers, voucher management services, and the 
Family Center, which provides family literacy p rograms and support services in a 
neighborhood setting  
 
Energy Programs ð LIHEAP and related emergency fuel programs including PACE 
Lifeline and Senior Energy Program 
 
Food Programs ð Emergency Food Pantry, Holiday Help  
 
Housing Programs ð Housing Search, First Month/Security Deposit Assistance Program, 
FEMA Rental/Mortgage Arrearage Assistance and foreclosure assistance  
 
Health Care Access  ð Navigator program helping clients access MassHealth. New this 
year is a Senior Enrollment Specialist to help seniors navigate Medicare and various 
prescription plans.  
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Education/Community Development  ð PACE YouthBuild provides education, 
construction skills training, and rehabilitating and producing affordable housing  
 
Community Cooperation and Support  ð PACE is a host site for the Clemente Course in 
the Humanities, fiscal sponsor for many grassroots organizations, member of many 
provider networks. We are a lso a VITA (volunteer tax preparation) site.  
 
PACEõs achievements have been many and varied over the past 35 years.  The agency 
has added to the supply of affordable housing, expanded child care services, 
expanded Head Start, led the AIDS Consortium, created a dental sealant clinic, led a 
successful campaign to fluoridate New Bedfordõs water supply, returned thousands of 
dollars in Earned Income Credits to clients of our volunteer tax preparation service, 
and continued to provide assistance with food, housing and energy issues to thousands 
of our vulnerable neighbors. Today, PACE stands as a successful, community based 
organization that has in excess of $55  million  in annual revenue, over one hundred 
employees and serves an estimated 30,000 low to moderate-income individuals in  the 
Greater New Bedford area. From our humble beginnings, to our presen t status in the 
community, PACE has never forgotten its roots. PACE has stayed true to its name, 
People Acting in Community Endeavors. 

 

 
PCHD/YouthBuild Rehab of Jireh St. Home  
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Mission Statement  

 
It is the mission of People Acting in Community Endeavors,  Inc. (P.A.C.E., Inc.) to provide 

services and resources for people in need to improve their quality of life. Through work with 
community partners, P.A.C.E., Inc. develops and supports  strategies that encourage self -

sufficiency.   
 

(Mission last reviewed and approved Feb. 11, 2014) 
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Vision Statement  
 

People Acting in Community Endeavors, Inc. (PACE) is committed to providing 
comprehensive, high quality  services to the low -income population of Greater New 
Bedford to improve their quality of life  and to better our shared community, 
consistent with our mission and our founding principles. PACE has a 35-year track 
record of providing quality services to hel p families and individuals achieve stability 
and attain the skills and competencies necessary to foster long -term self -sufficiency.  
 
In the next three years, PACE will thoughtfully transition into a new era, as key staff 
members retire and new leaders emer ge. Simultaneously, the agency will strategically 
position itself for sustained future success by taking on the difficult but necessary 
tasks of capital planning and addressing areas of technological need that provide 
opportunities for efficiency and growt h. With the expectation that the next three 
years may pose significant funding challenges, the agencyõs Board of Directors and 
management team will have to successfully prioritize key needs , cultivate fruitful 
partnerships when our goals align with the aims of others,  and seek out new sources 
of funding that al low us to do work consistent  with PACEõs mission and objectives .  
 
PACE will continue to be a tireless  advocate for the rights of low -income members of 
our community, and will amplify their voice w henever possible. The agency will 
create, bolster, and promote  programs and activities that positively affect the lives of 
low-income people, and will stridently  oppose efforts that will have a negative effect 
on those that we serve .  
 

The Promise of Commu nity Action  
 
òCommunity Action changes peopleõs 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. ó 
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Community Profile  
 

PACE has a unique service area and client base. Chartered as the Community Action 
Agency for the Greater New Bedford area, the agencyõs area of focus has always been 
the city of New Bedford  ð a Gateway city and our CSBG Designated Area ð as well as its 
neighboring towns, Dartmouth, Acushnet, and Fairhaven. Additionally, the Fuel 
Assistance Program serves the towns of Rochester, Marion, and Mattapoisett to the 
east, and Child Care Works serves a bevy of cities and towns throughout Southeastern 
Massachusetts as the designated childcare voucher management program for the 
region.  

 

New Bedford  
 

 
 

New Bedford is the 6 th largest city in the Commonwealth , located in the southeastern 
part of the state. New Bedford has a storied past. New Bedford is Moby Dick, the 
working waterfront, a Nation al Historical Park, old housing stock, new immigrants, 
multi -lingual, working class and always looking for the ònext b ig thing. ó New Bedford 
lags behind the rest of the state in terms of employment, education and income but 
seems to have eternal hope.    

 

Key Statistics   

Total population  94,958 

Total individuals served (8/2015 -8/2016)  20,979 

Median household income $36,813 

Poverty rate among women 25.8% 

Poverty rate among men 21.9% 

Poverty rate under age 18  35.7% 

Poverty rate 18 -64 21.3% 

Poverty rate 65 + 17.3% 

Poverty rate by race ð White 19.4% 

Poverty rate by race ð Black 29.6% 

Poverty rate by ethnicity  ð- Hispanic 42.5% 
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Poverty rate by race ð 2 or more 27.5% 

Language other than English spoken at 
home 

36.5% 

Without health insurance (under 65)  7.2% 

Owner occupied housing 42.5% 

Unemployment rate (June 2016)  6.8% 

Education of those 25 and older  29.4% less than HS 

HS Graduate or GED 19.2% 

Economically disadvantaged students 55.7% 

SNAP participants 26% 

SNAP in households with children < 18 48.4% 
Sources: US Census Bureau Quick Facts, American Fact Finder 2015 1-yr. estimates, MA DETMA Labor Force and 
Unemployment Data, US Census Flowsmapper, US Census American Community Survey, MA DOE, FY 17 WIOA 
Weekly Performance Measures ( through September 30,2016), òComparative Economic Characteristicsó  2015 ACS  
1-yr estimates , USDA, MA Health Connector Navigators.  These sources are used for all area description charts.  

 
The numbers above should not come as a surprise. Old industrial cities around the 
state would have many of the same. Poverty here has multiple causes and 
manifestations. Primary among the causes are lack of employment opportunities , 
particularly for those with little education. Manufacturing continues to decline. Low 
wages have traditionally been the norm here. Low educational a ttainment has 
plagued the area. Language barriers still exist and the problem compounds with each 
new immigrant group. As one would expect, affordable housing is a significant issue 
here. Lower income folks struggle with the proportion of their income they must 
spend on housing.  For households with an income of less than $20,000 a year, nearly 
31% are paying 30% or more of their income for rent.  These factors all conspire to 
keep nearly a quarter of New Bedfordõs population living below the poverty line.  
 
Poverty manifests itself  in many ways. The number of households seeking financial 
assistance, services, SNAP benefits, and MassHealth are the clearest indicators of 
poverty. As in many communities, poverty here is intergenerational. Finding a way to 
break the cycle is critical. I n New Bedford and surrounding towns, many households 
identify as and speak Portuguese. There is also a large Cape Verdean population here. 
Most of the newcomers to the area are Spanish speakers from a variety of places. 
Traditionally , immigrant groups star t at the bottom of the economic ladder and that 
remains the case here. The poverty rates for females are a reflection of the number 
of single female headed households. This of course contributes to  the poverty rate for 
children. Poverty rates for those 65 and over reflects the fact that most seniors are 
getting by solely on Social Securi ty or some other fixed income.  
 
New Bedford has not been spared the opioid crisis. Non -fatal overdoses increased by 
75% from 2015-2016, according to  the most recent statistics available  from both the  
New Bedford Police Department and MassCHIP (Department of Public Health ).  The city 
experienced 679 overdoses in 2016 with 42 becoming fatalities.   This community is 
becoming very well acquainted with Narc an and credit itõs availability for keeping the 
number of overdose deaths from becoming even greater.  
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As New Bedford goes, so do the surrounding towns to a great degree.  Major 
conditions affecting G reater New Bedford continue to be  the lack of employmen t 
opportunities, difficulty in attracting larger employers to the area, an unskilled labor 
pool, lack of aff ordable housing options for low -income people, and disbelief that 
commuter rail will ever make it here. Right now , conditions in the area keep incom es 
relatively low and make it difficult for many to move up the economic ladder. 
Community members turn to service providers to stretch limited resources. We 
believe it is necessary to work across many sectors in the community to address 
poverty. PACE strives to give support to low income people so they can build 
resources of their own. On a positive note, there has been some expansion of the 
maritime terminal that may create some jobs. We continue to hope that New Bedford 
will become a staging area for off shore wind projects. Bristol Community College has 
a campus located in downtown which makes higher education more accessible. 
Although we can do little alone to solve all the issues around poverty , we can 
continue to build resources for our clients, our co mmunity and our own agency.   
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Dartmouth  
 

 
 

To the west of New Bedford is Dartmouth. The town of Dartmouth has two very 
distinct personalities. The north remains mainly agricultural. The south of the town is 
commercialized and a summer destination. South Dartmouth is on Buzzardõs Bay and 
is a relatively affluent area. The town is the largest suburb of New Bedford.  
Dartmouth is working farms, Quakers, boating, beaches, new low -income housing, 
major medical campuses, òthe mall ó and UMass Dartmouth.  
 

Key Statistics   

Total population  34,715 

Total individuals served (8/2015 -8/2016)  1,724 

Median household income 68,684 

Poverty rate among women 7.7% 

Poverty rate among men 5.3% 

Poverty rate under age 18  6.5% 

Poverty rate 18 -64 4.6% 

Poverty rate 65 + 12.4% 

Poverty rate by race ð White 6.4% 

Poverty rate by race ð Black 5.7% 

Poverty rate by ethnicity  ð- Hispanic 42.2% 

Poverty rate by race ð 2 or more 8.1% 

Language other than English spoken at 
home 

21% 

Without health insurance (under 65)  2.6% 

Owner occupied housing 75.5% 

Unemployment rate (June 2016)  4.5% 

Education of those 25 and older  14.5% less than HS 

HS Graduate or GED 7.3% 

Economically disadvantaged students 18.1% 

SNAP participants 6% 

SNAP in households with children < 18 41.1% 
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Dartmouth is a town that struggles with image. For many years , North and South 
Dartmouth were treated as two distinct places.  That has changed little over the 
years. North Dartmouth continues to be agricultural while South Dartmouth enjoys 
upscale retail a nd summer retreats. People moving into Dartmouth tend to be better 
educated and able to afford higher housing costs. Only recently has the town 
expanded its meager supply of affordable housing. The commercial area of Route 6 
runs through the town but it is  not the heart.  
 
 
 

Acushnet  
 

 
 

Acushnet is the only landlocked suburb of New Bedford , although the Acushnet River 
runs through town. Acushnet is a rural small town with a òmom & popó feel on its 
Main Street. With its small family businesses, Acushnet is basically a bedroom 
community to New Bedford. Acushnet is the Apple Peach Festival, original home of 
Titleist, trailer parks, open space, and a country feel just minutes from the New 
Bedfordõs North End. 
 

Key Statistics   

Total population  10,477 

Total individuals served (8/2015 -8/2016)  800 

Median household income $69,570 

Poverty rate among women 6.6% 

Poverty rate among men 1.7% 

Poverty rate under age 18  2.2% 

Poverty rate 18 -64 4.1% 

Poverty rate 65 + 6% 

Poverty rate by race ð White 4.3% 

Poverty rate by race ð Black 0% 

Poverty rate by ethnicity  ð- Hispanic 0% 
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Poverty rate by race ð 2 or more 3.2% 

Language other than English spoken at 
home 

22.3% 

Without health insurance (under 65)  6.3% 

Owner occupied housing 85.9% 

Unemployment rate (June 2016) 4.7% 

Education of those 25 and older  8.8% less than HS 

HS Graduate or GED 4.7% 

Economically disadvantaged students 19.8% 

SNAP participants 6% 

SNAP in households with children < 18 34.6% 

  
Acushnet is a small town with little diversity. Poverty rates are low in part because 
many residents seek employment in areas away from New Bedford. This is not to say 
people in Acushnet donõt seek assistance and services. The extremely high rate of 
home ownership is both a blessing and curse. There are very few rental opportunities , 
but high rates of home ownership do contribute to the townõs stability. 
 
 
 

Fairhaven  
 

 
 
Fairhaven borders New Bedford to the east, sits on Buzzardõs Bay and shares a harbor 
with New Bedford. The town has retained some of its rural areas but Fairhavenõs 
character is mainly aligned with maritime activities and related businesses. Fairhaven 
is grand public buildings donated by Henry H uttleston Rogers, Fort Phoenix State 
Reservation, Route 6 commercial strips, fishing boats , and waterfront bars. In many 
important ways, Fairhaven is a smaller and slightly more upscale New Bedford.  
 

Key Statistics   

Total population  16,140 

Total individuals served (8/2015 -8/2016)  1,178 
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Median household income $60,445 

Poverty rate among women 11.2% 

Poverty rate among men 10.4% 

Poverty rate under age 18  12.2% 

Poverty rate 18 -64 10% 

Poverty rate 65+ 12.1% 

Poverty rate by race ð White 10.2% 

Poverty rate by race ð Black 8.7% 

Poverty rate by ethnicity ð- Hispanic 0% 

Poverty rate by race ð 2 or more 36.6% 

Language other than English spoken at 
home 

10.3% 

Without health insurance (under 65)  6.3% 

Owner occupied housing 72.5% 

Unemployment rate (June 2016)  4.7% 

Education of those 25 and older  21.2% have less than HS 

HS Graduate or GED 12.2% 

Economically disadvantaged students 25.6% 

SNAP participants 8% 

SNAP in households with children < 18 32% 

 
Fairhaven is closely aligned with New Bedford. Although there are pockets of very 
low-income residents, this is not the story of Fairhaven. Fairhaven has no large 
employer and residents look to New Bedford for employment. The town has seen 
medical faciliti es take up some open space but other employment opportunities in 
town are limited.   
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Additional service areas  
 

 
 
While PACEõs focus is its CSBG Designated Area and its immediate neighbors, the 
agency provides services to a number of Massachusetts cities and towns throughout 
Southeastern Massachusetts. PACE Child Care Works provides services to child care 
voucher recipients  in 42 cities and towns throughout Bristol, Plymouth, and Norfolk 
Counties. Poverty rates for Plymouth and Norfolk counties are skewed by a couple of 
cities included wit h mostly small, affluent towns.  Over 90% of the agencyõs customers 
are from Bristol County, where the rate of poverty is significantly higher than in 
Norfolk and Plymouth Counties.  
 
Many of the towns where childcare  vouchers are managed by PACE are not generally 
representative of what the agency defines as its own community in either 
geographical or socioeconomic terms. Regardless, the agency strives to maintain a 
level of awareness of all of our areas of service, whether they are Hingham with one 
lone client  or New Bedford with over 20,000 clients.  In accordance with 
Organizational Standards 3.2 and 3.3, we have analyzed data specific to poverty and 
its prevalence in these ancillary areas in order to better understand the scope of 
services we provide and the scope of services needed.  
 

Bristol County  
 

Key Statistics   

Total population  547,305 

Total individuals served (8/2015-8/2016)  25,791 

Median household income $55,813 

Poverty rate among women 14% 

Poverty rate among men 11.3% 

Poverty rate under age 18  18% 
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Poverty rate 18 -64 11.6% 

Poverty rate 65+ 10.6% 

Poverty rate by race ð White 9.4% 

Poverty rate by race ð Black 22% 

Poverty rate by ethnicity ð- Hispanic 43.3% 

Poverty rate by race ð 2 or more 23.4% 
 

Plymouth County  
 

Key Statistics   

Total population  492,934 

Total individuals served (8/2015 -8/2016)  2216 

Median household income $74,698 

Poverty rate among women 9% 

Poverty rate among men 7.4% 

Poverty rate under age 18  11% 

Poverty rate 18 -64 7.4% 

Poverty rate 65+ 6.5% 

Poverty rate by race ð White 6.2% 

Poverty rate by race ð Black 20.8% 

Poverty rate by ethnicity ð- Hispanic 20.2% 

Poverty rate by race ð 2 or more 17.2% 
 

Norfolk County  
 

Key Statistics   

Total population  666,426 

Total individuals served (8/2015 -8/2016)  113 

Median household income $83,733 

Poverty rate among women 7.6% 

Poverty rate among men 5.5% 

Poverty rate under age 18  6.4% 

Poverty rate 18-64 6.4% 

Poverty rate 65+ 7.4% 

Poverty rate by race ð White 5.5% 

Poverty rate by race ð Black 11.4% 

Poverty rate by ethnicity ð- Hispanic 13.1% 

Poverty rate by race ð 2 or more 10.3% 
 

 

Additional Service Area Information  ð By Town/CDP 

Town/CDP Median 
Household 

Income 

Population PACE 
Clients 
Served 

Program(s) 

Abington $81,677 15841 46 CCW 
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Attleboro  $65,298 43459 191 CCW 

Avon $72,880 4341 11 CCW 

Berkley $81,094 6336 17 CCW, Food Bank 

Bridgewater $88,697 26508 56 CCW, Food Bank 

Brockton $49,848 93916 1272 CCW, Food Bank 

Dighton $85,284 7003 11 CCW, Food Bank 

East 
Bridgewater 

$79,676 13704 12 CCW 

Easton $89,714 23061 30 CCW 

Fall River $34,789 89220 697 CCW, Food Bank 

Freetown $82,208 8828 32 CCW, Food Bank 

Halifax $83,522 7516 5 CCW 

Hanover $100,982 13813 2 CCW 

Hanson $89,000 10148 6 CCW 

Hingham $99,318 5856 1 CCW 

Holbrook $63,790 10749 30 CCW 

Lakeville $93,260 10533 25 CCW, Food Bank 

Mansfield $98,182 23094 19 CCW 

Marion $87,793 4926 288 CCW, Food Bank, Fuel 
Assistance 

Mattapoisett  $82,065 6073 200 CCW, Food Bank, Fuel 
Assistance 

Middleboro $73,490 22807 51 CCW, Food Bank 

North 
Attleboro  

$80,757 28593 26 CCW 

Norton $75,538 18970 11 CCW 

Norwell  $109,167 10430 3 CCW 

Norwood $73,838 11559 58 CCW 

Onset $41,458 1026 5 CCW 

Pembroke $82,064 17740 5 CCW 

Plymouth $76,631 56011 4 Food Bank 

Plympton $93,882 2799 1 CCW 

Raynham $82,855 4739 12 CCW 

Rehoboth $87,563 11470 3 CCW 

Rochester $98,728 5159 89 CCW, Food Bank 

Rockland $63,896 17515 31 CCW 

Seekonk $78,032 13700 12 CCW, Food Bank 

Sharon $121,265 17538 2 CCW 

Somerset $69,449 18172 20 CCW, Food Bank 

Stoughton $68,191 26893 67 CCW, Food Bank 
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Wareham $52,556 21673 87 CCW, Food Bank 

West 
Wareham 

$43,029 2178 13 CCW, Food Bank 

Westport $73,736 15396 29 CCW, Food Bank 

Whitman $74,610 14430 14 CCW 

Totals:   763723 3494  

 
These cities and towns are varied in terms of demographics and income levels. We 
serve 0.45% of the combined population of these 4 2 areas, which makes up 11.7% of 
our total client base . This pales in comparison to the 22% of New Bedford residents we 
serve, which accounts for  63% of our client base. The only program formally offered in 
all of these areas is Child Care Works. Fuel Assistance is offered in only three. Our 
Food Bank is located in New Bedford and is open to anyone regardless of residence. 
While Food Bank clients are recorded in 17 of the 42 towns listed, we believe these 
clients likely  reside in Greater New Bedford but provided d ocumentation  during the 
intake process that  showed another address. 
 
In addition to PACE, the community action agencie s (CAAs) serving these areas include 
Citizens for Citizens, Self -Help, Inc., and South Shore Community Action Council. As 
part of our assessment, the Executive Directors from these agencies were queried 
about community needs.  Each reported that affordable child care  and food security  
are among their communityõs top needs, and that the  services provided by PACE are 
necessary and appropriate.  Child Care Works is the only provider of childcare 
vouchers in these areas. The need for such a service is demonstrated by the fact that 
clients living there were determined to be  eligible for this means -tested benefit . 
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Community & Internal Assessment Process 
 

Surveys & Outreach  
 
PACE sought to design community and internal assessment processes that would be  as 
inclusive and representative as possible. We began with an information session for our 
Board of Directors during a board member training worksho p conducted on August 11, 
2016. With the input  of the board  and several board members who came forward to 
volunteer to participate in the process, a small administrative team  began planning 
next steps.  Volunteers were solicited  not only  from our Board of Directors , but also 
from all levels  of program staff  from every part of the agency . This group became the 
larger Strategic Planning Committee, which held its first of six meetings on September 
22, 2016. 
 
The planning committee decided to  conduct paper and online surveys for the internal 
needs assessment, the community needs assessment, and a tool for our partners. In 
lieu of focus groups, the committee decided to draft an outline which could be used 
to interview select community leaders. The committee determined the scope of the 
surveys, questions to be included and timelines for rollout and completion. The 
development of our tools and the strategic planning process were guided by a number 
of supplemental resources: òPathways to Excellenceó Strategic Planning and Direction 
Overview, Introduction to Results -Oriented Management and Accountability (ROMA) by 
Frederick Richmond and Barbara Mooney, Conducting Needs Assessment Surveys from 
the University of Kansasõs Community Tool Box, prior PACE surveys, and example 
surveys used by other Massachusetts CAAs. All surveys were available in three 
languages both on paper and online. The planning committee reviewed all results of 
both assessments and provided feedback as to the results impact on our str ategic plan 
goals.  
 
For the community needs assessment, the committee determined the data sources to 
be used, identified the recipients and distribution sites, identified partners to be 
surveyed and the community leaders to be interviewed.  Committee memb ers took 
surveys out into the community to ensure both clients and low -income residents who 
were not clients had a chance to express opinions. Additionally, the committee 
designed a business card-sized handout that  solicit ed survey responses, with a link t o 
our online survey and a QR code that could be used for easier access. Over 500 of 
these cards were distr ibuted throughout the community.  This strategy was identified 
as a way to reach to low -income individuals, with distribution focused on institutions 
generally frequented by low -income individuals, for example, the bus terminal, a 
community health center, discount grocery stores, the Department of Transitional 
Assistance, the Immigrants Assistance Center, and local libraries.  
 

Key Stakeholder Interviews  
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As part of the process, a subgroup of our Strategic Planning Committee made a list of 
key local stakeholders to interview  to determine community needs and identify 
existing service gaps. They spoke individuals from each major sector including the 
Mayor of New Bedford, the President of the City Council, the Chief of Police, CEOs of 
the Workforce Investment Board, a local credit union, a national textile 
manufacturer, and representatives from higher education, K -12 education, as well as 
local religious and c ommunity -based groups. A full list of those interviewed is 
attached as an addendum. 

Customer Input  
 
At the outset of the process, t he planning committee and full board both reviewed 
the results of client satisfaction cards that are collected across the agency.  We value 
client feedback and believe customer input is a key component in an assessment of 
this kind.  Our customer satisfaction survey cards are always readily available at all of 
our program sites in three languages. As part of this process,  we collected and 
reviewed 380 of them . Of those, 250 responses were from repeat clients and 130 were 
using a service for the first time. Almost all (375) clients report being treated in a 
professional manner. When asked if clients got the help they were seeking, 376 said 
yes. Overall satisfaction was high (377). Our cards ask clients to rate their services 
from 1-5, 1 being òvery dissatisfiedó and 5 being òvery satisfied.ó Of 380 responses, 
297 (78%) rated their satisfaction at 5.  
 
The comments we received were overwhelmingly positive.  Almost all negative 
comments were related to systems issues (e.g. telephone) and not experiences. 
Clients tell us that our services are needed and delivered well,  reinforcing assessment 
survey findings that expose a need for services we already offer.  
 

A sampl ing of comments :  

 
òI had no idea there was a tax program that now I can sign up for. The service I got 
today was very informative. Pleasure to talk to.  Keep up the good work!ó 
 
òEveryone is very friendly helpful and respectfuló 
 
òThey were so great to me in the food pantry, great people! God Bless!ó 
 
òThe lady was very nice and talked low so nobody heard my businessó 
 
òEveryone is so kind. Especially since it was so busyó 
 
òVery happy with first experience. Service was greató 
 
òWas actually made to feel good. Was expecting to feel less than.ó 
 
òI have been coming to PACE for the past five years. The service I receive from the 
receptionist Ana is excell ent! She always greets me with a smile and is very 
knowledgeable when I ask her questions.  She is very professional and responsive and 
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deserves a lot of credit. Itõs hard to find programs and places that have good 
customer service.ó 
 
òI appreciate that the staff listened to my dietary needs and offered a very practical 
solution.ó 

 
 
The committee looked for trends partic ularly in the comment section. Satisfaction 
was high and individual staff members were recognized for their performance and 
positive representation of the agency.  
 
For the internal assessment the administrative team looked at best practices within 
the framework of our self -assessment and reviewed all staff survey responses. This 
team also performed an informal òSWOTó (Strengths, Weaknesses, Opportunities, 
Threats) analysis. The whole process reached a cross-section of the population as well 
as all staff ,  and analysis of the results was completed by the administrative team for 
presentation to the full planning committe e. The full committee met to determine 
what we should adopt as our three -year strategic goals.  
 
Goals were determined and the draft Community Assessment Report and Strategic 
Plan was presented to the Board of Directors. Monitoring and evaluation will be do ne 
in accordance with state guidance, ROMA principles and led by PACEõs ROMA-
implementer  and planner. 
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Key Findings : Community Assessment 

Causes and Conditions of Poverty  
 
We believe any discussion of the causes and conditions of poverty must include the 
òcliff effect.ó This is a difficult problem to address particularly in places like New 
Bedford. The òcliffó is that it may not make sense economically for people receiving 
public assistance to take a job that would then result in losing all assistance. 
Dif ferent programs with varying eligibility caps can combine to make transitioning off 
of public assistance scary and difficult . Once people go over òthe cliff ,ó working even 
at low wages may render them  ineligible for support programs. It is an intractable 
program and this dilemma is real for many of our clients. One way to reduce poverty 
is to minimize th at cliff effect.  
 

 
 
In Bristol County, 26% of children under 5 years of age live in poverty. According to 
Commonwealth Insights (Massachusetts Nonprofit Network) , county level child poverty 
is as high as 30% and is closely tied to high school dropout rates and unemployment. 
Strategies for reducing poverty will have to include expanding job growth and helping 
reduce dropout rates.   
 
Most importantly,  we should look at  how to build upon  programs that already 
significantly reduce poverty. The US Census Bureau now has data using Supplemental 
Poverty Measures (SPM). The SPM counts income and expenditures more fully than 
standard poverty measures. The Census Bureau quantifies the effects of anti -poverty 
programs that lift people out of poverty and reduce the cost of poverty for others. 
The Coalition on Human Needs has detailed the òhigh cost of being poor.ó Poor people 
pay a larger percentage of their incom e for housing, may live in areas where they 
must pay more for less food, struggle to afford the high cost of child care and may 
have high out-of-pocket medical expenses. Strengthening th e programs already 
proven to lift people out of poverty, i.e.  housing assistance, child care subsidies, 
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SNAP, would likely  lift more people out of poverty and reduce the cost of being poor 
for others.  
   
The persistent and multiple causes of poverty are what make it so challenging to 
address. Non-profits are at the forefront  of this challenge. New Bedford  is not unique  
in this sense. Like other  similar communities, w e too struggle with the need for more 
jobs, the need to lower the drop -out rate and to find ways to support people standing 
on the cliff.  The conditions of povert y in New Bedford generally include families and 
individuals paying too high a percentage of income for rent,  experiencing food 
insecurity and having concerns about neighborhood safety, primarily due to the 
prevalence of drug abuse.  

Assessment Results 

Demographics and Background Data  
 

We received 199 responses to our Community Needs Assessment survey and 22 
responses to our Community Partners Survey. 87% of Needs Assessment responses 
were in English and 13% in Spanish and Portuguese. 55% of respondents were from 
womens and 45% men. A variety of races/ethnicities were represented, as seen 
below.  
 

 
Further, the age of respondents was well -distributed among all groups:  
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Our expectations of the causes and conditions of poverty gleaned through research 
are confirmed in the sample of our Needs Assessment Survey respondents. The vast 
majority  of the respondents reported a monthly  household income of $3500 ($42,000 
annually) or below.  

 

 
The most common source of that income was wages, but there was also a pre valence 
of Social Security as well as government aid, i.e. SSI/SSDI and cash assistance from 
the Department of Transitional Assistance, as seen below.  
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These income levels closely track a well -documented local lack of educational 
attainment. The clear majority of our survey respondents had only a high school 
diploma or less. While some had some college experience, few successfully completed 
a two- or four -year program.  
 

 
 
As a result of low educational attainment, depressed incomes, and reliance on the 
assistance of government programs, it comes as no surprise that those who took our 
survey point to housing issues as a need. The housing costs of those surveyed ranged 
from $0 per month to $2800 per month, with both the average and median housing 
costs of the 135 respondents being $800 per month.  For the 49.7% of survey 
respondents who claimed their monthly household income is $2000 or less, an $800 
per month rent accounts for 40% or more of their income alone, leaving little else for 
utilities and basic needs such as food, clothing and transportation.  While some 
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apartments are available for less (several respondents indicated they pay in the $600 
range), survey comments confirm that cheaper apartments come in less desirable 
neighborhoods, often with disengaged landlords and substandard living conditions.  

Community Strengths  

 
Before exploring community needs, we sought to identify community strengths by 
asking an open-response question: what is the greatest strength of the community? 
We were encouraged to see many responses that identified òpeople centeredó 
strengths such as diversity, a sense of community, and the network and partnerships 
that serve others.  Here is a word cloud showing those responses: 
 

 
Our discussions and interviews with partners and community interviewees cited the 
importance of strong provider networks, shared goals and collaboration as major 
strengths. Others mentioned good relations w ith police and emergency services, 
responsive public officials and potential  for business in terms of location and available 
space. All of these strengths can be utilized to support initiatives around advocacy, 
engagement and actions to address our communityõs current needs. We seek to 
triangulate these strengths and build upon them wherever and whenever we can over 
the next three years.  
 

Community Needs  
 

To discern community needs, we asked a variety of questions to draw out not only 
what our respondentsõ would be interested in themselves, but what they thought the 
community at large needs addressed.  In addition to multiple choice survey questions, 
we asked clients to identify the top needs of the community and to explain why in an 
open response format.  
 
Many clients left insightful comments : 
 

òSubstance abuse because it's cripple d our town!ó 
òjobs so people don't resort to doing illegal thingsó 
òI think between drug abuse and homelessness because the problem just keeps 
growingó 
òmore affordable housing. my rent is too highó 
òsolar panels everywhere. free clean energyó 
òyouth recreation programs. Lots of kids on the streets with nothing or 
nowhere to go or doó 
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òsubstance abuse and mental health help. Too many people are sick and 
dyingó 
òchildcare. can't make money if you have no one to watch your childrenó 
òlower rent so people could afford bills and be able to get things that they 
needó 
òsubstance abuse services. people are dyingó 

 
Those responses have been formatted into a word cloud, and some additional text 
analysis is provided to show the frequency of the most often mentioned issues:  

 


































